
APPENDIX A 
 

SOFTWARE SUPPORT SERVICES 
 

1) SUPPORT OPTIONS 
Customer may select from the following Software support purchase options: Gold (or Gold Plus) and Platinum (or Platinum Plus) support 
(“Service Type”), each providing different service coverage periods and/or service offerings, as specified herein (“Service Offerings”) and in the 
Kronos Support Service Policies (defined below). Customer must purchase the same Service Type for all of the Software specified on the Order 
Form, (however, if Customer is purchasing support services for Visionware Software, Customer may only purchase Gold Service Type for the 
Visionware Software). All Updates shall be provided via remote access. Customer may purchase support services for Equipment in accordance 
with the terms and conditions of Kronos’ standard Equipment Support Services Agreement a copy of which is available upon request and is 
located at:  http://www.kronos.com/Legal/EquipmentSupportAgr.aspx 
 
2) GOLD SERVICE OFFERINGS  
Customer shall be entitled to receive: 
 
(i) Updates for the Software (not including any Software for which Kronos charges a separate license fee), provided that Customer’s operating 

system and equipment meet minimum system configuration requirements, as reasonably determined by Kronos. If Customer requests Kronos to 
install such Updates or to provide retraining, Customer agrees to pay Kronos for such installation or retraining at Kronos’ then-current time 
and materials rate. 

 
(ii) Telephone and/or electronic access to the Kronos Global Support Center for the logging of requests for service during the Service Coverage 

Period. The Service Coverage Period for the Gold Service Offering is 8:00 a.m. to 8:00 p.m., local time, Monday through Friday, excluding 
Kronos holidays. 

 
(iii) Web-based support including access to Software documentation, FAQ’s, access to Kronos knowledge base, Customer forums, and e-case 

management. Such offerings are subject to modification by Kronos. Current offerings can be found at 
http://www.kronos.com/services/support-services.aspx . 

 
(iv) Web-based remote diagnostic technical assistance which may be utilized by Kronos to resolve Software functional problems and user 

problems during the Service Coverage Period. 
 

(v) Access to specialized content as and when made available by Kronos such as technical advisories, learning quick tips, brown bag seminars, 
technical insider tips, SHRM e-Learning, HR Payroll Answerforce and service case studies. 

 
3) PLATINUM AND PLUS SERVICE OFFERINGS: 
Platinum: In addition to the Service Offerings specified for the Gold Service Offering above, the Service Coverage Period for the Platinum 
Service Offering is 24 hours a day, seven days a week, 365 days a year. 
 
Plus option: In addition to the Service Offerings specified for the Gold Service Offering above, customers purchasing the Plus option shall receive 
the services of a dedicated, but not exclusive, Kronos Technical Account Manager (“TAM”) for one production instance of the Software. Customers 
purchasing the Gold-Plus option shall designate up to one primary and one secondary backup technical contacts (“Technical Contacts”) to be the 
sole contacts with the TAM, while customers purchasing the Platinum-Plus option shall designate up to two primary and three secondary backup 
Technical Contacts. Upon request, Customer may designate additional and/or backup Technical Contacts. Customer is required to place all 
primary Technical Contacts through Kronos product training for the Software covered under this Agreement at Customer’s expense. 
 
Customers purchasing the Platinum-Plus option shall also receive a one day per year visit to be performed at the Customer location where the 
Software is installed. During this onsite visit, Kronos shall work with Customer to identify ways to help Customer increase functionality or maximize 
utilization of the Software in Customer’s specific environment. Customer must be utilizing the then-current version of the Software. Travel and 
expenses are not included and shall be paid by Customer. 
 
4) PAYMENT 
Customer shall pay annual support charges in accordance with the payment terms outlined in the Agreement. Customer shall pay additional support 
charges, if any, and time and material charges within thirty (30) days upon receipt and approval of a valid invoice. 
 
5) ADDITION OF SOFTWARE 
Additional Software purchased by Customer during the initial or any renewal term shall be added to this Agreement at the same support option as the 
then current Software support coverage in place under these terms. Customer agrees to pay the charges for such addition. 
 
