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REACH-Solutions 

11 Corporate Hill Drive ï Suite 111 

Little Rock, AR  72205 

 

To Our Valued Customers, 

 

 

REACH-Solutions is pleased to announce changes to our widely successful REACH-Solutions Service Program.  

The goal of our changes is to make the Service Program more comprehensive, adding areas of coverage which 

were not previously available, make the plan more understandable, defining what items are covered under the plan 

and what items are covered outside the plan,  and lastly, to add a comprehensive coverage capability by which all 

support contingencies are covered under a Service Plan. 

 

 

At REACH-Solutions, we value the investment your business has made in its application software.   REACH-

Solutions is focused on providing Quality and Professional service which is Customer Focused.  We understand 

the impact business system disruptions can have on a Company.  Having the right Service Program plan is a vital 

piece of a successful support structure which ensures business application issues are resolved timely and effi-

ciently and minimize any business operational impact. 

 

 

REACH-Solutions understands our Customers use their business applications differently.  Whether you use your 

business applications primarily for operational activities or your company utilizes its business applications as a 

strategic business tool, REACH-Solutions has the experience and expertise to support your businessôs needs. 

 

 

Our Tiered Service Program structure allows businesses of all types to select a plan which best fits your com-

panyôs needs.  Please contact us should you have any questions about the REACH Service Program. 

 

 

 

Sincerely, 
 

 

Daniel Nicklaus 
 

 

Daniel Nicklaus 

Chief Operating Officer 

REACH-Solutions 

dnicklaus@REACH-Solutions.net 

501-481-9110 



Gold Plan - $450 per Month 

8 Level 1 Support Incidents - Resolved by Voice or  E-Mail(1) 

4 Level 2 Support Incidents - Resolved by Remote Access(2) 

Options:      
   10-Hour Block 
   20-Hour Block 
   40-Hour Block      

Level 3 Support Hours - On-Site Support Activities(3) 

     10-Hour Block - 4% Discount  - $1,392.00 
     20-Hour Block - 7% Discount  - $2,697.00 

     40-Hour Block - 12% Discount  - $5,104.00  

 2 "Health Check"  Evaluation Meetings - (Semi-Annually) 

 12 Monthly Service Plan Status Reports 

1 Version Upgrades(4) 
   (Server included, Workstations $50 each) 

1 Payroll Tax Update 
   (Server included, Workstations $50 each) 

1 Service Pack/Feature Pack Application Update(5) 
   (Server included, Workstations $50 each) 

2 Hour Response Time Guarantee (Monday-Friday, 8am-5pm CST) 

2 Persons of Contact 

24 x 7 Service Availability 

10% Discount on Additional Dynamics Application Modules 

$50 Travel charge per hour outside the Little Rock Metro Area 

Add-On Module CoverageñGold Plan- $25 per module(6) 

Accountable Software Nodus 

C360 Olympic 

EDI (EDISoft, VSync) PrintBoss 

EthoTech Commission Plan Sales Tax  (REACH Sales Tax Utility, Avalera) 

GreenShades StarShip 

Horizons Scribe 

Mekorma WennSoft 

1) When Level 1 Incidents have been exhausted, billing will be @ $145 per hour. 
2) When Level 2 Incidents have been exhausted, billing will be @ $145 per hour. 
3) Level 3 Support hours include all On-Site Visits and On-Site related work, Off Site Report creation or modification and Off Site SQL or 

database activities.  Level 3 Hourly block cost will be Invoiced at the beginning of the REACH Service Plan term.  Pre-paid Hourly Blocks 
of Service can be used to repopulate the Level 3 hourly balance.  Level 3 Support work is billed @ $145 per hour when no Level 3 hours 
are available.    

4) Version upgrades are defined as upgrades which change an applications primary version number. 
5) Service Pack & Feature Pack Upgrades are defined as upgrades which change an application secondary version number. 
6) Application provider Annual Support agreements are required in order to include the Add-On module under a REACH Service Plan. 

The Gold Plan is REACH-Solutionsô premium level Service Plan.  REACH-Solutions recommends the Gold Plan for Customers 

whose business applications are mission critical for a Companyôs operations, Customers who use their business applications as a 

strategic tool and for Customers who use Add-On Modules to their business applications.     



