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SUMMARY EXPLANATION AND BACKGROUND: 

[The IT Department is requesting the approval of this Agreement between The School Board of Broward County, Florida. and Kronos Incorporated. This Agreemenl 

!Nill provide for the installation and maintenance of a fully operational and integrated Enterprise-Wide Time attendance Scheduling System throughout the District. 

[This Agreement has been reviewed and approved as to form and legal content by the Office of the General Counsel. 

SCHOOL BOARD GOALS: 

Q Goal 1: High Quality Instruction 0 Goal 2: Safe & Supportive Environment @ Goal 3: Effective Communication 

FINANCIAL IMPACT: 

[The estimated financial impact to the District will not exceed $650,000 and will be funded by the Information Technology Capital Budget. The financial impact 

r;imount represents an estimated contract value; however. the amount authorized will not exceed the estimated contract award amount. Execution of this contract 

and authorization of this spend authority is contingent upon School Board approval or the 2020-2021 Capital Budget. 
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Introduction 

EXECUTIVE SUMMARY 

Recommendation of $500,000 or Greater 
FY21-052 -Timekeeping Software and Clocks 

Responsible: Procurement & Warehousing Services (PWS) 

This request is to approve the Agreement between Kronos Inc. (Kronos) and The School Board of Broward 
County, Florida (SBBC), for one ( 1) year commencing on July 1, 2020, and concluding on June 30, 2021, 
with four (4) one (1) year optional renewal periods. 

The current Agreement was approved on June 27, 2017, as item EE-6 for a term commencing on June 28, 
2017, through June 30, 2020, and a spending authority not to exceed $1,500,000 for the Kronos Enterprise­
Wide Time Attendance Scheduling system. 

This Agreement will allow the District to purchase the goods and services provided by Kronos to install 
and maintain a fully operational and integrated Enterprise-Wide Time Attendance Scheduling system. 

The spending authority being requested is $650,000. Execution of this contract and authorization of this 
spend authority is contingent upon School Board approval of the 2020-2021 Capital Budget. 

Goods/Sen1ices Description 
Responsible: Information Technology (IT) 

The District has over six hundred (600) Kronos time tenninals (time clocks) with one hundred ( I 00) percent 
currently in use. Schools have a minimum of two (2) units with the rest located in administrative sites 
throughout the District. The Kronos system and time terminals are utilized to capture work time primarily 
for substitute teachers, transportation bus drivers, Physical Plant Operations employees, cafeteria workers, 
contracted nurses, and warehouse staff. Recently, all Security Monitors were brought online to utilize the 
time tracking system. The majority of time terminals were initially purchased in 2005, with two hundred 
(200) terminals being replaced in 2017 under an approved capital budget request. Additional terminals have 
been purchased in the intervening years as replacements due to breakage. 

This contract and spend authority will allow the district to purchase replacement clocks when needed or as 
funding is approved. 

Procurement Method 
Responsible: PWS & IT 

The agreement was negotiated pursuant to Pu[chasing Policy 3320, Section II, H, and pursuant to the 
Department of Education, Rule 6A-l.012, I l(b), FJorida Administrative Code as authorized by Section 
I010.04(4)(a), Florida Statutes, the requirement for requesting competitive solicitation for commodities or 
contractual services from three (3) or more sources is hereby waived as for the SBBC's purchase of computer 
software. 



Recommendation of $500,000 or Greater 
FY21-052 -Timekeeping Software and Clocks 
June 23, 2020 Board Meeting 
Page 2 

Financial Impact 
Responsible: PWS and IT 

The $650,000 spending authority request is based on the needs identified by the IT department to replace 
174 Kronos clocks located throughout the District, that are over fifteen years old as well as accommodate 
the replacement ofup to 23 clocks due to unforeseen breakage, as detailed below: 

July 1, 2020 - June 30, 2023 
PRODUCT QUANTITY UNIT PRICE EXTENDED PRICE 
Clocks + 15 years of age 174 $3,300 $574,200 
Clock replacement due to unforeseen 
breakage 23 $3,300 $75,900 

Total (Estimated) $650,100 
Total (Rounded) $650,000 

The approximate cost per clock is $3,300. It will be funded by the lnfonnation Technology (IT) Capital 
Budget, and the execution of this contract and authorization of this spend authority is contingent upon 
School Board approval of the 2020-2021 Capital Budget. 

The approval of this recommendation does not mean the authorized amount will be spent. 



~ PROCUREMENT & WAREHOUSING SERVICES 
Vii:, 

FINANCIAL ANALYSIS WORKSHEET 

... ~ --"'.°f'.\,.::·,')!-"'"'- - . - •' iq, .or.n-~ .,~7~;; _') . :;"' &k .,-.,..._, ;i>I-· -·.-. ~,r.,: - ~--· ?t':' ~.:--A&'-..:]lh11t·l;;i_t :h'lf.•utl pi,,'!~-..~ .. --'_;:_:f"_• ·-~-- .,,;<,"'7~js-..- ,.,,_.,.,-,. 

New Bid II (EM: 10-0D4R): FY20-052 Preparation Date: April 28, 2020 
Previous Bid # (EM: 10-004R): 58-034E Buyer/PA: LUCY GONZALEZ 
New Bid Award Total: $650,000 
Previous Award Total: $1,500,000 Bid Title: Kronos Incorporated 
Bid Type: NEW BID 

Previous Bid Term (Start Date): 6/28/2017 New Bid Term (In Months): 12 
Previous Bid Term (End Date): 6/30/2020 # of Months Into Bid: 34 

- · ~,~,;:-~ .~k;,..,i,_...11 ""'·'°'"·-·of.'~;,,:" .,;;·,~_::' - ,~~, n · : :.• · :;./•~ 'i.'C.z• ,,,.fl_-:,;,,,,..- 0 ,", f~-1.;." 'dA•.:~"L~•- ~~.'t"';: . ._ .,_~."--~r· 
Purchase Order(s) Spend: $575,093 
P Card Purchases: $0 
Total Invoiced-to-Date Amount (PO+ Peard Purchases): $S7S,093 
Average Monthly Expenditure: $17,900 

Unused Authorized Spending: $924,907 

Est. Forecasted Spend (For Entire Bid Term): ~- . ~];iW,\'t'll?~:.[ ,;• ,<f• ~,.,/.;~,:"r"~.,,.-.. ~:; ~\·:m~~r~?£:Ft·~~tr~: ~:""~·-i:;.;{~:--~::.::n~zi. 
• ,:'T· • • llJ::h•IH• l:41 IJ:I • n • ...,..; :,; · :l'J'Y_~---- ~ ~-Q: :.'., 

Awarded Vendors: M/WBE Status (If applicable): Spend: 
106804-KRONOS INCORPORATED $ 575,093 

-"'"'""11111' S75,093 
• :nLa~~i(I _ $ . 
,.. . • "" :~ -s 575,093 

NOTES!T:,:~ Below): 

Execution of this contract and authorization of this spend authority is contingent upon School Board approval of the 2020-2021 capital Budget. 

Coding will be provided by Capital Budget after 6/23 Board Approval. 

.. . . .... .-. • . • l;.J';~.--~~~ ~;" ~~~~ :~:!'.:._: ·;~. ·.,:e'th. . n..-!"'. ' ,~ N..,,t.~,:;_~-~ ~ 

, -- t. o-:i.■-•1~ •• ..,...,.,. • • ll::•- 11:•Hi..• 1111• .Ju • • • __ \h_.,,!'~~~~- ~-..-} . .e1 1.:"'-_~:i1l::_.1 

Cost Center Name (First & Last) Phillip H. Dunn Ill 
Fund TIiie Chief Information Officer 
Functional Area Department/School Name Information & Technolor.y 
Commitment Item Sign-off provided by Jose Laverde, Ph.D. 

•ro ensure accuracy, p(!ase type m or sele-ct from the mtnufor the Deb ult funding source and Department l11format1on [No hand wntten information) 

!Data Source: SAP and Works (Bank of America system) I Prepared on: 6/10/2020 

All information included in this summary is based on the preparation date listed above and may change at any time beyond that date. 



AGREEMENT 

,,J_ 
THIS AGREEMENT is made and entered into as of this ~ day of--=J....;;;u=ne""------

2020, by and between 

THE SCHOOL BOARD OF BROWARD COUNTY, FLORIDA 
(hereinafter referred to as "SBBC"), 

a body corporate and political subdivision of the State of Florida, 
whose principal place of business is 

600 Southeast Third Avenue, Fort Lauderdale, Florida 33301 

and 

KRONOS, INCORPORATED 
(hereinafter referred to as "Kronos"), 
whose principal place of business is 

900 Chelmsford Street, Lowell, Massachusetts 0 1851 . 

WHEREAS, Kronos will continue to provide, install, as the case may be, and maintain a 
Enterprise-Wide Time Attendance Scheduling System currently being used by SBBC; and; 

WHEREAS, Kronos is willing to provide such products and services to SBBC; and; 

WHEREAS, Kronos is a single provider for time/attendance equipment and maintenance; 
and; 

WHEREAS, SBBC, pursuant to Department of Education Rule 6A -1.012 (l IB and 14) 
Florida Administrative Code and School Board Policy 3320, Section II, H, which authorizes the 
purchase of any type of copyrighted materials, instructional materials and computer software 
without competitive solicitations; and 

'WHEREAS, SBBC and Kronos desire to memorialize the tenns and conditions of their 
agreement; 

NOW, THEREFORE, in consideration of the premises and of the mutual covenants 
contained herein and other good and valuable consideration, the receipt and sufficiency of which 
is hereby acknowledged, the Parties hereby agree as follows: 

ARTICLE l -RECITALS 

1.0 I Recitals. The parties agree that the foregoing recitals are true and correct and 
that such recitals are incorporated herein by reference. 

ARTICLE 2 - SPECIAL CONDITIONS 

Agreeme11t with Kronos /11corporated Page I of 13 



2.01 Term of Agreement. Unless terminated earlier pursuant to Section 3.05 of this 
Agreement, the term of this Agreement shall commence on July I, 2020 and conclude on June 30, 
2021. The term of the Agreement may, by mutual agreement between SBBC and Kronos, be 
extended for four (4) additional one-year periods. 

2.02 Priority of Documents. In the event of a conflict behveen documents, the 
following priority of documents shall govern. This Agreement shall supersede any pre-printed 
terms and conditions including those provided in a purchase order or order form. 

First: This Agreement; 
Second: Attachments A, B, C, and D; and 
Third: Any applicable Order Form(s) created pursuant to this Agreement. 

2.03 Cost of Services. SBBC shall pay Kronos for Equipment purchase and support 
services rendered under this Agreement in accordance with the applicable Order Forni under this 
Agreement. SBBC may also renew the software support Services as defined in Attachment B, 
order additional license capacity or such other mutually agreed to professional services provided 
that funds are appropriated as set forth below. 

(a) SBBC hereby wishes to buy and be able to buy during the tenn of this Agreement: (i) 
Kronos Equipment, receive Equipment Support Services for such Equipment and the Equipment 
it currently owns; (ii) license additional license capacity of the Kronos Software it currently 
licenses and renew the Software Support Services for such Kronos Software; and (iii) Kronos 
agrees to sell and support such Equipment as provided in Attachment A and B of this Agreement. 
Such additional products and services may be purchased through the execution of an Order Form 
as set forth below and provided that SBBC has appropriated the funds. 

(b) SBBC and Kronos agree that the terms and conditions set forth in this Agreement shall 
apply to all Kronos Equipment, Software, Professional and Educational Services, Support and such 
other Kronos offerings, as specified on the applicable Order Form under this Agreement. Kronos 
and SBBC hereby agree that the terms and conditions of this Agreement apply to any Order Fonn 
executed by Kronos and SBBC which expressly references this Agreement. 

2.04 SBBC Disclosure of Education and Employee Records. Although no student 
education records shall be disclosed pursuant to this Agreement, should Kronos come into contact 
with education records during the course of contracted responsibilities, these records are 
confidential and protected by the Family Educational Rights and Privacy Act (FERPA) and state 
laws and may not be used or re-disclosed. Any use or re-disclosure may violate applicable federal 
and state laws. Likewise, no employee records shall be disclosed by SBBC to Kronos. Should 
vendor come into contact with employee records, they may not be re-disclosed except as required 
or permitted by law. 

2.05 Kronos Confidentialitv of Education Records and Emplovee Records. The 
parties agree that SBBC will not provide Kronos with access to Education Records or Employee 
Records under this Agreement, however should Kronos come into contact with such infonnation 
in a support services session, Kronos agrees that notwithstanding any provision to the contrary 
within this Agreement, (vendor name) shall: 
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a. fully comply with the applicable requirements of Sections I 002.22, I 002.221, and 
1002.222, Florida Statutes; the Family Educational Rights and Privacy Act, 20 U.S.C § 1232g 
(FERP A) and its implementing regulations (34 C.F.R. Part 99), and any other state or federal law 
or regulation regarding the confidentiality of education records and employee records; 

b. hold any education records and employee records in strict confidence and not use or 
redisclose same except as required by this Agreement or as required or pennitted by law unless 
the parent of each student or a student age 18 or older whose education records or employee records 
are to be shared provides prior written consent for their release; 

c. ensure that, at all times, all of its employees who have access to any education records 
or employee records during the tenn of their employment shall abide strictly by its obligations 
under this Agreement, and that access to education records and employee records is limited only 
to its employees that require the infonnation to carry out the responsibilities under this Agreement 
and shall provide said list of employees to SBBC upon request; 

d. safeguard education records and employee records through administrative, physical and 
technological standards to ensure that adequate controls are in place to protect the education 
records and infonnation in accordance with FERP A's privacy requirements, and employee records 
in accordance with applicable laws; and 

e. utilize the education records and employee records solely for the purposes of providing 
products and services as contemplated under this Agreement; and shall not share, publish, sell, 
distribute, target advertise, or display education records or employee records to any third party. 

2.06 Inspection of Kronos Records bv SBBC. Kronos shall establish and maintain 
books, records and documents (including electronic storage media) directly related to the 
transactions between Kronos and SBBC which include the orders, associated invoices, billings 
sufficient to reflect all income and expenditures of funds provided by SBBC under this Agreement 
(hereafter the "Records"). All such Kronos applicable Records, regardless of the form in which 
they are kept, shall be open to inspection and subject to audit, inspection, examination, evaluation 
and/or reproduction, during normal working hours, by SBBC's agent or its authorized 
representative to pennit SBBC to evaluate, analyze and verify the satisfactory performance of the 
terms and conditions of this Agreement and to evaluate, analyze and verify the applicable business 
Records of Kronos directly relating to this Agreement in order to verify the accuracy of invoices 
provided to SBBC. Such audit shall be no more than one (I) time per calendar year. 

(a) Duration of Right to Inspect. For the purpose of such audits, inspections, 
examinations, evaluations and/or reproductions, SBBC's agent or authorized representative shall 
·have access to Kronos' s Records from the effective date of this Agreement, for the duration of the 
term of this Agreement, and until the later of five (5) years after the tennination of this Agreement 
or five (5) years after the d2te of final payment by SBBC to Kronos pursuant to this Agreement. 

(b) Notice ofJnspection. SBBC' s agent or its authorized representative shall provide 
Kronos reasonable advance written notice (not to exceed two (2) weeks) of any intended audit, 
inspection, examination, evaluation and or reproduction. 
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(c) Audit Site Conditions. SBBC' s agent or its authorized representative shall have 
access to Kronos' s Records related to this Agreement at Kronos's corporate headquarters, and 
shall be provided adequate and appropriate work space in order to exercise the rights permitted 
under this section. 

(d) Failure to Permit Inspection. Failure by Kronos to permit audit, inspection, 
examination, evaluation and/or reproduction of the Records as pennitted under this section shall 
constitute grounds for tem1ination of this Agreement by SBBC for cause. 

( e) Overcharges and Unauthorized Charges. If an audit conducted in accordance with 
this section discloses overcharges or unauthorized charges to SBBC by Kronos in excess of tv-.ro 
percent (2%) of the total billings under this Agreement, the actual cost of SBBC's audit shall be 
paid by Kronos. If the audit discloses billings or charges to which Kronos is not contractually 
entitled and Kronos does not dispute such billings or charges in good faith , Kronos shall pay said 
sum to SBBC within twenty (20) days of receipt of written demand unless otherwise agreed to in 
writing by both parties. 

(t) Inspection of Subcontractor' s Records. If applicable, Kronos shall require any and 
all subcontractors, insurance agents and material suppliers (hereafter referred to as "Payees") 
providing services or goods with regard to this Agreement to comply with the requirements of this 
section by insertion of such requirements in any written subcontract. Failure by Kronos to include 
such requirements in any subcontract shall constitute grounds for termination of this Agreement 
by SBBC for cause and shall be grounds for the exclusion of some or all of any Payees' costs from 
amounts payable by SBBC to Kronos pursuant to this Agreement and such excluded costs shall 
become the liability of Kronos. 

(g) Inspector General Audits. Kronos shall, to the extend applicable, comply and 
cooperate immediately with any inspections, reviews, investigations, or audits of the Records 
deemed necessary by the Florida Office of the Inspector General or by any other state or federal 
officials. 

