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VENDOR CONTRACT 

Between  _____________________________________ and 
                (Company Name) 

THE INTERLOCAL PURCHASING SYSTEM (TIPS) 

For 

SOFTWARE 
#03071615 

 

General Information 

 

The vendor contract shall include the contract, the terms and conditions, special terms and 
conditions, any agreed upon amendments, as well as all of the sections of the solicitation and the 
awarded vendor’s proposal. Once signed, if an awarded vendor’s proposal varies or is unclear in any 
way from the TIPS contract, TIPS, at its sole discretion, will decide which provision will prevail. Other 
documents to be included are the awarded vendor’s proposals, task orders, purchase orders and any 
adjustments which have been issued.  
  
The following pages will constitute the contract between the successful vendors(s) and TIPS. Bidders 
shall state, in a separate writing, and include with their proposal response, any required exceptions 
or deviations from these terms, conditions, and specifications. If agreed to by TIPS, they will be 
incorporated into the final contract. 
  
The Vendor Contract (“Contract”) made and entered into by and between The Interlocal Purchasing 
System (hereinafter referred to as “TIPS” respectfully) a government cooperative purchasing 
program authorized by the Region VIII Education Service Center, having its principal place of business 
at 4845 US Hwy 271 North, Pittsburg, Texas 75686. This contract consists of the provisions set forth 
below, including provisions of all Attachments referenced herein. In the event of a conflict between 
the provisions set forth below and those contained in any Attachment, the provisions set forth shall 
control. 
 
Definitions 

PURCHASE ORDER is the TIPS member’s approval providing the authority to proceed with the 
negotiated delivery order under the contract.  Special terms and conditions as agreed to 
between the vendor and TIPS member will be added as addendums to the PO.  Items such as 
certificate of insurance, bonding requirements, small or disadvantaged business goals are some 
of the addendums possible. 
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PREMIUM HOURS are defined as those hours not included in regular hours or recognized 
holidays.  Premium hours are to be approved by the TIPS member for each delivery order and 
noted in the delivery order proposal as a line item during negotiations. 
REGULAR HOURS are defined as those hours between the hours of 7 AM and 6 PM Monday 
thru Friday. 
 

Terms and Conditions 

 
Freight 

All deliveries shall be freight prepaid, F.O.B. destination and shall be included in all pricing 
offered unless otherwise clearly stated in writing.  
 
Warranty Conditions  

All supplies equipment and services shall include manufacturer's minimum standard warranty 
unless otherwise agreed to in writing. Vendor shall be an authorized dealer, distributor or 
manufacturer for all products. All equipment proposed shall be new unless clearly stated in 
writing. 
 
Customer Support 

The Vendor shall provide timely and accurate customer support to TIPS members. Vendors shall 
respond to such requests within one (1) working day after receipt of the request. Vendor shall 
provide training regarding products and services supplied by the Vendor unless otherwise 
clearly stated in writing at the time of purchase. (Unless training is a line item sold or packaged 
and must be purchased with product.)  

 
Contracts 

All contracts and agreements between Vendors and TIPS Members shall strictly adhere to the 
statutes that are set forth in the Uniform Commercial Code as most recently revised.  
Contracts for purchase will normally be put into effect by means of a purchase order(s) 
executed by authorized agents of the participating government entities.  
Davis Bacon Act requirements will be met when Federal Funds are used for construction and/or 
repair of buildings. 
 
Tax exempt status 

A taxable item sold, leased, rented to, stored, used, or consumed by any of the following 
governmental entities is exempted from the taxes imposed by this chapter:(1) the United 
States; (2) an unincorporated instrumentality of the United States; (3) a corporation that is an 
agency or instrumentality of the United States and is wholly owned by the United States or by 
another corporation wholly owned by the United States;(4) the State of Texas; (5) a Texas 
county, city, special district, or other political subdivision; or (6) a state, or a governmental unit 
of a state that borders Texas, but only to the extent that the other state or governmental unit 
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exempts or does not impose a tax on similar sales of items to this state or a political subdivision 
of this state. Texas Tax Code § 151.309. 

 
Assignments of contracts  

No assignment of contract may be made without the prior written approval of TIPS.  Payment 
can only be made to the awarded Vendor or vendor assigned dealer. 

 
Disclosures 

1. Vendor affirms that he/she has not given, offered to give, nor intends to give at any 
time hereafter any economic opportunity, future employment, gift, loan, gratuity, 
special discount, trip, favor or service to a public servant in connection with this 
contract. 

2. Vendor shall attach, in writing, a complete description of any and all relationships that 
might be considered a conflict of interest in doing business with participants in the TIPS 
program. 

3. The vendor affirms that, to the best of his/her knowledge, the offer has been arrived at 
independently, and is submitted without collusion with anyone to obtain information or 
gain any favoritism that would in any way limit competition or give an unfair advantage 
over other vendors in the award of this contract. 

 
Renewal of Contracts 

The SOFTWARE contract is for one (1) year with an option for renewal for 2 consecutive years. 
Total term of contract can be up to 3 years if sales are reported through the contract and both 
parties agree. 
 
Shipments 

The Vendor shall ship ordered products within five (5) working days after the receipt of the 
order. If a product cannot be shipped within that time, the Vendor shall notify TIPS and the 
requesting entity as to why the product has not shipped and shall provide an estimated 
shipping date, if applicable. TIPS or the requesting entity may cancel the order if estimated 
shipping time is not acceptable. 
 
Invoices 

The Vendor or vendor assigned dealer shall submit invoices, to the TIPS participant.  Each 
invoice shall include the TIPS participant’s purchase order number.  The shipment tracking 
number or pertinent information for verification of TIPS participant receipt shall be made 
available upon request.  The Vendor or vendor assigned dealer shall not invoice for partial 
shipments unless agreed to in writing in advance by TIPS and the TIPS participant. 
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Payments 

The TIPS participant will make payments directly to the Vendor or vendor assigned dealer at net 
30 days after receiving invoice. 
 
Pricing 

The Vendor contracts to provide pricing to TIPS and its participating governmental entities that 
is the lowest pricing available to like cooperative purchasing customers and the pricing shall 
remain so throughout the duration of the contract. 
 
The Vendor agrees to promptly lower the cost of any product purchased through TIPS following 
a reduction in the manufacturer or publisher's direct cost to the Vendor.  Price increases will be 
honored.  However, the Vendor shall honor previous prices for thirty (30) days after written 
notification to TIPS of an increase. 
 
All pricing submitted to TIPS shall include the One Percent (1%) participation fee to be remitted 
to TIPS by the Vendor.  Vendor will not show adding the 1% to the invoice presented to 
customer.   
 
Participation Fees 

Vendor or vendor assigned dealer contracts to pay 1% of all sales to TIPS on a monthly 
scheduled report. TIPS will email a Monthly Submission Report to each vendor. The Vendor or 
vendor assigned dealer is responsible for keeping record of all sales that go through the TIPS 
contract. Report may be sent to TIPS electronically while check for 1% is mailed.  Failure to pay 
1% participation fee will result in termination of contract. 
 
