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Dear Mrs. Kaneva,  

Please find below our offer for the purchase of new licenses, provision of maintenance, development of 

additional functionalities or amendment of existing and related services for consultation and trainings for 

the energy trading management software robotron*e~sales. 

The offer is subject to the framework agreement between EVN Austria and Robotron Datenbank-Software 

GmbH, active from 01.11.2018 until 30.06.2021. 
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1 Price quote 

The cost calculation according to the given requirements is provided in the following section. The costs are 

divided into: 

- Maintenance Licenses  

- Maintenance Add-ons 

- Maintenance Services � Functional Support 

- Maintenance Services � Call-on duty/ Standby 

- Consulting Services � Working Hours 

- Consulting Services � Outside Working Hours and Saturdays 

- Consulting Services � Sundays and Holidays 

- Travel Expenses 

 

1.1.1 Maintenance Licenses 

Description Unit Qty. Unit price in � 

without VAT 

Total value in � 

without VAT 

Software maintenance of purchased licenses 

robotron*e~sales: time series up to 5600: 

168.608 Euro 

36 Months 2.529,12 91.048,32 

Grand total maintenance licenses    91.048,32 

 

For details regarding the purchased licenses and subsequent maintenance fee, as well as a detailed payment 

plan, please refer to Appendix 7 � Cost of Licenses.  
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1.1.2 Maintenance Add-ons 

Description Unit Qty. Unit price in � 

without VAT 

Total value in � 

without VAT 

Software maintenance of developed add-ons for 

robotron*e~sales: 14.520 Euro 

36 Months 181,50 6.534,00 

Grand total maintenance add-ons    6.534,00 

The adminstration services calculated in the offer correspond with the bronze-level-service and contain fault 

processing as well as the provision of changes (e.g. patches) as described in the sample maintenance 

contract (see appendix 9). An increase of the service level and therefore an improvement of the range of 

services (concerning additional support operational services) is always possible.  

For further modules (license) and upgrade-licenses put into service the maintenance and administration 

costs for software have a share of 18 % of the license price per year. 

The maintenance and administration costs for maintenance relevant business specific project components 

(e.g. interfaces, system extensions) are determined after the realization at 15 % of the actual maintenance 

relevant production costs. 

If additional services (patching, consulting, operational support, hosting etc.) are requested, we would like 

to offer these services separately. 

Further details are described in the maintenance contract template as part of the appendix. 
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1.1.3 Maintenance Services � Call-on duty/ Standby Service 

Description Unit Qty. Unit price in � 

without VAT 

Total value in � 

without VAT 

Call-on duty  �  yearly subscription   Year 3 5.500,00/ year 16.500,00 

Call-on duty  � hourly  rate   

- Monday � Friday: 17:30 � 07:30 CET/CEST 

- Saturday, Sunday and public holidays in 

Germany and Saxony all-day 

per hour 35 200,00 7.000,00 

Grand total maintenance services    23.500,00 

 
In order for the Call-on duty to be used, the yearly subscription must be ordered from the beginning of the 

contract. Should it not be ordered from the beginning, we need at least one months notice for setup. The 

subscription will start one month after the notice has been given and will be billed on a monthly basis in 

the first year and as a yearly fee thereafter. The specific tasks and requirements will be defined during the 

initiation, should the service be required. 

 

Maintenance-related questions arising from the Minutes of Negociation (Appendix 7) 

 

As for point 1.7 in the minutes of the negociation (Appendix 7): there is no charge for opening a ticket via 

the eWMS ticketing tool, whether it is an error, or a new requirement. For issues handed over to our 

Service Desk by telephone or e-Mail, the time necessary for handling the ticket will be billed in 15 minute 

intervals according to the price for a �Consultant� as outlined below in Chapter 1.1.4 � �Consultant in 

Dresden�. 