2.07 Notice. When any of the parties desire to give notice to the other, such notice 
must be in writing, sent by U.S. Mail, postage prepaid, addressed to the party for whom it is 
intended at the place last specified; the place for giving notice shall remain such until it is changed 
by written notice in compliance with the provisions of this paragraph. For the present, the Parties 
designate the following as the respective places for giving notice: 

To SBBC: 

With a Copy to: 

To Kronos: 

Agreement with Kro110s Incorporated 

Superintendent of Schools 
The School Board of Broward County, Florida 
600 Southeast Third A venue 
Fort Lauderdale, Florida 3330 I 

Chieflnfonnation Officer 
The School Board of Broward County, Florida 
600 Southeast Third Avenue 
Fort Lauderdale, Florida 33301 

Kronos Incorporated 
Legal Departament 
900 Chelmsford Street 
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Lowell, MA O 185 l 

2.08 Background Screening. The scope of this Agreement does not currently include 
unaccompanied visits to the school grounds. Kronos shall comply with all requirements of 
Sections 1012.32 and IO 12.465, Florida Statutes, if applicable, and all of its personnel who (1) are 
to be permitted access to school grounds when students are present, (2) will have direct contact 
with students, or (3) have access or control of school funds, will successfully complete the 
background screening required by the referenced statutes and meet the standards established by 
the statutes. This background screening will be conducted by SBBC in advance of Kronos or its 
personnel providing any services under the conditions described in the previous sentence. Kronos 
shall bear the cost of acquiring the background screening required by Section 1012.32, Florida 
Statutes, and any fee imposed by the Florida Department of Law Enforcement to maintain the 
fingerprints provided with respect to Kronos and its personnel. The parties agree that the failure 
of Kronos to perform any of the duties described in this section shall constitute a material breach 
of this Agreement entitling SBBC to terminate immediately with no further responsibilities or 
duties to perform under this Agreement. Kronos agrees to indemnify and hold harmless SBBC, 
its officers and employees from any liability in the form of physical or mental injury, death or 
property damage resulting from Kronos failure to comply with the requirements of this section or 
with Sections IO 12.32 and IO 12.465, Florida Statutes. 

2.09 Public Records. Notwithstanding anything contained herein, the Kronos agrees 
that if it is acting as "Contractor" as defined in the Section I 19.0701 , F.S. under this Contract, 
Kronos will comply with the following. The following provisions are required by Section 
119.070 I, Florida Statutes, and may not be amended. Kronos shall keep and maintain public 
records required by SBBC to perform the services required under this Agreement. Upon request 
from SBBC's custodian of public records, Kronos shall provide SBBC with a copy of any 
requested public records or to allow the requested public records to be inspected or copied within 
a reasonable time at a cost that does not exceed the cost provided in Chapter 119, Florida Statutes, 
or as otherwise provided by law. Kronos shall ensure that public records that are exempt or 
confidential and exempt from public records disclosure requirements are not disclosed except as 
authorized by law for the duration of the Agreement's tenn and following completion of the 
Agreement if Kronos does not transfer the public records to SBBC. Upon completion of the 
Agreement, Kronos shall transfer, at no cost, to SBBC all public records in possession of Kronos 
or keep and maintain public records required by SBBC to perform the services required under the 
Agreement. If Kronos transfers all public records to SBBC upon completion of the Agreement, 
Kronos shall destroy any duplicate public records that are exempt or confidential and exempt from 
public records disclosure requirements. ff Kronos keeps and maintains public records upon 
completion of the Agreement, Kronos shall meet all applicable requirements for retaining public 
records. All records stored electronically must be provided to SBBC, upon request from SBBC's 
custodian of public records, in a fo,mat that is compatible with SBBC 's infonnation teclmology 
systems. 

IF A PARTY TO THIS AGREEMENT HAS QUESTIONS REGARDING 
THE APPLICATION OF CHAPTER 119, FLORIDA STATUTES, TO ITS 
DUTY TO PROVIDE PUBLIC RECORDS RELATING TO THE 
AGREEMENT, CONTACT THE CUSTODIAN OF PUBLIC RECORDS AT 
754-321-1900, RECORDREQUESTS@BROWARDSCHOOLS.COM, RISK 
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MANAGEMENT DEPARTMENT, PUBLIC RECORDS DIVISION, 600 
SOUTHEAST THIRD A VENUE, FORT LAUDERDALE, FLORIDA 33301. 

2.10 Indemnification. If notified in writing of any action (and all prior related 
claims) brought against SBBC based on a claim that the Software or Equipment infringes or 
misappropriates any United States copyright or patent, Kronos will indemnify, defend, and hold 
Indemnified SBBC hannless and defend such action at its sole cost and expense and pay all costs 
including reasonable attorney fees and damages resulting from such claim. The parties agree to 
work with mutual cooperation in the defense of any such action and all negotiations for its 
settlement or compromise. In the event that a final injunction is obtained against SBBC's use of 
the Program by reason of infringement or misappropriation of a United States copyright or patent, 
or if the affected Sofu.vare or Equipment is likely to become the subject of a successful claim of 
such infringement or misappropriation, Kronos, at Kronos' expense, will use commercially 
reasonable efforts to (i) procure for SBBC the right to continue using the affected Software or 
Equipment, as the case may be as provided in this Agreement, (ii) replace or modify the affected 
Software or Equipment so that it becomes non-infringing but remains substantively similar to the 
affected Sofu.vare or Equipment, and if neither (i) or (ii) is commercially feasible, to (iii) as 
mutually agreed, tenninate this Agreement and the rights granted hereunder after provision of a 
pro-rate refund to SBBC of all fees paid to Kronos for the affected Software or Equipment, which 
refund shall be calculated using a five year straight-line depreciation commencing with the date of 
the relevant Order Fonn. 

Kronos shall have no liability to indemnify or defend Indemnified Parties to the extent the 
alleged infringement is based on: (i) a modification of the Software or Equipment by anyone other 
than Kronos due to the negligent or willful misconduct of SBBC; (ii) use of the Software or 
Equipment other than in accordance with the Specifications or as authorized by this Agreement; 
(iii) use of the Software or Equipment in conjunction with any data, equipment, service or software 
not provided by or approved by Kronos, where the Software or Equipment would not otherwise 
itself be infringing or the subject of the claim; or (iv) use of the Software or Equipment by SBBC 
other than in accordance with the tenns of this Agreement. 

Kronos agrees to indemnify, defend, and hold Indemnified Parties ha,mless from and 
against ail claims, suits and demands for personal injury or tangible property damage to the 
extent caused by the negligence or willful misconduct of Kronos' employees in the performance 
of services under this Agreement, provided that Kronos is given reasonable written notice of any 
such claim and further provided that SBBC reasonably cooperates with Kronos in connection 
with the investigation, preparation, defense and settlement of such claim. 

Nothing in the Agreement shall be deemed to affect the rights, privileges or a waiver of, 
or limitation of the Board's sovereign immunity protection and limitations of liability pursuant 
to Florida Statutes 768.28. Any indemnity or assumption of liability by the Board hereunder 
shall be subject to the Board's rights to sovereign immunity and any other limitations of liability 
provided the Board pursuant to Florida law. In no event shall the Board be responsible or liable 
for any loss, claim or damage arising out of the acts or omissions of the Kronos or taken or made 
by any party at the direction of the Kronos or its personnel. 

2.11 Liabilitv. This section shall survive the termination of all performance or 
obligations under this Agreement and shali be fully binding until such time as any proceeding 
brought on account of this Agreement is barred by any applicable statute of limitations. 

(a) By SBBC: SBBC's initial remedies and Kronos' liability for any 
Kronos breach of this Agreement are expressly stated herein. Except as provided in this Agreement, 
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all other warranties, express or implied, including warranties of merchantability and fitness for a 
particular purpose, are excluded. 

(b) Except for Kronos' indemnification obligations set forth in Section 2.1 above, in 
no event shall Kronos' or its parents', subsidiaries', affiliates', or third party licensor's liability to 
SBBC, however caused, exceed the value of the order which gives rise to the claim, and in no 
event will Kronos or its parents, subsidiaries affiliates or third party licensors be liable for lost 
profits, lost data or any other incidental or consequential damages arising out of this Agreement 
whether such claim is based on warranty, contract, tort or the existence, furnishing, functioning or 
SBBC's specific use of, or inability to so use, any equipment, software or services provided for in 
this Agreement. . 

2.12 Insurance Requirements. Kronos shall comply with the following insurance 
requirements throughout the tenn of this Agreement: 

(a) General Liabilitv. Kronos shall maintain General Liability insurance during the 
term of this Agreement with limits not less than $1,000,000 per occurrence for Bodily Injury/ 
Property Damage; $1 ,000,000 General Aggregate; and limits not less than $1,000,000 for 
Products/Completed Operations Aggregate. 

(b) Professional Liabilitv/Errors & Omissions. Kronos shall maintain Professional 
Liability/Errors & Omissions insurance during the term of this Agreement with a limit of not less 
than $1 ,000,000 per occurrence covering services provided under this Agreement. 

(c) Workers' Compensation. Kronos shall maintain Workers' Cornpenation insurance 
during the tenn of this Agreement in compliance with the limits specified in Chapter 440, Florida 
Statutes, and Employer' s Liability limits shall not be less than $100,000/$100,000/$500,000 (each 
accident/disease-each employee/disease-policy limit). 

(d) Acceptabilitv of Insurance Carriers. The insurance policies required under this 
Agreement shall be issued by companies qualified to do business in the State of Florida and having 
a rating of at least A- VJ by AM Best or Aa3 by Moody 's Investor Service. 

(e) Verification of Coverage. Proof of the required insurance must be furnished by 
Kronos to SBBC's Risk Management Department by Certificate of Insurance within fifteen (15) 
days of the date of this Agreement. To streamline this process, SBBC has partnered with EXIGIS 
Risk Management Services to collect and verify insurance documentation. Kronos must verify its 
account information and provide contact details for its ]nsurance Agent via the link provided to it 
by email. 

(f) Reouired Conditions. Liability policies must include the following terms on the 
Certificate of Insurance: 

I) The School Board of Broward County, Florida, its members, officers, employees and 
agents are added as additional insured. 

2) All liability policies are primary of all other valid and collectable coverage maintained 
by The School Board of Broward County, Florida. 
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3) Certificate Holder: The School Board of Broward County, Florida, c/o EXIGIS Risk 
Management Services, P.O. Box 4668-ECM, New York, New York 10163-4668. 

(h) Cancellation of Insurance. Kronos is prohibited from providing services under this 
Agreement with SBBC without the minimum required insurance coverage and must notify SBBC 
within thirty (30) days if required insurance is cancelled. 

(i) SBBC reserves the right to review the certificate of insurance for any required 
policies of insurance, including limits, coverage or endorsements, herein throughout the term of 
this Agreement. 

2.13 Equal Opportunity Provision. The parties agree that no person shall be 
subjected to discrimination because of age, race, color, disability, gender identity, gender 
expression, marital status, national origin, religion, sex or sexual orientation in the performance of 
the parties' respective duties, responsibilities and obligations, Kronos with respect to its own 
employment practices, under this Agreement. 

2.14 Annual Appropriation. The performance and obligations of SBBC under this 
Agreement shall be contingent upon an annual budgetary appropriation by its governing body. If 
SBBC does not allocate funds for the payment of services or products to be provided under this 
Agreement, this Agreement may be tenninated by SBBC at the end of the period for which funds 
have been allocated. SBBC shall notify the other party at the earliest possible time before such 
termination. No penalty shall accrue to SBBC in the event this provision is exercised, and SBBC 
shall not be obligated or liable for any future payments due or any damages as a result of 
termination under this section. 

2.15 Excess Funds. Any party receiving funds paid by SBBC under this 
Agreement agrees to promptly notify SBBC of any funds erroneously received from SBBC upon 
the discovery of such erroneous payment or overpayment. Any such excess funds shall be 
refunded to SBBC. 

2.16 Incorporation bv Reference. Attachments A, B, C, D and E attached hereto 
and referenced herein shall be deemed to be incorporated into this Agreement by reference. 

2.17 Travel. All travel and per diem expenses shall be submitted to SBBC for prior 
approval. SBBC has delegated authority to the Superintendent of Schools or his/her designee to 
provide prior approval to Kronos for any and all travel and per diem expenses. Should any travel 
and/or per diem expenses be allowed, then it shall be billed and reimbursed in compliance with 
the current or updated School Board Policy 3400 and/or other relevant School Board Policies. 

ARTICLE 3 - GENERAL CONDITIONS 

3.01 No Waiver of Sovereign Immunity. Nothing herein is intended to serve as 
a waiver of sovereign immunity by any agency or political subdivision to which sovereign 
immunity may be applicable or of any rights or limits to -liability existing under Section 768.28, 
Florida Statutes. This section shall survive the tennination of all perfonnance or obligations·under 
this Agreement and shall be fully binding until such time as any proceeding brought on account of 
this Agreement is barred by any applicable statute of limitations. 
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3.02 No Third Party Beneficiaries. The parties expressly acknowledge that it is 
not their intent to create or confer any rights or obligations in or upon any third person or entity 
under this Agreement. None of the parties intend to directly or substantially benefit a third party 
by this Agreement. The parties agree that there are no third party beneficiaries to this Agreement 
and that no third party shall be entitled to assert a claim against any of the parties based upon this 
Agreement. Nothing herein shall be construed as consent by an agency or political subdivision of 
the State of Florida to be sued by third parties in any matter arising out of any Agreement. 

3.03 Independent Contractor. The pa11ies to this Agreement shall at all times be 
acting in the capacity of independent contractors and not as an officer, employee or agent of one 
another. Neither party or its respective agents, employees, subcontractors or assignees shall 
represent to others that it has the authority to bind the other party unless specifically authorized in 
writing to do so. No right to SBBC retirement, leave benefits or any other benefits of SBBC 
employees shall exist as a result of the performance of any duties or responsibilities under this 
Agreement. SBBC shall not be responsible for social security, withholding taxes, contributions to 
unemployment compensation funds or insurance for the other party or the other party's officers, 
employees, agents, subcontractors or assignees. 

3.04 Default. The parties agree that, in the event that either party is in default of 
its obligations under this Agreement, the non-defaulting party shall provide to the defaulting pa1ty 
(30) days written notice to cure the default. However, in the event said default cannot be cured 
within said thirty (30) day period and the defaulting party is diligently attempting in good faith to 
cure same, the time period shall be reasonably extended to allow the defaulting party additional 
cure time. Upon the occurrence of a default that is not cured during the applicable cure period, 
this Agreement may be tenninated by the non-defaulting party upon thirty (30) days notice. This 
remedy is not intended to be exclusive of any other remedy, and each and every such remedy shall 
be cumulative and shall be in addition to every other remedy now or hereafter existing at law or in 
equity or by statute or otherwise to the extent consistent with this Agreement. No single or partial 
exercise by any party of any right, power, or remedy hereunder shall preclude any other or future 
exercise thereof. 

3.05 Termination. Jn the event of such termination if due to a default by Kronos 
as defined above, SBBC shall be entitled to a pro rata refund of any pre-paid amounts for any 
services scheduled to be delivered after the effective date of such termination. 

The terms of this Agreement are conting~nt upon sufficient appropriations and authorization being 
made by SBBC for the performance of this Agreement. If sufficient appropriations and 
authorization are not made by SBBC, this Agreement shall terminate upon written notice being 
given by SBBC to Kronos. SBBC's decision as to whether sufficient appropriations are available 
shall be accepted by Kronos and shall be final. 

3.06 Compliance with Laws. Each party shall comply with all applicable federal , 
state and local laws, SBBC policies, codes, rules .and regulations in performing its duties, 
responsibilities and obligations pursuant to this Agreement. 

3.07 Place of Performance. All obligations of SBBC under the terms of this 
Agreement are reasonably susceptible of being performed in Broward County, Florida and shall 
be payable and performable in Broward County, Florida or remotely as applicable. 

3.08 Governing Law and Venue. This Agreement shall be interpreted and 
construed in accordance with and governed by the laws of the State of Florida. Any controversies 
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or legal problems arising out of this Agreement and any action involving the enforcement or 
interpretation of any rights hereunder shall be submitted exclusively to the jurisdiction of the State 
courts of the Seventeenth Judicial Circuit of Broward County, Florida or to the jurisdiction of the 
United States District Court for the Southern District of Florida. Each party agrees and admits that 
the state courts of the Seventeenth Judicial Circuit of Broward County, Florida or the United States 
District Court for the Southern District of Florida shall have jurisdiction over it for any dispute 
arising under this Agreement. 

3.09 Entirety of Agreement. This document incorporates and includes all prior 
negotiations, correspondence, conversations, agreements and understandings applicable to the 
matters contained herein and the parties agree that there are no commitments, agreements or 
understandings concerning the subject matter of this Agreement that are not contained in this 
document. Accordingly, the parties agree that no deviation from the tenns hereof shall be 
predicated upon any prior representations or agreements, whether oral or written. 