Indemnity 

1. Indemnity for Personality Contracts. Vendor  agrees to indemnify and hold harmless 
and defend TIPS, TIPS member(s), officers and employees, from and against all claims 
and suits for damages, injuries to persons (including death), property damages, losses, 
and expenses including court costs and attorney’s fees, arising out of, or resulting from, 
Vendor’s performance of this contract, including all such causes of action based upon 
common, constitutional, or statutory law, or based in whole or in part, upon allegations 
of negligent or intentional acts on the part of the Vendor, its officers, employees, 
agents, subcontractors, licensees, invitees, whether or not such claims are based in 
whole or in part upon the negligent acts or omissions of the TIPS, TIPS member(s), 
officers, employees, or agents. 

 
2. Indemnity for Performance Contracts. The Vendor agrees to indemnify and hold 

harmless and defend TIPS, TIPS member(s), officers and employees from and against all 
claims and suits for damages, injuries to persons (including death), property damages, 
losses, and expenses including court costs and attorney’s fees, arising out of, or resulting 
from, Vendor’s work under this contract, including all such causes of action based upon 



 

Contract – SOFTWARE 

The Interlocal Purchasing System (TIPS)        Lead Agency – Region VIII Education Service Center 
Page 5 of 12 

common, constitutional, or statutory law, or based in whole or in part, upon allegations 
of negligent or intentional acts on the part of the Vendor, its officers, employees, 
agents, subcontractors, licensees, or invitees. Vendor further agrees to indemnify and 
hold harmless and defend TIPS, TIPS member(s),  officers and employees, from and 
against all claims and suits for injuries (including death) to an officer, employee, agent, 
subcontractor, supplier or equipment lessee of the Vendor, arising out of, or resulting 
from, Vendor’s work under this contract whether or not such claims are based in whole 
or in part upon the negligent acts or omissions of the TIPS, TIPS member(s), officers, 
employees, or agents.   

 
 Attorney’s Fees--Texas Local Government Code § 271.159 is expressly referenced.  
Pursuant to §271.159, TEXAS LOC. GOV’T CODE, in the event that any one of the Parties is required 
to obtain the services of an attorney to enforce this Agreement, the prevailing party, in addition 
to other remedies available, shall be entitled to recover reasonable attorney’s fees and costs of 
court. 
 
Multiple Vendor Awards 

TIPS reserves the right to award multiple vendor contracts for categories when deemed in the 
best interest of the TIPS membership.  Bidders scoring 80% or above will be considered for an 
award. Categories are established at the discretion of TIPS. 
 

State of Texas Franchise Tax 

By signature hereon, the bidder hereby certifies that he/she is not currently delinquent in the 
payment of any franchise taxes owed the State of Texas under Chapter 171, Tax Code. 
 
Miscellaneous 

The Vendor acknowledges and agrees that continued participation in TIPS is subject to TIPS sole 
discretion and that any Vendor may be removed from the participation in the Program at any 
time with or without cause.  Nothing in the contract or in any other communication between 
TIPS and the Vendor may be construed as a guarantee that TIPS participants will submit any 
orders at any time.  TIPS reserves the right to request additional proposals for items already on 
contract at any time. 
 
Purchase Order Pricing/Product Deviation 

If a deviation of pricing/product on a purchase order occurs, TIPS is to be notified within 24 
hours of receipt of order. 

 
Cancellation for non-performance or contract deficiency 

TIPS may terminate any contract if TIPS Members have not used the contract, or if purchase 
volume is determined to be “low volume” in any 12-month period. TIPS reserves the right to 
cancel the whole or any part of this contract due to failure by awarded vendor to carry out any 
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obligation, term or condition of the contract. TIPS may issue a written deficiency notice to 
awarded vendor for acting or failing to act in any of the following: 

o Providing material that does not meet the specifications of the contract;  
o Providing work and/or material that was not awarded under the contract;  
o Failing to adequately perform the services set forth in the scope of work and 

specifications;  
o Failing to complete required work or furnish required materials within a reasonable 

amount of time;  
o Failing to make progress in performance of the contract and/or giving TIPS reason to 

believe that awarded vendor will not or cannot perform the requirements of the 
contract; and/or  

o Performing work or providing services under the contract prior to receiving a TIPS 
reviewed purchase order for such work. 
 

Upon receipt of the written deficiency, awarded vendor shall have ten (10) days to provide a 
satisfactory response to TIPS. Failure to adequately address all issues of concern may result in 
contract cancellation. Upon cancellation under this paragraph, all goods, materials, work, 
documents, data and reports prepared by awarded vendor under this contract shall become 
the property of the TIPS Member on demand. 
 
TIPS Member Purchasing Procedures 

Purchase orders are issued by participating TIPS member to the awarded vendor indicating on 
the PO “Contract Number 03071615”. Purchase Order is emailed to TIPS at tipspo@tips-
usa.com.  

 Awarded vendor delivers goods/services directly to the participating member.  

 Awarded vendor invoices the participating TIPS member directly.  

 Awarded vendor receives payment directly from the participating member.  

 Awarded vendor reports sales monthly to TIPS (unless prior arrangements have been 
made with TIPS to report monthly). 

 
Form of Contract 

The form of contract for this solicitation shall be the Request for Proposal, the awarded 
proposal(s) and best and final offer(s), and properly issued and reviewed purchase orders 
referencing the requirements of the Request for Proposals. If a vendor submitting an offer 
requires TIPS and/or TIPS Member to sign an additional agreement, a copy of the proposed 
agreement must be included with the proposal.  
Vendor contract documents: TIPS will review proposed vendor contract documents. Vendor’s 
contract document shall not become part of TIPS’s contract with vendor unless and until an 
authorized representative of TIPS reviews and approves it. 
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Licenses 

Awarded vendor shall maintain in current status all federal, state and local licenses, bonds and 
permits required for the operation of the business conducted by awarded vendor. Awarded 
vendor shall remain fully informed of and in compliance with all ordinances and regulations 
pertaining to the lawful provision of services under the contract. TIPS reserves the right to stop 
work and/or cancel contract of any awarded vendor whose license(s) expire, lapse, are 
suspended or terminated. 
 
Novation 

If awarded vendor sells or transfers all assets or the entire portion of the assets used to 
perform this contract, a successor in interest must guarantee to perform all obligations under 
this contract. TIPS reserves the right to accept or reject any new party. A simple change of 
name agreement will not change the contractual obligations of awarded vendor.  
 
Site Requirements (when applicable to service or job)  

Cleanup: Awarded vendor shall clean up and remove all debris and rubbish resulting from their 
work as required or directed by TIPS Member. Upon completion of work, the premises shall be 
left in good repair and an orderly, neat, clean and unobstructed condition. 
Preparation: Awarded vendor shall not begin a project for which TIPS Member has not 
prepared the site, unless awarded vendor does the preparation work at no cost, or until TIPS 
Member includes the cost of site preparation in a purchase order.  
Site preparation includes, but is not limited to: moving furniture, installing wiring for networks 
or power, and similar pre-installation requirements.  
Registered sex offender restrictions: For work to be performed at schools, awarded vendor 
agrees that no employee of a sub-contractor who has been adjudicated to be a registered sex 
offender will perform work at any time when students are or reasonably expected to be 
present. Awarded vendor agrees that a violation of this condition shall be considered a material 
breach and may result in the cancellation of the purchase order at the TIPS Member’s 
discretion.  
Awarded vendor must identify any additional costs associated with compliance of this term. If 
no costs are specified, compliance with this term will be provided at no additional charge.  
Safety measures: Awarded vendor shall take all reasonable precautions for the safety of 
employees on the worksite, and shall erect and properly maintain all necessary safeguards for 
protection of workers and the public. Awarded vendor shall post warning signs against all 
hazards created by the operation and work in progress. Proper precautions shall be taken 
pursuant to state law and standard practices to protect workers, general public and existing 
structures from injury or damage. 
 