 

Regarding point 1.8 in the minutes of the negociation (Appendix 7): the Hotline/ helpline is an additional 

service that we provide. Questions regarding our application that can be answered within 15 minutes are 

free of charge. For more specific issues/requests that require more time to solve, the helpline will during 

the cours of the call ask the caller to open a regular ticket.  
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1.1.4 Consulting Services � Working Hours 

Consulting services are offered at the following rates: 

Description Unit Quantity Daily Rate (8h in �, 

excl. VAT) 

Total value in � 

without VAT 

Software developer in Dresden Per day 40 800,00 32.000,00 

Software developer in Plovdiv Per day 15 950,00 14.250,00 

Consultant in Dresden Per day 55 900,00 49.500,00 

Consultant in Plovdiv Per day 30 1.050,00 31.500,00 

Project manager in Dresden Per day 80 900,00 72.000,00 

Project manager in Plovdiv Per day 30 1.050,00 31.500,00 

Grand total consulting services 

working hours 

  
 

230.750,00 
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1.1.5 Consulting Services � Outside Working Hours and Saturdays 

Services outside the regular service hours require coordination and confirmation. The surcharge to the 

hourly rate for services outside the regular service hours are calculated as follows: 

Surcharge for services outside the regular service hours (Mo to Fri: 07:30 � 17.30): 50 % 

Saturday:  50 % 

Description Unit Qty. Unit price in � 

without VAT 

Total value in � 

without VAT 

Software developer in Dresden per day 3 1.200,00 � 3.600,00 � 

Software developer in Plovdiv Per day 2 1.425,00 � 2.850,00 � 

Consultant in Dresden per day 3 1.350,00 � 4.050,00 � 

Consultant in Plovdiv per day 2 1.575,00 � 3.150,00 � 

Project manager in Dresden per day 3 1.350,00 � 4.050,00 � 

Project manager in Plovdiv per day 2 1.575,00 � 3.150,00 � 

Grand total consulting services outside working 

hours and Saturdays 
    20.850,00 � 

 

1.1.6 Consulting Services � Sundays and Holidays 

Services outside the regular service hours require coordination and confirmation. The surcharge to the 

hourly rate for services outside the regular service hours are calculated as follows: 

Sunday: 100 % 

Public holidays in Germany and Saxony:  100 % 

Description Unit Qty. Unit price in � 

without VAT 

Total value in � 

without VAT 

Software developer in Dresden per day 3 1.600,00 � 4.800,00 � 

Software developer in Plovdiv Per day 2 1.900,00 � 3.800,00 � 

Consultant in Dresden per day 3 1.800,00 � 5.400,00 � 

Consultant in Plovdiv per day 2 2.100,00 � 4.200,00 � 

Project manager in Dresden per day 3 1.800,00 � 5.400,00 � 

Project manager in Plovdiv per day 2 2.100,00 � 4.200,00 � 

Grand total consulting services outside working 

hours and Saturdays 
    27.800,00 � 
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1.1.7 Travel Expenses 

Travel and other expenses based on time and material are accounted as follows (valid for travels in Germany 

and to Bulgaria): 

Travel time  50,00 �/h 

Travelling costs car  0,65 �/km 

Travelling costs (taxi etc.)  upon proof 

Travelling costs plane  upon proof 

Accommodation (middle class hotel)  upon proof 

Daily allowance  acc. to legal regulations 

 

1.2 Price summary 

 

Pos. Description Total value in � 

without VAT 

1.1.1 Maintenance licenses 91.048,32 � 

1.1.2 Maintenance add-ons 6.534,00 � 

1.1.3 Maintenance services � Call on-duty/ Standby 23.500,00 � 

1.1.4 Consulting services working time 230.750,00 � 

1.1.5 Consulting services outside working hours and Saturdays 20.850,00 � 

1.1.6 Consulting services Sundays and Holidays 27.800,00 � 

1.1.7 Travel expenses  

 Total Sum 400.482,32 � 
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DEFINITIONS 

AddOn /  

functional  

enhancement 

AddOns may provide enhancements, may keep the programmes up-to-date, and prevent errors.  

They contain technical modifications and improvements, as well as smaller functional advancements, 

and improvements, or error corrections of priori-ties 3 and 4. 

Bugfix Bugfixes include corrections to programmes, and other workaround solutions for possible errors.  

Bugfixes will be installed according to the relevant delivery order. 