3.10 Binding Effect. This Agreement shall be binding upon and inure to the 
benefit of the parties hereto and their respective successors and assigns. 

3.1] Assignment. Neither this Agreement nor any interest herein may be assigned, 
transferred or encumbered by any party without the prior written consent of the other party. There 
shall be no partial assignments of this Agreement including, without limitation, the partial 
assignment of any right to receive payments from SBBC. 

3 .12 Captions. The captions, section designations, section numbers, article 
numbers, titles and headings appearing in this Agreement are inserted only as a matter of 
convenience, have no substantive meaning, and in no way define, limit, construe or describe the 
scope or intent of such articles or sections of this Agreement, nor in any way affect this Agreement 
and shall not be construed to create a conflict with the provisions of this Agreement. 

3.13 Scvcrability. In the event that any one or more of the sections, paragraphs, 
sentences, clauses or provisions contained in this Agreement is held by a court of competent 
jurisdiction to be invalid, illegal, unlawful, unenforceable or void in any respect, such shall not 
affect the remaining portions of this Agreement and the same shall remain in full force and effect 
as if such invalid, illegal, unlawful, unenforceable or void sections, paragraphs, sentences, clauses 
or provisions had never been included herein. 

3.14 Preparation of Agreement. The parties acknowledge that they have sought and 
obtained whatever competent advice and counsel as was necessary for them to form a full and 
complete understanding of all rights and obligations herein and that the preparation of this 
Agreement has been their joint effort. The language agreed to herein expresses their mutual intent 
and the resulting document shall not, solely as a matter of judicial construction, be construed more 
severely against one of the parties than the other. 

3.15 Amendments. No modification, amendment, or alteration in -the terms or 
conditions contained herein shall be effective unless contained in a written document prepared 
with the same or similar formality as this AgreemenLand executed by each party hereto. 

3.16 Waiver. The parties agree that each requirement, duty and obligation set 
forth herein is substantial and important to the formation of this Agreement and, therefore, is a 
material term hereof. Any party' s failure to enforce any provision of this Agreement shall not be 
deemed a waiver of such provision or modification of this Agreement unless the waiver is in 

Agreemem wilh Kronos Incorporated Page 10 of 13 



writing and signed by the party waiving such provision. A written waiver shall only be effective 
as to the specific instance for which it is obtained and shall not be deemed a continuing or future 
waiver. 

3.17 Force Majeure. Neither party shall be obligated to perform any duty, 
requirement or obligation under this Agreement if such performance is prevented by fire, 
hurricane, earthquake, explosion, wars, sabotage, accident, flood, acts of God, strikes, or other 
labor disputes, riot or civil commotions, or by reason of any other matter or condition beyond the 
control of either party, and which cannot be overcome by reasonable diligence and without unusual 
expense ("Force Majeure"). In no event shall a lack of funds on the part of either party be deemed 
Force Majeure. 

3. I 8 Survival. All representations and warranties made herein, indemnification 
obligations, obligations to reimburse SBBC, obligations to maintain and allow inspection and audit 
of Records, obligations to maintain the confidentiality of records, reporting requirements, and any 
applicable obligations to return public funds shall survive the termination of this Agreement. 

3.19 Agreement Administration. SBBC has delegated authority to the Superintendent 
of Schools or his/her designee to take any actions necessary to implement and administer this 
Agreement. 

3.20 Counterparts and Multiple Originals. This Agreement may be executed in 
multiple originals, and may be executed in counterparts, each of which shall be deemed to be an 
original, but all of which, taken together, shall constitute one and the same Agreement. 

3.21 Authoritv. Each person signing this Agreement on behalf of either party 
individually warrants that he or she has full legal power to execute this Agreement on behalf of 
the party for whom he or she is signing, and to bind and obligate such party with respect to all 
provisions contained in this Agreement. 

IN WITNESS WHEREOF, the Parties hereto have made and executed this Agreement 
on the date first above written. 

[THIS SPACE INTENTIONALLY LEFT BLANK; SIGNATURE PAGE FOLLOWS] 
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~ (Corp;r~te -s~iil) -~-:; 
.. _.,. 

.... , 

.. . 

ATTEST: 

FORSBBC: 

THE SCHOOL BOARD OF BROW ARD 
COUNTY, FLORIDA 

Approved as to Form and Legal Content: 

Digitally signed by 
Eric Abend 
Date: 2020.06.11 
13:09:06 -04'00' 

Office of the General Counsel 

[THIS SPACE INTENTIONALLY LEFT BLANK; SIGNATURE PAGE FOLLOWS] 
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FOR KRONOS: 

Kronos Incorporated 

ATTEST: 

, Secretary 
Printed Name: John O'Brien 

-or-
Title: Chief Revenue Officer 

Witness 

Witness 

The Following Notarization is Required for Everv Agreement Without Regard to 
Whether the Party Chose to Use a Secretary's Attestation or Two (2) Witnesses. 

STATE OF MASSACHUSETTS 

COUNTY OF MIDDLESEX 

The foregoing instrument was acknowledged before me by means of □ physical presence 
or ~ online notarization, this June 8. 2020 (date) by John O'Brien (name 
of officer or agent, title of officer or agent) of __ K_r_o_n_o_s_In_c_o_rp.,_o_r_a_te_d ________ _ 
(name of corporation acknowledging), a Massachusetts (state or place of 
incorporation) corporation, on behalf of the corporation. He/she is personally known to me or has 
produced _____________ (type of identification) as identification and who 
O~did/Ddid not first take an oath this 8th day of June , 2020. 

My Commission Expires: July 30, 2021 ~ -d~H'b,,L--/_ 
Signature - Notary Public 

Deborah L. Henderson 
Notary's Printed Name 

NIA 
Notary's Commission No. 
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Kronos Incorporated 
900 Chdmsford Strrct 
Lowell, MA 01851 
Phone: (978)250-9800 

KRONOS SALES, SOFTWARE LICENSE AND SERVICES AGREEMENT 

Page: I / 5 

Rev KR-0228 I I.I 

The School Boord of Broward County, Florida ("Customer") and Kronos Incorporated ("Kronos"} agree that the terms and conditions set forth in this Agreement shall apply to 
all Kronos Equipment, Soflware, Professional and Educational Services, Support, and such other Kronos offerings, as specified on an order form (an "Order Fonn'') signed by 
the parties which expressly references this Agreement (or is signed contemporaneously hereto}. 

Kronos and Customer hereby agree that the terms and conditions of this Agreement apply 10 any Order Forni executed by Kronos and Customer which expressly references 
this Agreement (including any Order Form signed contemporaneously with this Agreement regardless of the appearance of any express reference to this Agreement}. Either 
party may discontinue use of this Agreement for future orders upon thirty (30) days prior wriuen notice to the other party, provided however that any Order Form signed by 
the parties prior 10 the effective date of such notice shall remain in effect unless otherwise specifically 1ern1ina1ed in accordance with the terms of this Agreement. Kronos 
may require additional terms and conditions for the sale or license of products or services not contemplated by this Agreement (including without limillltion those that may 
be related lo international services) provided that no such additional terms and conditions shall be binding upon Customer without Customer's prior wriuen consent. 
Notwithstanding. Kronos will not be obligated 10 accept or approve an order for any products or services for which such additional tcrn1s and conditions arc required. All 
orders arc subject to the approval ofKronos' corporate oflicc in Lowel l, Massachuscus. This Agreement and the Order Form shall supersede the pre-printed terms of any 
Customer purchase order or other Customer ordering document, and no such Customer pre-printed terms shall apply to the items ordered. 

I. PAYMENT AND DELIVERY 
Unless otherwise sci forth in this Agreement, payment tcrn1s arc indicated on the Order Form or other contemporaneous ordering document conlllining product-specific payment 
lern1s signed by the parties. Delivery terms arc as stated on the Order Fonn ("Delivery"). Kronos will invoice Customer for products upon Delivery. Unless otherwise sci 
forth on the Order Form. Professional and Educational Services arc provided on a time and materials basis, invoiced monthly as rendered. Customer agrees lo pay all 
applicable laxes levied or based on the products, services or other charges hereunder, including state and local sales and excise taxes, and any taxes or amount in lieu thereof 
paid or payable by Kronos, exclusive of taxes based on net income. Customer agrees to pay a late charge of one percent (I%) per month, (but not in excess of the rate 
allowed by law), on any overdue amounts not the subject of a good faitl1 dispute. If full payment is not made within 90 days of final payment due date, Customer is responsible 
for all expenses, including legal fees, incurred by Kronos for collection. 

2. GENERAL LICENSE TERMS 
Kronos o,ms or has the right to license the Soflwarc. TI1e Soflwarc and Sol\ware documentation arc conlidcnti:11 and may not be disclosed to a third party without Kronos' 
\\Tillcn consent. The Soflware contains proprietary trade secret technology. Unauthorized use and copying of such Sol\warc is prohibited by law, including United States and 
foreign copyright law. ·111c price Customer pays for a copy of the Software constitutes a license Ice that entitles Customer 10 use the Soll ware as set forth below. Kronos grants 
to Customer a non-exclusive, nontranslcrable, perpetual (except as provided herein) license 10 use the Sotiware. This license may be tcnninated by Kronos by written notice 
to Customer upon any material breach of this Agreement by Customer which remains uncured for a period of thirty (30) days after such written notice from Kronos. Upon such 
termination of this license by Kronos, Customer will have no further right to use the So fl ware and will return the Soflwarc media to Kronos and destroy all copies of the Soflwarc 
(and related documentation) in Customer's possession or control. This license is subject 10 all of the terms ol'this Agreement. 

3. FEE BASED LIMITATIONS 
Customer recognizes and agrees that the license to use the Soflware is limited, based upon the amount of the license Ice paid by Customer. Limitations, which arc sci for1h 
on the Order Form, may include the number of employees, simultaneous or active users, Soflware product modules, So fl ware fcaturt-s, computer model Ulld serial number 
and partition, Ulldlor the number of telephone lines or terminals to which the Sofiwarc is pennittcd 10 be connected. Customer agrees to: i) use the Soll ware only for the number 
of employees, simultaneous or active users, computer model, partition and serial number, Ulldlor tem1inals permillcd by the applicable license fee: ii) use only the product 
modules and/or features pcnnined by the applicable license fees: and iii) use the Sollwarc only in support ofCustomcr'sO\m business. Customer agrees not to increase the 
number of employees, simullllncous or active users, partitions, tcnninals, products modules, features, or 10 upgrade the model, as applicable, unless and until Customer pays 
the applicable fee for such increase/upgrade. Customer may not relicense or sublicense the Sotlwarc lo, or otherwise permit use of the Sotlware (including timesharing or 
networking use) by any third party. Customer may not provide service bureau or other data processing services that make use of the Sollwarc without the express prior wriuen 
consent of Kronos. 

4. OBJECT CODE ONLY 
Customer may use the computer programs included in the Soll ware (the "Programs") in object code fonn only, and shall not reverse compile, disassemble or otherwise convert 
the Programs into uncompiled or unassembled code. The Programs include components owned by third parties. Such third party components arc deemed 10 be Soflware 
subject lo this Agreement. Customer shall not use any of the Programs (or the data models therein) except solely as part of and in connection with the Soflwarc and as 
described in the published documenllltion for such Soflwarc. Customer shall indemnify and hold harn1lcss Kronos for all damages or liability caused by Customer's failure 
to comply with the foregoing restriction. 

5. PERMl'ITED COPIES 
Customer may copy the Programs as reasonably necessary to load and execute the Programs and for backup and disaster recovery and testing purposes only, except for additional 
copies of the Tel clime Soflwarc and the Kronos iSerics (which must be licensed separately). All copies of the Programs or any part thereof, whether in printed or machine 
readable fonn and whether on storage media or otherwise, arc subject 10 all the terms of this license, and all copies oflhc Programs or any part of the Programs shall include the 
copyright and proprietary rights notices contained in the Programs as delivered to the Customer. 

6. UPDATES 
In the event that Kronos supplies Service Packs, Point Releases and Major Releases (including legislative updates if available) of the Soliware (collectively referred 10 as 
"Updates"), such Updates shall be pan of the Sothwrc and the provisions of this license shall apply to such Updates and 10 the Soll ware as modi lied thereby. 

7. EXPORT 
Customer acknowledges that the Equipment and Software may be restricted by the United States Government or by the country in which the Equipment or Software is 
installed from export lo certain countries and certain organi7.alions and individuals, and agrees to comply with such laws. Customer agrees to comply with all applicable 
laws of all of the countries in which the Equipment and Soflwarc may be used by Customer and shall indemnify Kronos for any noncompliance which results in damages 
or liability for Kronos. Customer's obligations hereunder shall surv ive the termination or expiration oflhis Agreement. Customer must obtain Kronos' prior wri1ten consent 
before exporting the Soflwarc. 

8. FIRMWARE 
Customer may not do,\nload lim1ware updates for the Kronos Equipment unless Customer is maintaining such Equipment under a support plan with Kronos. If Customer is not 
maintaining the Equipment under a support plan with Kronos, Kronos shall have the right to verify Customer's Kronos Equipment to determine if Customer has downloaded 
any linnware 10 which Customer is not entitled. If Customer has downloaded firmware for the Kronos Equipment to which Customer is not entitled, Customer shall be 
responsible to pay Kronos for such updated lim1warc in accordance with Kronos' then-current support policies. 
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9. TRAINING POINTS 
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Training Points \\hich arc purchased by Customer may be redeemed for an equivalent value of instructor-led training sessions oflcrcd by Kronos. Available instructor-led sessions 
arc listed at http://cu~tomcr,Kronos.com and each session has the Training Points value indicated. Training Points may be redeemed at any time within 12 months of the date of 
the applicable Order Forni, at which time they shall expire. Training Points may not be exchanged for other Kronos products and/or services. Kronos will invoice Customer 
for the Training Points identified in the Order Form upon execution of such Order Fonn with payment due upon the payment terms indicated in such Order Form. 

10. ACCEPTANCE 
For Customer's initial purcha.,;e of each Equipment and Sollwarc product Kronos shall provide an acceptance test period (the ·Test Period"') that commences upon 
Installation. Installation shall be defined as: a.) the Equipment, if any, is mounted; b.) the Sotlware is installed on Customer's scrver(s); and c.) implementation team training. 
if any, is complete. During the Test Period, Customer shall dctcnninc whether the Equipment and Software meet the Kronos published electronic documentation, 
("Spcci lications'). 

The Test Period shall be for 30 days. If Cllstomer has not given Kronos a \\Tittcn deficiency statement specifying how the Equipment or Sotlware fails to meet the 
Specifications ("Deficiency Statement") within the Test Period, the Equipment and Sollware shall be deemed accepted. If Customer provides a Deficiency Statement within the 
Test Period. Kronos shall have 30 days to correct the deficiency. and Customer shall have an additional 30 days to evaluate the Equipment and Sot1warc. If the Equipment 
or Sot1warc docs not meet the Specifications at the end of the second 30 day period, either Customer or Kronos may terminate this Agreement. Upon any such termination, 
Customer shall return all Equipment and Software (and related documentation) to Kronos, and Kronos shall refund any monies paid by Customer to Kronos for the returned 
Equipment and Software. Neither party shall then have any further liabil ity to the other for the products that were the subject of the Acceptance Test. 

11. LIMITED WARRANTY 
Kronos warrants that all Kronos Equipment and Software media shall be free from detects in materials and workmanship, for a period of ninety (90) days from Delivel)'. In the 
event of a breach of this warranty, Customer's exclusive remedy shall be Kronos' repair or replacement of the deficient Equipment and/or Sotlwarc media, at Kronos' 
option, provided that Customer's use, installation and maintenance thereof have confonned to the Specifications. This warranty is extended to Customer only and shall not 
apply to any Equipment (or parts thereol) or Software media in the event of: 

(a) damage, defects or malfunctions resulting from misuse, accident, 11eglect, tampering, (including modification or replacement of any Kronos components on any boards 
suppl icd with the Equipment), unusual physical or electrical stress or causes other than normal and intended use; 

(b) failure of Customer to provide and maintain a suitable installation environment. as specified in the Specifications; or 

(c) mallimclions resulting from the use of badges or supplies not approved by Kronos. 

When using and applying the information generated by Kronos produCL5, Customer is responsible for ensuring that Customer complies with the applicable requirements of 
federal and state law. If Customer is licensing Workforce Payroll Sollwarc or Workforce Absence Management Software: (i) Customer is solely responsible for the content 
and accuracy of all reports and documents prepared in whole or in pan by using such Software, (ii) using such Soflware docs not release Customer of any professional 
obligation concerning the preparation and review of such rcpons and documents. (iii) Customer docs not rely upon Kronos. Best Soll,'".ire, Inc. or such Sotlware for any 
advice or guidance regarding compliance with federal and state laws or the appropriate tax treatment of items rcllcctcd on such repons or documents, and (iv) Customer will 
review any calculations made by using such Sotlware and satisfy itself that those calculations arc correct. 

