
ek PURCHASING ITEM 
FOR w 

Ch.ndl.r. A*". 
YI1wrrr *lrlbmmr* COUNCIL AGENDA 

8 

2. Council Meeting Date: 
June 28,2007 

TO: MAYOR & COUNCIL 

THROUGH: CITY MANAGER 

3. Date Prepared: May 18, 2007 

4. Requesting Department: Municipal Utilities 

5 SUBJECT: Approve a five-year service maintenance agreement for water and wastewater 
instrumentationlcontrol systems with lnvensys Systems, Inc., in an amount not to exceed $81 1,762, plus 
annual adjustments. 

6. RECOMMENDATION: Recommend approval of a five-year service maintenance agreement for water and 
wastewater instrumentationlcontrol systems with lnvensys Systems, Inc., in an amount not to exceed 
$81 1,762, plus annual adjustments. 

7. HISTORICAL BACKGROUNDIDISCUSSION: The Foxboro Co. (now called lnvensys Systems) installed 
the Chandler Water Treatment Plant instrumentation1control system and has maintained it since the initial 
plant startup in 1989. In 1992 and 1997, the City Council approved two service maintenance agreements 
with Foxboro (five years each). In 1999, Council approved Addendum 1 adding the Airport Water 
Reclamation Facility equipment to the agreement. 

8. EVALUATION PROCESS: Staff negotiated a five-year agreement with lnvensys Systems, Inc. As with 
the previous agreements, this agreement provides 24-hour coverage, remote support service, a parts 
exchange program, on-site corrective service, and software support. lnvensys Systems, inc., is the sole 
manufacturer and distributor of the software and equipment. They are the only firm performing this 
maintenance. 

Below is the per year cost for the present five-year agreement. The annual pricing is subject to an annual 
price adjustment based on the Government Standard for Labor, per the U.S. Bureau of Labor Statistics 
Employment cost Index (E.C.I.), plus 2%. 

Year One 711 107-6130108 $ 149,696 WTP $ 90,766 AWRF $ 58,930 
Year Two 711 108-6130109 $ 156,226 WTP $ 95,258 AWRF $ 60,698 
Year Three 711 109-6/30110 $ 163,655 WTP $ 101,136 AWRF $ 62,519 
Year Four 711110-6130111 $ 168,564 WTP $104,170 AWRF $ 64,394 
Year Five 711111-6130112 $ 173,621 WTP $107,295 AWRF $ 66,326 

TOTAL $ 811,762 WTP $498,895 AWRF $312,867 

9. FINANCIAL IMPLICATIONS: 

Costs: $81 1,762 
Savings: NIA 
Long Term Costs: NIA 

Fund Source: 

Acct. Name: Fund Name: Proaram Name: CIP Funded: Funds: 
605.3830.0000.5419 Water Operatingi'ater Treatment Other Equipment R&M Non-CIP $498,895 

61 5.3960.0000.5219 Wastewater OperatingIAWRF Other Prof./Contract Svc Non-CIP $312,867 

$81 1,762 

10. PROPOSED MOTION: Move to approve a five-year service maintenance agreement for water and 
wastewater instrumentationlcontrol systems with lnvensys Systems, Inc., in an amount not to exceed 
$81 1,762, plus annual adjustments, and authorize the Mayor to sign the agreement. 



P a g e  2 
lnvensys  Sys t ems ,  Inc. 

I APPROVALS I 
11. Requesting Department 13. Department Head 

Updated 611 1/07 15:05 

Robert Mulvey, Assistant Municipal Utilities Director 

12. Procurement Officer 14. City Manager 



Carolee SteeslCOC To Robin BeckerlCOC@ci.chandler.az.us 

0611 812007 01 :55 PM cc Erica BarbalCOC@ci.chandler.az.us, Mary 
t DorschlCOC@ci.chandler.az.us 

bcc 

Subject Re: Fw: Questions on Agenda ~o l l ec t i onb  

All are approved by Legal, but I do not have Praxair's signature yet. I'll put what I already have in pdf 
format on the N drive for your reference, but I am more concerned that I get it to the Clerk's office. Do you 
require that the Legal approvedlvendor signed documents are on the N drive? I ask since it causes just 
another step in the whole process for me. Thanks. 

Carolee Stees, CPPB 
City of Chandler Purchasing Dept. 
Phone (480) 782-2405 
Fax (480) 782-241 0 
carolee.stees@chandleraz.gov 

Robin BeckerICOC 

To Carolee SteeslCOC@ci.chandler.az.us 

cc Mary Dorsch/COC@ci.chandler.az.us, Erica 
BarbalCOC@ci.chandler.az.us 

Subject Fw: Questions on Agenda Collection 

Carolee - have the legal approvals been obtained for the Praxair and lnvensys council memo's? We are 
also need the contractor signature page for the ASU memo. Agenda collection is 9AM tomorrow and I 
was hoping a PDF can be placed in our N Drive. Thanks. 
----- Forwarded by Robin BeckerICOC on 0611 812007 01 :33 PM ----- 

Mary DorschlCOC 

0611 312007 03:08 PM To Robin Becker/COC@ci.chandler.az.us 

CC 

Subject Fw: Questions on Agenda Collection 

Robin: FYI regarding Carolee's memos. 

