
 

1 

 

Terms & Conditions of the Ezytreev Cloud Service. 
To be read in conjunction with the Software Services Contract. 

These terms and conditions by and between ra Information Systems (RA-IS), a limited company 
(Company Registration no 2254852) having its registered office at ra House, 9-10 Beresford Way, 
Chesterfield, S41 9FG and the Customer sets forth the terms and conditions upon which RA-IS will 
provide management software for the Customer.  
 
In consideration of the mutual undertakings, obligations, and responsibilities set forth herein, the 
parties hereto agree that the following terms apply to and are incorporated in to the Contract 
between the parties and that such terms prevail over any inconsistent terms or conditions contained 
in, or referred to in, the Customer’s order, Order Confirmation, or implied by law, trade custom, 
practice or course of dealing: 
 
1. Definitions. In these Conditions and any documents referred to herein the following expressions 
have the meanings stated, unless the context otherwise requires:  
 
1.1. Conditions: means these conditions and any document referred to herein;  
1.2. Content. means the audio and visual information, documents, software, products and services 
contained or made available to Customer in the course of using the Service. 
1.3. Contract means the Customer’s order, any order form and RA-IS acceptance of it under clause 2 
including the Order Confirmation encompassing the Conditions  
1.4. Customer. means the person firm or company who purchases the Services from RA-IS. 
1.5. Customer Data. means any data, information or material provided or submitted by the Customer 
to RA-IS in the course of utilising the Service; 
1.6. Commencement Date. means the Commencement Date as specified on the Order Confirmation 
attached hereto; 
1.7. Initial Term. means the period from the Commencement Date to the end date as shown on the 
Order Confirmation. 
1.8. Intellectual Property Rights. means patents, rights to inventions,  copyright and related rights, 
trade marks, trade names, domain names, rights in get-up, rights in goodwill or to sue for passing 
off, unfair competition rights, rights in designs, rights in computer software, database rights, 
topography rights, moral rights, rights in confidential information (including know-how and trade 
secrets) and any other intellectual property rights, in each case whether registered or unregistered, 
and including all applications for, and renewals or extensions of, such rights, and all similar or 
equivalent rights or forms of protection in any part of the world.    
1.9. License Administrator(s). means those Users designated by the Customer who are authorised to 
purchase licenses. 
1.10. License Term(s). means the period(s), excluding the Initial Term, during which a specified 
number of Users are licensed to use the Service, including any renewal terms. 
1.11. Order Confirmation. means the order confirmation for the Services attached hereto and 
provided to the Customer following receipt of an order, and any subsequent order confirmations, 
from time to time agreed upon between the parties and made a part of the Contract 
1.12. ra Information Systems Technology. means all of Ra Information Systems’ proprietary 
technology (including software, hardware, products, processes, algorithms, user interfaces, know-
how, techniques, designs and other tangible or intangible technical material or information) made 
available to the Customer by RA-IS in providing the Service. 
1.13. Service. means the Ezytreev cloud service operated, and maintained by RA-IS, accessible via 
https://ezytreev.cloud or other designated web site or IP address, to which Customer is being 
granted access under the Contract, including the ra Information Systems Technology and the 
Content; 
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1.14. System Administrator(s). means those Users designated by the Customer who are authorised to 
create User accounts and otherwise administer the Customer’s use of the Service. 
1.15. Use Guidelines. means the user conduct policies for use of the Service as set out by RA-IS from 
time to time. 
1.16. Users. means the Customer’s employees, representatives, consultants, contractors or agents 
who are authorised to use the Service and have been supplied user identifications and passwords by 
the Customer (or by RA-IS at the Customer’s request). 
 
2. Effect of the Order 
The Customer's purchase order constitutes an offer by the Customer to purchase the Services 
specified in it on these Conditions; accordingly, the execution and return of the acknowledgement 
copy of the purchase order form by RA-IS, the return of an Order Confirmation by RA-IS, or RA-IS’s 
commencement or execution of work pursuant to the purchase order, shall establish a contract for 
the supply and purchase of those Services on these Conditions.  The Customer's standard terms and 
conditions (if any) attached to, enclosed with, or referred to in, the purchase order shall not govern 
the Contract.   
 