12. INDEMNIFICATION 
Kronos agrees to indcmnil)' Customer and to hold it hannless from and against any and all claims. costs, fees and expenses (including reasonable legal fees) relating to 
actual or alleged infringement of United States or Canadian patents or copyrights asserted against Customer by virtue o f Customer's use of the Sollwarc as delivered and 
maintained by Kronos, provided that: i) Kronos is given prompt written notice of any such claim and has sole control over the investigation, preparation, defense and sculemcnt 
of such claim; and, ii) Customer reasonably cooperates with Kronos in connection with the foregoing and provides Kronos with all information in Customer's possession 
related to such claim and any further assistance as reasonably requested by Kronos. Kronos will have no obligation to indemnify Customer to the extent any such claim is 
based on the use o f the Sollware with software or equipment not supplied by Kronos. Should any or all of the Software as delivered and mainta ined by Kronos become, or 
in Kronos' reasonable opinion be likely to become, the subject of any such claim, Kronos may at its option: i) procure for Customer the right to continue to use the all<.'Ctcd 
Software as contemplated hereunder; ii) replace or modify the aficcted Sollware to make its use non-infringing; or iii) should such options not be available at reasonable 
expense, terminate this Agreement with respect to the at1cctcd Soll ware upon thirty (30) days prior written notice lo Customer. In such event oftern1ination, Customer shall 
be entitled to a pro-rata refund of all fees paid to Kronos for the allccted Sollware, which refund shall be calculated using a five year straight-line depreciation commencing 
with the date of the relevant Order. Additionally, Kronos agrees to be liable for tangible propcny damage or personal injUI)' caused solely by the negligence or willful 
misconduct of its employees. 

13. PROFESSIONAL AND EDUCATIONAL SERVICES 

(a) TRAVEL EXPENSES 
Customer agrees to reimburse Kronos for all reasonable and necessary travel incurred by Kronos in the perfomrnnce of any profossional and/or educational services, provided 
that such travel complies with the then current Kronos Travel and Expense Policies. Customer forthcr agrees to pay any travel expenses such as airfare, lodging. meals and local 
transportation. plus an administrative fee o f ten percent ( I 0%) of the amount of such travel expenses, incurred by Kronos to deliver purchased professional services and/or 
educational services in accordance " ; th the Kronos Travel and Expense Policies. Customer will be billed by Kronos for such travel expenses and payment thereof shall be 
due net 30. 

(b) ENGAGEMENTS 
Unless otherwise indicated on the Order Form, Professional and Educational Services ('"Professional Services") shall be provided on a time and material basis at the rates 
sci forth in the Order Forni. If a dollar I imit is stated in the Order Form or any associated statement of work ("SOW"), the limit shall be deemed an estimate for Customc~s 
budgeting and Kronos' resource scheduling purposes. Aller the dollar limit is expended. Kronos will continue to provide Professional Services on a time and materials basis, 
if a Change Order or Schedule of Services for continuation of the Professional Services is signed by the parties. 

(c) WARRANTY 
Kronos warrants that all professional and educational services perfonned under this Agreement shall be performed in a profossional and competent manner. In the event that 
Kronos breaches this warranty, and Customer so notifies Kronos within 30 days of receipt of invoice for the applicable services, the Customer's sole remedy and Kronos' 
exclusive liability shall be to re-perform the services which were deficient in a manner so as lo conforn1 to the foregoing warranty, at no additional cost to Customer. 
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Kronos' then-<:urrent Professional/Educational Services Policies shall apply to all Professional and/or Educational Services purchased under the applicable SOW and may be 
accessed at: htto://wwwkronos.com/Support/ProfcssionalScrviccsEngagcmentPolicics htm ("Professional Services Policies"). In the event of a conflict between the 
Professional Services Policies and this Agreement. the terms of this Agreement shall prevail. 

14. SOFTWARE SUPPORT SERVICES 

(a) SUPPORT OPTIONS 
Customer may select from the following Sollware support purchase options: Gold (or Gold Plus) and Platinum (or Platinum Plus) support ("Service Type"), each providing 
different service coverage periods and/or service otforings, as specified herein ("Service Oflcrings'') and in the Kronos Support Service Policies (defined below). Customer 
must purchase the same Service Type for all of the Software specified on the Order Form, (however, if Customer is purchasing support services for Visionware Software, 
Customer may only purchase Gold Service Type for the Visionwarc Software). All Updates shal l be provided via remote access. Customer may purchase support services 
for Equipment in accordance with the tem1s and conditions ofKronos' standard Equipment Support Services Agreement a copy of which is available upon request and is 
located at: http://www.kronos.com/Legal/EguipmentSunP.QrtAgr.asox. 

(bl EXTENDED SUPPORT PROGRAM {DELL SERVERS) 
Customers purchasing the Extended Support Program (as indicated on the Order Form) for their Dell servers purchased from Kronos shall receive a specialized, bundled 
set ofKronos Support Services. Because of the specialized nature of these services, the terms and conditions located at 
hup://w,,w.kronos.com/Lcgal/SupplementalTcrms.aspx shall supersede the provisions of this Agreement for the Extended Support Program. 

(c) TERM OF SOFTIVARE SUPPORT 
Unless otherwise indicated on the Order Form, support service shall commence on the Sol1ware Del ivery date and shall continue for an initial term of one (I) year. Support 
service shall automatically renew for additional one year tem1s on the anniversary date of its commencement date, unless either party notifies the other in \\Tiling sixty (60) days 
prior to that anniversary renewal date. After the one year initial term of this Agreement, the Service Offerings provided and the Service Coverage period arc subject to 
change by Kronos with sixty (60) days advance written notice to Customer. For the initial four (4) renewal years the annual support fee, for the same products and service 
type, will not increase by more than 4% over the prior year's annual support fee. 

(d) GOLD SERVICE OFFERINGS 
Customer shall be cntitkd to receive: 

(i) Updates for the Sol1warc (not including any Software for which Kronos charges a separate license fee). provided that Customer' s operating system and equipment meet 
minimum system configuration requirements, as reasonably detcnnincd by Kronos. If Customer request~ Kronos to install such Updates or to provide retraining, Customer 
agrees to pay Kronos for such installation or retraining at Kronos' then-current time and materials rate. 

(ii) Telephone and/or electronic access to the Kronos Global Support Center for the logging of requests for service during the Service Covcrdgc Period. 'Jhe Service 
Coverage Period for the Gold Service O11cring is 8:00 a.m. to 8:00 p.m., local time, Monday through Friday, excluding Kronos holidays. 

(iii) Web-based support including access to So11ware documentation, FAQ's, access to Kronos knowledge base, Customer forums, and e-case management. Such otlcrings 
arc subject to modification by Kronos. Current offerings can be found at h11p://wwwkronos.com/scrvices/support-services.aspx . 

(iv) Web-based remote diagnostic technical assistance which may be utilized by Kronos to resolve Sollware functional problems and user problems during the Service 
Coverage Period. 

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

(c) PLATINUM AND PLUS SERVICE OFFERINGS: 
Platinum: In addition to the Service Oflcrings specified for the Gold Service Oflcring above, the Service Coverage Period for the Platinum Service Offoring is 24 hours a 
day, seven days a week, 365 days a year. 

Plus option: In addition to the Service Offerings specified for the Gold Service Offering above, customers purchasing the Plus option shall receive the services of a dc'Ciicatcd, 
but not exclusive, Kronos Technical Account Manager ("TAM") for one production instance of the Soll ware. Customers purchasing the Gold-Plus option shall designate up 
to one primary and one secondary backup technical contacts ("Technical Contacts") to be the sole contacL5 with the TAM, while customers purchasing the Platinum-Plus option 
shall designate up to two primary and three secondary backup Technical Contacts. Upon request, Customer may designate additional and/or backup Technical Contacts, 
Customer is required to place all primary Technical Con1acL5 through Kronos product training for the Software covered under this Agreement at Customer's expense. 

Customers purchasing the Platinum-Plus option shall also receive a one day per year visit 10 be performed at the Customer location where the Software is installed. During 
this onsitc visit, Kronos shall work with Customer to identify ways to help Customer increase functionality or maximize utilization of the Sol\warc in Customer's specific 
environment. Customer must be utilizing the then-current version of the Sollware. Travel and expenses arc not included and shall be paid by Customer. 

(I) PAYMENT 
Customer shall pay annual suppon charges for the initial term in accordance with the payment tcnns on the Order Fonn and for any renewal tcm1 upon receipt of invoice. 
Customer shall pay additional support charges, if any, and time and material charges upon receipt of invoice. 

(g) ADDITION OF SOFTWARE 
Additional Software purchased by Customer during the initial or any renewal tcm1 shall be added to this Agreement at the same support option as the then current Sol1ware 
support coverage in place under these terms. Customer agrees to pay the charges for such addition, and any such addition shall be automatically renewed as provided in these 
tcnns. 

(h) RESPONSIBILITIES OF CUSTOMER 
Customer agrees (i) to provide Kronos personnel with full, free and safe access to Soliwarc for purposes of support, including use of Kronos' standard remote access 
technology, if required; (ii) to maintain and operate the Software in an environment and according to procedures which conform to the Specifications; and (iii) not to allow 
support of the Sol\ware by anyone other than Kronos without prior wrincn authoriwtion from Kronos. Failure to utilize Kronos' remote access technology may delay 
Kronos · response and/or resolution to Customer's reported So11warc problem. If Customer requires the use of a specific remote access technology not specified by Kronos, then 
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Customer must purchase the Plus option to receive support and provide Kronos personnel with full, free and safo access 10 the remote access hardware and/or so fl ware. 
(i) DEFAULT 
Customer shall have the right to tcnninatc Kronos support services in the event that Kronos is in breach of the sLJpport services warranty set forth below and such breach is 
not cured within fiflecn ( 15) days afler written notice specifying the nature of the breach. In the event of such termination. Kronos shall refund to Customer on a pro-rata 
basis those pre-paid annual support fees associated with the unused portion of the support tem1. Kronos reserves the right to tenninatc or suspend support service in the c\'cnt 
the Customer is in default under this Agreement \\1th Kronos and such default is not com-ctcxl within fifteen ( 15) days atlcr \\Titten notice. In addition, the support services will 
terminate and alt charges due hereunder will become immediately due and payable in the event that Customer ceases 10 do business as a going concern or has its assets 
assigned by law. 

(j) WARRANTY 
Kronos warrants that alt support services shall be pcrfom1ed in a prolcssional and competent manner. 

(k) KRONOS SUPPORT SERVICE POLICIES 
Kronos' then-current Support Services Policies shall apply to all Support Services purchased and may be accessed at: 
http://www.kronos.com/Support/SupportServicesPolicics.htm (''Support Policies"). In the event ofa confl ict between the Support Policies and this Agreement. the tenns of this 
Agreement shall prevail. 

15. KNOWLEDGEPASS EDUCATION SUBSCRIPTION: 
The parties hereby agree that the following tenns shall apply to Customer's purchase of the Kronos Knowlcdgel'ass EdLJcation Subscription only, if specified on the Order 
Fonn: 

(a) Scope: l11c Knowledge Pass Education Subscription is available to customers who arc licensing Kronos' Workforce Central and iSerics Timekeeper Software products 
and who arc maintaining such products under a support plan with Kronos. n,e Knowledgcl'ass Education Subscription provides access via the internet to certain educational 
offerings provided by Kronos (the "Knowledge Pass Content''), including: 

• Product and upgrade infonnation for project teams and end users 
• Hands-on interactive instruction on common tasks 
• Sett:paccd tutorials covering a range of topics 
• Job aids 
• Knowledge assessment and reporting tools to measure progress 
• Webinars 

(b) Term of Subscription: ·n,e Knowkxlgel'ass Education Subscription shall run co-tcnninously with Customer's Soth,..irc Support, and shall renew for additional one (I) year 
tem1s provided Customer renews its KnowledgePass EdLJcation Subscription as provided below. 

(c) Payment: Customer shall pay the annual subscription charge for the initial tenn of the KnowlcdgcPass Education Subscription in accordance with the payment tem1s on 
the Order Form. Kronos will send Customer a renewal im•oice for renc\\"JI of the Knowledgel'ass Education Subscription at least forty five (45) days prior to expiration of the 
then current term. KnowlcdgcPa~s Education Subscription shall renew for an additional one (I) year term if Customer pays such invoice before the end of the initial term or 
any renewal tenn. 

(d) Limitations: Customer recognizes and agrees that the Knowledgel'ass Content is copyrighted by Kronos. Customer is permitted to make copies of the KnowlcdgePass 
Content provided in *pdf form solely for Customer's internal use and may not disclose such Knowledge Pass Content to any third party other than Customer's employees. 
Customer may not edit, modify, revise, amend, change, alter, customize or vary the KnowledgcPass Content without the written consent ofKronos. provided that 
Customer may download and modify contents of Training Kits solely for Customer's internal use. 

(e) Train-the-Trainer Program (TIT): Certification under the Train-the-Trainer Program is valid orily for the point release oflhe Software for which the TIT Program is 
taken, and covers only the Customer employee who completes the TIT Program. 

16. CONFIDENTIAL INFORMATION 
"Confidential lnfonnation" is defined as infonnation that is: i) disclosc-d between the parties a Iler the date of this Agreement that is considered confidential or proprietary to the 
disclosing party; and ii) identified as "confidential" at the time of disclosure. or would be reasonably obvious to the receiving party to constitute confidential infomiation because 
of legends or other markings, by the circumstances of disclosure or the nature or the infomiation itself. Additionally, the terms, conditions and pricing contained in this 
Agreement and the Order Fonn. the Soflware (and Sollware documentation), and the Specifications shall be deemed to be Kronos' Confidential lnfonnation. Each party 
shall protect the Confidential Information of the other party with at least the same degree ot'care and confidentiality, but not less than a reasonable standard of care, which 
such party utilizes for its 0\\n infonnation of similar character that it docs not wish disclosed to the public. Neither party shall disclose to third parties (except the parent 
company or the wholly O\\ned subsidiaries of the receiving party who have a need to know) the other party's Confidential lnfonnation, or use it for any purpose not explicitly 
sci forth herein, without the prior written consent of the other party. The obligation ot'conlidcntiality shall survive for three (3) years after the disclosure of such Confidential 
lnfomiation. 

This Agreement imposes no obligation upon either party with respect lo the other party's Confidential Information which the receiving party can establish by legally sunicient 
evidence: (a) ,,as rightfully possessed by the receiving party ,,11hou1 an obligation to maintain its confidentiality prior to receipt from the disclosing party, (b) is generally kno"n 
to the public without violation of this Agreement: (c) is obtained by the receiving party in good faith from a third party having the right to d isclose it without an obligation with 
respect to confidentiality: (d) is independently developed by the receiving party without use of the disclosing party's confidential information, which can be shown by tangible 
evidence: or (e) was required to be disclosed by applicable law; provided that the receiving party notifies the disclosing party of such requirement prior to disclosure, and provided 
further that the receiving party makes diligent efforts to limit disclosure. 

17. MARKETING ACTIVITIES 
Customer agrees that Kronos may use Customer's name as part of Kronos' publ ished customer lists. Upon Kronos· request, Customer will participate in mutually beneficial 
marketing and public relations activities with Kronos. All content shall be subject to the prior review and approval of Customer. such approval not to be unreasonably 
withheld. 

18. LIMITATION OF LIABILITY 
CUSTOMER'S EXCLUSIVE REMEDIES AND KRONOS' SOLE LIABILITY FOR ANY KRONOS BREACH OF THIS AGREEMENT ARE EXPRESSLY STATED 
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HEREIN. EXCEPT AS PROVIDED IN THIS AGREEMENT, ALL OTHER WARRANTIES, EXPRESS OR IMPLIED, INCLUDING WARRANTIES OF 
MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. ARE EXCLUDED. 

