CODEPAINTER SERVICES

.

On-line Update

What is On-line Update?

Reserved Area on the Internet:

· Builds 

· New Releases

· Frequently Asked Questions

How does it work?

· Buying CodePainter Revolution your customers get a 60 days trial on this service and can directly experience the advantages.

· Yearly fee

· One contract by site with personal password

· The Service can be terminated any time by the customer (no fee refund)

· The Service can be reactivated also after six month from termination, with the only requirement to upgrade the Software. The customer will benefit from good discounts.

Why subscribing?

· Your customers buy directly from Zucchetti International and YOU get the commission.

· Your customers are always up to date downloading builds and new releases. This means:

· Customers can always take advantage of latest improvements 

· YOU spend less time and resources on solving customers’ issues.

· Customers can upgrade their CodePainter version autonomously

· YOU invest less time and resources for product upgrade.

· On-Line Update service subscription gives also to the customer 30 days free trial of E-Assistance service

Who can benefit from the Service?

· This service is recommended to all CodePainter users.

Where is the Service provided?

The Service is provided on the Internet:

· FAQs and Updates are readily accessible 24 hours a day.

· FAQs can be downloaded, integrated and filed as desired.

· FAQs are constantly kept up-to-date.

· Updates are available on the same day when issued.

E-Assistance

What is E-Assistance?

· Incident notices directly on the Internet 

· An English speaking Support Center answers to your customers

How does it work?

· Contract by site
· Every site will use a E-Assistance client provided  by us to access the service

· The Service is conditioned upon an active On-line Service Agreement.

· The Support Center assists users with the last release and last build, and also customers still using the second last build.

· For incident types ‘How do I do something’ or ‘Can I do something’:

· The Support Center sends the resolution within one working day.

· Resolutions are written to guide users through their incident step -by step.

· References to user reference guides are given.

· User reference guides are updated a.s.a.p. if and where required.

· For incident types ‘It does not work’ or ‘An error message appears’:

· The Support Center identifies if:

· The user is doing something wrong:

· Resolutions are written to guide users through their incident step -by step.

· References to user reference guides are given.

· User reference guides are updated a.s.a.p. if and where required.

· CodePainter is not working properly. The Support Center:

· Acknowledges the error:

· The Support Center gives details on how and when the error will be fixed and the correction delivered.

· Does not acknowledge the error

· The Support Center explains the reasoning behind CodePainter’s behavior and the incident is closed.

· The Support Center replies within a maximum of 5 working days

· For incident types ‘ I need a new functionality or an improvement’:

· Within two working days the Support Center reports if and when the functionality will be delivered.

Why subscribing?

· Your customer get efficient and quick replies to their incidents:

· YOU spend less time and resources on solving customers’ incidents.

· You can offer added value service providing support on the phone keeping constantly in touch with your customers
Who can benefit from the Service

· This Service is strongly recommended for users having one or more consistent projects going on.

Where is the Service provided?

The Service is provided on the Internet and supported by e-mail. Its advantages are:

· E-mail is asynchronous: the user can notify the incident any time without waisting time and is sure that the Support Center receives it.

· E-mail helps focalizing on and formalizing the incident.

· E-mail allows attaching files, incident outlines, codes, etc.

· The reply is as focalized and formalized.

· Money savings if compared to the phone.