Hotfix Hotfixes include corrections to programme parts with serious errors (priorities 1 and 2) that may be  

installed immediately in order to avoid a loss or corruption of data, or production downtimes. A pre-

liminary delivery of software (AddOns) may in exceptional cases also be provided as a hotfix, which will 

generally be subject to separate remuneration. Hotfixes may be installed immediately for the particular 

patchset, regardless of the relevant delivery order of the respective AddOns/Bugfixes; however, subject 

to any dependency to other hotfixes. 

Defect A defect is a deviation from, or violation of, the contractually agreed programme characteristics, and/or 

a programme fuction. A defect will be identified as a result of an error analysis. 

Patch Patches keep the programmes up-to-date and prevent malfunctions. They include AddOns and  

Bugfixes. 

Patchset A Patchset is a cyclical collection of corrections and error removals deriving from the continuous  

development process. Patchsets may be provided as a bundling of patches and bugfixes in specified 

sequence. Any information beyond release notes will be provided as patchset notes.  

In general, the use of patchsets is to be preferred over the use of individual patches, as patchstes will 

bundle functionalities and will be provided for a longer term with specific hotfixes. Patchsets will be 

compiled and scheduled specifically for the provision of new functionalities for the implementation of 

market requirements. 

Patchset notes Document provided for any patchset, containing a description of the functionalities introduced, or 

amended, by the particular patchset. 

Release New releases of programmes result from substantial functional advancements. A release is identified  

by a particular release number. 

Response time Response time is the period in which activities for error processing are initiated, and in which Customer 

will receive an initial response. The response time starts with receipt of the request, and ends with  

the qualified response by Robotron (return call, e-mail, entry into helpdesk system). The response time  

depends on the error priority. The response time will be within the agreed service hours. Where a  

telephone on-call service is agreed, response time may also be outside of service hours. 

Service hours Service hours are the period in which Robotron will provide services (workdays [Mon-Fri] 7:30 am � 

5:30 pm, except for public holidays at the location of Robotron). 

Error An error is an unplanned, direct, or potential impairment of the programme functionalities. Errors will 

be classified according to priorities. 
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1 SUBJECT OF CONTRACT 

Robotron will provide maintenance for the programmes as specified in the offer or individual contract. 

The current status of the maintenance-relevant programmes shall be regularly determined and documented. In particular, this 

will also include additional licenses or customer-specific developments (or where such licenses/developments are no longer 

applicable). This will also apply where such additional licenses/developments have been agreed within a separate contract. 

 

 

2 SERVICE DESCRIPTION 

 

2.1 Service Desk 

The Service Desk is the central point of contact for the processing of support requests. Support requests regard: 

 

error notifications      or other requests 

(i.e. notification of errors ocurring during        

productive use of the programmes) 

 with regard to any functional aspects of the       

programmes (e.g. helpline) 

 

 

2.2 Error notifications 

 

2.2.1 Submission of error notifications 

Error notifications may be submitted to the Service Desk as follows: 

 

by Ticket System (�Helpdesk�) 

 

by Telephone Hotline  

24/7: 

https://support.robotron.de/ 

during service hours: 

Tel.: +49 (0)351 25859 4200 

 Fax:  +49 (0)351 25859 3696 

 

2.2.2 Required information 

Error notifications must contain sufficient information to allow a focused processing of the error. This includes a detailed  

description of the error occurrence, and � as far as possible �  the name and version of the respective software and its  

modules, the system affected by the error, and the time of error occurrence. Where neccessary, Customer shall provide a data 

constellation, a screenshot, and/or any particular protocol information, in order to enable transparency of the notified error. 
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2.2.3 Note regarding hotline use 

The hotline may be used by authorised personell of Customer only; the authorised persons will be mutually determined. 

The hotline support will neither provide consulting nor training services. Functional consulting may be offered separately  

(e.g. as part of a managed service).  

 

2.2.4 Error notifications and error priorities  

Errors will be prioritised as follows: 

Priority Definition 

1 Production downtime: Malfunction within the programme which makes operation impossible or only with major 

restrictions. Time sensitive tasks cannot be processed. 

2 Malfunction within the programme which restricts the operation more than insignificantly. 

3 Malfunction within the programme which marginally restricts operation. The user can circumvent the malfunctions 

in a reasonable manner. 