EXCEPT FOR KRONOS' INDEMNIFICATION OOLIGATIONS SET FORTH IN THIS AGREEMENT, IN NO EVENT SHALL KRONOS' OR ITS PARENTS', 
SUBSIDIARIES', AFFILIATES', OR THIRD PARTY LICENSOR'S LIABILITY TO A CUSTOMER, HOWSOEVER CAUSED. EXCEED Tl-IE VALUE OF THE 
ORDER WI-IICH GIVES RISE TO THE CLAIM. AND IN NO EVENT WILL KRONOS OR ITS PARENTS. SUBSIDIARIES AFFILIATES OR THIRD PARTY 
LICENSORS BE LIABLE FOR LOST PROFITS, LOST DATA OR ANY OTHER INCIDENTAL OR CONSEQUENTIAL DAMAGES ARISING OUT OF Tt-llS 
AGREEMENT WHETHER SUCH CLAIM IS BASED ON WARRANTY, CONTRACT, TORT OR HIE EXISTENCE, FURNISHING, FUNCTIONING OR 
CUSTOMER'S SPECIFIC USE OF, OR INABILITY TO SO USE, ANY EQUIPMENT, SOFTWARE OR SERVICES PROVIDED FOR IN THIS AGREEMENT 

19. GENERAL 
(a) This Agreement shall be governed by State ofFlorida law. The parties waive the application of the United Nations Commission on International Trade Law and United 
Nations Convention on Contracts for the International Sale of Goods as to the interpretation or enforcement of this Agreement. 
(b) TI1e invalidity or illegality of any provision of this Agreement shall not aflcct the validity of any other provision. 'Inc parties intend for the remaining unalTccted 
provisions to remain in full force and clTect. 
(c) Customer shall not assign this Agreement or the license to the Software without the prior written consent ofKronos and any purported assignment, without such consent. 
shall be void. 
(d) Neither party shall be liable for failures or delays in pcrforniance due to causes beyond its reasonable control, including war, strikes, lockouts. fire, flood, storm or other 
acts of God. Both parties agree to use their best efforts to minimize the effects of such failures or delays. 
(c) /Ill notices given under this Agreement shall be in writing and sent postage pre-paid, ifto Kronos, to the Kronos address on the Order Forni, or ifto Customer, to the 
billing address on the Order Form. 
(t) The section headings herein arc provided for convenience only and have no substantive cftcct on the construction of this Agreement. 
(g) TI1e parties agree that if this Agreement is delivered ,•ia fax or electronically de( ivcrcd via email it shall constitute a valid and enforceable agreement. 
(h) 'lnis Agreement and any infornmtion expressly incorporated herein (including information contained in any referenced URL), together with the applicable Order Forni, 
constitute the entire agreement between the parties for the products and services described herein and supersede all prior or contemporaneous representations, negotiations. 
or other communications between the parties relating to the subject matter of this Agreement. 'lnis Agreement may be amended only in writing signed by authorized 
representatives of both parties. Customer understands and acknowledges that while Kronos may disclose to customers certain confidential information regarding general product 
development direction, potential future products and/or product enhancements under consideration. Customer is not entitled to any products or product enhancements other 
than those contained on the Order Fonn. Customer has not relied on the availability ol'any future version of the Soft,\arc or Equipment identified on an Order Form, nor any 
other future product in executing this Agreement. 
(i) Use, duplication. or disclosure by the United States Government is subject to restrictions as set forth in subparagraph (c) (I) (ii) of the Rights in Technical Data and 
Computer Software clause at DFARS 252.227-7013. or subparagraph (c)( I X2) of the Commercial Computer Sotlware Restricted Rights clause at FAR 52.227-19, as 
applicable. Manufacturer/distributor is Kronos lncorporatl-d. 900 Chelmsford Street. Lowell. MA. 

DATED:. ______ _ 

CUSTOMER: THE SCHOOL BOARD OF BROWARD 
COUNTY, FLORIDA 

BY:. ___________ _ 

NAME.: __________ _ 

TITLE: _________ _ 
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Kronos Equipment Support 
Addendum 

This is an Addendum to the Sales, Software License and Services Agreement between Kronos and 
Customer. 

The following terms and conditions shall supplement the terms and conditions of the Agreement and shal l 

govern the Equipment support services ("Equipment Support Services") provided by Kronos to Customer 

for Customer's Kronos Equipment specified on a Kronos order form (the "Order Form"). In the event of a 

conflict or inconsistency between the Agreement and this Addendum, this Addendum shall govern. 

Capitalized terms not otherwise defined herein shall have the meanings prescribed to them in the 

Agreement. 

Customer may select, as indicated on an Order Form, an Equipment Support Services option offered by 

the local Kronos entity responsible for supporting the Equipment if and as such offerings are available 

within the Kronos territory corresponding to the Equipment's location. Kronos shall provide each 

Equipment Support Services offering as specified herein and in the applicable Kronos Support Service 

Policies. 

1. TERM 

Equipment Support Services have a term of one (1) year commencing upon the expiration of the 

applicable warranty period, as specified in the Agreement. Equipment Support Services will be 

automatically extended for additional one year terms on the anniversary of its commencement date 

("Renewal Date"), unless either party has given the other thirty (30) days written notification of its intent 

not to renew. Kronos may change the annual support charges effective at the end of the initial one (1) year 

term or effective on the Renewal Date, by giving Customer at least thirty (30) days prior written 

notification. 

2. PAYMENT 

Customer agrees to pay the Support Charges for the initial term as set forth on the Order Form for each 

Product listed. Customer agrees that all Products of the same type that are owned by the Customer, 

including without limitation Customer's "Spare Products" (as defined below), will be subject to this 

Agreement. Customer agrees that if Customer purchases, during the term of this Agreement, any Products 

of the same type as those specified on an Order Form, such additional Products shall be subject to this 

Agreement. Customer agrees to pay a prorated fee for such additional Products and agrees to pay the full 

annual fee for such additional Products, upon the renewal date. 

Kronos will invoice Customer for the annual Support Charges each year in advance of the Renewal Date. 

Customer will pay Kronos within thirty (30) days of receipt of invoice. In addition to the annual Support 
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Charges, Customer agrees to pay all applicable taxes, however designated, on this Agreement, and on 

services rendered, including state, province and local taxes or excise taxes based on gross revenue, and 

any taxes or amount in lieu thereof paid or payable by Kronos, exclusive of taxes based upon net income. 

In addition, each party shall be responsible for their respective freight charges as provided in Section 6 

below. Customer will pay a late charge of one percent ( 1 %) per month of any overdue amounts, but not in 

excess of the rate allowed by law. 

3. EQUIPMENT SUPPORT SERVICE 

(a) DeP.ot Exchange and DeP.ot ReP.air 

Upon the failure of installed Equipment, Customer shall notify Kronos of such failure and Kronos will 

provide remote fault isolation at the FRU (Field Replacement Unit) or subassembly level and attempt to 

resolve the problem. Those failures determined by Kronos to be Equipment related shall be dispatched to 

a Kronos Depot Repair Center, and Customer will be provided with a Return Material Authorization 

Number (RMA) for the fai led Equipment if Customer is to return the failed Equipment to Kronos, as 

reasonably determined by Kronos. Customer must return the fai led Equipment with the suppl ied RMA 

number. Hours of operation, locations and other information related to Kronos' Depot Repair Centers are 

available upon request and can be found at https://customer.kronos.com/contact/contact-phone.aspx and 

are subject to change. Return and repair procedures for failed Equipment shall be provided based on the 

Depot option - Depot Exchange or Depot Repair - selected by Customer on the applicable Order Form and 

as specified herein and in Kronos' then-current Support Services Policies. Service packs for the 

Equipment (as described in subsection (b) below) are included in both Depot Exchange and Depot Repair 

Support Services. 

(i) Depot Exchange: Kronos will provide a replacement for the failed Equipment at the FRU or subassembly 

level on an "advanced exchange" basis, utilizing a carrier of Kronos' choice. Replacement Equipment will 

be shipped the same day, for delivery to Customer's location as further described in the Support Policies. 

REPLACEMENT EQUIPMENT MAY BE NEW OR RECONDITIONED. Customer shall specify the address to 

which the Equipment is to be shipped. All shipments will include the Kronos provided RMA designating the 

applicable Kronos Depot Repair Center, as the recipient. Customer, upon receipt of the replacement 

Equipment from Kronos, shall package the defective Equipment in the materials provided by Kronos, with 

the RMA supplied and promptly return failed Equipment directly to Kronos. 

(ii) Depot Repair: Upon failure of installed Equipment, Customer shall install a Spare Product to replace 

the failed Equipment. Customer shall then return the failed Equipment, with the requ ired RMA, to the 

applicable Kronos Depot Repair Center. Customer shall make reasonable efforts to return the failed 

Equipment using the same or substantially similar packing materials in which the original Equipment was 

sent. Customer shall also specify the address to which the repaired Equipment should be return shipped. 

Upon receipt of the failed Equipment, Kronos shall repair the failed Equipment and ship it, within ten (10) 

business days after receipt, to Customer. Kronos shall ship the repaired Equipment by regu lar surface 

transportation to Customer. 

Kronos warrants that all repairs performed under the Agreement shall be performed in a professional and 

competent manner. In the event of a breach of this warranty, the exclusive remedy of Customer and sole 

liability of Kronos shall be replacement of the repaired Equipment. 
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(i) Service packs for the Equipment (which may contain system software updates, firmware updates, 

security updates, and feature enhancements) available for download at Kronos' customer portal; and 

(ii) Access to the Kronos Support Services Center for the logging of requests for assistance downloading 

service packs for the Equipment. 

Service packs for the Equipment are not installed by the Kronos Depot Repair Center but are available for 

download at Kronos' customer portal, provided Customer is maintaining the Equipment under an annual 

Equipment Support Services plan with Kronos. 

Kronos warrants that all service packs and firmware updates provided under this Agreement shall 

materially perform in accordance with the Kronos published specifications for a period of ninety (90) days 

after download by Customer. In the event of a breach of this warranty, Customer's exclusive remedy shall 

be Kronos' repair or replacement of the deficient service pack(s) or firmware update(s), at Kronos' option, 

provided that Customer's use, installation and maintenance thereof have conformed to the specifications. 

4. RESPONSIBILITIES OF CUSTOMER 

It is Customer's responsibility to purchase and retain, at Customer's location and at Customer's sole risk 

and expense, a sufficient number of spare products ("Spare Products") to allow Customer to replace failed 

Equipment at Customer's locations in order for Customer to continue its operations while repairs are being 

performed and replacement Equipment is being shipped to Customer. For each of the Depot Exchange 

and Depot Repair Equipment Support Services options, Customer agrees that it shall return failed 

Equipment promptly as the failures occur and that it shall not hold failed Equipment and send failed 

Equipment to Kronos in "batches" which shall result in a longer turnaround t ime to Customer. In addition, 

Customer agrees to: 

(al Maintain the Equipment in an environment conforming to the Kronos published specifications for such 

Equipment; 

(b) Not perform self-repairs on the Equipment (i.e., replacing components) without prior written 

authorization from Kronos; 

(cl De-install all failed Equipment and install all replacement Equipment in accordance with Kronos' 

written installation guidelines; 

(d) Ensure that the Equipment is returned to Kronos properly packaged; and 

(e) Obtain an RMA before returning any Equipment to Kronos and place the RMA clearly and 

conspicuously on the outside of the shipping package. Customer may only return the specific Equipment 

authorized by Kronos when issuing the RMA. 

5. EXCLUSIONS 
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Equipment Support Service does not include the replacement of "consumables" (i.e., batteries). In 

addition, Equipment Support Service does not include the repair of damages, and Customer will not 

attempt to return damaged Equipment, resulting from: 

(a) Any cause external to the Equipment including, but not limited to, electrical work, fire, f lood, water, 

wind, lightning, transportation, or any act of God; 

(b) Customer's failure to continually provide a suitable installation environment (as indicated in Kronos' 

written installation guidelines) including, but not limited to, adequate electrical power; 

(c) Customer's improper use, relocation, packaging, or refinishing of the Equipment or other failure to use 

Equipment in accordance with Kronos' published specifications; 

(d) Customer's use of the Equipment for purposes other than those for which they are designed or the use 

of accessories or supplies not approved by Kronos; 

(e) Government imposed sanctions, rules, regulations or laws preventing the shipment of the Equipment; 

or 

(f) Customer's repair, attempted repa ir or modification of the Equipment. 

Professional services provided by Kronos in connection with the installation of any Equipment or to update 

the service packs or firmware, if requested by Customer, are not covered by Equipment Support Services. 

6. DELIVERY 

All domestic shipments within the United States are FOB Destination to/from Customer and Kronos with 

the shipping party bearing all costs and risks of loss, and with title passing upon delivery to the identified 

destination. All international shipments from Kronos to Customer are OAP (lncoterms 2010) to the 

applicable Customer location, and are DDP (lncoterms 2010) to the applicable Kronos Depot Repair 

Center when Customer is shipping to Kronos. Customer is responsible for all duties and taxes when 

sending Equipment to Kronos. 

7. DEFAULT, SUSPENSION, AND TERMINATION 

Under the Depot Exchange Support option, Kronos may suspend Equipment Support Services if Customer 

does not ship Failed Equipment to Kronos within ten (10) business days of receipt of the Replacement 

Equipment. Kronos will restore Equipment Support Services upon return of such Failed Equipment or upon 

payment at the then-prevailing Kronos list price for such unreturned Failed Equipment. The term of the 

Agreement shall not be extended or affected by any such suspension. 

Customer may terminate Equipment Support Services if Kronos is in default under the Agreement, and 

such default is not corrected within thirty (30) days after written notice. Kronos may terminate Equipment 

Support Services if Customer defaults under the Agreement with Kronos, and such default is not corrected 

within thirty (30) days after written notice. In addition, th is Agreement will terminate and all charges due 

hereunder will become immediately due and payable in the event that Customer ceases to do business as 

a going concern or has its assets assigned by law. 
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8. WARRANTY DISCLAIMER 

EXCEPT AS SPECIFICALLY SET FORTH HEREIN, ALL OTHER WARRANTIES FOR THE EQUIPMENT 
SUPPORT SERVICES PROVIDED HEREUNDER, EXPRESS OR IMPLIED, INCLUDING WARRANTIES OF 
FITNESS FOR ANY PARTICULAR PURPOSE AND MERCHANTABILITY, ARE EXCLUDED BY AGREEMENT 
OF THE PARTIES. 
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Professional and Educational 
Services Engagement Policies 

The following are intended to provide the policies under which Kronos Professional and Educational 
Services will operate during the course of a customer engagement: 

1 Kronos will provide the Customer with a Services Scope Statement (also known as the "Statement of 

Work" or SOW) that outlines the project deliverables and provides an estimate for the project scope and 

cost required to complete the engagement, based upon preliminary information provided by the 

Customer. This Services Scope Statement is an estimate; the Assess Phase of the engagement will be 

used to determine whether modifications to the project scope or project budget are required. 

2 The Services Scope Statement is valid for one year from the date of signature. 

3 Any changes to the project scope and/or project duration will be reflected through the generation of a 

Kronos Change Order, which is initiated by the Kronos Project Manager and approved and signed by 

the Customer. 

a These changes could be due to an increase or change in project scope or deliverables, insufficient 

customer resources or time commitment, changes to customer project schedule, or technical 

limitations. 

4 Unless otherwise addressed within these policies, the hourly rate(s) quoted within a Change Order for 

work to be performed within normal business hours will be consistent with that contained within the 

original Services Scope Statement. In instances where specialized resources are requested, but not 

contained within the original Services Scope Statement, the quoted rate will be established as Kronos' 

current rate for such requested services. 

5 Kronos personnel working at the Customer site shall have access to necessary infrastructure (servers, 

network, etc.). 

6 In instances where Kronos personnel are working remotely access will be granted through the use of 

industry standard tools (VPN, DTS, GoToMyPC, PCAnywhere, etc.). 

7 If not hosted by Kronos Cloud Services, all required system administration, maintenance, backups, 

tuning, etc., is the responsibility of the Customer 

8 Customer Data: To perform the implementation and to provide support after completion, Kronos may 

need to access and retain information regarding your employees and business organization. Kronos will 
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take all reasonable steps to limit and safeguard the security of th is information. 

9 Scheduled Work Policies: 

a Professional Services 

i Professional Services work will be conducted during normal business hours, 8:00AM - 5:00PM, 

Monday through Friday. 

ii All Professional Services work scheduled to start outside of normal business hours will be billed 

in full at a premium rate described below. For work to be performed after hours, on holidays, or 

on weekends, an approved Change Order will be required prior to scheduling (see Change Order 

Process below). Customers will be charged as follows: 

i All Professional Services will be scheduled and billed in 4 hour increments with a minimum 

charge of 4 hours. 

i After Hours 

i All scheduled work will be billed at 1.5 times the contract rate by role 

ii After Hours is considered 5:00PM-8:00AM, Monday through Friday 

ii Weekends 

i All scheduled work will be billed at 2.0 times the contract rate by role 

ii Weekends are considered 5:00PM Friday through 8:00AM Monday 

iii Holiday 

i All scheduled work will be billed at 2.0 times the contract rate by role 

ii Holidays are any Kronos recognized Holidays, which include: New Year's Day, 

President's Day, Memorial Day, Independence Day, Thanksgiving Day, the day after 

Thanksgiving, Christmas Day. 

b Education Services 

i All training course delivery scheduled to start outside of normal business hours will be billed in 

full at a premium rate described below. Customers will be charged as follows: 

i After Hours 

i There will be a 1.5 times premium per student for public courses or per class for private 

day rates 

ii After Hours is considered 5:00PM-8:00AM, Monday through Friday 

ii Weekends 



4/13/2020 Professional and Educational Services Engagement Policies I Kronos 

i There will be a 2.0 times premium per student for public courses or per class for private 
day rates 

ii Weekends are considered 5:00PM Friday through 8:00AM Monday 

iii Holidays 

i There will be a 2.0 times premium per student for public courses or per class for private 
day rates 

ii Holidays are any Kronos recognized Holidays, which include: New Year's Day, President's 
Day, Memorial Day, Independence Day, Thanksgiving Day, the day after Thanksgiving, 

Christmas Day. 

10 Travel Policies 

a Customer is responsible for airfare, lodging and related travel expenses for onsite consultants. 

b Customer is responsible for travel costs for employees attending training at a Kronos location. 

c Customer is responsible for travel and related costs for a Kronos trainer providing instruction at the 
Customer location. 

d If a Kronos employee is required on-site per the customer request, a minimum of 8 hours will be 
billed per day. 