Smoking 

Persons working under contract shall adhere to local smoking policies. Smoking will only be 
permitted in posted areas or off premises. 
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Invoices 

The awarded vendor shall submit invoices to the participating entity clearly stating “Per TIPS 
Contract”. The shipment tracking number or pertinent information for verification shall be 
made available upon request. 
 
Marketing 

Awarded vendor agrees to allow TIPS to use their name and logo within website, marketing 
materials and advertisement. Any use of TIPS name and logo or any form of publicity, inclusive 
of press release, regarding this contract by awarded vendor must have prior approval from 
TIPS. 
 
Supplemental agreements 

The entity participating in the TIPS contract and awarded vendor may enter into a separate 
supplemental agreement to further define the level of service requirements over and above the 
minimum defined in this contract i.e. invoice requirements, ordering requirements, specialized 
delivery, etc. Any supplemental agreement developed as a result of this contract is exclusively 
between the participating entity and awarded vendor. TIPS, its agents, TIPS members and 
employees shall not be made party to any claim for breach of such agreement. 
 
Legal obligations 

It is the responding vendor’s responsibility to be aware of and comply with all local, state and 
federal laws governing the sale of products/services identified in this RFP and any awarded 
contract thereof. Applicable laws and regulations must be followed even if not specifically 
identified herein. 
 
Audit rights 

Awarded Vendor shall, at their sole expense, maintain appropriate due diligence of all 
purchases made by TIPS Member that utilizes this Contract. TIPS and Region 8 ESC each reserve 
the right to audit the accounting for a period of three (3) years from the time such purchases 
are made. This audit right shall survive termination of this Agreement for a period of one (1) 
year from the effective date of termination. TIPS shall have authority to conduct random audits 
of Awarded Vendor’s pricing that is offered to TIPS Members. Notwithstanding the foregoing, in 
the event that TIPS is made aware of any pricing being offered to eligible entities that is 
materially inconsistent with the pricing under this agreement, TIPS shall have the ability to 
conduct the audit internally or may engage a third-party auditing firm. In the event of an audit, 
the requested materials shall be provided in the format and at the location designated by 
Region 8 ESC or TIPS. 
 
Force Majeure 

If by reason of Force Majeure, either party hereto shall be rendered unable wholly or in part to 
carry out its obligations under this Agreement then such party shall give notice and fully 
particulars of Force Majeure in writing to the other party within a reasonable time after 
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occurrence of the event or cause relied upon, and the obligation of the party giving such notice, 
so far as it is affected by such Force Majeure, shall be suspended during the continuance of the 
inability then claimed, except as hereinafter provided, but for no longer period, and such party 
shall endeavor to remove or overcome such inability with all reasonable dispatch. 
 
Services 

When applicable, performance bonds will be required on construction or labor required jobs 
over $100,000 and payment bonds on jobs over $25,000 or awarded vendor will meet the TIPS 
member’s local and state purchasing requirements. Awarded vendors may need to provide 
additional capacity as jobs increase. Bonds will not require that a fee be paid to TIPS. The actual 
cost of the bond will be a pass through to the TIPS member and added to the purchase order. 
 
Scope of Services 

The specific scope of work for each job shall be determined in advance and in writing between 
TIPS Member and Awarded vendor. It is okay if the TIPS member provides a general scope, but 
the awarded vendor should provide a written scope of work to the TIPS member as part of the 
proposal. Once the scope of the job is agreed to, the TIPS member will issue a PO with the 
estimate referenced as an attachment along with bond and any other special provisions agreed 
to for the TIPS member. If special terms and conditions other than those covered within this 
solicitation and awarded contracts are required, they will be attached to the PO and shall take 
precedence over those in the base contract. 
 
Project Delivery Order Procedures 

The TIPS member having approved and signed an interlocal agreement, or other TIPS 
membership document, may make a request of the awarded vendor under this contract when 
the TIPS member has services that need to be undertaken. Notification may occur via phone, 
the web, email, fax, or in person.  
Upon notification of a pending request, the awarded vendor shall make contact with the TIPS 
member as soon as possible, but must make contact with the TIPS member within two working 
days. 
 
Scheduling of Projects 

Scheduling of projects (if applicable) will be accomplished when the TIPS member issues a 
purchase order that will serve as “the notice to proceed”. The period for the delivery order will 
include the mobilization, materials purchase, installation and delivery, design, weather, and site 
cleanup and inspection. No additional claims may be made for delays as a result of these items. 
When the tasks have been completed the awarded vendor shall notify the client and have the 
TIPS member inspect the work for acceptance under the scope and terms in the PO. The TIPS 
member will issue in writing any corrective actions that are required. Upon completion of these 
items, the TIPS member will issue a completion notice and final payment will be issued. 
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Support Requirements 

If there is a dispute between the awarded vendor and TIPS member, TIPS or its representatives 
will assist in conflict resolution or third party (mandatory mediation), if requested by either 
party. TIPS, or its representatives, reserves the right to inspect any project and audit the 
awarded vendors TIPS project files, documentation and correspondence.  
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Special Terms and Conditions 
 

 It is the intent of TIPS to contract with a reliable, high performance vendor to supply products 
and services to government and educational agencies.  It is the experience of TIPS that the 
following procedures provide TIPS, the Vendor, and the participating agency the necessary 
support to facilitate a mutually beneficial relationship.  The specific procedures will be 
negotiated with the successful vendor. 

 Contracts:  All vendor purchase orders must be emailed to TIPS at tipspo@tips-usa.com. 
Should an agency send an order direct to vendor, it is the vendor’s responsibility to forward 
the order to TIPS at the email above within 24 business hours and confirm its receipt with 
TIPS.   

 Promotion of Contract:  It is agreed that Vendor will encourage all eligible entities to 
purchase from the TIPS Program.  Encouraging entities to purchase directly from the Vendor 
and not through TIPS contract is not acceptable to the terms and conditions of this contract 
and will result in removal of Vendor from Program.  Vendor is expected to use marketing 
funds for the marketing and promotion of this contract. 

 Daily Order Confirmation: All contract purchase orders will be approved daily by TIPS and 
sent to vendor.  The vendor must confirm receipt of orders to the TIPS member (customer) 
within 24 business hours. 

 Vendor custom website for TIPS: If Vendor is hosting a custom TIPS website, then updated 
pricing must be posted by 1st of each month. 

 Back Ordered Products:  If product is not expected to ship within 3 business days, customer 
is to be notified within 24 hours and appropriate action taken based on customer request. 

 

Check one of the following responses to the General Terms and Special Terms and Conditions: 

 
(    ) We take no exceptions/deviations to the general and/or special terms and conditions. 
 
(Note: If none are listed below, it is understood that no exceptions/deviations are taken.) 
 