4 Use of programme is not impaired; however, formal modifications are required. 

Notified errors will be classified by Customer into the particular priorities. Robotron will analyze the error, and will � if applicable 

and sufficiently transparent � confirm the notification. Where another priority is indicated according to the severity of the error, 

Robotron will re-classify the error priority in coordination with Customer.  

Error notifications regarding a non-productive system will be classified with priorities 2, 3, or 4. A higher priorisation requires a 

mutual agreement of the parties (e.g. for a productive approval procedure).  

Error notifications will be processed during the service hours. 

 

2.2.5 Service categories and response times 

The response times correspond to the agreed service category. Robotron offers the following service categories: 

 Service category 

Response time Gold Silber Bronze 

errors of priority 1  1 hr 2 hrs 4 hrs 

errors of priority 2  2 hrs 4 hrs 6 hrs 

errors of priority 3  4 workdays 7 workdays 14 workdays 

errors of priority 4  4 workdays 7 workdays 14 workdays 

Workdays: Monday-Friday, except for public holidays at the location of Robotron. 
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Response times with telephone on-call service (where agreed separately): 

errors of priority 1  2 hrs 3 hrs 4 hrs 

errors of priority 2  3 hrs 4 hrs 6 hrs 

 

The relevant service categorie will be determined in the respective offer or order. 

The described response times do not apply to the processing of error notifications regarding a non-productive system. 

 

2.2.6 Separate telephone on-call service 

Subject to a separate agreement, Robotron will accept and process error notifications of priorities 1 and 2 outside service hours 

through a telephone on-call service. Such error notifications will have to be submitted by Customer through the defined on-call 

service telephone number. Additionally, Customer shall submit a ticket in the helpdesk system (if not submitted yet). 

 

2.2.7 Measures for processing of errors 

The maintenance includes 

4 the acceptance of error notifications,  

4 an analysis of errors,  

4 the coordination, and 

4 the error processing. 

The processing of errors will include the determination of the error cause, a proper diagnosis, and the provision of measures  

to circumvent or resolve the error or defect of the relevant programme. 

After classification of the error notification, Robotron will promptly initiate measures for error processing: 

4 notification to the Customer as to the priorization of the error (even if the notified error � after initial analysis � is not  

related to a programme defect) 

4 initiation of error processing 

4 prompt provision of measures for circumvention or resolving of the error, possibly after any relevant programme changes 

as a result of error processing 

Errors of priorities 3 and 4 will be corrected in the course of provision of new releases of the relevant programmes, or with 

patchsets as scheduled by Robotron´s product management and as agreed with Customer. 

 

2.3 Helpline 

In addition to hotline and telephone on-call service, Robotron provides a technical helpline to be used during service hours. 

This helpline is supposed to quickly solve technical questions that may occur during Customer´s daily business, in order to  

enable an undisturbed working with the Robotron systems. 

The helpline is staffed with a team of technical consultants. This team will provide assistance e.g. regarding topics like EDM  

basis, balancing, switching processes, offer calculation, billing, robotron*e~collect (incl. SmartMeter, advanced meter reading), 

commodity gas, portfolio management, and forecasting. 

The helpline will not replace a product training. Such trainings may be offered separately. 

Insofar as the response to any functional aspects regarding the programmes leads to the need of further consulting or training, 

then this will be subject to a separate remuneration. 
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2.4 Additional requirements (change requests) 

Any new requirements of Customer which do not regard an error notification, and where the helpline cannot provide  

assistence either, will have to be remunerated separately, or may be offered separately. Such requests will aleo be processed  

in the helpdesk system (with changed category). 

 

2.5 Release policy 

 

2.5.1 Provision and installation of new releases for the productive system 

 

2.5.1.1 Standard products of the Robotron Energy Market Platform 

Insofar as standard products of the Robotron Energy Market Platform are subject of the software maintenance, the following ap-

plies: 

Within the scope of maintenance of standard products of the Robotron Energy Market Platform, Robotron is responsible for 

the adaption of the relevant processes (modules and functions) to the current market regulations and processing formats, as 

well as for the adaption of all licensed market-standard communication formats (UTILMD, MSCONS, ...), with consideration of 

the German Energy Industry Act [Energiewirtschaftsgesetz � EnWG], and of all relevant regulations of the German Federal Net-

work Agency [Bundesnetzagentur], and of industry branch agreements. For new processes or formats, new licenses will be re-

quired. If substantially new modules or formats are required for Robotron Energy Market Platform standard products due to 

changes of market regulations or legal requirements, then such will have to be licensed separately and additionally. This also 

applies where an existing process is changed completely due to changed market regulations, due to which new processes need 

to be established within the respective system under maintenance, regardless of whether such process is renamed or not. 