11 Cancellation Policies: Kronos requires notification for the cancellation or rescheduling of Kronos 
personnel as well as the cancellation of Instructor led classes. Customer will be charged for failure to 
meet the following notification requirements: 

a Professional Services: 

i 2 business days prior to scheduled work - 50% of planned charges are invoiced for schedule 
work 

ii 1 business day prior to scheduled work - 100% of planned charges are invoiced for scheduled 
work 

iii Business days are: Monday, Tuesday, Wednesday, Thursday, and Friday, excluding Holidays 

b Education Services: 

i For any PUBLIC course held in the traditional classroom or in the virtual classroom, attendees 
must cancel at least five business days before the class start date to avoid cancellation fees 
(equal to the cost of the course). Student substitutions can be made at any time as long as 
prerequisites have been met. 

ii For any PRIVATE course held at a customer site, in the traditional classroom, or in the virtual 
classroom: attendees must cancel at least ten business days before the class start date to avoid 
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cancellation fees (equal to the cost of the course). Student substitutions can be made at any 

time as long as prerequisites have been met. 

c Cancellation Policy Example: 

i Work is schedule for Wednesday, lp-5p (4 hours) 

ii If customer cancels on: 

i Friday - no penalty 

ii Monday- 50% of planned charges are invoiced (2 hours) 

iii Tuesday - 100% of planned charged are invoiced (4 hours) 

d Cancellation Policy Example with a Holiday: 

i Work is schedule for Wednesday, 1 p-5p (4 hours) 

ii If customer cancels on: 

i Thursday - no penalty 

ii Friday - 50% of planned charges are invoiced (2 hours) 

iii Monday - holiday, doesn't count as "business day" 

iv Tuesday- 100% of planned charged are invoiced (4 hours) 

12Additional Education Services Policies 

a All Instructor-led Educational Services classes will be held at a Kronos facil ity, or via the Kronos 

Virtual Classroom (if offered in that modality), unless Customer has purchased onsite location 

training. 

For questions, please contact GPMO@kronos.com 
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Support Policies and Services 

Spanish I French I German I Dutch I Chinese 

Policies - On Premise I Software Services - On Premise I Equipment Services I 
Policies - Workforce Central Saas I Software Services - Cloud Hosting 

Policies - On Premise 

For each installation, Customers must purchase the same software support service type for all 

software and must purchase the same equipment support service type for all equipment of the same 

type.The latest Supported Product List is available at https://community.kronos.com/s/article/How-To­

Find-Support-lnformation-for-your-Kronos-Product. Please note: you must be logged into the Kronos 

Community to access this link. 

Workforce Central suite 
Kronos will provide service releases for a minimum of five years after a major service release, unless 

foundational underlying third-party technologies are deprecated. In either scenario, Kronos will 

provide notice of the date of termination of engineering for Workforce Central released versions with 

advanced notice for our customers; typically eighteen months or more prior to the end of engineering 

date. 

For Workforce Payroll, when service releases are no longer provided Kronos will provide two quarterly 

legislative updates to provide you with additional time to upgrade. 

Workforce Analytics (WFAN) - supported components include: 

All procedures and Database Objects associated with the Workforce Analytics databases. 

All WFAN for Healthcare Reports accessible through the "WFAN Advanced Reporting" link from the 

Share Point Home Page that were delivered through the Core Product. 

All Analysis Services Cubes found in the Workforce Analytics databases. 

Kronos iSeries Central suite 
Kronos only provides service packs for the current release and the two immediately prior releases of 

the Software. Resolution of an issue may require that you upgrade to the current release of the 

Software. 

Timekeeper Central 
Kronos only provides "defect repairs" for the current release of the Software. 

Kronos defines Version, Release, and Service Release as follows: 

Version: A software product upgrade that includes major new features or functionality. 

Release: A software product upgrade that includes minor new features or functionality. 

Service Release: One or more defect repairs bundled into a single update. Service releases are 
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cumulative - Service Release N will, at minimum, include all of the changes delivered in Service 

Release N-1. 

The software product hierarchy is: Version . Release . Service Release 

Updates 

Customers electing to undergo a major platform upgrade migration (i.e. from Timekeeper Central to 

Workforce Central suite) are required to purchase the licenses to the new version at the applicable 

license fees. 

Support Exclusions 

Support service does not include service to the Software resu lting from, or associated with: 

Additional On Premise deployment exclusions: 

1 Customer's improper use, management or supervision of the Software or other failure to use the 

Software in accordance with Kronos ' specifications; or 

2 Customer's repair, attempted repair or modification of the Software without prior authorization 

from Kronos; or 

3 Customer's use of the Software for purposes other than those for which they are designed or the 

use of accessories or supplies not approved by Kronos; or 

4 Customer's end user computer or operating system malfunctions; or 

5 Services required for application programs and/or conversions from products or software not 

supplied by Kronos; or 

6 Reprogramming, including reconfiguration of the Software or the rebuilding of Customer's 

database. 

7 Any cause external to the Software including, but not limited to, electrical work, fire, flood, water, 

wind, lightning and transportation, or any act of God; or 

8 Customer's fa ilure to continually provide a suitable installation environment as specified in Kronos' 

specifications. 

In addition to the Support exclusions above the following Services are NOT covered by your Kronos 
Support Service Agreement and are subject to the applicable Kronos Service rates. 

Additional On Premise deployment exclusions: 

1 Configuration Changes, Reprogramming, New Programming such as, but not limited to, Work 

Rules, Pay Rules, Accrual Rules, Profiles,Dashboards and Fields 
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2 Creating New Schedules 

3 Terminal Programming and Cold Start 

4 Pay Period Changes 

Support Policies and Services I Kronos 

5 Programming, modifying, implementing, training or troubleshooting the following: 

a Data integration interfaces (i.e. Connect, Integration Manager, Analytics) 

b Custom Reports 

c Custom Application extensions 

6 Editing Process Manager templates and creating new templates 

7 Instal ling or reinstalling Applications such as, but not limited to, 

a Adding a Workstation 

b Moving the Application 

8 Custom Reports or Custom Application Extensions 

9 Implementation or configuration services related to upgrading product such as, but not limited to, 

a Software implementation 

b Porting custom software (i.e., reports) 

c Change management 

d Training 

e New functionality deployment 

f Application interfaces 

l0Service to Kronos custom software is not provided, unless otherwise specified on the applicable 

Order Form for such custom software. 

11 Importing new data i.e. from acquisitions or purchasing of another company. 

12 Installing or reinstalling Applications such as, but not limited to, 

a Reinstalling following a Hard Drive Crash 

b Service Release 

13 Database Administration Maintenance or Services such as, but not limited to, 

a Database scripts 
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b Writing or customizing database scripts for data reporting and/or retrieval 

c Performance Tuning 

d Sizing 

e Disaster Recovery 

f Database backup strategy and/or setup 

14 Establishing a Non-Production Environment such as, but not limited to, 

a Test environments, i.e., application servers, database servers 

b K-Demo 

15 Troubleshooting Environmental Issues such as, but not limited to, 

a Operating System 

b Network Issues 

c Firewalls 

d Servers 

e Workstations 

f Single Sign On 

16 Load balancing configuration 

l 7Virtual server configuration 

Support Discontinuance - End of Service Life 

Kronos may discontinue support for the Software upon 30 days written notice to Customer, or at the 

anniversary date of the relevant Agreement, whichever is longer. Applicable credits will be left on the 

account to be applied against any future invoices. 

Reinstatement of Support Services 

In the event that Customer allows Software or Equipment support services to lapse or if Customer did 

not originally purchase Software or Equipment support services and wishes to reinstate or procure 

such services, Customer must pay (i) the support services fees at list price for such lapsed or 

unprocured time period for when the products were not on support; and (ii) the annual support 
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services at the then current list price for the applicable product(s), plus twenty per cent (20%) of the 

support services fees. 

Service Coverage Period 

Local* business hours, Monday through Friday, excluding Kronos holidays, with access to Kronos' 

technical support staff- Gold or Gold Plus Support. *Please check with your Support Center for the 

specific business hours of coverage at your location. 

Support Services groups: 

Australia 

Canada 

China 

India 

Mexico 

UK 

us 

8:00 a.m. - 8:00 p.m. local time 

8:00 a.m. - 8:00 p.m. local time 

8:00 a.m. - 8:00 p.m. local time 

9:00 a.m. - 6:00 p.m. local time 

9:00 a.m. - 6:00 p.m. Mexico Central Standard Time 

8:00 a.m. - 8:00 p.m. UK time 

8:00 a.m. - 8:00 p.m. local time 

24 hours a day, seven days a week, 365 days a year, with access to Kronos' technical support staff­

Platinum or Platinum Plus Support 

Priority Based Support 

Kronos provides support on a "priority" basis. As such, customers with the most critical request(s) will 

be serviced first. Kronos Global Support has set up the following guidelines to assess the priority of 

each service request: 

High Priority: A critical customer issue with no available workaround where the system or a module 

may be down, experiencing major system degradation, data corruption or other related factors 

resulting in the customer not being able to process their payroll such as: 

• Unable to sign-off Time Cards 

• Totals are not accurate 
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• Unable to collect punches from terminals 

• Unable to access a critical application function such as scheduling 

• Cloud outage 

No workaround is available. 

Medium Priority: A serious customer issue which impacts ability to utilize the product effectively such 

as: 

• Intermittent or inconsistent functionality results or data accuracy - accrual balances not matching 

pay codes but balances are accurate 

• Data display inaccuracies or inconsistencies across multiple tasks 

• System performance is inconsistent or fluctuates 

A workaround is available. 

Low Priority: Non-critical problem generally Use and Usability issues and or "how to" questions such 

as: 

• How do I set up a holiday pay rule? 

• How do I run a report? 

• How often should database maintenance be executed? 

A workaround is available on the Kronos Community. 

Response Time 

Response time shall mean from the time the case priority is set by Kronos' Support Center until a 

Kronos support representative contacts the Customer to begin service. Kronos utilizes a priority based 

support focus. Customers with the most critical request will be serviced in accordance with the 

following guidelines: 

Priority 

High 

Medium 

Low 

Gold 

2 hours 

4 hours 

8 hours 

Platinum 

1 hour 

4 hours 

8 hours 
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All response times are business hours. 

The above are only guidelines and may be modified, for a particular incident, based on joint 

agreement between the customer and Kronos. 

e.g., If a Gold support customer's case is logged at 4:55 p.m., local time, with a "Medium Priority" 

designation, Kronos would respond before 8:55 a.m., local time, the next business day (Monday­

Friday for Gold Support customers). 

Critical Outages 

Kronos Global Support will provide continuous effort on all high priority events through either bug 

identification, the development of a workaround or problem resolution. If this effort goes beyond 

normal hours, the case may be passed to the after hours team or to the mission critical support 

engineer on duty. On-going continuous effort may also be dependent on the customer's ability to 

provide a resource to work with the Kronos Global Support engineer during this period. Support 

outside the scope of the services agreement is billable. 

Technical Escalation 

Our case resolution process is a Team based approach structured around specific products of the 

Application suite and staffed by Support Engineers covering the full spectrum of skill sets and 

technical expertise. The Teams are empowered to dynamically apply the appropriate resources to a 

case based on severity and complexity to ensure the fastest resolution time possible. 

The Teams are also integrated with the Development Engineering staff and engage their assistance 

and technical guidance when necessary and/or directly escalate depending on case severity and time 

to resolve considerations. 

For situations that contain multiple cases an Account Manager may be assigned to act as a single 

point of contact and communication regarding case resolution status, action plan development, 

resource integration and implementation co-ordination. The Account Manager remains engaged until 

the situation has been successfully remediated. 

Management Escalation 

Customers may, at any time, ask to speak to a Kronos manager if they experience dissatisfaction with 

the level of service received with respect to a specific case or service in general. To contact a Kronos 

Global Support manager, please telephone your Kronos Support Services center and ask to speak to a 

manager. Phone numbers are listed on the Kronos Community at 

https://comm unity. kronos.com/s/a rtic le/ka361 000000ACDuAAO/KB 13193. 



4/13/2020 Support Policies and Services I Kronos 

Policies - On Premise I Software Services - On Premise I Equipment Services I 

Policies - Workforce Central Saas I Software Services - Cloud Hosting 

Software Services - On Premise 
Kronos provides different levels of support offerings through our Platinum Plus, Platinum, Gold Plus, 

and Gold support services. 

Platinum Plus Support Service 

Platinum Plus Support customers have access to the same features as the Platinum Support 

customers and access to the Technical Account Manager (TAM). The TAM is a seasoned service 

professional that will draw upon a vast knowledge of Kronos products and services to provide you with 

proactive, consultative expertise. For Platinum Plus customers, a TAM is available 24 hours per day, 7 

days per week. Platinum Plus customers can designate 5 named contacts, and also enjoy one on-site 

visit per year. 

Platinum Support Service 

Platinum Support customers have access to the same service features as Gold Support customers 

and the following additional entitlements: 

• 24 x 7 x 365 telephone access to Kronos Global Support 

• Access to Senior Support Engineers 

• Response time of 1 hour or less for High, 4 hours or less for Medium, and 1 business day or less for 

Low Priority calls. 

Platinum Support customers also have the option of upgrading to Platinum Plus. 

Gold Plus Support Service 

Gold Plus Support customers have access to the same features as the Gold Support customers and 

access to the Technical Account Manager (TAM). The TAM is a seasoned service professional that will 

draw upon a vast knowledge of Kronos products and services to provide you with proactive, 
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consultative expertise. For Gold Plus customers, a TAM is available from 8:00 a.m.-8:00 p.m., local 

time, Monday-Friday. Gold Plus customers can designate 2 named contacts. 

Gold Support Service 

Gold Support offers a very well-rounded support program. Included is free access to Kronos Global 

Support from 8:00 a.m. to 8:00 p.m. local time, as well as the following entitlements noted below. 

Gold Support customers also have the option of upgrading to Gold Plus. 

Search (Available to all Support Agreement customers through the Kronos Community) 

The Global Search in Kronos Community searches for the following data types and the Topics area 

provides Basic and Advanced searching by product. 

• Knowledgebase 

• Documentation (Manuals and User Guides) 

• Service releases 

• Groups 

• Cases 

• Technical Advisories 

*Access to data sources is limited by type of support service. 

Technical Advisories 
Kronos Global Support Center personnel are a valuable source of knowledge and experience. That's 

why we give you access to the same vast repositories of information that they use. You have access to 

these technical alerts located on the Kronos Community. Please sign up for Alert Groups in the 

Kronos Community to get notified of the release of new technical advisories and other important 

production information. 

HR and Payroll Resource Library 
The HR and Payroll Resource Library enables you to facilitate communication between employees, 

managers and HR professionals. It provides managers and employees with current HR information 

they need to make effective decisions. Experience an award-winning user interface which delivers up­

to-date human resources, employee benefits, compensation, employment and regulatory information 

directly to your desktop. 

Service Releases 
Kronos Support Services entitles all customers who purchase a support agreement to the latest 

available product version upgrades, updates and enhancements, and documentation released during 

the agreement period, from the Kronos Community. Protecting your investment is where our coverage 
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for you begins as you embark on your journey to increased knowledge and improved business 

performance. 

This service feature entitles you to the latest available product releases, updates/patches and 

legislative updates for the Workforce Payroll™ module. For many products, the latest support releases 

(service releases) or legislative updates are posted on the Kronos Community for you to download and 

install. Please sign up for Alert Groups on the Kronos Community to get notified of the release of new 

service releases. 

Knowledge Base 
Accessed by our customers thousands of times per month, this online database of articles in the 

Kronos Community currently contains thousands of answers to questions about Kronos products. 

Type in a question and the knowledge base suggests a solution. It is tightly integrated with our Global 

Support case management system and captures the real-world experience of our support engineers. 

The knowledgebase is constantly updated. When our support engineers encounter and resolve new 

situations, they can automatically submit new solutions to the knowledgebase. 

Case management 
For your convenience, we give you direct access to our electronic case management system in the 

Kronos Community. Make your own notes to help explain what you are encountering. Your case is 

formally assigned a number and subject to all the normal tracking and routing mechanisms. Cases are 

reviewed Monday-Friday, during the business hours of your Kronos support center, excluding Kronos 

holidays. Should you require assistance outside the described hours, please telephone your Kronos 

support center. 

Documentation 
Online access to documentation in the Kronos Community is available for most of Kronos' products, 
for example: 

• Installation guides 

• Configuration guides 

• Database administrators guides 

• User guides 

• System administrators guides 

• Database views reference guides. 

Groups 
Groups in the Kronos Community provide a unique opportunity to connect with other Kronos 

customers and to benefit from their real-world experiences. Organized by product platform, industry 

and special interests, Groups allow you to post questions or provide advice to someone else's query. A 

chance to go beyond simple product "how to," many customers have commented on how groups 

have helped them gain a broader understanding of how to leverage their Kronos applications. 
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Remote Support 
A web-based screen-sharing application that enables Kronos to support you by empowering our 
support representatives to remotely view your computer. By connecting through the Internet or via 
intranets and extranets, support representatives will work in real time with your users and quickly 
escalate to desktop sharing, which features mutual mouse and keyboard control and whiteboard 
capability. 