3. Services & Responsibilities 
3.1 Licenses. RA INFORMATION SYSTEMS grants the Customer and its Users a non-exclusive, non-
transferable licence to use the Services subject to these Conditions. Subject to these Conditions, the 
Customer grants to RA-IS the right to use, copy, store, transmit and display Customer Data solely to 
the extent necessary to provide the Services as requested by the Customer. 
3.2. Responsibilities of RA-IS. RA-IS will use reasonable endeavours to: (i) maintain the security and 
confidentiality of the Customer Data; (ii) make the Service available twenty-four hours a day, seven 
days a week, except for planned maintenance periods. RA-IS reserves the right to perform 
maintenance of the Service as needed and, if reasonably practicable, will provide reasonable notice 
to the Customer of any unavailability during normal business hours. RA-IS will not disclose any 
information regarding the Customer or its user accounts, including any Customer Data, without the 
Customer’s prior written consent, except in accordance with these Conditions or as may be required 
by law. 
3.3 RA-IS will provide the Services in a manner consistent with general industry standards reasonably 
applicable to the provision thereof and that the Service will perform substantially in accordance with 
the RA-IS help documentation under normal use and circumstances. 
3.4. Responsibilities of Customer.  
3.4.1 The Customer shall: 
(i) co-operate with RA-IS in all matters relating to the Services; 
(ii) provide in a timely manner such information as RA-IS may request, and ensure that such 
information is accurate in all material respects; and 
(iii) be responsible at its own cost for preparing the relevant premises and equipment for the supply 
of the Services.  
3.4.2 The Customer is responsible for any and all activities that occur under the Customer’s User 
accounts. The Customer shall: (i) notify RA-IS immediately of any unauthorised use of any password 
or account or any other known or suspected breach of security; (ii) report to RA-IS immediately and 
use its best endeavours to stop immediately any copying or distribution of Content that is known or 
suspected by the Customer or its Users; (iii) ensure that use of the Services by its Users shall at all 
times conform to the Use Guidelines; and (iv) not impersonate another RA-IS user or provide false 
identity information to gain access to or use the Services. 
3.4.3 The Customer shall not (i) license, sublicense, sell, resell, transfer, assign, distribute or 
otherwise make available to any third party the Service or the Content, (ii) modify or make derivative 
works based upon the ra Information Systems Technology or the Content; (iii) commercially exploit 
the Service or the Content in any way, or (iv) create Internet links to the Service or frame or mirror 
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any Content contained in, or accessible from, the Service on any other server, wireless or Internet-
based device. RA-IS shall not use the Customer Data for any purpose other than to provide the 
Service to the Customer. 
 
4. Fees. 
4.1. Payments. The Customer shall pay RA-IS all charges and fees in accordance with the Order 
Confirmation. RA-IS charges and collects in advance for use of the Service. RA-IS will issue an invoice 
to the Customer upon commencement of the Initial Term or three months before the start of any 
subsequent License Term. Invoices must be paid within twenty eight (28) days of the invoice date in 
full and in cleared funds. All fees quoted and payments made under the Contract and in connection 
with these Conditions shall be in pounds sterling.  
4.2 User Fees. License fees are non-refundable and are based on the number of Users contracted 
for, whether or not such licenses are actively used. The number of User licenses specified on an 
Order Confirmation may be increased, but cannot be reduced, during the Initial Term or during any 
other License Term. The License Administrator may request additional licenses by submitting a 
request but the granting of such additional licences shall be at the sole discretion of RA-IS. Licenses 
added in the middle of the Initial Term or a Licence Term will be charged from the date of the 
additional order for the remainder of the Initial Term or Licence Term, on a pro rata basis by month 
(i.e., licenses added in the middle of a calendar month will be charged for the entire month), as well 
as any renewal term. Unless otherwise specified in the relevant order or Order Confirmation, 
licenses added during the Initial Term or subsequent License Term will be subject to the following: (i) 
added licenses will be coterminous with the Initial Term or the then current License Term; and (ii) 
the license fee for the added licenses will be the then current, generally applicable license fee.  
4.3. Late or Non-Payments. Without prejudice to any other right or remedy that RA-IS may have, 
any payment not received by RA-IS from the Customer by its due date shall accrue interest on a daily 
basis at a rate of four percent above the base rate of the Royal Bank of Scotland plc from time to 
time in force and shall be compounded quarterly until payment is made, whether before or after any 
judgment. RA-IS may claim interest under the Late Payment of Commercial Debts (Interest) Act 
1998.  
4.4. Suspension of Service. In the event the Customer’s account becomes overdue, in addition to 
any of its other rights or remedies, RA-IS, reserves the right to suspend the Service provided to the 
Customer.  Should the Service be suspended in accordance with this clause 4.4 a reconnection fee of 
£500.00 will be payable if the Customer requires reconnection to the Service. For the avoidance of 
doubt, no reconnection will take place until the Customer’s account is up to date and all monies 
owed by the Customer to RA-IS have been paid. 
4.5. VAT. Save in so far as otherwise expressly provided all amounts stated in these Conditions are 
expressed exclusive of value added tax and any value added tax arising in respect of any supply 
made hereunder shall on the issue of a valid tax invoice in respect of the same be paid to the party 
making such supply by the party to whom it is made in addition to any other consideration payable 
therefore. 
4.6 All payments payable to RA-IS under the Contract shall become due immediately on termination, 
despite any other provision and RA-IS may, without prejudice to any other rights it may have, set off 
any liability of the Customer to RA-IS against any liability of RA-IS to the Customer. 
 