----- Forwarded by Mary DorschlCOC on 0611312007 03:08 PM 

Carolee SteesICOC 

0611 312007 02:58 PM To Mary DorschlCOC@ci.chandler.az.us 

CC 

Subject Re: Questions on Agenda ~o l lec t ionB 

Hi Mary, 



INVENSYS SYSTEMS, INC. 
LIFETIME SUPPORT SERVICES AGREEMENT 

Qualified lnvensys Systems, Inc. (herein after called lnvensys Systems) Customer Service personnel will provide support services as defined by 
the Agreement type checked below. Attachments A and 6 (and other attachments if appropriate) describe agreement offerings purchased, list the 
specific equipment covered, and provide any additional pertinent information for the agreement purchased. 

COMPREHENSIVE SYSTEM MANAGER (CSM) - Provides 24-hour coverage, including emergency coverage after normal lnvensys Systems 
business hours, weekends, and holidays. Technical telephone assistance and Customer Satisfadion Center technical website access are 
included. Remote Services are included (see Note 1). Material provided under the Module Exchange Program (MEP) will be exchanged at no 
additional cost to Purchaser contingent on the return of refurbishable material to designated lnvensys Systems location within 20 days (See Note 
2). Software support (intra-level) releases are included. On-site service is included. Optional support services may be selected. 

OPTIONS 
Check option(s) to be Included 

No options are purchased. 

Service Engineer -Prepaid non-resident support labor during normal business hours for typical system maintenance support. Customer 
provides work list in advance to ensure proper preparation. 

Number of days purchased: - 
System Improvement Service Engineer -Prepaid non-resident field applications engineer assists customer staff with development, 
implementation, andlor enhancement of control schemes including testing, commissioning and documentation. Applications covered may 
be continuous process or sequence controlled batch. Customer provides work list in advance to ensure proper preparation. 

Number of days purchased: - 
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Resident Service Engineer - Site-resident service engineer provides system administration, backups, preventive maintence, and on-site 
troubleshooting. Service is directed by customer and provided during normal business hours. After-hours, weekend and holiday labor 
billed at published service rates. 

Resident System Improvement Services Engineer - Site-resident field applications engineer assists customer staff with development, 
implementation, andlor enhancement of control schemes induding testing, commissioning and documentation. Applications covered may 
be continuous process or sequence controlled batch. Customer provides worklist in advance to ensure proper preparation. Service is 
directed by customer and provided during normal business hours. After-hours, weekend and holiday labor billed at published service 
rates. 

Alarm Management Services - Utilizing a three-phase approach, lnvensys application engineers work closely with plant system operators 
and engineers to identify, implement, and maintain alarm system improvements aimed at minimizing nuisance alarms and improving 
responsiveness to abnormal conditions. Select specific Alarm Management Service below. 

Alarm Management Services - Phase 1 Alarm System Performance Study and Report - Installation of Invensys-owned 
software and supporting hardware. Provides alarm system performance study and baseline report including recommendations 
for alarm systems improvement methodology and performance targets. 

II] Alarm Management Services - Phase 2 Alarm Performance Improvement - Based on Phase 1 System Performance Report 
recommendations, develop alarm system philosophy, alarm rationalization and implement alarm system changes, develop HMI 
philosophy per human factors engineering & design specification, and implement HMI modifications. Final report documenls 
actual alarm system performance improvements. 

II] Alarm Management Services - Phase 3 Life Cycle Alarm Management - Monitor and maintain alarm system performance. 
Alarm Management Service status reports are generated remotely and delivered electronically on a quarterly basis. 

II] Loop Management Services - Comprehensive on-line control loop and valve diagnostics and reporting, expert loop tuning, and 
continuous remote monitoring to help ensure maximal control loop performance over time. Select specific Loop Management Service 
below. 

Loop Management - Year One - Installation of Invensys-owned software and supporting hardware. Includes baseline analysis, 
quarterly remote loop performance monitoring sessions and electronically delivered reports. Site assistance associated with 
retuning or correcting loops is available on a per diem basis outside of this support agreement, or alternatively may be included 
in scope of work and defined number of days purchased under Application Engineer option. 

Loop Management - Services (beyond Year One) - One year of Loop Management Service induding quarterly remote loop 
performance monitoring sessions and electronically delivered reports. Site assistance associated with retuning or correcting 
loops is available on a per diem basis outside of this support agreement, or alternatively may be induded in scope of work and 
defined number of days purchased under Application Engineer option 

Network Security Services - lnvensys Systems can help you develop an intrusion detection and prevention plan for plant control systems 
and other process networks. 

II] Site Security Review Service - lnvensys assists you in defining clear security objectives and establishing an ongoing control 
system and site network security plan. 

System Security Hardening Service -Assistance to implement the recommendations developed under Site Security Review 
Service specific to the security of your control system. 

Advantage Upgrade Program - Upgrade components of current IIA Series system hardware and sofhvare within support agreement 
timeframe and budget. lnvensys will wok with Purchaser to develop upgrade plan. 

Alliance Training: - Hands-on maintenance and system administration training including remote support. Includes open structured lecture 
with lab exercises designed in an on-site problem resolution scenario. Individual and team thinking are encouraged to resolve the issues 
presented. Includes detailed familiarization with lnvensys technical advancements. products and services. Alliance Training sessions are 
held in Foxboro, MA, USA. 