6 Level 1 Support Incidents - Resolved by Voice or  E-Mail(1) 

3 Level 2 Support Incidents - Resolved by Remote Access(2) 

Options:      
   10-Hour Block 
   20-Hour Block 
   40-Hour Block 

Level 3 Support Hours - On-Site Support Activities(3) 

     10-Hour Block - 3% Discount  - $1,406.50 
     20-Hour Block - 6% Discount  - $2,726.00 

     40-Hour Block - 11% Discount  - $5,162.00  

1  "Health Check"  Evaluation Meetings - (Annually) 

12  Monthly Service Plan Status Reports 

1 Version Upgrades(4) 
   (Server included, Workstations $50 each) 

1 Payroll Tax Update 
   (Server included, Workstations $50 each) 

1 Service Pack/Feature Pack Application Update(5) 
   (Server included, Workstations $50 each) 

4 Hour Response Time Guarantee (Monday-Friday, 8am-5pm CST) 

2 Persons of Contact 

Monday-Friday 
8am-5pm CST 

Service Availability 

5% Discount on Additional Dynamics Application Modules 

$60 Travel charge per hour outside the Little Rock Metro Area 

Accountable Software Nodus 

C360 Olympic 

EDI (EDISoft, VSync) PrintBoss 

EthoTech Commission Plan Sales Tax  (REACH Sales Tax Utility, Avalera) 

GreenShades StarShip 

Horizons Scribe 

Mekorma WennSoft 

Silver Plan - $350 per Month 

Add-On Module CoverageñSilver Plan- $15 per module(6) 

The Silver Plan is REACH-Solutionsô operational level Service Plan.  REACH-Solutions recommendôs the Silver Plan for Cus-

tomers whose primary use for their business applications is operational in nature.  Customers who use Add-On Modules to their 

business applications can include those modules as part of the Silver Plan..     

1) When Level 1 Incidents have been exhausted, billing will be @ $145 per hour. 
2) When Level 2 Incidents have been exhausted, billing will be @ $145 per hour. 
3) Level 3 Support hours include all On-Site Visits and On-Site related work, Off Site Report creation or modification and Off Site SQL or 

database activities.  Level 3 Hourly block cost will be Invoiced at the beginning of the REACH Service Plan term.  Pre-paid Hourly Blocks 
of Service can be used to repopulate the Level 3 hourly balance.  Level 3 Support work is billed @ $145 per hour when no Level 3 hours 
are available.    

4) Version upgrades are defined as upgrades which change an applications primary version number. 
5) Service Pack & Feature Pack Upgrades are defined as upgrades which change an application secondary version number. 
6) Application provider Annual Support agreements are required in order to include the Add-On module under a REACH Service Plan. 



4 Level 1 Support Incidents - Resolved by Voice or  E-Mail(1) 

2 Level 2 Support Incidents - Resolved by Remote Access(2) 

Options:      
   10-Hour Block 
   20-Hour Block 
   40-Hour Block 

Level 3 Support Hours - On-Site Support Activities(3) 

     10-Hour Block - 2% Discount  - $1,421.00 
     20-Hour Block - 5% Discount  - $2,755.00 

     40-Hour Block - 10% Discount  - $5,220.00  

 12 Monthly Service Plan Status Report 

1 Service Pack/Feature Pack Application Update(4) 
   (Server included, Workstations $50 each) 

6 Hour Response Time Guarantee (Monday-Friday, 8am-5pm CST) 

1 Person of Contact 

Monday-Friday 
8am-5pm CST 

Service Availability 

5% Discount on Additional Dynamics Application Modules 

$70 Travel charge per hour outside the Little Rock Metro Area 

1) When Level 1 Incidents have been exhausted, billing will be @ $145 per hour. 
2) When Level 2 Incidents have been exhausted, billing will be @ $145 per hour + a $50 Remote Connection Fee. 
3) Level 3 Support Hours include all On-Site Visits and On-Site related work, Off Site Report creation or modification and Off Site SQL or 

database activities.  Level 3 Hourly block cost will be Invoiced at the beginning of the REACH Service Plan term.  Pre-paid Hourly Blocks 
of Service can be used to repopulate the Level 3 support balance.  Level 3 Support work is billed @ $145 per hour when no Level 3 Sup-
port hours are available.    