 

2.5.1.2 Standard products of robotron*iEDM 

Insofar as standard products of robotron*iEDM are subject of the software maintenance, the following applies: 

Regarding standard products of robotron*iEDM, software maintenance will only include the adaption of the communication 

standard format MSCONS. Any adaption of the existing processes (modules and fuctions) to the current market regulations 

and processing formats, or an adaption of any licensed market-standard communication formats (UTILMD, ...) in the energy 

market, is not within the scope of software maintenance. For new processes or formats, new licenses will be required. 

 

2.5.1.3 Customer-specific developments 

Regarding any customer-specific developments, Robotron will maintain the operability of such developments with the  

respective standard products. Any further adaptation of the customer-specific developments, e.g. to any market regulations, 

processing formats, or developments, require a separate agreement. 

 

2.5.1.4 New releases 

Robotron will inform Customer about any new releases and their content (e.g. with release notes, or patchset notes). Such  

new releases may also contain functional extensions provided within additional modules. 

If required, the installation of new releases may be done by Robotron in coordination with Customer. Customer shall ensure  

to perform an appropriate data backup in advance of the installation of new releases.  

Such installation services (or, where applicable, migration services) for new releases shall be remunerated separately by  

Customer, according to the actual effort required and spent by Robotron. 
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2.5.2 Provision and installation of patches / hotfixes for the productive system 

Robotron will inform Customer about the provision of bugfixes/patches for the programmes. Bugfixes/patches contain  

programme corrections and other circumvention measures for possible errors. Bugfixes/patches to the particular programmes 

will be provided free of charge as a preventive measure, or on particular request of Customer for error resolving. 

The installation of bugfixes/patches may be provided by Robotron by remote access, subject to a separate agreement, and 

separate remuneration. 

Robotron will inform Customer about the content of the patches or bugfixes to be implemented (e.g. with release notes),  

and will keep an up-to-date directory with patches and bugfixes installed on the customer system (maintenance journal). Cus-

tomer shall ensure to perform an appropriate data backup in advance of the installation of patches. 

 

2.5.3 Provision and Installation of patches / hotfixes and new releases for the non-productive System 

Maintenance for errors of priority 2 to 4 may be provided for a maximum of one non-productive system (e.g. test or training 

environment), and according to the scope of license. 

Bugfixes/patches to the particular programmes will be provided free of charge as a preventive measure, or on particular  

request of Customer for error resolving. 

The installation of bugfixes/patches may be provided by Robotron by remote access, subject to a separate agreement,  

and separate remuneration. 

Installation or migration services for new releases may be provided by Robotron,  subject to a separate agreement, and  

separate remuneration (time and material remuneration). 

 

2.5.4 De-support of releases 

With availability of a new release, Robotron will provide information about the expiration of maintenance for the previous  

release on the Robotron website (helpdesk system, de-support notification for previous release). 

Robotron provides maintenance for the current as well as for the previous release of programmes. Maintenance for the  

previous release will be limited to one year (from availability of current release) and will contain measures for the correction  

of priorities 1 and 2 only. Any adaptations and/or further developments will be provided for the current release only. 

Robotron will provide to Customer new releases, and (subject to a separate remuneration) required installation and migration 

services, in order to enable Customer to change to the current releases. 

Regarding de-supported releases, Robotron may (subject to a separate remuneration) provide a customer-specific  

maintenance. In this case, higher maintenance fees will apply according to clause 5.3. 

Should Customer wish to reactivate licenses and their maintenance, which he had earlier de-activated (i.e. particular modules 

were deactivated without further maintenance, or the maintenance contract was terminated), then Customer is obliged to  

retroactively pay any maintenance fees that would have been due in the meantime. Alternatively, Customer may purchase the 

respective licenses again, along with a new maintenance. The parties will mutually agree the procedure. 