Number of seats purchased: - 
II] Learning Sewices - Over thirty standard and customizable courses cover everything from basic configuration to control technology and 

engineering. Conducted at a Lifetime Learning Cenler or site of customer's choosing. Intemetdelivered courses, electronic media. books 
and other training materials may be included. 

Training Growth Fund - Purchasets contribution will be made to Training Growth Fund together with support agreement payments. 
lnvensvs Svstems' matchina contributlon is limited to a maximum of 10% of the annual support agreement value. The Training Growth , -.- - - 

fund is applied to purchaseis choice of lnvensys IPS-owned standard or customized training couises held at Lifetime  earning Centers or 
site of customer's choosina. and IPS-owned computer-based training (CBT) or Internetdelivered courses. Refer to "Support Agreement 
Terms 8 Conditions", pagej. 1 ~ 6 .  

Other Servlce - Any additional service deliverable(s) purchased under this agreement are detailed in the Special Conditions of 
Agreement section. 
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NOTES: 

REMOTE SERVICES: The extent of Remote Services provided is dependent on the IIA Series system platform, connection gateway and 
optional software in use. Remote Diagnosis Service and Predictive Analysis Service are provided to all customers with Remote Services- 
indusive agreement coverage. 

Predictive Analysis Service is performed on a scheduled basis; indudes System Administration Report@) (SAR's). 

Number of Predictive Analysis sessions and resulting System Administration Reports (SAR's) provided annually: 4 
Systems using traditional Remote Plus connection methodology (Communication Processor, modem or router, and POTS or ISDN) must 
be UNIX-based only running IIA Series Version 7.x or under, or UNIX-based with connection to MicrosoR Window NT or XP workstations. 

Automation Platform Monitor is the enabling platform for delivery of Remote Services and Performance Service that have requirements 
for remote delivery or application storage capacity. It is comprised of a server dass computer. packaged with associated server and 
remote connection software applications. Automation Platform Monitor hardware and all software licenses are the property of lnvensys 
Systems. Systems using Automation Platform Monitor's remote-connection methodology have no system platform-based limitations. 

Automation Platform Monitor is required to support optional Alarm Management Services and Loop Management Services if purchased. 

Automation Platform Monitor will be installed and configured at [ site location 1. lnvensys will provide [number ] Automation 
Platform Monitor servers. 

MODULE EXCHANGE PROGRAM (MEP): Replacement orders can be placed by Purchasets authorized personnel 24 hours a day via 
telephone 1-866-746-6477 or 1-508-549-2424. Material will be provided under the Module Exchange Program (MEP) on a cost-inclusive 
basis provided that the refurbishable module(s) with Return Material Authorization (RMA) clearly identified are returned to Foxboro, MA 
within 20 days of order-placement. Non-compliance with MEP policy will result in the issuance of an invoice. Purchaser will provide 
lnvensys Systems with purchase order number for non-return of refurbishable material. 

SPECIAL CONDITIONS OF AGREEMENT 

The following Special Conditions apply to this Support Agreement (i.e., addition of non-standard support deliverable, or deletion of standard 
support function(s)). 

1. The Annual Pricing is based on a 2% annual agreement adjustment plus the Employmnet Cost Index (ECI). 
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Invensys Lifecycle Support Policy 

lnvensys Systems' Lifecyde Support Policy provides consistent and predictable guidelines for product support, compatibility, availability and 
repair. The policy establishes clear and predictable product support timelines to assist customers with managing end of life issues related 
to their installed IIA Series and SPECTRUM system equipment. This proactive approach provides a comprehensive view of product 
lifecycle phases, phase transition timing, and available support during each phase. This information enables customers to plan product 
upgrades years in advance. IIA Series and SPECTRUM system products move through five phases during their lifecycles: 

Preferred Products (PREF): These products are the most recent sales-released products available in their functlonal area. 

Available Products (AVAL): Products that are available for sale primarily for expansion projects. They are no longer the Preferred 
Product offering. 

Mature Phase (MATR): Products withdrawn from sale. Comprehensive support services are provided. 

LifeTime Phase (LIFE): lnvensys Systems continues to support and maintain standard IIA Series hardware products and standard 
SPECTRUM products through the Module Exchange Program (MEP) and Repair Service as long as components remain available. 

Unrepairable (UNREP): Products not available to through the Module Exchange Program andlor other lnvensys material support 
programs. Technical assistance and on-site support are provided as long as the equipment remains a viable part of the IIA Series or 
SPECTRUM system. If that product fails, lnvensys Systems will suggest purchase of an alternate replacement. 

The Lifecyde Produd Support Guide and information on lifecycle phases of specific products and produci categories is available on 
http://www.csc.ips.invensys.com. 

