
 

 

Links Modular Solutions - Service Information 
The following outlines what is covered by an annual support maintenance fee and what is 
considered training or additional professional services and how these are delivered.  

Support & Maintenance Inclusions 

Access to phone and email support is provided 9am to 5pm Australian Eastern Standard 
Time, Monday to Friday. This service includes; 

- Phone support for critical issues 
- Web and email support for user assistance  

Support includes providing a reasonable level of guidance on the installation process and 
use of the product, and responding to reports of errors in the product. It includes the 
resolution of the inability to access the software where the access limitation is a result of the 
software not operating correctly, or the hosted service not being available. It also includes 
resolution of software errors either by way of a live correction or listing for future release 
resolution, correction of data due to software bugs, provision of online user guides and work 
instructions for how to perform functions within the software.  

The support and software maintenance agreement also provides updates to the software to 
provide additional enhancements and features and resolution of software bugs. It is the end 
users responsibility to ensure they are operating an up to date version of the software in 
accordance with their software support & maintenance agreement.  

The online Links Support Centre provides access to user guides for each component of the 
software, along with a range of knowledge base articles addressing both individual functions 
and the varying use of those functions in variable situations.  Where contact is made to the 
Links Client Support team, reference to step by step instructions will be supplied where the 
enquiry is that of a feature instructional nature.  

Where a Point of Sale peripheral item is supplied and purchased from Links, both the 
configuration with the software and the physical hardware is supported. The hardware is 
supported by way of online and phone assistance and return to base for warranty/repair if 
required. When the hardware is not purchased from Links, only instructional information on 
the configuration of the software is included in the software support and maintenance 
agreement.  

Support & Maintenance Exclusions 

Support & Maintenance does not include the resolution of issues where the issue was born 
from operator error, or the software has been modified in any way in accordance with the 
terms outlines in the software and maintenance agreement.  

Where the software has been modified in a way not in accordance with the software 
support and maintenance agreement, charges will apply for resolution of these issues. When 
issues arise by way of operator error, Links reserves the right whether to charge for the 
rectification of the operator error. This is primarily judged on how the software was altered 
and the rectification required. The Links Client Services team may provide instruction on how 



 

 

the issue can be rectified by the end user free of charge, and only charge where the end 
user requires the Client Services team to rectify.  

Support & Maintenance does not include end user training either onsite, online or by phone. 
Training is identified as any response that requires the verbal delivery of step by step 
instruction, or the item was previously covered at the original software onsite training. Where 
a user has no prior knowledge of the application, any non self-service assistance is classified 
as training. Support and Maintenance also does not include Professional Services, including 
database management, and analysis of data, recommendations of usage, best practices, 
data importation or conversion.  

Where the hardware configuration has been altered by the end users, Links reserves the right 
to charge for the rectification of this configuration if provided instructions cannot be used to 
rectify the issue. In the instance where the hardware was not purchased from Links, written 
documentation is supplied for the configuration of the hardware within the software. Should 
the end user require further assistance from the documentation, charges will apply.  

Support & Maintenance does not include any hardware support for any item not purchased 
from Links, nor does it include network, infrastructure or internet services support.  

In accordance with the software and maintenance agreement remote access must be 
available for the provision of support. Where this is not available, support may be denied.  

Professional Services 

Training 

Links Modular Solutions recognises that end users may require additional product support on 
occasion. Training services are available to provide end users with learning new features, 
upskilling and general software operation. Training can be delivered onsite or online and 
charges vary accordingly. The minimum training delivery time is 1hr for online and a half day 
for onsite. Training includes the delivery of any step by step instruction outside of written 
documentation. Trainers will ensure the components are learnt and assessed in accordance 
with National Training Principles.   

Database Management 

On occasion end users may request the management of the database by way of data 
manipulation or alteration. These can include functions such as mass adjustment of 
information contained within the database, copying of setup across functions or any 
manipulation of the current data. This also includes the creation of SQL views used for the 
exportation of simple data reports from within the software. These services are chargeable 
based on the scheduled hourly rate. 