 

2.5.5 Approval procedure 

The approval procedure describes the process of changes to the product (e.g. patches/hotfixes) as a result of an error pro-

cessing, or of a functional advancement, in a non-productive operation environment of Customer. The following workflow shall 

be applied: 

1. coordination with IT administrator EDM regarding time windows for the installation of adaptations within the 

non-productive system  

2. after the approval of the non-productive system: installation of adaptations to that non-productive system 
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3. testing and evaluation of test reports by specialist administrators EDM, Customer´s application manager,  

and Robotron  

4. decision concerning productive approval (target date, procedure, backups, etc.) and/or further proceeding  

of Customer  

5. installation of adaptations on productive environment, and approval 

 

2.6 Special conditions for Robotron Energy Market Platform plus (ESL) 

Insofar as the scope of contract includes standard products of the Robotron Energy Market Platform plus (i.e. the products are 

subject to an Oracle Embedded Software Licence � ESL), the following applies: 

As an Oracle Platinum Partner, Robotron is able to offer Oracle Licenses � along with the respective Oracle software  

maintenance � �embedded� within a particular Robotron license (Oracle Embedded Software License - ESL). Insofar, the  

following special conditions apply: 

4 central, coordinated software support, including hotline and helpdesk system, from one provider; the particular first level 

support of the respective Oracle component will be provided by Robotron. There is no additional support agreement  

required with Oracle regarding the Oracle programmes that are part of the Robotron Energy Market Platform plus. 

4 provision and installation (against separate remuneration) of the respective Robotron and Oracle patches by Robotron 

4 administration of the application and Oracle software with tools and methods provided by Robotron only 

4 use of the integrated Oracle component (e.g. database) for the particular Robotron applikation only 

4 no direct access of other applications to the Oracle software, access will be made through the provided Robotron  

interfaces 

4 no mix of several license models 

 

2.7 Information by Robotron 

Information material, functional descriptions, documentations, or support or platform information applicable to the products, 

will be made available regularly on the Robotron support portal (https://support.robotron.de/). 

In particular the document �Robotron Energy Market Platform � Platforms Support�, and/or product-specific documents, will 

indicate the required basis platforms for programme operation. Platforms intended for future releases will also be indicated in 

this document (as far as already foreseeable). 

 

 

3 OUT OF SCOPE OF MAINTENANCE 

In particular, the following services are not included in the contractual maintenance performance (but may be agreed  

separately): 

4 system-technological consulting or operation  

support, e.g. regarding Oracle components 

4 provision of programme functions which are part of 

particular licenses, and where such licenses have not 

been purchased by Customer 

4 services for installation or migration of programmes 

due to a switch to another hardware or operating 

system, or due to a replacement or renewal of the 

hardware system 

4 development and/or installation of non-productive 

secondary systems 

4 requested changes that go beyond an error  

correction; these shall be treated as change requests  

subject to an additional charge 

4 adaptation of programmes in case of changes to  

the system environment beyond the scope of 

maintenance 

4 consulting and support regarding installation and  

introduction of software, or regarding interfaces to 

external systems, or configuration support regarding 

systems that are beyond the specified system limits 
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4 EDM consulting, IT consulting, or other consulting 

which does not pertain to the resolving of questions 

regarding operation of the programmes 

4 consulting regarding any questions as to the imple-

mentation or application of the programmes, in par-

ticular of the Robotron EDM product, including trans-

fer of operation experience from the entire user 

group (insofar as this is not subject to the helpline) 

4 inspection of the system as a project review for  

Customer 

4 any managed services for individual operation  

support of Oracle or Robotron programmes, in  

particular regarding: 

4 hardware or system software (e.g. operating  

system) 

4 application maintenance (e.g. operation  

management or takeover, telephone on-call  

service, high performance, extended service level 

agreements, SPOC, realization of system update: 

patch or release management, updating of test 

or QS systems, �) 

4 provision of an indiviual, designated technical 

key account person 

4 workshops and trainings

 

Within first level support, Robotron will provide the classification of error notifications with regard to integrated OEM compo-

nents (e.g. HSM Worldline products) within the specified service hours. Any further measures of second and third level support 

will be provided by the manufacturer of the respective OEM products; insofar Customer cannot demand any services from  

Robotron. 