City o f  Chandler WTP 2007 

Revised Equipment List January 2007 w/o Upgrade and Upgraded Equipment Removed 

Note: Enclosures and Workstation Bays are listed for reference only 

Items qfy Product - Descriation 

1 2 PO4OOVP Communication Processor 10 (COM10) 

2 4 P0961BD Communications Processor 30 Style B (Dl30 Modules) 

3 2 P0903CV Annunciator Keyboard 

4 6 P0400VE Fieldbus Isolator (FBI) 

5 21 P0400DA FBMOl 0-20 mA Input 

6 24 P0400YE FBMO4 0-20 mA InputIOutput 

7 13 CM400YH FBM07 Contactldc Input 

8 29 DM400YJ FBMO8 120 Vac Input 

9 61 DM400YL FBM10 120 Vac Input/Output 

10 2 PO91 1 VS 50 Series GClO Interface WITS 

11 4 PO91 3AW Alarm Printer. Okidata 591 - 120 Vac 

12 2 J0173BF Communication Processor 10 SW Lic 

13 4 J0173HD Device Integrator 30 SW Lic 

14 1 J0173DD Compound Summary Access (51 Series) SW Lic 

15 3 J0173DF Device Monitor (51 Series) SW Lic 

16 1 J0173DP Historian 2000 (51 Series) SW Lic 

17 2 J0173DS Int Ctl Configurator (51 Series) SW Lic 

18 1 J0173DT INFORMIX Dev Env (51 Series) SW Lic 

19 2 JO173DV Operator Message Interface SW Lic For Solaris 

20 1 J0173DX Report Writer (51 Series) SW Lic 

21 3 J0173EF SMDH For WPtAW (51 Series) SW Lic 

22 2 J0173DZ System Monitor (51 Series) SW Lic 

23 1 J0175HH INFORMIX On-Line Development Env SW Lic 

24 1 J0177AB Additional DWFoxView (51 Series) SW Lic (10 User) 

25 4 J0173EH Additional DMIFoxUew (51 Series) SW Lic 

26 1 J0200FA FoxCAE - Single User Lic 

27 1 Q0300HU FoxRemote LAN Server To Portable Client USA Cfg 2 

28 1 Q0300FV AIM'DataLink Quantity 1 

29 1 Q0301AS AIM'Historian SW Lic (2000 Points) 

30 1 Q0301 RA IIA Series Report Package 

31 1 IE16 Industrial Enclosure 16 

32 2 IE32 Industrial Endosure 32 

Life Cvcle 
AVAL 

LlFE 

PREF 

MATR 
PREF 

PREF 

PREF 

PREF 

PREF 

LlFE 

PREF 

AVAL 

LlFE 

LlFE 

MATR 

M ATR 

MATR 

PREF 

MATR 

PREF 

MATR 

MATR 

MATR 

PREF 

PREF 

PREF 

PREF 
PREF 
PREF 

PREF 

AVAL 
AVAL 
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12 2 J0200MP AW51E Station Lic (Nodebus) PREF 

13 1 J0173HQ Workstation Processor 518 SW Lic PREF 

14 5 J0173ZG Control Processor 30 (CP30) SW Lic LIFE 

15 1 JOl73HT FoxAnalyst V1.2 Media 8 SW Lic For Solaris PREF 

16 1 Q0301AP AIM'Hlstorian SW Lic (500 Points) PREF 

17 4 Q0300JC FoxRemote Portable Client (USA) PREF 

Citv of Chandler AWRP 2007 
Product 
P62000100130 

P61000160110 

PO961 BC 

PO4OOVP 

PO96OHA 

P0970BC 

PO903CV 

PO91 1VS 

PO4OODA 

P0400YE 

CM40OYH 

CM400YK 

P0400VE 

PO97ORA 

P0970JE 

PO971 BR 

PO971 JF 

PO971 UM 

PO91 3AW 

P0971GD 

J0173HP 

J0173HQ 

J0173BF 

J0173HC 

J0173DD 

J0173DE 

J0173DF 

J0173DJ 

J0 1 73DL 
J0173DS 

J0173DX 

J0173EF 
J0173DZ 

J0200NK 

Q030lAP 

QO3Ol RA 

J0173EH 

Descrl~t ion 
Application Workstation 51 Style B (AW51B) 

Workstation Processor 51 Style B (WP51B) 

Control Processor 40 Style B (CP40B) 

Communication Processor 10 (COMIO) 

Communications Processor 30 (lnt30 Modules) 

Dual Nodebus Interface Module (DNBI) 

Annunciator Keyboard 

50 Series GClO Interface wiTS 

FBMOl 0-20 mA Input 

FBM04 0-20 mA InputlOutput 

FBM07 Contadldc Input 

FBMO9 Contact/dc JnpuVOutput 

Fieldbus Isolator (FBI) 

3.5-Inch Floppy Drive 

644 Mb CD-ROM, Enclosure Mounted 

5 Gb 4mm DAT Tape Drive 

2.1 Gb Hard Disk 

4.2 Gb Hard Disk (W~th 68/68 Pin Connectors) 

Alarm Printer. Okidata 591 - 120 Vac 

PostScript Printer 

Application Workstation 518 SW Lic 

Workstation Processor 518 SW Lic 

Communication Processor 10 SW Lic 

Integrator 30 For Modicon PLC's SW Lic 

Compound Summary Access (51 Series) SW Lic 

Disk MirroringlConcatenation (51 Series) SW Lic. 