Software Usage Consulting 

In the instance where a support query is received, and the end user wishes to receive 
consulting services regarding best practice usage of the software, advice on feature usage 
impact on their business or general information about how best to facilitate a function this is 
classified as consulting. Where a support query is of the nature of asking how a function can 
be facilitated, the response will include all available function options within the software. It is 
the end users responsibility to then explore these options further, or to instigate the purchase 



 

 

of software usage consulting. Any consulting on the usage of the software is knowledge 
shared advice only and Links Modular Solutions is by no means responsible for the 
operational or strategic outcomes of the implementation of such advice. Best practice 
recommendations, can however alleviate the workload of resourcing such information 
manually.  

Data Importation/Conversion 

Any importation of data into the Links database is classified under professional services and 
charges will apply. This includes the importation of retail products, customer biographical 
information, offered services or system configuration.  

Software Training 

How is Training Booked?  

All Training is to be booked through your Account Manager, training requests must be sent 
through in writing to your Account Manager outlining the modules/features you would like 
training on.  

Your Account Manager will then be in contact with you to discuss your requirements further, 
to determine the length of training required, the nature of training either web based or onsite 
and discuss potential training dates. 

You shall then receive an invoice for your training request. Please note that no dates are held 
until your invoice is paid in full or a purchase order is received.  

Prior to training commencing a detailed list of questions that you would like to be covered 
must be sent through to your Account Manager to be provided to the trainer in preparation 
for your training. 

Attendance Requirements at Training 

The training schedule provided prior to the commencement of training indicates the 
categories of the staff that are required to attend each session. It is vital the relevant staff 
members attend as the staff attending these sessions will be responsible for passing on the 
training to other staff members. 

All sessions that involve customer service staff must have a middle management staff 
member, or higher, present to be able to answer and deal with business specific questions 
and processes. 

The need to have a decision maker at training 

For the best efficiency at training you are required to have a decision maker attend all 
sessions. The decision maker is responsible for making business decision to assist with the 
configuration of Links. 

If there is not a nominated decision maker in your training sessions then any business 
decisions will need to be discussed outside of training hours. Not having these decisions 
made in a timely manner may impact on your training schedule. 

  



 

 

What happens if you cancel training?  

All notifications of cancellations must be made in writing to your Account Manager. 
Alternatively call Links Modular Solutions on 03 9938 4567 and request to speak to your 
Account Manager to discuss your options. 

Once your training dates have been confirmed with payment, any cancellations or 
amendments to these dates at your end will result in flights and/or accommodation being on 
charged to recoup costs and 50% of the training fees will be forfeited. 

Additional charges may apply for rescheduling training, and depending on availability 
preferred training dates may not be guaranteed. 

For cancellations within 7 business days prior to the training commencement, 100% of the 
training and travel/accommodation fees will be forfeited. 

Software Upgrades 

Links Cloud  

Links Cloud is a full service solution, including the complete installation of version upgrades as 
they are made available. Once an upgrade is released, Links Cloud users are given an 
upgrade date for its applications. This service within these requirements are free of charge. 
Should an out of hours or different scheduled upgrade be required, costs may be 
applicable.  

On-Premise 

Where an on premise license is purchased, the upgrade version information is sent via email 
to the listed site contacts. It is the responsibility of the database owner to facilitate the 
management of the upgrade. Services are available for assistance with this process from the 
Links Client Services team on an hourly rate basis.  

Software Installation 

The installation of the Links Modular Solutions software can be done in one of two ways; 
either in the Links Cloud or On-Premise. If the software is chosen to be on premise, then the 
method of deployment can vary from Local Network to other cloud based solutions. When 
this method of installation is chosen Links Client Service Team members will provide guidance 
and advice on how best to install and configure the installation. However all responsibility for 
initial and future installation, configuration and maintenance of all Links software and 
required hardware (cash draws, receipt printers, scanners, webcams, integrated EFTPOS, 
etc) is the responsibility of the clients IT provider.    

In the instance of Links Cloud installation, all installation, database configuration and 
maintenance, network path setup, hardware configuration and backup configuration will be 
taken care of by the Links Client Services Team. 