(    ) We take the following exceptions/deviations to the general and/or special terms and 

conditions. All exceptions/deviations must be clearly explained. Reference the 
corresponding general or special terms and conditions that you are taking 
exceptions/deviations to. The proposer must clearly state if you are adding additional 
terms and conditions to the general or special terms and conditions. Provide details on 
your exceptions/deviations below: 
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Exceptions: 
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The Interlocal Purchasing System (TIPS Cooperative)
Supplier Response

Bid Information Contact Information Ship to Information

Bid Creator Mr. David Mabe National Address Region VIII Education Address
Coordinator Service Center

Email david.mabe@tips-usa.com 4845 US Highway 271
Phone +1 (903) 243-4759 North Contact
Fax +1 (866) 749-6674 Pittsburg, TX 75686

Contact Kim Thompson, Department
Bid Number 03071615 Coordinator of Office Building
Title Software Operations
Bid Type RFP Floor/Room
Issue Date 05/01/2015 Department Telephone
Close Date 6/12/2015 3:00:00 PM CT Building Fax
Need by Date Email

Floor/Room
Telephone +1 (866) 839-8477
Fax +1 (866) 839-8472
Email bids@tips-usa.com

Supplier Information

Company USACI
Address PO Box 940128

Plano, TX 75074
Contact Jessica Hartley
Department
Building
Floor/Room
Telephone 1 (972) 6730333
Fax 1 (972) 6730222
Email jhartley@usaci.com
Submitted 6/11/2015 11:08:49 AM CT
Total $0.00

Signature Tara Geiger Email tara.geiger@usaci.com

Supplier Notes

Bid Notes

Bid Activities

Bid Messages
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Date Subject Message

05/07/15 Pre-Bid Webinar 1. Click to start and join at the specified time and date:
https://global.gotowebinar.com/ojoin/6725893313349788930/724887489667689990
Note: This link should not be shared with others; it is unique to you.

2. Choose one of the following audio options:

TO USE YOUR COMPUTER'S AUDIO:
When the Webinar begins, you will be connected to audio using your computer's microphone and speakers
(VoIP). A headset is recommended.

-- OR --

TO USE YOUR TELEPHONE:
If you prefer to use your phone, you must select "Use Telephone" after joining the webinar and call in using
the numbers below.

United States
Long Distance: +1 (415) 655-0051

Access Code: 749-762-945
Audio PIN: Shown after joining the webinar

05/07/15 Pre-Bid Webinar Time and date of the webinar:
Friday, May 8, 2015
2:00 PM CST

05/13/15 Pre-Bid Webinar (Recorded) If you missed the Pre-Bid Meeting or Webinar last week here is a link to the recorded webinar:
https://www.tips-usa.com/prebidmeeting.html
(You must have a video player plugin for your browser to view the recording.)

05/15/15 Pricing There was not a pricing spreadsheet template uploaded to the "Attachments" tab. Responding vendor must
create their own spreadsheet in Excel format and upload the document to the "Response Attachments" tab,
pricing section.

06/04/15 Administrative Fee There was a discrepancy in the Software RFP regarding the Administrative Fee. In all sections and attribute
questions, the TIPS Administrative Fee should be 1%. If you answered Question #11 in the Attributes
tab,“Pricing submitted includes a 2% TIPS participation fee?”, with a "NO" because it showed 2% and not
1%, but you would be willing to pay a 1% Administrative Fee, please email the TIPS Office at
bids@tips-usa.com notifying them of your agreement to pay 1%. If you checked "YES" to Question #11, no
further action is necessary and you will only pay 1%. Please note: If you said, "NO" to Question #11 that you
will not pay an Administrative Fee, a contract will not be awarded to your company. If you have any
questions please contact the TIPS Office. Thank you.

Please review the following and respond where necessary

# Name Note Response

1 Yes - No Disadvantaged/Minority/Women Business Enterprise - Yes
D/M/WBE (Required by some participating governmental
entities) Vendor certifies that their firm is a D/M/WBE?
Vendor must upload proof of certification to the ”Response
Attachments” D/M/WBE CERTIFICATES section.

2 Yes - No Highly Underutilized Business - HUB (Required by some Yes
participating governmental entities) Vendor certifies that
their firm is a HUB? Vendor must upload proof of
certification to the ”Response Attachments” HUB
CERTIFICATES section.

3 Yes - No Certification of Residency (Required by the State of Yes
Texas) Company submitting bid is a Texas resident
bidder?

4 Company Residence (City) Vendor's principal place of business is in the city of? Plano
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5 Company Residence (State) Vendor's principal place of business is in the state of? TX

6 Felony Conviction Notice: (Required by the State of Texas) My firm is, as outlined on (No Response Required)
PAGE 5 in the Instructions to Bidders document:
(Questions 7 - 8)

7 Yes - No A publicly held corporation; therefore, this reporting No
requirement is not applicable?

8 Yes - No Is owned or operated by individual(s) who has/have been No
convicted of a felony? If answer is YES, a detailed
explanation of the name(s) and conviction(s) must be
uploaded to the ”Response Attachments” FELONY
CONVICTION section.

9 Pricing Information: Pricing information section. (Questions 10 - 13) (No Response Required)

10 Yes - No In addition to the typical unit pricing furnished herein, the Yes
Vendor agrees to furnish all current and future products at
prices that are proportionate to Dealer Pricing. If answer is
NO, include a statement detailing how pricing for TIPS
participants would be calculated in the PRICING document
that is uploaded to the ”Response Attachments” PRICING
section.

11 Yes - No Pricing submitted includes the 2% TIPS participation fee? Yes

12 Yes - No Vendor agrees to remit to TIPS the required 2% Yes
participation fee?

13 Yes - No Additional discounts to TIPS members for bulk quantities No
or scope of work?

14 Start Time Average start time after receipt of customer order is ____ 7
working days?

15 Years Experience Company years experience in this category? 15

16 Yes - No The Vendor can provide services and/or products to all 50 Yes
US States?

17 States Served: If answer is NO to question #16, please list which states
can be served. (Example: AR, OK, TX)

18 Company and/or Product Description: This information will appear on the TIPS website in the USACI has been helping
company profile section, if awarded a TIPS contract. (Limit businesses, governmental agencies,
750 characters.) and educational institutions solve

their IT challenges for over 20
years. Leveraging the latest
technology from Best in the
Business partners, USACI delivers
superior solutions backed by a
customer care center focused on
service.

19 Resellers: Does the vendor have resellers that it will name under this Yes
contract? (If applicable, vendor should download the
Reseller/Dealers spreadsheet from the Attachments
section, fill out the form and submit the document in the
”Response Attachments” RESELLERS section.