Device Monitor (51 Series) SW Lic 

System Configurator (51 Series) SW Lic 

Historian 500 (51 Series) SW Lic 
Int Ctl Configurator (51 Series) SW Lic 
Report Writer (51 Series) SW Lic 

SMDH For WPIAW (51 Series) SW Lic 
System Monitor (51 Series) SW Lic 

Control Processor 40 (CP40) Style B SW Lic 

AIM'Historian SW Lic (500 Points) 

IIA Series Report Package 

Additional DMIFoxView (51 Series) SW Lic 

Life Cvcle 
LlFE 

LlFE 

LlFE 

AVAL 

LlFE 

AVAL 

PREF 

LlFE 

PREF 

PREF 

PREF 

PREF 

MATR 

LlFE 

LlFE 

LlFE 

LlFE 

MATR 

PREF 

LIFE 

PREF 

PREF 

AVAL 

LlFE 

LlFE 

MATR 

M ATR 

MATR 

MATR 
MATR 

PREF 

MATR 

MATR 
LlFE 

PREF 
PREF 

PREF 
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SUPPORT AGREEMENT TERMS 8 CONDITIONS 

1) Terms: The Purchaser agrees to pay a periodic ~harge for the 
services provided by lnvensys Systems under this Agreement. 
Payments shall be invoiced in advance of the first day of each 
billing period and shall be payable within thirty (30) days of the 
date of invoices. 

2) Renewals: This Agreement will automatically renew on the 
yearly anniversary date. Purchaser will forward a change order 
or new order 30 days before the anniversary date with the new 
bill rate based on any escalation or any revisions in the 
equipment list. Terms and conditions contained on any 
Purchase Order used to renew this Agreement shall not modify 

6) 

the terms and conditions of this Agreement and attachments. 

3) Termination: In the event Purchaser terminates this Agreement 
without cause, Purchaser shall provide lnvensys Systems 
written termination notice of at least sixty (60) days and shail 
pay lnvensys Systems (i) all fees and expenses eamed or 
incurred in connection with the performance of this Agreement 
until the effective date of such termination ("Fees and 
Expenses") and (ii) any and all reasonable costs directly 
related to Purchaser's termination pursuant to this provision, 
including costs associated with personnel reassignment, travel 
and other administrative requirements ("Termination Costs"). 
which Termination Costs equal 2.5% of the Agreement 
Value. Pricing incentives, including without limitation, discounts 
on rates or prices, previously granted by lnvensys Systems to 7) 
Purchaser pursuant to this Agreement, shall not apply in the 
calculation of the Fees and Expenses earned or incurred 
hereunder." 

4) Facilities and Access to Equipment: The Purchaser will furnish 8) 
at no cost to lnvensys Systems suitable working space, 
storage space, adequate telephone, light, ventilation, regulated 
electric power, and outlets for testing purposes. These facilities 
will be within a reasonable distance from the system 
equipment covered by this Agreement. lnvensys Systems shall 
have full and free access to lnvensys Systems-provided 
equipment in order to provide the on-site corrective support 
services ~rovided under this Agreement. Purchaser will identify 
person(sj who will interface wiih the lnvensys Systems 
Customer Satisfaction Center under the terms of this 
Agreement. Any maintenance or repair services performed on 
the lnvensys Systems-provided equipment by unauthorized 
personnel resulting in additional material or corrective support 
service requirements by lnvensys Systems will be invoiced at 
applicable time and material rates and conditions of service 
then in effect. 

5) Remote Services Security: Remote Services communication 9) 
will be conducted only by lnvensys Systems certified 
specialists working in a secured area using authorized 
connectivity equipment with security and auto log-on features 

10) 

which permit access to the Customer's system only via 
Customer maintained security credentials allowing the use of 
read-only non-intrusive Remote Services tools only. All 
session keystrokes and screen information will be recorded 
and archived by lnvensys Systems with date and time stamp. 
Remote Servicescommunications using other than read-only 
non-intrusive Remote Services tools must be authorized by 
Purchaser representative and the security credentials must be 

changed by Purchaser immediately upon request by lnvensys 
Systems to return to the read-only mode. Communication 
processors, servers, routers, modems and other equipment 
used in conjunction with Remote S e ~ c e s  are the property of 
lnvensys Systems and shall be returned to lnvensys Systems 
upon termination of this Agreement. No title is transferred with 
software provided under this Agreement. All software is 
provided under the attached Software License for use only in 
furtherance of this Agreement. 
Training Growth Fund: Purchaser's contribution will be made 
to Training Growth Fund together with support agreement 
payments. Contribution may be increased at annual support 
agreement anniversary. lnvensys Systems' matching 
contribution is limited to a maximum of 10% of the annual 
support agreement value. Annual Training Growth Fund 
contributions must be consumed during a one year agreement 
timeframe and may not be cancelled or reduced once 
activated. If the underlying Support Agreement is terminated 
before its end date, consumed matching Invensys-contributed 
funds must be refunded to lnvensys Systems. The Training 
Growth Fund may not be used in conjunction with any other 
discount or with third party courses resold by LifeTime 
Learning Services, or for freight, travel expenses, customized 
course development or Training Consulting Services. 

Services: lnvensys Systems reserves the right to determine 
the qualifications and the source of lnvensys Systems 
Customer Service personnel required to fulfill its obligations 
under this Agreement. 
Exclusions: 
A. lnvensys Systems and non-lnvensys Systems system 

hardware and software not specifically listed in this 
contract (Attachment 8) are NOT covered. Technical 
telephone, remote connection and diagnosis, material, 
labor or other support assistance provided by lnvensys 
Systems to resolve an issue involving non-listed 
equipment is chargeable. 

B. Planning, installation, testing. and documentation of 
expansions, modifications and software upgrades of 
custom and application programs are not covered by this 
contract. 

C. Any and all material replacements or repairs necessitated 
by inadequate preventative maintenance or by the fault of 
the Purchaser, or power sources supplied by others, or by 
attack and deterioration under unsuitable environmental 
conditions shall be for the account of Purchaser. 