 
5. Ownership. 
5.1. RA INFORMATION SYSTEMS. RA-IS (and its licensors, where applicable) shall own all right, title 
and interest, including all related Intellectual Property Rights, in and to the ra Information Systems 
Technology, the Content and the Services and any suggestions, ideas, enhancement requests, 
feedback, recommendations or other information provided by the Customer or any other party 
relating to the Service (but excluding Customer Data). The Contract and these Conditions do not 
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convey any rights of ownership in or related to the Service, ra Information Systems Technology or 
Intellectual Property Rights owned by RA-IS to the Customer.  
5.2. Customer Data. All the Customer data submitted by the Customer to RA-IS in connection with 
the Services, whether posted by the Customer or by third parties, shall remain the sole property of 
the Customer or such third parties, as applicable. 
5.3. Software Restrictions. RA-IS operates and manages its own and third-party software in order to 
provide the Services. To the extent that access to any software is provided to the Customer by RA-IS, 
the Customer agrees that it will use such software solely for the Customer’s own internal processing 
operations, and that the Customer will not directly, indirectly, alone, or with another party copy, 
disassemble, reverse engineer, or decompile, modify, create derivative works based upon, or 
translate the ra Information Systems Technology or transfer or otherwise grant any rights in the ra 
Information Systems Technology and associated Intellectual Property Rights in any form to any other 
party. 
5.4 Confidentiality The Customer shall keep in strict confidence all technical or commercial know-
how, specifications, inventions, processes or initiatives which are of a confidential nature and have 
been disclosed to the Customer by RA-IS or its agents, and any other confidential information 
concerning RA-IS’s business or its products which the Customer may obtain. The Customer shall 
restrict disclosure of such confidential material to such of its employees, agents or sub-contractors 
as need to know it for the purpose of discharging the Customer's obligations to RA-IS, and shall 
ensure that such employees, agents or sub-contractors are subject to obligations of confidentiality 
corresponding to those which bind the Customer. This condition 5.4 shall survive termination of the 
Contract, however arising. 
 
