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Annex IFft{. Annual MaintenancefEE 4t N A

The Maintenance covers the following products:
R ERT AT
QAD 2019EE
QAD MFG/PRO bundle
Pro/Plus
Enhanced Controls
Fixed Assets
Release Management
Consignment Inventory
Tools & Embedded Database
OE Replication Enterprise
Qxtend Base
SR R PR 25 R I e A

This Agreement covers the following services:

ﬂﬁ}u@@ AR AR %%

1. Telephone/Fax/Modem login Support from 9:00 a.m. to 5:30 p.m., Monday to Friday, excluding
holidays.

BRA—ZRA, £F9: WETFS: 30, BiFARRS/MTFIETHTRE, FRABRS.
2. Provide updated programs/patch for bug-fix purpose.
GERG RE R AN T

Client can upgrade their programs on existing Version to latest Version Free of charge for License.

RBROT FRTA.

The hot line support phone number is :

PER R HIE:
SE—Hiial: BRE 1356463 0697 Mindychen@softspeed.com.cn

&R : 3 15000872592 wendytian@softspeed.com.cn

Hong Kong:
Tel: (852) 2628 1198 Fax: (852) 2628 0639
Shanghai:
Tel: (8621) 61918360 Fax: (8621)6191 8367
Guangzhou:
Tel: (8620) 8552 1040, 8554 5051 Fax: (8620) 8552 1740
Help desk:
TR D
Hong Kong: ssupport@softspeed.com.hk
Guangzhou:

Shang Hai: qadﬁelpde @sofm?)(;i com.cn

Standard procedures to process each request raised by the users.
AbERFR BRI HERR -

1. Check for inquiries
RERFIRER
B Incoming emails twice a day, (9:30 am and 2:00 pm) Check incoming fax anytime.

FHKEemail 2k (L£F9: 30 & F4H2: 00) , BERTREMER.
H Log the call at our Lan,
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ERGEATELE WK,

H File the call details.
2. Same day acknowledgement via email. The mail should contain the following information:

HEFFHRAMIR,
ELREitemail ik, email NEE T A2

B State our call reference number.,
B Tell users the normal processing time, and frame is 1 -2 working days.

HREPERSEE,
BRI FER LR E, R824 TR,
M If possible, offer temporary solution.

ImRATRE, RO RIARTT K.

3. The first Reply is released in 1-2 working days,

E12)THEHARE—KER, TBTF.
B If Solution is available, draft a reply to close the call.
MBHERITR, BTFEH, HEREALAERRS.

and the procedure is following:

B File the call.
RHEFERB.

B Update information to our Lan.

EHRGEAR.

B Else Solution is not available, draft an interim reply reporting the status.
MBRRT RIFE, STHEROER, RERE.

B Pass the case to our provider to search for help.

RIHERILZLT I RER.

B Proceed to Step 4.
Eits L Y, 28
4. The second reply is released on the 5th working day.

BN ITEHLTHEKRES.
B Closely work with QAD to find out the resolution.

5QADREAE, RUMIFR.
B When solution is available, draft a reply to close the call.
REERTR, HTFEH, HERLEAXAHERRE.

M File the call.
R BIFERIFR,

H Update information to our Lan.

5. Month end Report
Admin team are held responsible for this job. If the request raised by the users is severity,

AE#RE

man-days,
B HRe.s Z2 TR,
Page §
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the above procedure would speed up from 0.5 to 2

ERGEATEFEL.
We intend to report to customers who joying our MFG/PRO and Progress Maintenance Service
regarding their monthly usage of our help desk service. Both the Help Desk Support team and Sales

especially

the system is down and whole operation is hang,
[ 5 52 MFG/PROF! Progress AL I F RALRAT R A Db A BEIRAE . 3048 b BT A oy e
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