The General Conditions of Service shail apply unless specified 
otherwise on Attachment A. 

Support of Unrepairable Products: lnvensys Systems will 
determine if a product is unrepairable due to age or 
obsolescence and will provide advance notice to customer. 
lnvensys Systems will continue to support that product on a 
reasonable effort basis for as long as needed by the end user. 
If that product fails, lnvensys Systems will suggest purchase of 
an alternate replacement. 
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INVENSYS SYSTEMS, INC. 

GENERAL CONDITIONS I SERVICE WITHIN THE UNITED STATES 

e conditions stated below shall be a part of any understanding relatir 
Systems). 

TERMS: Unless otherwise agreed to by lnvensys Systems, 
service shall be chargeable to the Purchaser, shall include 
travel time, and shall be invoiced at lnvensys Systems current 
published rates. Reasonable expenses shall be added at cost. 
Chargeable travel time on commercial vehicles shall not 
exceed eight (8) hours per man-day. Payments shall be made 
in full wlhin thirty (30) days from date of lnvensys Systems 
invoice. All services shall be performed in a professional 
manner and warranted for ninety (90) days. 
TAXES AND OTHER CHARGES: All quoted prices are 
subject to additions which may be necessary to cover any 
duty, tax, or charge, now existing or hereafter imposed by 
~overnment authbrities upon equipment or services quoted by 
lnvensys Systems, or upon the production, sale, distribution. 
delivery, orupon other featuresrelated thereto. 
MINIMUM CHARGE: There shall be a minimum charge of four 
(4) hours where hourly rates are applicable, or one (1) day 
where daily rates are applicable for service and travel time. 
ESCALATION: All service prices or per diem rates offered are 
held firm for twenty-six (26) weeks from the date of this offering 
or the date stated in the offering. Thereafter. all pricing is 
subject to negotiation and escalation at a rate to be 
determined by lnvensys Systems for each month in excess of 
that period. 
SCOPE CHANGES: All changes affeding the scope of an 
order are to be documented in writing for approval and 
authorization to incorporate such changes into the order. All 
changes authorized by Purchaser are binding only if accepted 
in writing by lnvensys Systems. and may result in price, 
delivery, and/or condition changes. Pricing of changes shall 
be based on the then current prices. If an extension of 
delivery is required beyond the original schedule, escalation 
shall be as agreed. 
NORMAL WORKDAY: The normal work day shall be defined 
as an eight (8) hour day shift, excluding Saturdays. Sundays. 
and holidays observed by lnvensys Systems. 
OVERTIME: Service or travel (except as noted in Paragraph 
1) in excess of eight (8) hours per normal work day, and any 
service or travel on Saturdays. Sundays, or nationally 
observed holidays shall be invoiced by lnvensys Systems at 
current published overtime rates. 
SHIFT WORK: When shifl work (eight (8) hour shifts other 
than the normal work day) is required, a twenty percent (20%) 
premium shall be added for service during the other shifts. 
Overtime rates plus twenty percent (20%) shall be applicable 
for work in excess of eight (8) hours during these other shifts. - . .  
ADVANCED COMMITMENTS: Service time committed in 
advance by lnvensys Systems on the basis of pre-specified 
number of days shall not be deemed to include overtime or 
shift work. If overtime or shift work is required on such 
commitments. the pre-specified time so committed in advance 
shall be appropriately reduced. 
EXPENSES: Unless otherwise agreed upon in writing. 
Purchaser shall reimburse lnvensys Systems for expenses as 
follows: 
D. Automobile travel expenses shall be reimbursed at 

lnvensys Systems published rates. 
E. All other travel and living expenses shall be reimbursed at 

cost. 
F. Applicable communication expense accrued on the job 

shall be reimbursed at cost. 
G. Travel time and expenses shall accrue from the time of 

origin. Living accommodations shall be best available. 

lrvice by lnvensys Systems. Inc. (hereinafler called lnvensys 

PARTS: Except as provided for under the lnvensys Systems 
Standard Warranty for defective materials and workmanship or 
as optionally provided for under the lnvensys Systems System 
Support Agreements. all parts required shall be invoiced at 
lnvensys Systems current list prices. 
DELAYS: Unless the lnvensys Systems representative has 
been released from the job site, or has completed his 
assignment, the Purchaser will pay lnvensys Systems charges 
computed as if the lnvensys Systems representative was 
working a normal work week, regardless of whether or not the 
representative is prevented from working due to delays beyond 
his control. 
Release from the job site shall entitle the representative to 
return to his point of origin, with travel time and expenses for 
the account of Purchaser. 
STANDBY TIME: Standby time is defined as that time during 
which an lnvensys Systems representative is requested to 
remain in readiness and available for work commencing at the 
convenience of the Purchaser. Such time shall be considered 
as time worked, whether or not the representative is at the job 
site, and Purchaser will be billed accordingly. If standby time 
is outside normal working hours, overtime rates will be 
applicable. Standby time will be added to time actually worked 
for the computation of overtime charges, etc. 
WORKING CONDITIONS: The lnvensys Systems 
representatives reserve the right to refuse to work under 
hazardous conditions. In case of doubt, mutual agreement 
must be reached prior to commencement of any work. All 
staging and rigging required for access to equipment to be 
serviced shall be erected by and at the expenses of others and 
shall comply with reasonable safety requirements. The 
lnvensys Systems representative shall comply with all plant 
safety regulations where applicable. However. any protective 
clothing or equipment, except the standard safety hat, required 
by Purchaser regulations shall be provided by Purchaser. 
RESALE EQUIPMENT: lnvensys Systems reserves the right to 
refuse to service equipment manufactured or supplied by 
others. 
TOOLS 8 TEST EQUIPMENT: The lnvensys Systems 
representatives will be equipped with instruments, tools, and 
test equipment as required to fulfill normal service obligations. 
FORCE MAJEURE: Neither party shall be considered in 
default in performance of obligations hereunder to the extent 
that performane of such obligations, or any of them, is 
affected by Force Majeure. Force Majeure shall include, but 
not be limited to, hostilities, restraint of rulers or peoples, 
revolution. civil commotion, terrorist act, strike, epidemic, 
accident, fire. flood, wind, &rthquake, explosion; blockade, or 
embamo, lack of or failure of transportation facilities or any 
law, prhamation, regulation or ordinance, demand or 
requirement of any Government or Government agency having 
or claiming to have jurisdiction over the work or with respect to 
materials purchased for the work, or over the parties hereto, or 
any Act of God, or other a d  of Government, or any cause 
whether of the same or different nature existing or future, 
which is beyond the control and without the fault or negligence 
of the parties hereto. 