Per-event Software Service 

On premise Customers seeking support outside their service coverage period or Services that are not 
covered by your Support service or Customers without a Support Agreement on Active Product will be 
charged at the current Kronos hourly rate. 

Day and Time (local time) 

Monday-Friday 
8:00 a.m.-5:00 p.m. 

Monday-Thursday 
5:01 p.m.-7:59 a.m. 

Friday-Monday 
5:01 p.m.-7:59 a.m. 

Conditions: 

Minimum Hours 

2 

4 

8 

l Time billed is minimum billable hours and then one hour increments. 

2 The 8:00 a.m.- 5:00 p.m. minimum billable hours apply to software support calls received prior to 
5:00 p.m. local time Monday-Friday. 

3 The response time for customers without a support agreement is within two business days. 

4 Customers with a Support Agreement receive a 50 percent reduction from the minimum amount of 
hours. 

5 Per-event rates are not discountable. 
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Policies - On Premise I Software Services - On Premise I Equipment Services I 

Policies - Workforce Central Saas I Software Services - Cloud Hosting 

Equipment Services 

Depot Exchange Service 

The premium hardware service option: Kronos ships a replacement unit on an advance exchange 

basis by next-business day delivery where available if request is received prior to 2:00 p.m. Kronos 

recommends that Depot Exchange customers procure the appropriate number of spare units to 

maintain adequate coverage while a unit is out of service. 

How it works: 

• You contact Kronos to troubleshoot the problem. If unable to resolve the issue, you are issued a 

Return Material Authorization (RMA) Case number to return the unit to Kronos for repair. 

• You install your spare unit from your inventory. 

• Kronos ships a replacement unit on an advance exchange basis by next-business day delivery 

where available if request is received prior to 2:00 p.m. 

• Upon receipt of replacement, you send the terminal needing service back to the Kronos 

Equipment Services Center. 

Availability: 
Currently ONLY available in Australia, Canada, China, EMEA, Mexico, New Zealand, and United 

States. 

Conditions: 

• Batching (defined as 2 or more terminals) voids the turn-around time. 

• You will be charged Kronos' current time and materials rate for the installation (professional 

services) of any software or firmware upgrades, if available, and if requested. 

• Equipment Support Services do NOT include the replacement of consumables. In addition, Depot 

Support Services do NOT include the repair of damages, and Customer will not attempt to return 

damaged Product, resulting from: 

1 Any cause external to the Products including, but not limited to, electrical work, fire, flood, 

water, wind, lightning, transportation, or any act of God; 
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2 Customer's failure to continually provide a suitable installation environment (as indicated in 

Kronos' published installation guidelines) including, but not limited to, adequate electrical 

power; 

3 Customer's improper use, relocation, packaging, refinishing, management or supervision of the 

Product(s) or other failure to use Products in accordance with Kronos' published specifications; 

4 Customer's use of the Products for purposes other than those for which they are designed or 

the use of accessories or supplies not approved by Kronos; 

5 Government imposed sanctions, rules, regulations or laws preventing the shipment of the 

Products; or 

6 Customer's repair, attempted repair or modification of the Products. 

• Terminals are warranted for 90 days from date of shipment. 

This service includes access to equipment service releases I firmware updates available on the 

Kronos Community. Please sign up for Alert Groups in the Kronos Community to get notified of the 

release of new service releases. 

Depot Repair Service 

This service was designed for those who keep their own inventory of spare terminals and options. 

How it works: 

• You contact Kronos to troubleshoot the problem. If unable to resolve the issue, you are issued a 

Return Material Authorization (RMA) Case number to return the unit to Kronos for repair. 

• You install your spare unit from your inventory. 

• You send the terminal needing service back to the Kronos Equipment Services Center. 

• Upon receipt of product, Kronos shall repair the product within ten (10) business days and return 

to you by regular surface transportation. 

Availability: 
NOT available in China. 

Conditions: 

• Batching (defined as 2 or more terminals) voids the turn-around time. 

• You will be charged Kronos' current time and materials rate for the installation (professional 

services) of any software or firmware upgrades, if available, and if requested. 
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• Equipment Support Services do NOT include the replacement of consumables. In addition, Depot 

Support Services do NOT include the repair of damages, and Customer will not attempt to return 

damaged Product, resulting from: 

1 Any cause external to the Products includ ing, but not limited to, electrical work, fire, flood, 

water, wind, lightning, transportation, or any act of God; 

2 Customer's failure to continually provide a suitable installation environment (as indicated in 

Kronos' published installation guidelines) including, but not limited to, adequate electrica l 

power; 

3 Customer's improper use, relocation, packaging, refin ishing, management or supervision of the 

Product(s) or other failure to use Products in accordance with Kronos' published specifications; 

4 Customer's use of the Products for purposes other than those for which they are designed or 

the use of accessories or supplies not approved by Kronos; 

5 Government imposed sanctions, rules, regulations or laws preventing the shipment of the 

Products; or 

6 Customer's repair, attempted repair or modification of the Products. 

• Repairs are warranted for 90 days from date of shipment. 

This service includes access to equipment service releases I firmware updates available on the 

Kronos Community. Please sign up for Alert Groups in the Kronos Community to get notified of the 

release of new service releases. 

Device Software Maintenance 

Device Software Maintenance is designed for those Kronos customers who choose to manage time 

clock repair themselves and just want access to device software updates. This service option lets you 

download equipment service releases from the Kronos Community to ensure that your time clock is 

always up to date with: 

• The latest security enhancements 

• Communication protocols 

• Fixes and terminal software feature updates 

• Compatibility updates with Kronos software or other terminals 

Device Software Maintenance is included with Depot Exchange and Depot Repair. 

Device Software Maintenance does NOT include any repair or exchange services. 

How it works: 
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·Goto the Kronos Community at https://community.kronos.com. 

• Register or log in to the Kronos Community. An email address and Kronos Solution ID are required 

to register for access to the Kronos Community. 

• Go to the Topics menu and choose "Data Collection" to access the equipment service releases. 

Availability: 

The Device Software Maintenance offering is available worldwide. 

NOT available for the 100,400, 500, Century and Cyber series terminals 

This service includes access to equipment service releases I firmware updates available on the 

Kronos Community. Please sign up for Alert Groups in the Kronos Community to get notified of the 

release of new service releases. 

Per-event Repair Service 

Per-event rates apply to customers without an equipment support agreement. The Kronos Equipment 

Services center will attempt to repair any repairable defective item within 15 business days after 

receipt at the current Per-event pricing. The product will be returned by regular surface 

transportation. 

How it works: 

• You contact Kronos to get a Return Material Authorization (RMA) Case number to return the unit to 

Kronos for repair. 

• You install your spare unit from your inventory 

• You send the termina l needing service back to the Kronos Equipment Services Center. 

• Upon receipt of product, Kronos shall repair the product within fifteen (15) business days and 

return to the customer by regular surface transportation. 

Conditions: 

• Batching (defined as 2 or more terminals) voids the turn-around time. 

• You will be charged Kronos' current time and materials rate for the instal lation (professional 

services) of any software or firmware upgrades, if available, and if requested. 

• Equipment Support Services do NOT include the replacement of consumables. In addition, Depot 

Support Services do NOT include the repair of damages, and Customer will not attempt to return 

damaged Product, resulting from: 
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1 Any cause external to the Products including, but not limited to, electrical work, fire, flood, 

water, wind, lightning, transportation, or any act of God; 

2 Customer's failure to continually provide a suitable installation environment (as indicated in 

Kronos' published installation guidelines) including, but not limited to, adequate electrical 

power; 

3 Customer's improper use, relocation, packaging, refinishing, management or supervision of the 

Product(s) or other failure to use Products in accordance with Kronos' published specifications; 

4 Customer's use of the Products for purposes other than those for which they are designed or 

the use of accessories or supplies not approved by Kronos; 

5 Government imposed sanctions, rules, regulations or laws preventing the shipment of the 

Products; or 

6 Customer's repair, attempted repair or modification of the Products. 

• Repairs are warranted for 90 days from date of shipment. 

This service does NOT include access to equipment service releases /firmware updates in the Kronos 

Community. 

Policies - On Premise I Software Services - On Premise I Equipment Services I 
Policies - Workforce Central Saas I Software Services - Cloud Hosting 

Policies - Workforce Central Saas 

Workforce Central Suite Saas Applications 
Kronos will provide service releases for a minimum of five years after a major service release, unless 

foundational underlying third-party technologies are deprecated. In either scenario, Kronos will 

provide notice of the date of termination of engineering for Workforce Central released versions with 

advanced notice for our customers; typically eighteen months or more prior to the end of engineering 

date. 

For Workforce Payroll, when service releases are no longer provided Kronos will provide two quarterly 

legislative updates to provide you with additional time to upgrade. 

Workforce Analytics (WFAN)- supported components include: 

All procedures and Database Objects associated with the Workforce Analytics databases. 

All WFAN for Healthcare Reports accessible through the "WFAN Advanced Reporting" link from the 
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Share Point Home Page that were delivered through the Core Product. 

All Analysis Services Cubes found in the Workforce Analytics databases. 

Version: A Saas Application upgrade that includes major new features or functionality. 

Release: A Saas Application product upgrade that includes minor new features or functional ity. 

Service Release: One or more defect repairs bundled into a single update. Service releases are 

cumulative - Service Release N will, at minimum, include all of the changes delivered in Service 

Release N-1. 

,ne Saas f\pp\ic.a\\on prn<iuc.\ niera,c.n-,, is·. \Je,s\on . Re\ease . Se,\J\c.e Re\ease 

Updates 

Customers electing to undergo a major platform upgrade (i.e. from Workforce Central Saas to 

Workforce Ready) are required to contract for the new Services at the applicable Application fees. 

Support Exclusions 

Support service does not include service to the Applications resulting from, or associated with: 

1 Customer's failure to use the Applications in accordance with Kronos' specifications; 

2 Customer's use of the Applications for purposes other than those for which they are designed or 

the use of accessories or supplies not approved by Kronos; 

3 Customer's end user computer or operating system malfunctions; 

4 Services required for programs and/or conversions from products or software not supplied by 

Kronos; 

5 Reprogramming, including reconfiguration of the Applications, or Configuration Changes such as, 

but not limited to, Work Rules, Pay Rules, Pay Period Changes Accrual Ru les, Profiles, Dashboards 

and Fields; 

6 Creating New Schedules; 

7 Terminal Programming and Cold Start 

8 Creating, modifying, or implementing the following: 

a Data integration interfaces (i.e. Connect, Integration Manager, Analytics) 

b Custom Reports and Custom Application extensions; 

9 Editing Process Manager templates and creating new templates; 
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10 Installing or reinstalling Applications on customer workstations; 

11 New product implementation and configuration; 

12Training. 

Service Coverage Period 

Kronos will provide support 24 hours a day, seven days a week, 365 days a year for the cloud 

infrastructure, the availability to the cloud environment, and telephone support for the logging of 
functional problems and user problems. 

Kronos will provide support for application related issues during local business hours, Monday through 

Friday, excluding Kronos holidays, with access to Kronos' technical support staff and senior support 

engineers and continuous effort on critical issues as defined in the Critical Outages section below. 

Support Services groups: 

Australia 

Canada 

China 

India 

Mexico 

UK 

us 

8:00 a.m. - 8:00 p.m. local time 

8:00 a.m. - 8:00 p.m. local time 

9:00 a.m. - 6:00 p.m. local time 

9:00 a.m. - 6:00 p.m. local time 

9:00 a.m. - 6:00 p.m. Mexico Central Standard Time 

8:00 a.m. -8:00 p.m. UK time 

8:00 a.m. - 8:00 p.m. local time 

Priority Based Support 

Kronos provides support on a "priority" basis. As such, customers with the most critical request(s) will 

be serviced first. Kronos Global Support has set up the following guidelines to assess the priority of 
each service request: 

High Priority: A critical customer issue with no available workaround where the Applications cannot 

be accessed experiencing major system degradation, data corruption or other related factors resulting 
in the customer not being able to process their payroll such as: 
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• Cloud outage 

• Unable to sign-off Time Cards 

• Totals are not accurate 

• Unable to collect punches from terminals 

• Unable to access a critical application function such as scheduling 

Medium Priority: A serious customer issue which impacts ability to utilize the Applications effectively 

such as: 

• Intermittent or inconsistent functionality results or data accuracy- accrual balances not matching 

pay codes but balances are accurate 

• Data display inaccuracies or inconsistencies across multiple tasks 

• Application performance is inconsistent or fluctuates 

A workaround is available. 

Low Priority: Non-critical problem generally Use and Usability issues and or "how to" questions such 

as: 

• How do I set up a holiday pay rule? 

• How do I run a report? 

A workaround is available on the Kronos Community. 

Response Time 

Response time shall mean from the time the case priority is set by Kronos' Support Center until a 

Kronos support representative contacts the Customer to begin service. Kronos utilizes a priority based 

support focus. Customers with the most critical request will be serviced in accordance with the 

following guidelines: 

Priority 

High 

Medium 

Low 

WFC Saas 

1 hour 

4 hours 

8 hours 
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The above are only guidelines and may be modified, for a particular incident, based on joint 

agreement between the Customer and Kronos. 

Critical Outages 

Kronos Global Support will provide continuous effort on all high priority events through either bug 

identification, the development of a workaround or problem resolution. On-'E,a\n'E, can\\nuaus e\\mt 
ma')' a\sa be dependent an t'ne customer's a'o\\\t')' ta prn\J\de a resource ta 'Nm\<. 'N\tn tne \<-.rnnas C:i\a'oa\ 
Support en'E,\neer dur\n<e, tn\s per\aa. Support auts\de \ne scape a, \ne seN\ces a<e,reemen\ \s 'o\\\a'o\e. 

Technical Escalation 

Our case resolution process is a Team based approach structured around specific products of the 

Application suite and staffed by Support Engineers covering the full spectrum of skill sets and 

technical expertise. The Teams are empowered to dynamically apply the appropriate resources to a 

case based on severity and complexity to ensure the fastest resolution time possible. 

The Teams are also integrated with the Development Engineering and Cloud Operations staff and 

engage their assistance and technical guidance when necessary and/or directly escalate depending 

on case severity and time to resolve considerations. 

For situations that contain multiple cases an Account Manager may be assigned to act as a single 

point of contact and communication regarding case resolution status, action plan development, 

resource integration and implementation co-ordination. The Account Manager remains engaged until 

the situation has been successfully remediated. 

Management Escalation 

Customers may, at any time, ask to speak to a Kronos manager if they experience dissatisfaction with 

the level of service received with respect to a specific case or service in general. To contact a Kronos 

Global Support manager, please telephone your Kronos Support Services center and ask to speak to a 

manager. Phone numbers are listed on the Kronos Community at 

https://commu nity. kronos.com/s/article/ka36 l 000000AC DuAAO/KB 13193. 

Technical Account Manager (TAM) Support Service 

Additional annual fees apply. The TAM is a seasoned service professional that will draw upon a vast 

knowledge of Kronos products and services to provide you with proactive, consultative expertise. If 

selected a TAM is available 24 naurs per da')', 7 days per week. TAM customers can designate~ 

named contacts. 
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Search 

The Global Search on Kronos Community searches for the following data types* and the Topics area 

provides Basic and Advanced searching by product. 

• Knowledge base 

• Documentation (Manuals and User Guides) 

• SeNice releases 

• Groups 

• Cases 

• Technical Advisories 

Technical Advisories 

Kronos Global Support Center personnel are a valuable source of knowledge and experience. That 's 

why we give you access to the same vast repositories of information that they use. You have access to 

these technical alerts located on the Kronos Community. ?\ease sig,n up ,m ~\er\ Grnups in \ne Krnnas 
Carnrnuni't'I \a g,e't na\i\ied a, 'tne re\ease a, ne'N \ec:nnic:a\ ad\Jismies and a'tner irnpm'tan\ prnduc:'t 
in\mrna\ian. 

HR and Payroll Resource Library 

HR and Payroll Resource Library enables you to facilitate communication between employees, 

managers and HR professionals. It provides managers and employees with current HR information 

they need to make effective decisions. Experience an award-winning user interface which delivers up­

to-date human resources, employee benefits, compensation, employment and regulatory information 

directly to your desktop. 

Service Releases 

Workforce Central Saas entitles customers to the latest available product version upgrades, updates 

and enhancements, and documentation released during the agreement period, from the Kronos 

Community. Protecting your investment is where our coverage for you begins as you embark on your 

journey to increased knowledge and improved business performance. 

This service feature entitles you to the latest available product releases, updates/patches and 

legislative updates for the Workforce PayroWM module. For many products, the latest support releases 

(service releases) or legislative updates are posted on the Kronos Community. ?\ease sig,n up for ~\er\ 
Grnups an 'tne ¥•.Janas Camrnuni\'/ 'ta g,e't na'ti\ied a, 'tne re\ease a, ne'N ser\Jic:e re\eases. 