 
 
 
 
 
 
 
 
 
 
 

http://www.kronos.com/Legal/EquipmentSupportAgr.aspx
http://www.kronos.com/services/support-services.aspx


 
6) RESPONSIBILITIES OF CUSTOMER  
Customer and/or its authorized third party outsourcer (e.g., Northrop Grumman) agrees (i) to provide Kronos personnel with access to Kronos 
Software for purposes of support, including use of Kronos’ standard remote access technology, if required; (ii) to maintain and operate the 
Software in an environment and according to procedures which conform to the Specifications; and (iii) not to allow support of the Software by 
anyone other than Kronos without prior written authorization from Kronos. Kronos agrees that it will access the Software remotely only at the 
request and approval of the Customer. Customer agrees that it will monitor the entire session and can terminate the session at any time. Once a 
session is ended, the access is permanently closed. Any subsequent request to access the Customer’s system will be deemed a new request which 
would again require Customer’s approval prior to Kronos gaining access to Customer’s system. Upon completion of the session and at 
Customer’s request, Kronos support personnel will provide a summary of work completed during the session. Kronos reserves the right to change 
remote connection tools as needed, and such selection will at a minimum have the same feature and functionality set as available with the current 
tool.  Failure to utilize Kronos’ remote access technology may delay Kronos’ response and/or resolution to Customer’s reported Software 
problem.  If Customer requires the use of a specific remote access technology not specified by Kronos, then Customer may be required to purchase the 
Plus option to receive support and provide Kronos personnel with access to the remote access Kronos equipment and/or software. 
 
7) DEFAULT 
Customer shall have the right to terminate Kronos support services in the event that Kronos is in breach of the support services warranty set forth 
below and such breach is not cured within fifteen (15) days after written notice specifying the nature of the breach. In the event of such 
termination, Kronos shall refund to Customer on a pro-rata basis those pre-paid annual support fees associated with the unused portion of the 
support term. Kronos reserves the right to terminate or suspend support service in the event the Customer is in default under this Agreement with 
Kronos and such default is not corrected within fifteen (15) days after written notice.  
 
8) WARRANTY 
Kronos warrants that all support services shall be performed in a professional and competent manner. 
 
9) KRONOS SUPPORT SERVICE POLICIES 
Kronos’ then-current Support Services Policies shall apply to all Support Services purchased and may be accessed at: 
http://www.kronos.com/Support/SupportServicesPolicies.htm (“Support Policies”). In the event of a conflict between the Support Policies and the 
Agreement, the contract terms and conditions of the Agreement shall prevail. 
 
(12)  KNOWLEDGEPASS EDUCATION SUBSCRIPTION:  
The parties hereby agree that the following terms shall apply to Customer’s purchase of the Kronos KnowledgePass Education Subscription only, 
if specified on the Order Form: 
 
(i) Scope: The KnowledgePass Education Subscription is only available to customers who are licensing Kronos’ Workforce Central Software 
products and who are maintaining such products under a support plan with Kronos. The KnowledgePass Education Subscription provides access via 
the internet to certain educational offerings provided by Kronos (the “KnowledgePass Content”), including: 

i.  Hands-on Guided Practices ; 
ii. Tutorials; 
iii. Concept movies; 
iv. Job Aids in *pdf form;  
v. Training Kits (downloadable zip files of modifiable learning content);  
vi. Information Webinars; and 
vii. Train-the-Trainer Resource Center (which is only available to customers who purchase one of Kronos’ Train-the Trainer Programs) which 
includes: 

· Instructor Guide 
· Student Guide 
· Job Aids 
· Database files 

The content of these offerings are subject to change by Kronos without notice. 
 
(b) Term of Subscription: The KnowledgePass Education Subscription shall run co-terminously with Customer’s Software Support, and shall renew 
for additional one (1) year terms provided Customer renews its KnowledgePass Education Subscription as provided below. 
 
(c) Payment: Customer shall pay the annual subscription charge for the initial term of the KnowledgePass Education Subscription in accordance 
with the payment terms on the Order Form. Kronos will send Customer a renewal invoice for renewal of the KnowledgePass Education Subscription 
at least forty five (45) days prior to expiration of the then current term. KnowledgePass Education Subscription shall renew for an additional one (1) 
year term if Customer pays such invoice. 
 
(d) Limitations: Customer recognizes and agrees that the KnowledgePass Content is copyrighted by Kronos. Customer is permitted to make 
copies of the KnowledgePass Content provided in *pdf form solely for Customer’s internal use and may not disclose such KnowledgePass 
Content to any third party other than Customer’s employees. Customer may not edit, modify, revise, amend, change, alter, customize or vary the 
KnowledgePass Content without the written consent of Kronos, provided that Customer may download and modify contents of Training Kits 
solely for Customer’s internal use. 
 