19) OPERATION OF EQUIPMENT: lnvensys Systems 
representatives are authorized to act only in a consulting 
capacity and are not authorized or licensed to operate 
equipment. All responsibility for operating equipment shall rest 
with others. Except as provided in Paragraph 19, lnvensys 
Systems shall not be liable for loss or damage of any nature. 
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2PJ INSURANGE INDEMNITY AND LIMITATION OF LI4EILTPI: 
I o v a n s ~  Systems will at Purchaser3 mquest sCmmll 
Cectilieates of lnwanca fmm SwreW W e n  by Inwrrsys 
$yarns  shawlng ria IHmL Of ccrveragr. lmerlsys Sydems 
agrees to indemlfy and !save harmleas Pumaoer only agahat 
nabllltv lmpaaed on Purchaser by larv with resped to bodily 
Ifljury O r  pmpedy damage b Ihe extent svdr Ilablllty resulls 
from the p e r n a m e  bf lnmeys Systems under hls contred. 
lnvenaya Systems does not agree lo IndemNy end saw 
P U W e r  harmless except as set lorlh hrein. Purchaser 
agrees to Indemnlfy awl rave hmless lmrenaye Systems for 
411 10% wet or damage Incured by lnveneys Systems ea a 
ta~ulc d Purchawh ar,Wrd party's rnlsuBe or misappntaiion 
of lnwnsya Syetema-auppRed pwduds. IN NO EVENT, 
REGARDLESS OF CAUSE OR LEML THEORY, SMLL 
lNVENSY5 SYSTEMS BE LIABLE FOR ANY INCIDENTAL. 
SPECLAL, INDIRECT OR CONSEQUENTIAL DAMAGES. 
INCLUDING BUT N ~ T  L I M ~ E D ~ O  LOSS M PROFITS. - . . .- . -. . . . - - - - . - - - . 
REVENUE, INTEREST, CAPITAL. FINANCING. GIMD~~LL, 
USE. BUSINESS REPWATION, OPPORTWNTTY OR 
PR0WCT)VITY. WHETHER REAL OR ALLEGED. 

21) INTELLECTUAL PROPERN: Td the extent lntenechral 
Pmperty Is mated by lnvensys System m d e r l H ~  
Agreement, rvlch Intlladual property shall bsloryl to Inmays 
sMern6. 

22) CONFIDENTIAL INFORMATION: Purchaser ski lnvensvs 
' Sydema agree thet cartein proprietary informallon whlch-IS 

furnlshad by Invengys system6 verbally endlar In wrHlng, In 
mnna&n with thg &tp~rk~grearnenl and ldenllfied Iri 
wrillftlhg ea pmpfielury IntPrmanon, wlll, wlthtn the beat efforts of 
Purchaser, be meintahmd by PurUmser In canffdsnq end not 
dlrdaaed to thircr pafiler nor rmde use dtor any other 
comnwrdat purpose not related ID Ihe bushass chlCn may be 
(rmacted W m n  the Purchaser and l w n a p  Syelems. 
Thi6 cammilmenl bkaA kmMate in alnty (W)) mnha from the 
date ef thla Agrsement and ahall impase no bMlgstIon upon 
the PurGheser wflh resped lp any portion of the recalved 
inKmnation whlch: (1) is n 4 n  or M i e h  hereafter lhrough tW ed 
w fallure to ad on Ihe part gr Purcheber becorn@$ uaneraly 
known Or evaUabk M the pbbllc; (21 Is k w r l  to PurchaeW ilt 
the llma of mcekhg such bformalldn: (5) Is furnlnhed tp 
others by lnvensys Spterns wllhout reslrlclion bn dI8dOJur~; 
[4) Is henafter lurniahed lo Purchamr bv a thid mrtv adlno la 
the best knowledge of hrdrsser as a &tier of rightand 

- 
wilhout restriction an dlrdosuw: bd (9) Is independenily 

- - 

IWENSYS SYSTEMS. IUC. 
1 I 

BY: 
-. 