20 Primary Contact Name Primary Contact Name Jessica Hartley

21 Primary Contact Title Primary Contact Title CEO

22 Primary Contact Email Primary Contact Email jhartley@usaci.com
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23 Primary Contact Phone Enter 10 digit phone number. (No dashes or extensions) 9726730333

24 Primary Contact Fax Enter 10 digit phone number. (No dashes or extensions) 9726730222

25 Primary Contact Mobile Enter 10 digit phone number. (No dashes or extensions)

26 Secondary Contact Name Secondary Contact Name Tara Geiger

27 Secondary Contact Title Secondary Contact Title Sales Support

28 Secondary Contact Email Secondary Contact Email tara.geiger@usaci.com

29 Secondary Contact Phone Enter 10 digit phone number. (No dashes or extensions) 9726730333

30 Secondary Contact Fax Enter 10 digit phone number. (No dashes or extensions)

31 Secondary Contact Mobile Enter 10 digit phone number. (No dashes or extensions)

32 2% Contact Name 2% Contact Name Tara Geiger

33 2% Contact Email 2% Contact Email tara.geiger@usaci.com

34 2% Contact Phone Enter 10 digit phone number. (No dashes or extensions) 9726730333

35 Purchase Order Contact: This person is responsible for receiving Purchase Orders (No Response Required)
from TIPS. (Questions 36 - 38)

36 Purchase Order Contact Name Purchase Order Contact Name Jessica Hartley

37 Purchase Order Contact Email Purchase Order Contact Email jhartley@usaci.com

38 Purchase Order Contact Phone Enter 10 digit phone number. (No dashes or extensions) 9726730333

39 Company Website Company Website (Format - www.company.com) www.usaci.com

40 Federal ID Number: Federal ID Number also known as the Employer 75-2425449
Identification Number. (Format - 12-3456789)

41 Primary Address Primary Address PO Box 940128

42 Primary Address City Primary Address City Plano

43 Primary Address State Primary Address State (2 Digit Abbreviation) TX

44 Primary Address Zip Primary Address Zip 75074

45 Search Words: Please list search words to be posted in the TIPS Software, Citrix, Microsoft, backup,
database about your company that TIPS website users virtualization, virtual, StorageCraft,
might search. Words may be product names, data backup, software services,
manufacturers, or other words associated with the XenApp, XenDesktop, XenServer,
category of award. YOU MAY NOT LIST VPX, XenMobile, VDA, RDS, CALS,
NON-CATEGORY ITEMS. (Limit 500 words) (Format: Office
product, paper, construction, manufacturer name, etc.)

46 Yes - No Do you wish to be eligible to participate in a TIPS contract Yes
in which a TIPS member utilizes federal funds on contracts
exceeding $100,000? (Non-Construction) (If YES, vendor
should download the Federal Funds Over $100,000
Certification document from the Attachments section, fill
out the form and submit the document in the ”Response
Attachments” FEDERAL FUNDS section.) (Vendor must
also download the Suspension or Debarment Certificate
document from the Attachments section, fill out the form
and submit the document in the ”Response Attachments”
SUSPENSION OR DEBARMENT section.)
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47 Prices are guaranteed for? (___Month(s), ___ Year(s), or Term of Contract) (Standard Term of Contract
term is ”Term of Contract”)
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Line Items

Response Total: $0.00



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Texas Historically Underutilized Business (HUB) Certificate 

 

Certificate/VID Number: 1752425449100
File/Vendor Number: 81532
Approval Date: 12-NOV-2014
Scheduled Expiration Date: 30-NOV-2015

In accordance with the Memorandum of Agreement between the  
Women's Business Council - Southwest (WBCS) 

and the Texas Comptroller of Public Accounts (CPA), the CPA hereby certifies that 

USA CONSULTING, INC. 
has successfully met the established requirements of the State of Texas Historically Underutilized Business (HUB) Program to be 
recognized as a HUB. This certificate, printed 23-DEC-2014, supersedes any registration and certificate previously issued by the HUB 
Program. If there are any changes regarding the information (i.e., business structure, ownership, day-to-day management, operational 
control, addresses, phone and fax numbers or authorized signatures) provided in the submission of the business’ application for 
registration/certification into the WBCS’s program, you must immediately (within 30 days of such changes) notify the WBCS’s program 
in writing. The CPA reserves the right to conduct a compliance review at any time to confirm HUB eligibility. HUB certification may be 
suspended or revoked upon findings of ineligibility. If your firm ceases to remain certified in the WBCS’s program, you must apply and 
become certified through the State of Texas HUB program to maintain your HUB certification. 

 

Paul Gibson, Statewide HUB Program Manager 
Texas Procurement and Support Services 

Note: In order for State agencies and institutions of higher education (universities) to be credited for utilizing this business as a HUB, they must award 
payment under the Certificate/VID Number identified above. Agencies and universities are encouraged to validate HUB certification prior to issuing a 
notice of award by accessing the Internet (http://www.window.state.tx.us/procurement/cmbl/cmblhub.html) or by contacting the HUB Program at  
1-888-863-5881 or 512-463-5872. 

The Texas Comptroller of Public Accounts (CPA) administers the Statewide Historically Underutilized Business (HUB) Program for the State 
of Texas, which includes certifying minority- and woman-owned businesses as HUBs and is designed to facilitate the participation of 
minority- and woman-owned businesses in state agency procurement opportunities. The CPA has established Memorandums of Agreement 
with other organizations that certify minority- and women-owned businesses that meet certification standards as defined by the CPA. The 
agreements allow for Texas-based minority- and women-owned businesses that are certified with one of our certification partners to 
become HUB certified through one convenient application process. 
 
In accordance with the Memorandum of Agreement the CPA has established with the Women's Business Council - Southwest (WBCS), we 
are pleased to inform you that your company is now certified as a HUB. Your company's profile is listed in the State of Texas HUB Directory 
and may be viewed online at http://www.window.state.tx.us/procurement//cmbl/hubonly.html. Provided that your company continues to 
remain certified with the WBCS, and they determine that your company continues to meet HUB eligibility requirements, the attached HUB 
certificate is valid for the time period specified. 
 
You must notify the WBCS in writing of any changes affecting your company’s compliance with the HUB eligibility requirements, including 
changes in ownership, day-to-day management, control and/or principal place of business. Note: Any changes made to your company’s 
information may require the WBCS and/or the HUB Program to re-evaluate your company’s eligibility. Failure to remain certified with the 
WBCS, and/or failure to notify them of any changes affecting your company’s compliance with HUB eligibility requirements, may result in the 
revocation of your company's certification. 
 
Please reference the enclosed pamphlet for additional resources, such as the state’s Centralized Master Bidders List (CMBL), that can 
increase your chance of doing business with the state. 
 
Thank you for your participation in the HUB Program! If you have any questions, you may contact a HUB Program representative at  
512-463-5872 or toll-free In Texas at 1-888-863-5881. 

Rev.	09/12



NAICS Codes: 454390, 541511, 541512, 541513

UNSPSC Codes: 43211502, 43211501, 81110000, 43211506, 43211512, 43232202, 81111600, 81111812, 81112300, 83121603

USA Consulting, Inc.

USACI Corp.

11/30/2015
2005109468

dba



Resellers - Dealers

Reseller/Dealer Name Address City
Ingram Micro 1600 E. St. Andrew Place Santa Ana
Synnex Corporation 39 Pelham Ridge Drive Greenville



State Zip Contact Name
CA 92705 Felicity (Li) Fruscione
SC 29615 Trent Painter



Contact Email Contact Phone Contact Fax
felicity.fruscione@ingrammicro.com 800-456-8000 N/A
trentp@synnex.com 864-373-7419 N/A



Company Website
http://us-new.ingrammicro.com/
http://www.synnex.com/
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Provisions for purchase with federal funds for contracts exceeding $100,000  

These forms are for non-construction contracts 

 

Many TIPS members (grantees and sub-grantees) purchase goods and services with federal funds.  
When a member engages a contract exceeding $100,000 and paid with federal funds, provisions are 
triggered by various Code of Federal Regulations requirements.  Primarily 34 CFR 80.36 from the 
Department of Education and 7 CFR 3015 & 3016 from the Department of Agriculture for School 
Lunch Program.  There may be other Federal programs from time to time that are not enumerated 
above that may fund certain projects using outside vendors. These are not optional for the contracting 
entity and in order to spend the federal funds certain provision and certifications must be in place to 
ensure legal compliance. 
 