(e) Train-the-Trainer Program (TTT):  Certification under the Train-the-Trainer Program is valid only for the point release of the Software for 
which the TTT Program is taken, and covers only the Customer employee who completes the TTT Program. 

http://www.kronos.com/Support/SupportServicesPolicies.htm


APPENDIX B 

Software License Terms and Conditions 
 
1.  GENERAL LICENSE TERMS 
Kronos owns or has the right to license the Software. The Software and Software documentation are confidential and may not be disclosed to a third 
party without Kronos’ written consent.  Kronos acknowledges that the Customer has a Partnership arrangement with VITA/Northrop Grumman 
which will host and manage the Software on behalf of the Customer and such third party shall have access to the software documentation and that 
the software will reside on servers provided by and owned by Northrop Grumman in partnership with the Commonwealth of Virginia.  Customer 
acknowledges that it shall use commercially reasonable efforts to require Northrop Grumman to abide by confidentiality terms at least as 
restrictive as those set forth in the Agreement. The Software contains proprietary trade secret technology. Unauthorized use and copying of such 
Software is prohibited by law, including United States and foreign copyright law. The price Customer pays for a copy of the Software constitutes a 
license fee that entitles Customer to use the Software as set forth below. Kronos grants to Customer a non-exclusive, nontransferable, perpetual 
(except as provided herein) license to use the Software. This license may be terminated by Kronos by written notice to Customer upon any 
material breach of this Agreement by Customer which remains uncured for a period of thirty (30) days after such written notice from Kronos. Upon 
such termination of this license by Kronos, Customer will have no further right to use the Software and will return the Software media to Kronos and 
destroy all copies of the Software (and related documentation) in Customer’s possession or control. This license is subject to all of the terms of 
this Agreement. 
 
2.  FEE BASED LIMITATIONS 
Customer recognizes and agrees that the license to use the Software is limited, based upon the amount of the license fee paid by Customer. 
Limitations, which are set forth on the Order Form, may include the number of employees, simultaneous or active users, Software product 
modules, Software features, computer model and serial number, and/or the number of telephone lines or terminals to which the Software is permitted 
to be connected. Customer agrees to: i) use the Software only for the number of employees, simultaneous or active users, computer model and 
serial number, and/or terminals permitted by the applicable license fee; ii) use only the product modules and/or features permitted by the 
applicable license fees; and iii) use the Software only in support of Customer’s own business. Customer agrees not to increase the number of 
employees, simultaneous or active users, terminals, products modules, features, or to upgrade the model, as applicable, unless and until Customer 
pays the applicable fee for such increase/upgrade. Customer may not relicense or sublicense the Software to, or otherwise permit use of the 
Software (including timesharing or networking use) by any third party. Customer may not provide service bureau or other data processing services 
that make use of the Software without the express prior written consent of Kronos. 
 
3.  OBJECT CODE ONLY 
Customer may use the computer programs included in the Software (the “Programs”) in object code form only, and shall not reverse compile, 
disassemble or otherwise convert the Programs into uncompiled or unassembled code. 
 
4.  PERMITTED COPIES 
Customer may copy the Programs as reasonably necessary to load and execute the Programs and for backup and disaster recovery and testing 
purposes only, except for additional copies of the Teletime Software (which must be purchased separately).  All copies of the Programs or any part 
thereof, whether in printed or machine readable form and whether on storage media or otherwise, are subject to all the terms of this license, and all 
copies of the Programs or any part of the Programs shall include the copyright and proprietary rights notices contained in the Programs as delivered 
to the Customer. 
 
5.  UPDATES 
In the event that Kronos supplies Service Packs, Point Releases and Major Releases (including legislative updates if available) of the Software 
(collectively referred to as “Updates”), such Updates shall be part of the Software and the provisions of this license shall apply to such Updates and to 
the Software as modified thereby. 
 
6.  EXPORT 
Customer acknowledges that the Software may be restricted by the United States Government from export to certain countries and certain 
organizations and individuals, and agrees to comply with such laws.  Customer agrees to comply with all applicable laws of all of the countries in 
which the Software may be used by Customer and shall indemnify Kronos for any noncompliance which results in damages or liability for 
Kronos.  Customer’s obligations hereunder shall survive the termination or expiration of this Agreement.  Customer must obtain Kronos’ prior 
written consent before exporting the Software. 
 
7.  FIRMWARE 
Customer may not download firmware updates for the Kronos Equipment unless Customer is maintaining such Equipment under a support plan with 
Kronos. Kronos shall have the right to audit Customer’s Kronos Equipment to determine if Customer has downloaded any firmware to which 
Customer is not entitled. If such audit reveals that Customer has downloaded firmware for the Kronos Equipment to which Customer is not 
entitled, Customer shall be responsible to pay Kronos for such updated firmware at Kronos’ then-current per event charge for such firmware. 
 