The maintenance of any applicable further hardware or software of third parties is out of scope of maintenance provided  

by Robotron; Customer is required to obtain such services directly from the respective third party manufacturer. This does  

not apply to Oracle ESL licenses as part of the Robotron Energy Market Platform plus (see clause 2.6). 

Any further or different conditions for OEM components have to be agreed and described separately, and will be subject to  

a separate remuneration.  

No services will be provided through hotline support in connection with the operation of programmes in unapproved environ-

ments, or with modifications to the programmes by Customer or third parties. 

 

 

4 OBLIGATIONS OF CUSTOMER 

 

4.1 Remote access to Customer system 

Robotron requires the provision of a remote access (VPN or access server) to the Customer system as a precondition for  

service provision. Customer shall therefore provide such a remote access (including any required information) in good time 

prior to contract commencement. 

As a principle, Customer shall provide a (not personalised) group access. A personalised access shall be generally excluded. 

Where in exceptional cases personalised accesses are to be provided, this shall require a prior agreement between the parties. 

In any case, Customer is required to provide a sufficient number of remote accesses, as specified by Robotron. The Robotron 

member of staff who the personalised access was set up for may consult other Robotron members of staff while making use  

of the access, in particular for the purpose of double-checking particular measures. Customer also agrees that personalised 

accesses may � in cases of absence of the particular member of staff � be used by other members of staff for due service  

provision. 

As far as Customer does not meet this cooperation obligation, Robotron shall not be responsible for any delays, or any  

negative consequences on service provision. Any due dates or terms (in particular SLAs) shall be extended accordingly.  

Customer shall bear the risk of additional efforts. 
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4.2 Contact persons 

Customer shall appoint a responsible contact person, who shall have the authority to promptly make, or initiate, binding  

decisions for Customer, and who shall further be responsible for the availability of competent Customer personnel, where  

required for Robotron´s performance. 

 

4.3 Changes to the application environment 

Customer shall inform Robotron promptly about any changes to the application environment. Customer shall also ensure that 

the programmes to be maintained are only operating in an authorised environment which supports the applied programmes. 

A change within the system environment which could influence the software shall be notified to Robotron at least 30 workdays 

beforehand. In such a case, a modification of the maintenance contract may be required which the parties will jointly agree. 

 

4.4 Maintenance services on-site at Customer´s premises 

Where in exceptional cases it may be required to provide additional fee-based maintenance services on-site (at Customer´s 

premises), then such services shall be scheduled jointly. Customer shall provide free of charge any personell or technical equip-

ment (computers, telephone, etc.) that may be required for provision of such services. 

 

4.5 Operating conditions 

The operating conditions (in particular the system environment) will be relevant for the software maintenance. Such conditions 

shall be initially, and in the case of changes, jointly agreed and documented. Customer shall in particular provide the infor-

mation indicated in the Annex. 

Insofar as any specific operation certificates (e.g. IT security) may be required for the operation of the programmes under 

maintenance, then this will be Customer´s sole responsibilty, and Robotron will assume that such requirements are accordingly 

fulfilled by Customer. 

Any changes to protected support parameters of the maintaned programmes within the mask �Global Settings�, or in the  

respective table, require a prior consultation with Robotron. 

 

 

5 MAINTENANCE FEES 

The maintenance fees will be specified in the offer or contract. 

Any prices specified are generally net prices where the then current statutory VAT shall be added.  

As far as not agreed otherwise, the maintenance fees will be invoiced yearly in advance. 

 

5.1 Determination of fees in case of changes to the programmes under 
maintenance 

The maintenance fees will be determined according to the actual status of the programmes under maintenance. This status  

will be regularly determined and documented (see clause 1).  