If you company wishes to be eligible to participate in a TIPS contract in which a member utilizes 
federal funds on contracts exceeding $100,000, you must complete the following forms can provide 
the certifications as required on the subsequent pages. 
 
Do you wish to be eligible to participate in a TIPS contract in which a member utilizes federal funds 
on contracts exceeding $100,000? 
 
Check your response? 
 
YES        NO   
 
 
 
________________________________________________________________ 
Signature of Authorized Company Official     Date  
 
 
________________________________________________________________ 
Printed Name of Authorized Company Official   
 
________________________________________________________________ 
Company Name  
 
Attach to this page a current W-9 form 

 

Please complete the forms below 
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Legal Compliance 

 

It is the proposing company’s duty and responsibility to have knowledge of and be responsible for the 
compliance with all applicable laws, rules and regulations as they apply to this procurement process and any 
subsequent award. The vendor agrees to comply, in all relevant respects, with all Federal, State, and Local laws, 
rules and regulations related to the performance of services or supply of goods to TIPS or TIPS members? 

Does vendor agree?  YES _____  Initial of Authorized Company Official  

 

Non-Collusive Bidding Certificate 
 

By submitting a proposal in response to a Request for Proposals or other procurement device containing this 
clause, you certify that you are authorized to certify to the following: 
 
1) This bid or proposal has been independently arrived at without collusion with any other Bidder or with 

any Competitor; 
2) This bid or proposal has not been knowingly disclosed and will not be knowingly disclosed, prior 

to the opening of bids, or proposals for this project, to any other Bidder, Competitor or potential 
competitor: 

3) No attempt has been or will be made to induce any other person, partnership or corporation to 
submit or not to submit a bid or proposal; 

4) The person signing this bid or proposal certifies that he has fully informed himself regarding the 
accuracy of the statements contained in this certification, and under the penalties being 
applicable to the Bidder as well as to the person signing in its behalf. 

 

The vendor complied with #1 through 4 above?  YES ____   Initial of Authorized Company Official  

 

  
SUSPENSION OR DEBARMENT CERTIFICATE  

 

Non-Federal entities are prohibited from contracting with or making sub-awards under covered transactions to 
parties that are suspended or debarred or whose principals are suspended or debarred. Covered transactions 
include procurement for goods or services equal to or in excess of $100,000.00. Contractors receiving 
individual awards for $25,000.00 or more and all sub-recipients must certify that the organization and its 
principals are not suspended or debarred. 

 

You certify that no suspension or disbarment is in place, which would preclude receiving a federally funded 
contract under the Federal OMB, A-102, common rules 

The vendor has not been debarred?  YES ____   Initial of Authorized Company Official  
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Certification Regarding Lobbying 
 

Applicable to Grants, Subgrants, Cooperative Agreements, and Contracts Exceeding 
$100,000 in Federal Funds 

 

Submission of this certification is a prerequisite for making or entering into this transaction and is imposed by section 
1352, Title 31, U.S. Code. This certification is a material representation of fact upon which reliance was placed when 
this transaction was made or entered into. Any person who fails to file the required certification shall be subject to a 
civil penalty of not less than 
$10,000 and not more than $100,000 for each such failure. 
The undersigned certifies, to the best of his or her knowledge and belief, that: 
(1) No Federal appropriated funds have been paid or will be paid by or on behalf of the undersigned, to any person 
for influencing or attempting to influence an officer or employee of any agency, a Member of Congress, an officer or 
employee of congress, or an employee of a Member of Congress in connection with the awarding of a Federal contract, 
the making of a Federal grant, the making of a Federal loan, the entering into a cooperative agreement, and the 
extension, continuation, renewal, amendment, or modification of a Federal contract, grant, loan, or cooperative 
agreement. 
(2) If any funds other than Federal appropriated funds have been paid or will be paid to any person for influencing or 
attempting to influence an officer or employee of any agency, a Member of Congress, an officer or employee of 
congress, or an employee of a Member of Congress in connection with this Federal grant or cooperative agreement, 
the undersigned shall complete and submit Standard Form-LLL, “disclosure Form to Report Lobbing,” in accordance 
with its instructions. 
(3) The undersigned shall require that the language of this certification be included in the award documents for all 
covered subawards exceeding $100,000 in Federal funds at all appropriate tiers and that all subrecipients shall certify 
and disclose accordingly. 

 
 
 

 

Name of Organization 
 
 
 

 

Address of Organization 
 
 
 

 

Name / Title of Submitting Official 
 
 
 

 

Signature of Submitting Official 
 
 

 

Signature Date
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Federal Rule (1) Administrative, contractual, or legal remedies in instances where 

contractors violate or breach contract terms, and provide for such sanctions and penalties 

as may be appropriate. (Contracts more than the simplified acquisition threshold) 

Notice: Pursuant to Federal Rule (1) above, when federal funds are expended by 
TIPS Member, TIPS Member reserves all rights and privileges under the 
applicable laws and regulations with respect to this procurement in the event of 
breach of contract by either party.   

Does vendor agree?  YES _____  Initial of Authorized Company Official  

Federal Rule (2) Termination for cause and for convenience by the grantee or subgrantee 

including the manner by which it will be effected and the basis for settlement. (All 

contracts in excess of $10,000) 

Pursuant to Federal Rule (2) above,  when federal funds are expended by TIPS 
Member, TIPS Member reserves the right to terminate any agreement in excess of 
$10,000 resulting from this procurement process for cause after giving the vendor 
an appropriate opportunity and up to 30 days, to cure the causal breach of terms 
and conditions.  TIPS Member reserves the right to terminate any agreement in 
excess of $10,000 resulting from this procurement process for convenience with 
30 days notice in writing to the awarded vendor.  Any award under this 
procurement process is not exclusive and the District reserves the right to 
purchase goods and services from other vendors when it is in the best interest of 
the District. 

Does vendor agree?  YES _____  Initial of Authorized Company Official  

 

Federal Rule (7) Notice of awarding agency requirements and regulations pertaining to 

reporting. 

Pursuant to Federal Rule (7) above, when federal funds are expended by TIPS 
Member, TIPS Member requires that the proposer certify that during the term of 
an award by the TIPS Member resulting from this procurement process the vendor 
will provide reports and documentation required by all applicable law and state 
and federal regulations upon request by the TIPS Member or any relevant state of 
federal agency. 

Does vendor agree?  YES _____  Initial of Authorized Company Official  

Federal Rule (8) Notice of awarding agency requirements and regulations pertaining to 

patent rights with respect to any discovery or invention which arises or is developed in the 

course of or under such contract. 
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Pursuant to Federal Rule (8) above, when federal funds are expended by TIPS 
Member, TIPS Member shall address any requirements and regulations pertaining 
to patent rights with respect to any discovery or invention which arises or is 
developed in the course of or under such contract in the contract document and 
absent language to the contrary or if the contract silent on the subject, the District 
retains all rights thereto. 