 
6. Representations & Warranties. 
6.1. Warranties. The Customer represents and warrants that it has not falsely identified itself nor 
provided any false information to gain access to the Service. 
6.2. Limitation of Liability  
6.2.1 The following provisions set out the entire financial liability of RA-IS including any liability for 
the acts or omissions of its employees, agents and sub-contractors to the Customer in respect of: 
(i) any breach of the Contract; 
(ii)any use made by the Customer of the Services or any part of them; and 
(iii) any representation, statement or tortious act or omission (including negligence) arising under or 
in connection with the Contract. 
6.2.2 All warranties, conditions and other terms implied by statute or common law are, to the fullest 
extent permitted by law, excluded from the Contract. 
6.2.3 Nothing in these Conditions excludes the liability of RA-IS: 
(i) for death or personal injury caused by RA-IS’s negligence; or 
(ii) for fraud or fraudulent misrepresentation. 
6.2.4 Subject to the above RA-IS shall not be liable, whether in tort (including for negligence or 
breach of statutory duty), contract, misrepresentation or otherwise for loss of profits; loss of 
business; depletion of goodwill or similar losses; loss of anticipated savings; loss of goods; loss of 
contract; any special, indirect, consequential or pure economic loss, costs, damages, charges or 
expenses. 
6.2.5 RA-IS’s total liability in contract, tort (including negligence or breach of statutory duty), 
misrepresentation, restitution or otherwise, arising in connection with the performance or 
contemplated performance of the Contract shall be limited to the price paid for the Services. 
6.3. Internet Delays. RA-IS’s services may be subject to limitations, delays, and other problems 
inherent in the use of the Internet and electronic communications. RA-IS is not responsible for any 
delays, delivery failures, or other damage resulting from such problems. 
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7. Indemnity 
7.1 The Customer shall indemnify RA-IS against all liabilities, costs, expenses, damages and losses 
(including any direct, indirect or consequential losses, loss of profit, loss of reputation and all 
interest, penalties and legal and other professional costs and expenses) suffered or incurred by RA-IS 
arising out of or in connection with:  
(i) the Customer's breach or negligent performance or non-performance of the Contract; and 
(ii) any claim made against RA-IS by a third party arising out of or in connection with the provision of 
the Services, to the extent that such claim arises out of the breach, negligent performance or failure 
or delay in performance of the Contract by the Customer, its employees, agents or subcontractors. 
7.2 If any third party makes a claim, or notifies an intention to make a claim, against RA-IS which 
may reasonably be considered likely to give rise to a liability under this indemnity (a Claim), RA-IS 
shall: 
(i) as soon as reasonably practicable, give written notice of the Claim to the Customer, specifying the 
nature of the Claim in reasonable detail; 
(ii) not make any admission of liability, agreement or compromise in relation to the Claim without 
the prior written consent of the Customer such consent not to be unreasonably conditioned, 
withheld or delayed, provided that RA-IS may settle the Claim after giving prior written notice of the 
terms of settlement to the extent legally possible)to the Customer, but without obtaining the 
Customer’s consent) if RA-IS believes that failure to settle the Claim would be prejudicial to it in any 
material respect; 
(iii) give the Customer access at reasonable times on reasonable prior notice to its premises and its 
officers, directors, employees, agents, representatives or advisers, and to any relevant assets, 
accounts, documents and records within the power or control of RA-IS, so as to enable the Customer 
and its professional advisers to examine them and to take copies for the purpose of assessing the 
Claim; and 
(iv) subject to the Customer providing security to RA-IS to RA-IS’s reasonable satisfaction against any 
claim, liability, costs, expenses, damages or losses which may be incurred, take such action as the 
Customer may reasonably request to avoid, dispute, compromise or defend the Claim. 
7.3 If a payment due from the Customer under this clause is subject to tax (whether by way of direct 
assessment or withholding at its source), RA-IS shall be entitled to receive from the Customer such 
amounts as shall ensure that the net receipt, after tax, to RA-IS in respect of the payment is the 
same as it would have been were the payment not subject to tax. 
7.5 Nothing in this clause shall restrict or limit RA-IS's general obligation at law to mitigate a loss it 
may suffer or incur as a result of an event that may give rise to a claim under this indemnity. 
 
