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TERMS AND CONDITIONS 

˃ All payment and charges shall be made in United States Dollar (EURO; €). 

˃ All prices quoted are exclusive of any local VAT or other taxes imposed in End-User territory. 

˃ Contract price is Delivery at Terminal (DAT), which refers to End-User designated terminal. 

˃ Company will submit to End-User an invoice for each payment milestone. 

˃ Provided the End-User has met all requested prerequisites, System will be delivered to End-User within ninety (90) 
vendor business days of receipt of Down Payment.  

˃ Installation at End-User facility may take up to two (2) weeks. 

˃ Training Courses will commence upon completion of installation. 

˃ End-User Certificate (EUC) shall be provided by End-User to the Company up to seven (7) days from ARO. Any 
delays beyond this period may cause delays in delivery schedule. 

˃ System will be fully commissioned at End-User facility upon completion of Training Courses and receipt of all 
milestone payments and associated documentation (EUC). 

˃ Throughout the document, Days refer to Business Days. 

PROPOSAL VALIDTY 

This proposal is valid until 
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HARDWARE COMPONENTS 

15 Backup Software Virtualization Backup software 

16 Management Server OS Microsoft Windows 2012 R2 x2 (two servers) 

Notes: 

• This hardware is required to be kept in a dedicated server room or data center which contains:
o Physical space for the rack

o Power socket for the rack

o Power backups

• Server room or data center should be cooled

• Internet connectivity should be on the same premises as the server rack

• The specific hardware components and 3rd party software contents refer to the present time and for a “big”
system.

o It may be that upon delivery, some minor differences may occur.  In any case, any HW or SW changes
from the above will result in equal or better versions.

o Hardware for “Small” or “Medium” systems will results in less servers with a different spec
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APPENDIX G 

SUPPORT LEVELS 

Key Gold Platinum 

Time to Resolution P1 - 4 Business Days 

P2 - 10 Business Days 
P3 - 2nd Release  

P1 - 2 Business Days 

P2 - 10 Business Days 
P3 - 2nd Release  

Support Business hours during 
customer’s working days 

24/7 Support 

Training Basic Onboarding Advanced trainings for new 
functionalities & features 
(at least once a year) 

Technical Review Meetings Every 6 months 1-3 months

System Support Continuity 
(OS, Browsers, Acrobat Reader, 
Office) 

Ongoing maintenance - 
supports only the existing 
versions according to the 
handover date 

New versions support - 
ongoing updates will be 
supplied 

New Features and 
Functionalities 

Support only the existing 
functionalities & features 

Provide new functionalities 
& features that planned in 
the roadmap * 

* Feature requests that are not part of the roadmap will have additional pricing 