 
 
 
 
 
 
 
 
 
 



 
8.  TRAINING POINTS 
As set forth on a mutually agreed upon Order Form, Customer agrees to purchase the quantity of Kronos "training points" indicated on the Order 
Form at the rate quoted (the "Training Points"). Purchased Training Points may be redeemed for an equivalent value of instructor-led training 
sessions offered by Kronos. Available instructor-led sessions are listed at http://customer.Kronos.com and each session has the Training Points value 
indicated. Training Points that are on an Order Form will be sold on a Bill-As-You-Go basis (BAYG).   At its discretion, Customer may select the 
training session(s) it desires to attend and register for such sessions using the appropriate quantity of Training Points for such session(s).  The Training 
Points may be redeemed at any time within 12 months of the date of the applicable Order Form, at which time they shall expire.  Expiration of 
Training Points under this clause will not result in any payments due to Kronos – the expiration will remove the Training Points from the 
Customer’s available balance so that no future registrations can occur using these Training Points.  Training Points may not be exchanged for 
other Kronos products and/or services.  Kronos shall invoice Customer for the Training Points identified in the Order Form only upon registration 
and completion of the specified session, with payment due upon the payment terms indicated on procuring facilities’ purchase order and as 
mutually agreed between the parties.   
 
9.  ACCEPTANCE 
For Customer’s initial purchase of each Equipment and Software product Kronos shall provide an acceptance test period (the “Test Period”) that 
commences upon Installation. Installation shall be defined as: a.) the Equipment, if any, is mounted; b.) the Software is installed on Customer’s 
server(s); and c.) implementation team training, if any, is complete. During the Test Period, Customer shall determine whether the Equipment and 
Software meet the Kronos published electronic documentation, ("Specifications"). 
 
The Test Period shall be for forty-five (45) days. If Customer has not given Kronos a written deficiency statement specifying how the Equipment 
or Software fails to meet the Specifications (“Deficiency Statement”) within the Test Period, the Equipment and Software shall be deemed accepted. 
If Customer provides a Deficiency Statement within the Test Period, Kronos shall have thirty (30) days to correct the deficiency, and Customer 
shall have an additional forty-five (45) days to evaluate the Equipment and Software. If the Equipment or Software does not meet the 
Specifications at the end of the second forty-five (45) day period, either Customer or Kronos may terminate this Agreement. Upon any such 
termination, Customer shall return all Equipment and Software (and related documentation) to Kronos, and Kronos shall refund any monies paid 
by Customer to Kronos for the returned Equipment and Software. Neither party shall then have any further liability to the other for the products 
that were the subject of the Acceptance Test.   
 
10.  LIMITED WARRANTY 
Kronos warrants that all Kronos Equipment and Software media shall be free from defects in materials and workmanship, for a period of one hundred 
eighty (180) days from delivery. In the event of a breach of this warranty, Customer’s exclusive remedy shall be Kronos’ repair or replacement of 
the deficient Equipment and/or Software media, at Kronos’ option, provided that Customer’s use, installation and maintenance thereof have 
conformed to the Specifications. This warranty is extended to Customer only and shall not apply to any Equipment (or parts thereof) or Software 
media in the event of: 
 
(a) damage, defects or malfunctions resulting from misuse, accident, neglect, tampering, (including modification or replacement of any Kronos 

components on any boards supplied with the Equipment), unusual physical or electrical stress or causes other than normal and intended use; 
 
(b) failure of Customer to provide and maintain a suitable installation environment, as specified in the Specifications; or 

 
(c) malfunctions resulting from the use of badges or supplies not approved by Kronos. 
 
11.  INDEMNIFICATION 
Kronos agrees to indemnify Customer and to hold it harmless from and against any and all claims, costs, fees and expenses (including reasonable 
legal fees) relating to actual or alleged infringement of United States or Canadian patents or copyrights asserted against Customer by virtue of 
Customer's use of the Software as delivered and maintained by Kronos, provided that: i) Kronos is given prompt written notice of any such claim and 
after receipt of notice of such claim, and subject to the applicable Commonwealth of Virginia law, allowing Kronos to control the defense and 
disposition of such claim.; ii) Customer reasonably cooperates with Kronos in connection with the foregoing and provides Kronos with all 
information in Customer's possession related to such claim and any further assistance as reasonably requested by Kronos. Kronos will have no 
obligation to indemnify Customer to the extent any such claim is based on the use of the Software with software or equipment not supplied by 
Kronos. Should any or all of the Software as delivered and maintained by Kronos become, or in Kronos' reasonable opinion be likely to become, 
the subject of any such claim, Kronos may at its option: i) procure for Customer the right to continue to use the affected Software as contemplated 
hereunder; ii) replace or modify the affected Software to make its use non-infringing; or iii) should such options not be available at reasonable 
expense, terminate this Agreement with respect to the affected Software upon thirty (30) days prior written notice to Customer. In such event of 
termination, Customer shall be entitled to a pro-rata refund of all fees paid to Kronos for the affected Software, which refund shall be calculated 
using a five year straight-line depreciation commencing with the date of the relevant Order.  Additionally, Kronos agrees to be liable for tangible 
property damage or personal injury caused solely by the negligence or willful misconduct of its employees.  

http://customer.kronos.com/