8. Term & Termination. 
8.1. Term. The term of the Contract shall begin on the Commencement Date and shall end upon the 
expiration of the Initial Term unless additional License Terms have been added. If additional License 
Terms have been added with end dates after the expiration of the Initial Term, the Contract shall, 
subject to Section 8.2 below, end upon the expiration of the last of the additional License Terms 
specified under all Order Confirmations associated with the Contract, unless otherwise earlier 
terminated pursuant to these Conditions. 
8.2. Renewal and Termination of Licenses. Unless the Customer or RA-IS notifies the other party in 
writing at least 60 days prior to the expiration of the Initial Term or any additional License Terms set-
forth in any Order Confirmations, all User licenses shall be automatically renewed for an additional 
term equal in length to the Initial Term or added License Term(s), at the list price license fees from 
time to time in effect for the licenses being renewed. 
8.3. Termination for Cause. Without prejudice to any other rights or remedies to which the parties 
may be entitled, either party may terminate the Contract without liability to the other if:  
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(i) remediable) fails to remedy that breach within 30 days of that party being notified in writing of 
the breach; or 
(ii) an order is made or a resolution is passed for the winding up of the other party, or circumstances 
arise which entitle a court of competent jurisdiction to make a winding-up order of the other party; 
or 
(iii) an order is made for the appointment of an administrator to manage the affairs, business and 
property of the other party, or documents are filed with a court of competent jurisdiction for the 
appointment of an administrator of the other party, or notice of intention to appoint an 
administrator is given by the other party or its directors or by a qualifying floating charge holder (as 
defined in paragraph 14 of Schedule B1 to the Insolvency Act 1986); or 
(iv) a receiver is appointed of any of the other party's assets or undertaking, or if circumstances arise 
which entitle a court of competent jurisdiction or a creditor to appoint a receiver or manager of the 
other party, or if any other person takes possession of or sells the other party's assets; or 
(v) the other party makes any arrangement or composition with its creditors, or makes an 
application to a court of competent jurisdiction for the protection of its creditors in any way, or 
becomes bankrupt; or 
(vi) the other party ceases, or threatens to cease, to trade; or 
(vii) there is a change of control of the other party; or 
(viii) the other party takes or suffers any similar or analogous action in any jurisdiction in 
consequence of debt. 
 
Termination of the Contract, however arising, shall not affect or prejudice the accrued rights of the 
parties as at termination or the continuation of any provision expressly stated to survive, or 
implicitly surviving, termination. 
 
8.4. Termination of Access. The termination of the Contract shall result in an immediate termination 
of the Customer’s access to the Service, although such termination shall not relieve the Customer of 
the obligation to pay any fees accrued or payable to RA-IS for Services provided prior to the effective 
date of such termination. 
8.5. Return of Customer Data. Upon termination of the Contract other than by reason of the 
Customer’s material breach, RA-IS will make available to the Customer a file of the Customer Data 
within 30 days of termination if the Customer so requests at the time of notification of termination. 
In addition, upon termination of the Contract by RA-IS, the Customer’s right to access or use the 
Customer Data immediately ceases, and RA-IS shall have no obligation to maintain any of the 
Customer Data stored in the Customer’s accounts or to forward any of the Customer Data to the 
Customer or any third party. 
8.6. Escrow. At the specific request of The Customer, an Escrow Agreement shall be put in place with 
the Escrow Agent NCC Group. The cost of such Agreement to be borne by The Customer. 