4) Service Pack & Feature Pack Upgrades are defined as upgrades which change an application secondary version number. 
5) When Level 1 Incidents have been exhausted, billing will be @ $145 per hour. 
6) When Level 2 Incidents have been exhausted, billing will be @ $145 per hour + a $100 Remote Connection Fee. 

Bronze Plan - $200 per Month 

Basic Plan - Provided @ No Cost 

2 Level 1 Support Incidents - Resolved by Voice or  E-Mail(5) 

1 Level 2 Support Incidents - Resolved by Remote Access(6) 

Options:      
   10-Hour Block 
   20-Hour Block 
   40-Hour Block 

Level 3 Support Hours - On-Site Support Activities(3) 

     10-Hour Block - 2% Discount  - $1,421.00 
     20-Hour Block - 5% Discount  - $2,755.00 

     40-Hour Block - 10% Discount  - $5,220.00  

24 Hour Response Time Guarantee (Monday-Friday, 8am-5pm CST) 

1 Person of Contact 

Monday-Friday 
8am-5pm CST 

Service Availability 

$100 Travel charge per hour outside the Little Rock Metro Area 

Provided at No Cost as part of your software purchase from REACH-Solutions is a plan of support termed the Basic Plan sup-

port plan.  The Basic Plan support plan provides a basic level of support and is meant for Customers who are completely self-

sufficient or require minimal support in the operation of their business system software applications.     

The Bronze Plan is REACH-Solutionsô minimum level Service Plan.  REACH-Solutions recommendôs the Bronze Plan to all 

Customers making an investment in business system applications.  The benefits provided in the Bronze Plan provide a basis for 

support for all Customers.  Should additional support be required, the Gold and Silver Plans provide enhanced support options.     



PayrollñGold Plan- $85 per Month 

PayrollñSilver Plan - $65 per Month 

1) When Level 1 Incidents have been exhausted, billing will be @ $145 per hour. 
2) When Level 2 Incidents have been exhausted, billing will be @ $145 per hour. 
3) Level 3 Support hours include all On-Site Visits and On-Site related work, Off Site Report creation or modification and Off Site SQL or 

database activities.  Level 3 Hourly block cost will be Invoiced at the beginning of the REACH Service Plan term.  Pre-paid Hourly Blocks 
of Service can be used to repopulate the Level 3 hourly balance.  Level 3 Support work is billed @ $145 per hour when no Level 3 hours 
are available. 

4 Level 1 Support Incidents - Resolved by Voice or  E-Mail(1) 

2 Level 2 Support Incidents - Resolved by Remote Access(2) 

Options:      
   10-Hour Block 
   20-Hour Block 
   40-Hour Block 

Level 3 Support Hours - On-Site Support Activities(3) 

     10-Hour Block - 4% Discount  - $1,392.00 
     20-Hour Block - 7% Discount  - $2,697.00 

     40-Hour Block - 12% Discount  - $5,104.00  

12  Monthly Service Plan Status Reports 

1 Payroll Tax Update 
   (Server included, Workstations $50 each) 

2 Hour Response Time Guarantee (Monday-Friday, 8am-5pm CST) 

2 Persons of Contact 

24 x 7 Service Availability 

$50 Travel charge per hour outside the Little Rock Metro Area 

3 Level 1 Support Incidents - Resolved by Voice or  E-Mail(1) 

1 Level 2 Support Incidents - Resolved by Remote Access(2) 

Options:      
   10-Hour Block 
   20-Hour Block 
   40-Hour Block 

Level 3 Support Hours - On-Site Support Activities(3) 

     10-Hour Block - 3% Discount  - $1,406.50 
     20-Hour Block - 6% Discount  - $2,726.00 

     40-Hour Block - 11% Discount  - $5,162.00  

 12 Monthly Service Plan Status Reports 

1 Payroll Tax Update 
   (Server included, Workstations $50 each) 

4 Hour Response Time Guarantee (Monday-Friday, 8am-5pm CST) 

2 Persons of Contact 

Monday-Friday 
8am-5pm CST 

Service Availability 

$60 Travel charge per hour outside the Little Rock Metro Area 

The Payroll-Gold Plan covers Only the Payroll module of a Companyôs business application at a Gold Service Plan level.  The 

Payroll-Gold Module is included in the Gold Service Plan or can be added to a Silver or Bronze Service Plan.  