In case of any changes to the maintenance-relevant programmes, the maintenance fee will be automatically adjusted  

according to the actual status of the programmes; a separate agreement/order is not required. 
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5.2 Additional remuneration 

Insofar as not agreed otherwise between the Parties, the following applies: 

 

5.2.1 Additional services or efforts 

The following services, or efforts, shall be remunerated additionally: 

4 any activities regarding an error notification, where a defect of the programmes cannot  

4 be determined  

4 (e.g. in cases of incorrect use, or incorrect data),  

4 a notified error or defect cannot be reproduced or otherwise proven by Customer,  

4 additional efforts where Customer has not accordingly fulfilled any own obligations, 

4 Customer requests an on-site service, despite the possibility of service performance through  

4 remote maintenance, 

4 efforts due to the non-provision of a required remote access by Customer, 

4 performances outside of the regular service hours, 

4 installation or migration services for new releases, 

4 installation of bugfixes/patches. 

Such additional services will be invoiced according to the agreed hourly rate (or, where not agreed otherwise, with an hourly 

rate of 130.00 EUR). 

 

5.2.2 Incidential/additional costs, surcharges 

Any additional costs will be invoiced as follows: 

4 travels by car: 0.65 � / km 

4 travel by train, flight, taxi: actual costs (against proof) 

4 hotel overnight stays: actual costs (against proof) 

4 travel times: 50 % of the agreed hourly rate 

4 surcharges for performances outside the regular service hours: 

 

service provision surcharges on the applicable hourly rate 

Monday � Friday (after 5.30 pm, until the beginning of the next regular 

service hours) 

50 % 

Saturday 50 % 

Sunday / public holidays (at Robotron location) 100 % 

Insofar as not agreed otherwise, any required ressource availability will be invoiced separately (per person 50 % of the hourly 

rate which is referred to, or agreed, regarding the �additional costs�). 
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5.2.3 Telephone on-call service 

Any services performed by telephone on-call service outside of the service hours will be remunerated on a time and material 

basis according to the following hourly rates (per person): 

service provision hourly rate 

Monday � Saturday 195,00 � 

Sunday / public holidays (at Robotron location) 260,00 � 

 

5.3 Maintenance of de-supported releases 

In the first year of maintenance of a de-supported release, the maintenance fees shall increase by 3 % of the reference value of 

the respective license fees or of the customer-specific development. 

From the second year, maintenance of a de-supported release shall be subject to an individual agreement to be concluded 

between the parties. 

 

5.4 Adjustment of fees 

Robotron reserves the right to increase the yearly fees for software maintenance in its reasonable discretion (Section 315 

German Civil Code [Bürgerliches Gesetzbuch � BGB]). Robotron will notify Customer about such an increase within a 

reasonable period before the increase is supposed to become effective. Customer shall have the right to terminate the contract 

if the prices increase by more than ten percent; the termination must be declared within 2 weeks from receipt of the 

notification about the increase, otherwise the increased prices shall be assumed as agreed. 

 

 

6 USAGE RIGHTS 

Regarding any code programming, modification, or further development of programmes made in the course of software 

maintenance (in particular patches, or new releases), the scope of usage rights shall apply as contractually agreed with regard 

to the particular maintained software, or its previous version. 
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ANNEX: REQUIRED INFORMATION REGARDING OPERATING CONDITIONS 

 

Database Server:  Communication server: 

     

Item nr. Systems where programmes are applied  Item nr. Systems where programmes are applied 

1 HW-System  1 System 

2 CPU  2 CPU 

3 RAM  3 RAM 

4 Harddisk  4 Harddisk 

5 Operating System  5 Operating System 

6 Cluster Software  6 Applications 

7 Database  7 Java Runtime 

8 Installation site  8 Installation site 

9 Responsibility  9 Responsibility 

     

     

Web server:  Application server: 

     

Item nr. Systems where programmes are applied  Item nr. Systems where programmes are applied 

1 System  1 System: stand-alone computer / cluster /  

physical/virtual server 

2 CPU  2 CPU 

3 RAM  3 RAM 

4 Harddisk  4 Harddisk 

5 Operating System  5 Operating System 

6 Applications  6 Applications 

7 HTTP Server  7 if applicable: cluster software 

8 PHP PlugIn for Apache  8 WLS Version 

9 Module WEB print  9 further Oracle installations on computer 

10 Installation site  10 Installation site 

11 Responsibility  11 Responsibility 

     

     

Clients: 

 

   

     

Item nr. Systems where programmes are applied    

1 System    

2 CPU    

3 RAM    

4 Harddisk    

5 Operating System    

6 Java Runtime    

7 Forms Application    
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