Does vendor agree?  YES _____  Initial of Authorized Company Official  

 

Federal Rule (9) Awarding agency requirements and regulations pertaining to copyrights 

and rights in data. 

Pursuant to Federal Rule (9) above, when federal funds are expended by TIPS 
Member, TIPS Member requires the proposer certify that during the term of an 
award by the TIPS Member resulting for this procurement process the vendor will 
surrender upon request any copyrighted materials owned by the TIPS Member but 
used in the awarded contract performance unless otherwise agreed in a written 
document by the parties.  TIPS Member reserves the rights to all data created or 
provided to the vendor for the purpose of contract performance resulting for this 
procurement process and the vendor will surrender such data upon request unless 
otherwise agreed in a written document by the parties.  If the contract is silent or 
not dispositive on the subject matter data or copyrights TIPS Member retains all 
rights in the data developed or gathered during the contract term. 

Does vendor agree?  YES _____  Initial of Authorized Company Official  

 

Federal Rule (10) Access by the grantee, the subgrantee, the Federal grantor agency, the 

Comptroller General of the United States, or any of their duly authorized representatives 

to any books, documents, papers, and records of the contractor which are directly 

pertinent to that specific contract for the purpose of making audit, examination, excerpts, 

and transcriptions.  

Pursuant to Federal Rule (9) above, when federal funds are expended by TIPS 
Member, TIPS Member requires the proposer certify that during the term and 
after the awarded term of an award by the TIPS Member resulting for this 
procurement process the vendor will grant access by the grantee, the subgrantee, 
the Federal grantor agency, the Comptroller General of the United States, or any 
of their duly authorized representatives to any books, documents, papers, and 
records of the contractor which are directly pertinent to that specific contract for 
the purpose of making audit, examination, excerpts, and transcriptions. 

Does vendor agree?  YES _____  Initial of Authorized Company Official  
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Federal Rule (11) Retention of all required records for three years after grantees or 

subgrantees make final payments and all other pending matters are closed.  

Pursuant to Federal Rule (11) above, when federal funds are expended by TIPS 
Member, TIPS Member requires the proposer certify that the awarded vendor 
retain of all required records for three years after grantees or subgrantees make 
final payments and all other pending matters are closed.  

Does vendor agree?  YES _____  Initial of Authorized Company Official  

 

Federal Rule (12) Compliance with all applicable standards, orders, or requirements issued 

under section 306 of the Clean Air Act (42 U.S.C. 1857(h)), section 508 of the Clean Water 

Act (33 U.S.C. 1368), Executive Order 11738, and Environmental Protection Agency 

regulations (40 CFR part 15). (Contracts, subcontracts, and subgrants of amounts in excess 

of $100,000) 

Pursuant to Federal Rule (12) above, when federal funds are expended by TIPS 
Member, TIPS Member requires the proposer certify that in performance of the 
contracts, subcontracts, and subgrants of amounts in excess of $100,000, the 
vendor will be in compliance with all applicable standards, orders, or 
requirements issued under section 306 of the Clean Air Act (42 U.S.C. 1857(h)), 
section 508 of the Clean Water Act (33 U.S.C. 1368), Executive Order 11738, and 
Environmental Protection Agency regulations (40 CFR part 15). 

Does vendor agree?  YES _____  Initial of Authorized Company Official  

Federal Rule (13) Mandatory standards and policies relating to energy efficiency which are 

contained in the state energy conservation plan issued in compliance with the Energy 

Policy and Conservation Act (Pub. L. 94-163, 89 Stat. 871). 

Pursuant to Federal Rule (13) above, when federal funds are expended by TIPS 
Member, TIPS Member requires proposer certify that during the term of an award 
by the TIPS Member resulting for this procurement process the vendor will be in 
compliance with mandatory standards and policies relating to energy efficiency 
which are contained in the state energy conservation plan issued in compliance 
with the Energy Policy and Conservation Act (Pub. L. 94-163, 89 Stat. 871). 

Does vendor agree?  YES _____  Initial of Authorized Company Official  

 



 

 
 

SUSPENSION OR DEBARMENT CERTIFICATE 

 
 

Non-Federal entities are prohibited from contracting with or making sub-awards under covered 

transactions to parties that are suspended or debarred or whose principals are suspended or 

debarred. Covered transactions include procurement for goods or services equal to or in excess 

of $100,000.00. Contractors receiving individual awards for $25,000.00 or more and all sub-

recipients must certify that the organization and its principals are not suspended or debarred. 

 

You certify that no suspension or disbarment is in place, which would preclude receiving a 

federally funded contract under the Federal OMB, A-102, common rules 

 

Information may be found at https://www.sam.gov/index.html  

 

Has the vendor been debarred form participation in Federal funds contracts? 

 

NO   ____  Initial of Authorized Company Official 

 

YES ____   Initial of Authorized Company Official 

 

Company Official: ___________________________________________ 

 

 

Company:  ___________________________________________ 
 

https://www.sam.gov/index.html


CONTRACT Signature Form

The undersigned hereby proposes and agrees to furnish goods and/or services in compliance
with the terms, specifications and conditions at the prices quoted unless noted in writing. The
undersigned further certifies that he or she is an authorized agent of the company and has
authority to negotiate and contract for the company named below.

Company Name:

Mailing Address:

City:

State:

Zip:

Telephone Number:

Fax Number:

Email Address:

USACI Corp

PO Box 940128

Piano

TX

75074

(972) 673-0333

(972) 673-0222

jhartley@usaci.com

Authorized Signature:

Printed Name:

Position:

Jessica Hartley

CEO

This contract is for a total TERM of one year with the option of two additional years. Vendors shall
honor the participation fee for any sales made based on the TIPS contract. Failure to pay the fee will
be grounds for termination of contract and will affect the award of future contracts.

TIPS Authorized Signature Date

Approved by Region Date



References

** Must have at least 3 References. References must be School, City, County, University, State Agency or Other Government.

Organization City State Contact Name Contact Phone
Calcasieu Parish Sheriff’s Office Lake Charles LA Adrian Quintela (337)491-7908
LA Workforce Commission Baton Rouge LA Jane Boettcher (225)342-3219
Gonzales ISD Gonzales TX Karon Priest (830)672-9551
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Comprehensive support and maintenance services are essential to 
ensure high availability and top performance of all Citrix 
infrastructure components throughout their lifecycle. Citrix Support 
enables you to effectively deploy and administer everything within 
the Citrix portfolio, including Citrix virtualization, mobility, 
networking and cloud solutions – allowing you to achieve the 
greatest returns from your software and hardware investment.

Ft. Lauderdale, FL

Santa Clara, CA
Alpharetta, GA

Dublin, Ireland

Bangalore, India

Tokyo, JapanNanjing, China

Hong Kong, China

Singapore

Sydney,  Australia

About our team
The Citrix® Support and Maintenance Services team consists of more than 900 technical professionals 
in 10 centers around the world. These experts, who collectively handle more than 200,000 requests 
per year, are trained in house on Citrix products and hold prestigious certifications such as Citrix 
Certified Enterprise Engineer (CCEE), Citrix Certified Integration Architect™ (CCIA) and Microsoft 
Certified Technology Specialist (MCTS). They are dedicated to helping our customers increase  
uptime, maintain system health, smoothly manage change and rapidly resolve unplanned issues.