The Payroll-Silver Plan covers Only the Payroll module of a Companyôs business application at a Silver Service Plan level.  The 

Payroll-Silver Module is included in the Silver Service Plan or can be added to a Bronze Service Plan.    



 
Incident Packs 

Pre-Paid 

 
Gold Plan 
Customer 

 
Silver Plan 
Customer 

 
Bronze Plan 
Customer 

 
Basic Plan  
Customer 

Hourly Blocks of Service - Pre-paid  

Customer Plan Level Additional  
Discount 

10 Hour Block  
2% Discount 

20 Hour Block 
5% Discount 

40 Hour Block  
10% Discount 

Gold 2 % $1392.00 $2697.00 $5104.00 

Silver 1 % $1406.50 $2726.00 $5162.00 

Bronze 0 % $1421.00 $2755.00 $5220.00 

Basic Plan 0 % $1421.00 $2755.00 $5220.00 

Standard Rates 

Hourly Service Rate $145 

Travel Time Per Hour + Actual Mileage @ .50 per Mile 
(Outside the Little Rock Metro Area) 

$100 + Mileage 

Level 1 Support Incidents - Resolved by Voice or E-mail $145 per incident 

Level 2 Support Incidents - Resolved by Remote Access $245 per incident 

Level 3 Support Hours - Resolved by On-Site Visit $145 per hour 

5 - Level 1 Incidents $375.00 $425.00  $500.00  $675.00  

10 - Level 1 Incidents $750.00 $850.00 $1000.00 $1350.00 

15 - Level 1 Incidents $1125.00 $1275.00 $1500.00 $2025.00 

5 - Level 2 Incidents $725.00 $875.00 $975.00 $1225.00 

10 - Level 2 Incidents $1450.00 $1750.00 $1950.00 $2450.00 

15 - Level 2 Incidents $2175.00 $2625.00 $2925.00 $3675.00 

5 Incident Combo Pack 
    3 - Level 1 Incidents 
    2 - Level 2 Incidents 

$515.00 $605.00 $690.00 $925.00 

10 Incident Combo Pack 
    6 - Level 1 Incidents 
    4 - Level 2 Incidents  

$1030.00 $1210.00 $1380.00 $1850.00 

15 Incident Combo Pack 
    10 - Level 1 Incidents 
     5 - Level 2 Incidents 

$1475.00 $1725.00 $1975.00 $2675.00 



REACH Service Plan Frequently Asked Questions - FAQ's 

   Q:  What if I run out of Incidents? 
A:   When Level 1 or Level 2 Support Incidents are completely consumed and a Support Case is opened, the case will be 
billed at the Standard Rates for time required to resolve the case. 

  

   Q:  Does the Hour Response mean my issue will be fixed in that amount of time? 
A:  The Hour Response means you will be contacted by a REACH-Solutions Consultant within the Hour Response time of 
opening a Support Case.  This contact will be to obtain more information concerning your case.  Work may begin imme-
diately to resolve your case or work may require scheduling at a later time for case resolution. 

  
   Q:  Is Starship or other 3rd Party Add-On software included in the Support Plan? 

A:  Third party Add-On software is NOT included unless included as an Add-On module at the Gold and Silver Service 
Plan Levels.  In the absence of Add-On module coverage, REACH will support Add-On software at the  Standard Rates. 
  

   Q:  What is the "Health Check" evaluation Meeting? 
A:  Health Check evaluation meetings are reviews between REACH-Solutions CEO/COO and Consultants and a Customers 
Executive Management.  These meetings are used to determine a Customers current Operational and Informational 
status, analyze changes and/or additions to a Customers operational and/or informational business goals and developing 
a proactive plan for achieving those goals. 