 
9. General Provisions. 
9.1 Force majeure RA-IS shall have no liability to the Customer under the Contract if it is prevented 
from, or delayed in, performing its obligations under the Contract or from carrying on its business by 
acts, events, omissions or accidents beyond its reasonable control, including, without limitation, 
strikes, lock-outs or other industrial disputes (whether involving the workforce of RA-IS or any other 
party), failure of a utility service or transport network, act of God, war, riot, civil commotion, 
malicious damage, compliance with any law or governmental order, rule, regulation or direction, 
accident, breakdown of plant or machinery, fire, flood, storm or default of suppliers or sub-
contractors. 
9.2 Waiver  
(i) A waiver of any right under the Contract is only effective if it is in writing and it applies only to the 
party to whom the waiver is addressed and the circumstances for which it is given.  
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(ii) Unless specifically provided otherwise, rights arising under the Contract are cumulative and do 
not exclude rights provided by law. 
9.3 Severance  
(i) If any provision of the Contract and these Conditions is found by any court or administrative body 
of competent jurisdiction to be invalid, unenforceable or illegal, the other provisions shall remain in 
force. 
(ii) If any invalid, unenforceable or illegal provision would be valid, enforceable or legal if some part 
of it were deleted, the provision shall apply with whatever modification is necessary to give effect to 
the commercial intention of the parties. 
9.4 Status of pre-contractual statements 
Each of the parties acknowledges and agrees that in entering into the Contract it does not rely on 
any undertaking, promise, assurance, statement, representation, warranty or understanding 
(whether in writing or not) of any person (whether party to the Contract or not) relating to the 
subject matter of the Contract other than as expressly set out in these Conditions. 
9.5 Assignment 
(i) The Customer shall not, without the prior written consent of RA-IS, assign, transfer, charge, sub-
contract or deal in any other manner with all or any of its rights or obligations under the Contract.  
(ii)RA-IS may at any time assign, transfer, charge, sub-contract or deal in any other manner with all 
or any of its rights or obligations under the Contract. 
9.6 No Partnership or Agency 
Nothing in the Contract is intended to or shall operate to create a partnership between the parties, 
or to authorise either party to act as agent for the other, and neither party shall have authority to 
act in the name or on behalf of or otherwise to bind the other in any way (including but not limited 
to the making of any representation or warranty, the assumption of any obligation or liability and 
the exercise of any right or power) 
9.7 Third Party Rights 
The Contract is made for the benefit of the parties to it and (where applicable) their successors and 
permitted assigns, and is not intended to benefit, or be enforceable by, anyone else.  
9.8 Notices  
Any notice under the Contract shall be in writing and shall be delivered by hand or sent by pre-paid 
first-class post or recorded delivery post to the other party at its address as set out in the Contract, 
or such other address as may have been notified by that party for such purposes, or sent by fax to 
the other party's fax number as set out in the Contract. A notice delivered by hand shall be deemed 
to have been received when delivered (or if delivery is not during business hours, at 9.00 am on the 
first business day following delivery). A correctly addressed notice sent by pre-paid first-class post or 
recorded delivery post shall be deemed to have been received at the time at which it would have 
been delivered in the normal course of post. A notice sent by fax shall be deemed to have been 
received at the time of transmission (as shown by the timed printout obtained by the sender).   
9.9 Governing Law and Jurisdiction 
(i) The Contract and any disputes or claims arising out of or in connection with it or its subject matter 
or formation (including non-contractual disputes or claims) are governed by and construed in 
accordance with the law of England. (ii) The parties irrevocably agree that the courts of England have 
exclusive jurisdiction to settle any dispute or claim that arises out of or in connection with the 
Contract or its subject matter or formation (including non-contractual disputes or claims). 
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This SOFTWARE SERVICES CONTRACT (the "Contract") is made (Date) (the "commencement 

date") between R & A SOFTWARE (SYSTEMS) LTD T/A ra information systems (hereinafter referred 

to as ra information systems) and (Customer)   (hereinafter referred to as 'the Customer').  

WHEREBY: Subject to the various charges and terms and conditions attached ra Information 

systems agrees to provide The Customer services as set out below.    The services described 

below relate to the application software entitled Ezytreev tree management (hereinafter 

referred to as ‘the Software’).  This agreement is to be for a minimum period of 12-months from 

the commencement date, although its terms & conditions will continue to apply for the 

duration of any subsequent Support & Maintenance Contract covering the use of the 

Software. 

 

Specification of the Services provided. 

1. Installation and Configuration Service 

1.1. ra Information systems shall install and configure the Software either on computer 

equipment and associated services provided by the customer for this purpose, 

(hereinafter known as ‘internally hosted’), or on computer equipment and 

associated services provided by ra Information Systems. (hereinafter known as 

‘externally hosted’). 

1.2. The terms & conditions under which the software services are provided to the 

Customer are set out in the Terms & Conditions of the Ezytreev Software License for 

Internally hosted systems, or the Terms & Conditions of the Ezytreev Cloud service 

for externally hosted systems, accompanying this contract. 

1.3. Following the initial 12 month period of use of the Software, ra Information systems 

shall offer The Customer on-going Support and Maintenance. Support and 

Maintenance will be offered on terms outlined in the associated Support & 

Maintenance Contract and the schedule of software modules & associated 

licenses covered by the agreement.  