Support is available in North America/Latin America/Caribbean, Europe/Middle East/Africa, Asia/
Australia/New Zealand and Japan, and nine languages (English, Spanish, Portuguese, French, 
German, Cantonese, Mandarin, Korean and Japanese) are supported during local business hours. 
Convenient, remote assistance is provided using Citrix GoToAssist™ and GoToMeeting™ screen  
sharing and chat functionality.

“Follow the sun support is 

fantastic…when I need Citrix 

support, the need is dire. Having 

experts around the globe really 

helps greatly.”

Andrew Esposito 
Wachovia Retail, United States 
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Citrix Support and Maintenance Services 
With a complete overview of support programs and services including guidance from the experts, 
24x7x365 unlimited support, dedicated technical relationship management and self-help resourc-
es, Citrix Support and Maintenance Programs provide world class services to optimize your product 
portfolio and ensure the success and greatest return on your Citrix investment. 

Software Maintenance
Software maintenance provides unlimited technical assistance for core Citrix products. Using Citrix 
GoToMeeting and Citrix GoToAssist, technical support engineers quickly resolve complex issues using 
screen sharing, chat and other tools. This service combines unlimited, 24/7 software support with 
product version and feature set upgrades for Citrix solutions including Citrix Workspace Suite™, 
XenApp®, XenDesktop®, XenMobile®, ShareFile® Enterprise, NetScaler VPX™, Cloudbridge VPX™, 
NetScaler Gateway VPX™, NetScaler Gateway™ Universal Licenses, CloudPlatform™, CloudPortal™ 
Business Manager, XenServer®, XenClient®, AppDNA™, EdgeSight®, Citrix Provisioning Sevices™  
and VID-in-a-Box™.

Appliance Maintenance 
Unlimited, worldwide incident resolution for issues encountered with appliance hardware for Citrix 
NetScaler®, NetScaler Gateway and CloudBridge™ is a part of Citrix’s Appliance Maintenance service 
offering. You receive replacement hardware for malfunctioning appliances to minimize the risk of 
downtime to your organization. This service also provides the latest upgrades to software compo-
nents of hardware platforms. Three maintenance levels are available.

Subscription Advantage
Citrix Subscription Advantage™ provides access to the latest product version updates, including 
major changes to product architecture and updates to features. Subscription Advantage does not 
include technical support and is only available for limited products. 

“Business Citrix Support is capable of many great things -  
including high tier support, low wait times, exemplary 
professionalism and great people”
Engineer,  
Fortune 500 Consumer Products Company, US
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Support and Maintenance Programs Summary
Software Maintenance

Citrix Software Maintenance combines 24x7x 365 unlimited worldwide support with product version updates.

Available for Citrix Workspace Suite, XenApp, XenDesktop, XenMobile, ShareFile Enterprise, NetScaler VPX, Cloudbridge VPX, 
NetScaler Gateway VPX, NetScaler Gateway Universal Licenses, CloudPlatform, CloudPortal Business Manager, XenServer,  
XenClient, AppDNA, EdgeSight, Citrix Provisioning Services for DataCenters, and VDI-in-a-Box.

Description of Services
• Worldwide 24x7x365 technical support

• Unlimited incidents

• Product version updates

Appliance Maintenance

Citrix Appliance Maintenance provides technical support to diagnose and resolve issues encountered with appliance hardware. 
Appliance Maintenance also facilitates the latest upgrades for the software elements of hardware products. Malfunctioning 
appliances are also replaced under this agreement to minimize customer downtime. 

Available for NetScaler, CloudBridge and NetScaler Gateway

Description of Services
Gold        • Unlimited incidents during each one-year term

• Worldwide 24x7x365 technical support

• Software updates and bug fixes 

• Advanced replacement for materials*

Silver     • Unlimited incidents during each one-year term
• Basic coverage hours (8am – 9pm, Monday-Friday, EST)
• Software updates and bug fixes
• Advanced replacement for materials*

Bronze   • Unlimited incidents during each one-year term 
• Basic coverage hours (8am – 9pm, Monday-Friday, EST) 

• Software updates and bug fixes 

• Standard replacement for materials**

*Ships within 1 business day after issuing the RMA number.
**Ships within 10 business days after issuing RMA number.
(Please note that in countries where regulation requires export approval documentation in advance of RMA shipment, the time for shipment may 
be longer.) 

Subscription Advantage 

Get access to the latest product version updates during your membership term, including major changes to the product 
architecture and updates to the feature set of a product. Subscription Advantage doesn’t include technical support. 

Available for XenApp, XenDesktop
Description of Services
• Latest product version updates
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Technical Relationship Management (TRM)
Proactive support relationships can add significant value to today’s complex IT environments. Citrix 
offers Technical Relationship Management to facilitate proactive relationships between Citrix and 
its TRM service customers. You receive the services of a dedicated, highly trained and experienced 
TRM as a single point of contact for support, education and advocacy. The TRM will learn about 
and be in sync with your organization’s unique environment, requirements and challenges, and 
provide tailored technical information, advice and recommendations on technical best practices 
and education on troubleshooting methodologies and tools. 

Support Services  
without a TRM

Support Services  
with a TRM

Phone, Web and email support • •

Quarterly technical webinars • •

Access to technical training event • •

Technical newsletter • •

Designated support engineer •

Priority access to Escalation Team •
Access to managed betas and early 
software releases •

Deployment review for best practices •

Benefits of engaging a Citrix TRM:

• You gain a dedicated Citrix advocate: Your TRM will act as technical champion within Citrix, 
establishing communications with product management and development teams. The TRM can 
also provide access to product betas, offering you the ability to influence feature development.

• Support is simplified with a single point of contact: You can choose to bypass frontline and 
first-level support, opting to work directly with your assigned engineer. The TRM will actively 
manage all technical incidents and remain your primary point of contact until resolution.

• You receive regular status reports and reviews: These can be customized to match your 
priorities and include statistics such as the number of support calls opened, case status and 
resolution times. The TRM can also analyze your support trends and make recommendations  
to increase reliability and performance. 

To learn more about our Support and Maintenance Services, contact Citrix Sales, your  
preferred partner, or visit our website http://www citrix.com/support/programs.

“Without the help of the Citrix 

TRM, our project would have 

been much more difficult.”

Christine Weaver 
Lead Citrix Administrator,  
SCL Health System 
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Citrix Self Help Resources
These resources, including best practices and social collaboration, are always available and can 
help you quickly fine the answers you need. 

Knowledge Center: A database of articles and bulletins written by Citrix technical experts. 
http://www.citrix.com/support

eDocs: A library of product documentation for Citrix solutions and technologies. 
http://support.citrix.com/proddocs/topic/infocenter/ic-how-to-use.html

Support Forums: Discussion forums where you can ask questions and get real-world answers 
from other customers. http://discussions.citrix.com/

Citrix Insight Services: A simple, online troubleshooting platform and health-checker for your 
Citrix environment. Available for XenDesktop, XenServer, XenApp and NetScaler. 
https://taas.citrix.com/AutoSupport/

Educate  |  Consult  |  Support  |  Succeed
For more information on additional Citrix Services please visit: 
http://training.citrix.com 
http://www.citrix.com/support/consulting 
http://www citrix.com/support/programs
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