  

   Q:  What is covered in the Version Upgrade? 
A:   A version upgrade covers the migration from one primary version level of an application to another on the Applica-
tion Server.  The Version Upgrade includes installing the new application version software on the Application Server and 
post upgrade customer support.  Workstation upgrades are NOT included and are priced at $50 per workstation. 

  
   Q:  What is covered in the Payroll Tax Update? 

A: Microsoft from time to time and certainly annually supplies a Payroll Tax update. This is always applied to the Server 
and in some cases the update is required on all workstations that run Payroll. Our Services to apply the tax update to 
the server are included, services to apply the updates to the workstations will be billed at $50 per workstation. 

  

   Q:  What is covered in the Service Pack/Feature Pack Application Update? 
A:  Service Packs/Feature Packs are intermediate software updates released to correct software issues and/or introduce 
new functionality to an existing version of the application software.  The Service Pack Application Update includes in-
stalling the Service Pack/Feature pack software on the Application Server and post upgrade customer support.  Work-
station upgrades are NOT included and are priced at $50 per workstation. 

  

   Q:  What are Persons of Contact? 
A:  In order to provide continuity of support, Persons of Contact are identified within the Customers organization.  
These Persons of Contact are able to open new cases under the support plan.  Communication between REACH Solutions 
and the Customer related to open cases will be accomplished through the identified Persons of Contact. 

  

   Q:  Why are there 3 Levels of Incidents? 
A:   Level 1 Incidents are those resolved by Voice or E-Mail communication.  Level 2 Incidents are those resolved by Re-
mote Access.  Level 3 Hours include all On-Site visits and related work activities.  All Off-Site Report creation and modi-
fication and all off-site SQL or Database related work activities. 

  
   Q:  What is 8am - 5pm Service Availability ? 

A:  Unless a customer has a REACH Gold Service Plan, services will be delivered between the hours of 8:00 AM to 5:00 
Monday through Friday. No evening or weekend work can be scheduled. 
  

   Q:  What is the Little Rock Metro Area? 
A:  The Little Rock Metro Area includes Little Rock, North Little Rock, Sherwood, Jacksonville, Cabot, Conway, Alexan-
der, Bryant, and Benton. 

  



REACH Service Plan Decision Points 

 
 
 
 
  

Location:   If your business location is outside the Little Rock metro area, savings can be real-
ized by selecting a Gold, Silver or Bronze Service Plan and utilizing the reduced 
travel fee charges. 

Time: If your business would suffer significant issues due to extended business system in-
terruptions, a Gold or Silver Plan is recommended. 

Operational  
Functionality: 

Companies use their business system applications differently.  If your business uses 
its business applications as a strategic tool, using both the operational and informa-
tional components available, the Gold and Silver Service Plans are recommended.  
With the Gold and Silver Service Plans, Customers receive òHealth Checkó evaluation 
meetings which are a pro-active tool for review and planning of new or changed 
business requirements and the required changes needed within the business system 
applications to meet those needs. 

I/T Staffing: The level of internal I/T Staffing and the expertise related to business systems 
should be a factor in determining which Service Plan best fits your business. 

User Expertise: The level of user expertise and ability to perform systems functions should be a fac-
tor in determining which Service Plan best fits you business. 

Add-On Module 
Usage: 

If your business uses Add-On modules to its business applications, the Gold and Silver 
Service Plan is recommended.  The Gold and Silver Plans are the only two Service 
Plans which can have Add-On Modules included under a REACH Service Planõs cover-
age. 

Payroll Module 
Usage: 

If your business utilizes the Payroll module within its business system and Payroll 
functionality is critical to your business, but you donõt need the additional service 
provided in the full Gold and Silver Service Plans.  The Payroll-Gold and Payroll-
Silver Service Plans may be the appropriate choice for your business.  