1.4. If this agreement is required to enact the conversion of an existing internally hosted 

system to an externally hosted system, then any existing Support and Maintenance 

Contract will continue to apply to the converted system. 

2. Training Service 

ra Information systems shall, on request, provide the Customer with a training 
service, as follows: 

A wide range of learning resources are made available to users online, via our 
userguide website and forum. Where training is required, for example following 
purchase of the system, or an additional module, it will normally be delivered through 
remote sessions. On-premise sessions can be arranged on request 

 

3. Helpdesk Service 

Between the hours of 08:00 and 18:00, Monday to Friday inclusive, but excluding bank 

and other statutory public holidays in England and Wales, ra Information systems shall 

provide a helpdesk service as follows, in response to requests from the Customer:  

3.1. ra Information systems shall put in place a team of support personnel, which shall 

consist of a number of individuals who will be fully conversant with all standard and 

bespoke features of the Software. 

3.2. A member of the support personnel shall be available to record each request for 

assistance from an accredited user of the Software.  
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3.3. The support personnel shall maintain a log of all calls received by the helpdesk, 

together with the date and time that the call was received, a description of the 

request, the priority assigned to the request and, where applicable, the time and 

date of the resolution, as agreed with the Customer. 

3.4. The support personnel will use all reasonable endeavours to respond to requests 

for assistance in a manner that minimises disruption to the user. 

3.5. The primary role of the support personnel is to answer queries from, and provide 

advice and guidance to, accredited users of the Software. 

3.6. The advice and guidance given by the support personnel shall relate to the normal 

operation of the Software only. 

3.7. Where the request for assistance is deemed to relate to abnormal operation of the 

Software, the support personnel shall communicate the Problem to the 

maintenance team, and provide feedback to the Customer on the outcome of 

the maintenance team’s investigations 

4. Maintenance Service 

Between the hours of 09:00 and 17:00, Monday to Friday inclusive, but excluding bank 

and other statutory public holidays in England and Wales, ra Information systems shall 

provide a maintenance service as follows, in response to requests from the Customer: 

4.1. ra Information systems shall put in place a team of maintenance engineers, who 

will be fully trained in all aspects of the Software, and capable of investigating any 

reported faults. 

4.2. ra Information systems will use all reasonable endeavours to respond to 

maintenance requests within 30 minutes of the Customer contacting the 

helpdesk. Correction of any reported Problem will carried out after identifying the 

nature and severity of the Problem. An estimated fix time will be given after this 

identification and will be as soon as is practical from the time of the Customer 

contacting the helpdesk and such that the Software is Fully Operational and the 

Problem corrected in a manner that minimises disruption to the Customer.  

4.3. Where the reported Problem is an Application error, the solution may necessitate 

being part of a software update. 

4.4. Where the reported Problem can only be resolved by on-site actions of a support 

engineer, the fix times shall include a reasonable allowance for travel time 

between ra Information systems’ premises in Chesterfield and the Customer’s site. 

Travel time will vary according to site. 

4.5. ra Information systems shall report back to the customer on the outcome of any 

investigations carried out under the terms of the Contract. This report to be verbal, 

or where requested by the Customer, written or by electronic mail.  

4.6. ra Information systems shall retain copies of all supported versions of the Software 

and related data structures at ra Information Systems’ premises (currently at 9&10 

The Bridge, Beresford Way, Chesterfield, S41 9FG) and shall provide the media 

which it requires to do so. 
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5. Information Service 

ra Information systems shall provide an information service as follows: 

5.1. ra Information systems shall provide the Customer with details of faults found in the 

supported version of the Software detailing, for of all identified faults: 

5.1.1.   The appearance of the fault to the user. 

5.1.2.   In which options, and during which operations the fault is encountered. 

5.1.2.1.   The implications of the fault for the on-going operation of the module 

in which it   appears. 

5.2. ra Information systems shall provide details of recommended system configurations 

for machines on which the Software is to be run.    

5.3. ra Information systems shall notify the Customer of any system configuration 

features or third party software known by ra Information systems to be 

incompatible with the Software covered by this agreement. 

5.4. ra Information systems shall, upon request from accredited representatives of the 

Customer, provide guidance on the operation of the Software.  

 

 

 