 

 

 



 

 

On boarding 

New Clients 

When purchasing Links, after the sale has been finalised, you will be looked after by one of 
the Links implementation project managers. One of the Account Management team will 
oversee your implementation. Your project manager and account manager will contact you 
and introduce themselves. On this call they will explain in detail the process moving forward. 
Links prides itself on ensuring that our clients achieve the best outcomes from their software 
changeover. This on-boarding process includes a kickoff meeting where the Links team will 
explain their roles and responsibilities and provides an opportunity for the client to express 
their needs and requirements. A process is then followed based on the size and requirement 
of the sites, to ensure that as much information is gathered and analysed prior to training. This 
process will require your teams to submit information about how the business is operated, to 
ensure that an accurate and efficient training schedule is developed for each of the sites. It 
is pertinent to the success of the project that deadlines by both parties are accurately met or 
agreed to change in the case of unforeseen circumstances. After training, your account 
manager will contact you to review the on-boarding and training. This account manager will 
remain with you for the length of their tenure in the position. 

Additional Product Purchases 

Links has a wide range of modules that can be used in addition to the core software. 
Purchase and installation of these products will vary. Online solutions access will be deployed 
via online communication whereas on premise solutions such as Access Control may require 
onsite attendance by one of the Links Client Services Team members. All inquiries for 
additional products can be made to your account manager. They will then advise you of 
any processes moving forward. 

Links Hardware & Consumables 

Ordering  

Links also sells a wide range of hardware and peripherals including RFID. All orders should be 
made via the Links Website online store, or for bespoke orders direct to 
orders@linksmodularsolutions.com. Items vary on delivery times, and you will be advised 
when making an order the lead time until delivery. Cards, Bands & other data carriers take a 
minimum of 20 business days from artwork approval/order finalisation. You should ensure you 
keep track of stock levels as urgent orders are not available for these items. 

Warranty Information 

All hardware is covered by supplier warranties and fully supported by Links by back to base 
service. If an item is not performing as expected, please raise a support request for the item. 
Should the support team deem the item/s requiring replacement or warranty service, the 
items need to be returned to the Links Melbourne Office at cost to you, and then it will be 
replaced or repaired and returned to you without cost. If the item is out of warranty then a 
quote can be arranged for $75+GST after the item is received by Links. The orders team will 
then contact you, so you can decide whether you wish to proceed.  

   



 

 

  



 

 

Item Warranties  

LS2208 Hand Held Scanner - 5yrs  

LS9208 Desktop Scanner - 2yrs  

Touchscreen - 1yr  

Receipt Printers - 2yrs  

Cash Drawer - 1yr  

RFID Data Carriers - Replacement only for out of packet fault. Valid only for the data chip.  

RFID Technology – Varies, advised at time of order or enquiry 

*Information is correct at time of printing. Please visit the website for current information.  

 

Purchasing 

Agreement Variance 

When a quotation from the Links Business Development team or Account Management is 
accepted, a software agreement or variation to agreement will be sent for signatory. Works, 
installation or service cannot commence until this agreement is signed and received by the 
Links team. Should any discussions arise regarding the content of these agreements, these 
can be raised with your account manager. 

Credit Accounts/Upfront Purchase 

Credit accounts are available from Links, where the client can provide suitable information 
and formal purchase orders. Credit accounts can be applied for via your account manager. 
If a credit account is not made available all purchases must be paid for in advance. Certain 
software modules maintenance fees include a monthly charge. This can be paid by Direct 
Debit, or as an annual fee. In accordance with PCI requirements, Links can maintain a 
casual Direct Debit account with its nominated Direct Debit provider. This account can then 
be used anytime by any authorised member of your staff, to make ad-hoc purchases.  All 
failed or rejected direct debit payments not by fault of Links Modular Solutions will result in a 
rejection manual administration fee. 

 
 


	Links Modular Solutions - Service Information
	Support & Maintenance Inclusions
	Support & Maintenance Exclusions
	Professional Services
	Training
	Database Management
	Software Usage Consulting
	Data Importation/Conversion

	Software Training
	How is Training Booked?
	Attendance Requirements at Training
	The need to have a decision maker at training
	What happens if you cancel training?

	Software Upgrades
	Links Cloud
	On-Premise

	Software Installation
	On boarding
	New Clients
	Additional Product Purchases

	Links Hardware & Consumables
	Ordering
	Warranty Information
	Item Warranties

	Purchasing
	Agreement Variance
	Credit Accounts/Upfront Purchase