REACH Service Plan 
Election Form 

 
Service Plan Options  

 
Optional Module Support -  Gold Plan $25 per Module  per Month  
                                           Silver Plan $15 per Module per Month 

 
Payroll Only Plans  

 Accountable Software  Nodus 

 C360   Olympic 

 EDI (EDISoft, VSync)  PrintBoss 

 EthoTech Commission Plan  Sales Tax  (REACH Sales Tax Utility, Avalera) 

 GreenShades  StarShip 

 Horizons  Scribe 

 Mekorma  WennSoft 

Ž  - Gold Plan -  $450 per month Ž  - Silver Plan - $350 per month 

     Ž 10-Hour Block - 4% Discount  - $1,392.00 

     Ž 20-Hour Block - 7% Discount  - $2,697.00 

     Ž 40-Hour Block - 12% Discount  - $5,104.00  

     Ž 10-Hour Block - 3% Discount  - $1,406.50 

     Ž 20-Hour Block - 6% Discount  - $2,726.00 

     Ž 40-Hour Block - 11% Discount  - $5,162.00  

Ž  - Payroll Gold Plan  - $85 per month 
         (Payroll-Gold Support is included in the Gold Service Plan) 

Ž  - Payroll Silver Plan  - $65 per month 
        (Payroll-Silver Support is included in the Silver Service Plan) 

     Ž 10-Hour Block - 4% Discount  - $1,392.00 

     Ž 20-Hour Block - 7% Discount  - $2,697.00 

     Ž 40-Hour Block - 12% Discount  - $5,104.00  

     Ž 10-Hour Block - 3% Discount  - $1,406.50 

     Ž 20-Hour Block - 6% Discount  - $2,726.00 

     Ž 40-Hour Block - 11% Discount  - $5,162.00  

Ž  - Bronze Plan  - $200 per month 

     Ž 10-Hour Block - 2% Discount  - $1,421.00 

     Ž 20-Hour Block - 5% Discount  - $2,755.00 

     Ž 40-Hour Block - 10% Discount  - $5,220.00  

Ž  - Basic Plan  - Provided @ No Monthly Cost 

     Ž 10-Hour Block - 2% Discount  - $1,421.00 

     Ž 20-Hour Block - 5% Discount  - $2,755.00 

     Ž 40-Hour Block - 10% Discount  - $5,220.00       
                       (Please provide a Person of Contact) 



REACH Service Plan  
Election Form  (Page 2) 

Hourly Blocks of Service  

Incident Packs  

Invoicing Period Election:  

 Ž  - Annually     Ž  - Quarterly   Ž  - Monthly   

  (2% Discount)    (1% Discount)   
 
 Service Plan Period:  Start Date: ______________   End Date: ____________________   
 
Please specify the person(s) of contact from your company (please print):  
 
 1) ________________________________________ 
 
 2) ________________________________________ ( *Available for Gold & Silver Plans) 
 
To initiate a REACH-Solutions Service Plan, mark the options requested by checking the appropriate boxes and 

faxing the REACH Service Plan Election Form (2 pages) to 501-221-6998 or by visit our website at http://
www.REACH-Solutions.net/Service-Plan-Election-1.aspx and complete the registration form online.  

 
A prepared REACH-Solutions Service Plan Election Form, including pricing, will be returned for review and signa-

ture to execute the REACH-Solutions Service Plan. 
 
Service Plan Election Totals  (to be completed by REACH -Solutions)  

Ž 10 Hour Service Block   

          2 % Discount 

Ž 20 Hour Service Block   

          5 % Discount 

Ž 40 Hour Service Block   

          10 % Discount 

Ž  5 - Level 1 Incidents Ž  10 - Level 1 Incidents            Ž  15 - Level 1 Incidents 

Ž  5 - Level 2 Incidents Ž  10 - Level 2 Incidents Ž  15 - Level 2 Incidents 

Ž  5 - Incident Combo Pack Ž  10 - Incident Combo Pack Ž  15 - Incident Combo Pack 

Service Plan Election:   

Optional Module Support:   

Payroll Module Support Election:  

Invoicing Period Election Discount   

Subtotal Service Plan Elections :    

Level 3 Hourly Block  

Subtotal Pre -Paid Elections:    

Total Amount due based on Elections:    

Remaining Service Plan Charges will be Invoiced _________ in the Amount of:   

http://www.reach-solutions.net/Service-Plan-Election-1.aspx
http://www.reach-solutions.net/Service-Plan-Election-1.aspx