Knowledgebase 

Accessed by our customers thousands of times per month, this on line database of articles in the 

Kronos Community currently contains thousands of answers to questions about Kronos products. 
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Type in a question and the knowledge base suggests a solution. It is tightly integrated with our Global 

Support case management system and captures the real-world experience of our support engineers. 

The knowledge base is constantly updated. When our support engineers encounter and resolve new 

situations, they can automatically submit new solutions to the knowledge base. 

Case management 

For your convenience, we give you direct access to our electronic case management system in the 

Kronos Community. Make your own notes to help explain what you are encountering. Your case is 

formally assigned a number and subject to all the normal tracking and routing mechanisms. Cases are 

reviewed Monday-Friday, during the business hours of your Kronos support center, excluding Kronos 

holidays. Should you require assistance outside the described hours, please telephone your Kronos 

support center. 

Documentation 

Online access to documentation in the Kronos Community is available for most of Kronos' products, 

for example: 

• Configuration guides 

• User guides 

• System administrators guides 

Groups 

Groups in the Kronos Community provide a unique opportunity to connect with other Kronos 

customers and to benefit from their real-world experiences. Organized by product platform, industry 

and special interests, Groups allow you to post questions or provide advice to someone else's query. A 

chance to go beyond simple product "how to," many customers have commented on how groups 

have helped them gain a broader understanding of how to leverage their Kronos applications. 

Remote Support 

A web-based screen-sharing application that enables Kronos to support you by empowering our 

support representatives to remotely view your computer. By connecting through the Internet or via 

intranets and extranets, support representatives will work in rea l time with your users and quickly 

escalate to desktop sharing, which features mutual mouse and keyboard control and whiteboard 

capability. 

Service Coverage Period 

Kronos will provide support 24 hours a day, seven days a week, 365 days a year for the cloud 

infrastructure, the availability to the cloud environment, and telephone support for the logging of 

functional problems and user problems. 
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Kronos will provide support for application related issues during local business hours, Monday through 

Friday, excluding Kronos holidays, with access to Kronos' technical support staff and senior support 

engineers and continuous effort on critical issues as defined in the Critical Outages section below. 

Policies - On Premise I Software Services - On Premise I Equipment Services I 
Policies - Workforce Central Saas I Software Services - Cloud Hosting 

Software Services - Cloud Hosting 

Product Coverage 

For each installation, Customers must purchase the same software support service type for all 

software and must purchase the same equipment support service type for all equipment of the same 

type. The latest Supported Product List is available at https://community.kronos.com/s/article/How­

To-Find-Support-lnformation-for-your-Kronos-Product. Please note: you must be logged into the 
Kronos Community to access this link. 

Workforce Central suite 
Kronos will provide service releases for a minimum of five years after a major service release, unless 

foundational underlying third-party technologies are deprecated. In either scenario, Kronos will 

provide notice of the date of termination of engineering for Workforce Central released versions with 

advanced notice for our customers; typically eighteen months or more prior to the end of engineering 

date. 

For Workforce Payroll, when service releases are no longer provided Kronos will provide two quarterly 

legislative updates to provide you with additional time to upgrade. 

Workforce Analytics (WF AN) - supported components include: 

All procedures and Database Objects associated with the Workforce Analytics databases. 

All WFAN for Healthcare Reports accessible through the "WFAN Advanced Reporting" link from the 

Share Point Home Page that were delivered through the Core Product. 

All Analysis Services Cubes found in the Workforce Analytics databases. 

Kronos defines Version, Release, and Service Release as follows: 

Version: A software product upgrade that includes major new features or functionality. 

Release: A software product upgrade that includes minor new features or functionality. 

Service Release: One or more defect repairs bundled into a single update. Service releases are 

cumulative - Service Release N will, at minimum, include all of the changes delivered in Service 

Release N-1. 

\'ne sa\\'Narn -prnc\uc.\ 'n\ernrc.'n'I \s·. \lers\ari . Re\ease . SeN\c.e Re\ease 
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Updates 

Customers electing to undergo a major platform upgrade migration (i.e. from Timekeeper Central to 

Workforce Central suite) are required to purchase the licenses to the new version at the applicable 

license fees. 

Support Exclusions 

Support service does not include service to the Software resulting from, or associated with: 

1 Customer's improper use, management or supervision of the Software or other failure to use the 

Software in accordance with Kronos' specifications; 

2 Customer's use of the Software for purposes other than those for which they are designed or the 

use of accessories or supplies not approved by Kronos; 

3 Customer's end user computer or operating system malfunctions; 

4 Services required for application programs and/or conversions from products or software not 

supplied by Kronos; 

5 Reprogramming, including reconfiguration of the Software, and Configuration Changes and New 

Configuration such as, but not limited to, Work Rules, Pay Rules, Accrual Rules, Pay Period 

Changes, Profiles, Dashboards and Fields; 

6 Creating New Schedules; 

7 Terminal Programming and Terminal Cold Start; 

8 Creating, modifying, implementing, training or troubleshooting the following 

a Data integration interfaces (i.e. Connect, Integration Manager, Analytics) 

b Custom Reports and Custom Application extensions; 

9 Editing Process Manager templates and creating new templates; 

10 Installing or reinstalling Applications on customer workstations; 

11 New product implementation and configuration; 

12Tra ining 

Support Discontinuance - End of Service Life 

Kronos may discontinue support for the Software upon 30 days written notice to Customer, or at the 

anniversary date of the relevant Agreement, whichever is longer. Applicable credits wi ll be left on the 

account to be applied against any future invoices. 
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Reinstatement of Support Services 

Cloud Hosted customers must maintain the Software under an active maintence plan with Kronos 

through the Hosting term. In the event that Customer allows Software or Equipment support services 

to lapse, Customer must pay (i) the support services fees at list price for such lapsed or unprocured 

time period for when the products were not on support; and (ii) the annual support services at the 

then current list price for the applicable product(s), plus twenty per cent (20%) of the support services 
fees. 

Service Coverage Period 

Kronos will provide 24x7 support for the cloud infrastructure and the availability to the cloud 
environment. 

For all other issues support is provided in accordance with the purchased software and equipment 

support level. Local* business hours, Monday through Friday, excluding Kronos holidays, with access 

to Kronos' technical support staff-Gold or Gold Plus Support. *Please check with your Support 
Center for the specific business hours of coverage at your location. 

Support Services groups: 

Australia 

Canada 

China 

India 

Mexico 

UK 

us 

8:00 a.m. - 8:00 p. m. local time 

8:00 a.m. - 8:00 p.m. local time 

8:00 a.m. - 8:00 p.m. local time 

9:30 a.m. - 6:30 p.m. local time 

9:00 a.m. - 6:00 p.m. Mexico Central Standard Time 

8:00 a.m. - 8:00 p.m. UK time 

8:00 a.m. - 8:00 p.m. local time 

24 hours a day, seven days a week, 365 days a year, with access to Kronos' technical support staff­
Platinum or Platinum Plus Support 
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Priority Based Support 

Kronos provides support on a "priority" basis. As such, customers with the most critical request(s) will 

be serviced first. Kronos Global Support has set up the following guidelines to assess the priority of 

each service request: 

High Priority: A critical customer issue with no available workaround where the system or a module 

may be down, experiencing major system degradation, data corruption or other related factors 

resulting in the customer not being able to process their payroll such as: 

• Unable to sign-off Time Cards 

• Totals are not accurate 

• Unable to collect punches from terminals 

• Unable to access a critical application function such as scheduling 

• Cloud outage 

No workaround is available. 

Medium Priority: A serious customer issue which impacts ability to utilize the product effectively such 

as: 

• Intermittent or inconsistent functionality results or data accuracy- accrual balances not matching 

pay codes but balances are accurate 

• Data display inaccuracies or inconsistencies across multiple tasks 

• System performance is inconsistent or fluctuates 

A workaround is available. 

Low Priority: Non-critical problem generally Use and Usability issues and or "how to" questions such 

as: 

• How do I set up a holiday pay rule? 

• How do I run a report? 

A workaround is available on the Kronos Community. 

Response Time 

Response time shall mean from the time the case priority is set by Kronos' Support Center until a 

Kronos support representative contacts the Customer to begin service. Kronos utilizes a priority based 



4/13/2020 Support Policies and Services I Kronos 

support focus. Customers with the most critical request will be serviced in accordance with the 

following guidelines: 

Priority Gold Platinum 

High 2 hours 1 hour 

Medium 4 hours 4 hours 

Low 8 hours 8 hours 

All response times are business hours. 

The above are only guidelines and may be modified, for a particular incident, based on joint 

agreement between the Customer and Kronos. 

e.g., If a Gold support customer's case is logged at 4:55 p.m., local time, with a "Medium Priority" 

designation, Kronos would respond before 8:55 a.m., local time, the next business day (Monday­

Friday for Gold Support customers). 

Critical Outages 

Kronos Global Support will provide continuous effort on all high priority events through either bug 

identification, the development of a workaround or problem resolution. If this effort goes beyond 

normal hours, the case may be passed to the after-hours team or to the mission critica l support 

engineer on duty. an-iaini ccm\.inuaus e"m\. rna-,i a\sa 'oe dependen\. an \.ne cus\.arnet' s a'oi\i\.-,i \.a 
prn\Jide a resource \.a war\<. 'Ni\.\'\ \.ne 'f.xanas G\a'oa\ Su ppm\. eng;meer dur\ni \.nis period. Su ppm\. 
au\.side \.ne scape a\ \.ne ser\Jices o%teernen\. is 'oi\\a'o\e. 

Technical Escalation 

Our case resolution process is a Team based approach structured around specific products of the 

Application suite and staffed by Support Engineers covering the full spectrum of skill sets and 

technical expertise. The Teams are empowered to dynamically apply the appropriate resources to a 

case based on severity and complexity to ensure the fastest resolution time possible. 

The Teams are also integrated with the Development Engineering and Cloud Operations staff and 

engage their assistance and technical guidance when necessary and/or directly escalate depending 

on case severity and time to resolve considerations. 
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For situations that contain multiple cases an Account Manager may be assigned to act as a single 

point of contact and communication regarding case resolution status, action plan development, 

resource integration and implementation co-ordination. The Account Manager remains engaged until 

the situation has been successfully remediated. 

Management Escalation 

Customers may, at any time, ask to speak to a Kronos manager if they experience dissatisfaction with 

the level of service received with respect to a specific case or service in general. To contact a Kronos 

Global Support manager, please telephone your Kronos Support Services center and ask to speak to a 

manager. Phone numbers are listed on the Kronos Community at 

https://commu nity. kronos.com/s/article/ka36 l 00O000AC DuAAO/KB 13193. 

Software Support Services and Features 

Kronos provides different levels of support offerings through our Platinum ?\u':>, Platinum, Gold ?\us, 
and Gold support services. 

Platinum Plus Support Service 

Platinum Plus Support customers have access to the same features as the Platinum Support 

customers and access to the Technical Account Manager (TAM). The TAM is a seasoned service 

professional that will draw upon a vast knowledge of Kronos products and services to provide you with 

proactive, consultative expertise. For Platinum Plus customers, a TAM is available 24 norn':> per Go'J, 7 

days per week. Platinum Plus customers can designate S named c:an\.ac:\.s, and also enjoy one on-site 

visit per year. 

Platinum Support Service 

Platinum Support customers have access to the same service features as Gold Support customers 

and the following additional entitlements: 

• 24 x 7 x 365 telephone access to Kronos Global Support 

• Access to Senior Support Engineers 

• Response time of 1 hour or less for High, 4 hours or less for Medium, and 1 business day or less for 

Low Priority calls. 

Platinum Support customers also have the option of upgrading to Platinum Plus. 
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Gold Plus Support Service 

Gold Plus Support customers have access to the same features as the Gold Support customers and 
access to the Technical Account Manager (TAM). The TAM is a seasoned service professional that will 
draw upon a vast knowledge of Kronos products and services to provide you with proactive, 
consultative expertise. For Gold Plus customers, a TAM is available from 8·.ClCl a.rn.-8·.ClCl p.rn., local 
time, Monday-Friday. Gold Plus customers can designate 2 narneci c.on\ac.\s. 

Gold Support Service 

Gold Support offers a very well-rounded support program. Included is free access to Kronos Global 
Support from 8:00 a. m. to 8:00 p.m. local time, as well as the following entitlements noted below. 
Gold Support customers also have the option of upgrading to Gold Plus. 

Search 
(Available to all Support Agreement customers through the Kronos Community) 
The Global Search on Kronos Community searches for the following data types* and the Topics area 
provides Basic and Advanced searching by product. 

• Knowledge base 

• Documentation (Manuals and User Guides) 

• Service releases 

• Groups 

• Cases 

• Technical Advisories and Technical Insiders 

*Access to data sources is limited by type of support service. 

Technical Advisories 
Kronos Global Support Center personnel are a valuable source of knowledge and experience. That's 
why we give you access to the same vast repositories of information that they use. You have access to 
these technical alerts located on the Kronos Community. ?\ease sign up for P--\er\ Grnups in \'ne Krnnas 
C.ornrnuni\'1 \age\ na\i\ieci a\ \'ne rn\ease a\ ne'N \ec.'nnic.a\ aci\J\sar\es anci o\'ner irnpar\an\ prnciuc.\\on 
\n\arrna\\on. 

Learning Quick Tips 
Enjoy the convenience of web-based, self-paced recorded training modules for your Kronos 
application. These training recordings are short in duration and you can take them anytime and 
anywhere that you have access to the Web. 
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HR and Payroll Answerforce 
HR and Payroll Answerforce enables you to facilitate communication between employees, managers 
and HR professionals. It provides managers and employees with current HR information they need to 
make effective decisions. Experience an award-winning user interface which delivers up-to-date 
human resources, employee benefits, compensation, employment and regulatory information directly 
to your desktop. 

Interactive Forms 
Instant access to a comprehensive and easy-to-use library of HR and Employment & Payroll Tax forms 
and instructions. You can access, fill out, save, print, and maintain over 730 HR forms and 2500 
Payroll forms. 

Service Releases 
Kronos Support Services entitles all customers who purchase a support agreement to the latest 
available product version upgrades, updates and enhancements, and documentation released during 
the agreement period, from the Kronos Community. Protecting your investment is where our coverage 
for you begins as you embark on your journey to increased knowledge and improved business 
performance. 

This service feature entitles you to the latest available product releases, updates/patches and 
legislative updates for the Workforce Payroll™ module. For many products, the latest support releases 
(service releases) or legislative updates are posted on the Kronos Community. ?\ease s\%n ,.rp for f\\er\. 
Gmu~s cm \ne \<sanas Commun\\'} \a g,e\. na\\\\ed a\ \ne re\ease a\ ne\JIJ ser\J\ce re\eases. 

Knowledge Base 
Accessed by our customers thousands of times per month, this online database currently contains 
thousands of answers to questions about Kronos products. Type in a question and the knowledge 
base suggests a solution. It is tightly integrated with our Global Support case management system and 
captures the real-world experience of our support engineers. The knowledge base is constantly 
updated. When our support engineers encounter and resolve new situations, they can automatically 
submit new solutions to the knowledge base. 

Case management 
For your convenience, we give you direct access to our electronic case management system. Make 
your own notes to help explain what you are encountering. Your case is formally assigned a number 
and subject to all the normal tracking and routing mechanisms. Cases are reviewed Monday-Friday, 
during the business hours of your Kronos support center, excluding Kronos holidays. Should you 
require assistance outside the described hours, please telephone your Kronos support center. 

Documentation 
Online access to documentation for most of Kronos' products, for example: 

• Configuration guides 

• User guides 

• System administrators guides 
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Groups 
Groups provide a unique opportunity to connect with other Kronos customers and to benefit from their 
real-world experiences. Organized by product platform, industry and special interests, Groups allow 
you to post questions or provide advice to someone else's query. A chance to go beyond simple 
product "how to," many customers have commented on how groups have helped them gain a broader 
understanding of how to leverage their Kronos applications. 

Remote Support 
A web-based screen-sharing application that enables Kronos to support you by empowering our 
support representatives to remotely view your computer. By connecting through the Internet or via 
intranets and extranets, support representatives will work in real time with your users and quickly 
escalate to desktop sharing, which features mutual mouse and keyboard control and whiteboard 
capability. 

Per-event Software Service 

Cloud Hosting customers seeking support outside their service coverage period or Services that are 
not covered by your Support service or Customers without a Support Agreement on Active Product will 
be charged at the current Kronos hourly rate. 

Day and Time (local time} 

Monday-Friday 
8:00 a.m.-5:00 p.m. 

Monday-Thursday 
5:01 p.m.-7:59 a.m. 

Friday-Monday 
5:01 p.m.-7:59 a.m. 

Conditions: 

Minimum Hours 

2 

4 

8 

1 Time billed is minimum billable hours and then one hour increments. 

2 The 8:00 a.m.- 5:00 p.m. minimum billable hours apply to software support calls received prior to 
5:00 p.m. local time Monday-Friday. 

3 The response time for customers without a support agreement is within two business days. 

4 Customers with a Support Agreement receive a 50 percent reduction from the minimum amount of 

hours. 

Per-event rates are not discountable. 
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