( ~ e r v l d ~ a r r a w  r I 

ACCEPTED BY: 

(Contracts Dmpadmenl Rapramntatlva) 

DATE; 

RW@~iGlmmYiWIa i iw  
I ATTEST: (If earpwallon) 

developed bp Purchase, pt~vlded lhat the person of p6Abns 
dewlbplng seme have nal hed sccees lo  the same infamation 
remlwd from Imensys Syatms. 

23) ASSIGNMENT: Neither Ws Support Agrmement nor Bny @his 
under thle Svmfl Aglleemdnt may be a s s l g d  or othelwke 
VanHefred by Cuslnmer. dlmtry or hdlrwtly, In whde or h 
perf, whether defedo. voluntsq, by operation of law, or 
atkmlee, including by way of Eransfer or a l e  ol a ccmbllhg 
interest in Cudbmer's 6Mck or voihrg p~wrYbs, aaI8 of asses. 
Iramler or ehpsvsl~n of cpmpuler openmns ctr berreklal urn 
of Ule Soitware, or by rnergef, n o ~ a n b t i a n ,  con6ddetion or 
pint vanluse or ihe like, wMhaut !he prlor wrlllen mrraent of 
LC. 61~qecl lo the foregoing. [hi6 Suppart Agreemnl will be 
bbrding upon and wlll inure b the b e e f 4  of the pe*6 end 
their aepedlve succesam and aadgna. 

24) SEMRABIUW: l l  any darrse or provision olthls SuppM 
Agweement shall be held to pe hvella. illegal or unenkrcaebk 
under any appllcenfe law, Ihe remalnlng pmdelons of this 
Ikrpp~ii Agreement shall not be &+Recta themby, but shall 
m o l n  In tdI tam and affect. 

25) COUNTERPARTS: Thk Support Agreement may be executed 
in unmterpaws, aech of whlch ba executed wiN tre dwhed to 
LIB un o@lnal erxl gum counlerperts tapeihr W W  W6t i l~ le  
am and Ula ~ r n w  agraement, 

28) STANDARD TERMS OF CUST6MER: No lerm. pwtisbre 
or rmdltiona of any request for prmsd, puensae ordw, 
ecknowludgernent or other hainem form that Cu~twner my 
uw In UXiPMctbn wlth me work wRI have any efict OF the 
rights. dulles or obllgadona of lhe partl~s hereunder, K 
alhervrke modify, Ws Agreemen!, regardleas pf any fallure sf 
ISC ta abject to aud) l m s ,  prehrisiona or cmdlilon~. 

27) MiSCELLANEOUS: The wlldYy, mnsbvctlon, and 
hterprs(efon of any agreement re lam to ren lw pmiued by 
lnwnsya Systems, and Ihe l lr~hts snd tlutle8 of tha partlea 
therelo, *ahen be p m e d  by  he h s  of tha Commonwealth 
d Masmchusetts. In the event oflnigallon or arbitmuon. 
lnvensye Systsrnr end Purchwr agree the JurlmUbrr of the 
coud 61 athnral W y  ehall be that bfthr domklle of lnvelrsys 
Systtms. No wzllver. aneuatlon, or m a d i ~ U e n  la shy of the 
provisi6rm hereunder orto Vie provialonu of any nure-t 
rela!ing to ssrviclr provided by InwNeys Systems sMll be 
binding on Invengye Systems U ~ W S  dgned by an autnwized 
home OR= repwentauve pt Inwnryr Systems, 

PURCHASER 

COMPANY NAME! 

ADDRESS; 

CTTYISTATOTIP: -- 
COUNTRY: 

AUTHWtIZED PURCHASER REPRESEWATWE [Signelom); 

PRINTED SIONATURE; 

TITLE: 

DATE! 
J 
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SOFTWARE LICENSE 
PLEASE READ THIS NOTICE CAREFULLY 

IF YOU USE REMOTE SERVICES SOFMIARE. YOU HAVE AGREED TO BE BOUND BY M E  LICENSE AGREEMENT SET FORTH 
BELOW. 

LICENSE GRANT A l  Remote ServiCQb BaftwaR prqrams whlch are embodled h human nad#ak saulcs form ar mechine resdable ob#%l 
form and whlch Include, but ace not lirnlted t~ programs havhg rr wries dhslnrcllaffi, ntskments and dab, and related rnatwlsis 
provided by Inen%@ Systems am Ula proprty of I n w a y s  Sy&m anblot othetk and are subject lo the lermb aei fprlh Inlhla Ilcsnse, in 
whlch Purchaser Is provided 8dely wlth a p s m l  and nun-exduslve llaenae 10 use such program solely for their dlagnostlc purposes in 
the twnlry In whim tha baffware was IvmBhed end for $xkutJon an Ihe system fwwhlch 11 was prauided. 

COPYRIGHTAND TITLE: No thh! ta Ih0 iWlWUual property In the a o W e  programs er metew in t r a n s l e d  la Pmllrreet undw lhls 
Ilccnsa. All soflwate and As capyrigM!, ere wned by kMnaYa Systems andlor Its suppknr. The softwars Is pmleckd by W Stales 
q y r S B W  lews Infsrnallmal treaty pmvlslons. t h e t e ~ ,  Puahascr rrmtit matthe sofbnm llka any atnw cdpyfipMed material (s.g. s 
baoh or muslcal reaamKlg) excepl that Purchaser may mk wplos #the progmma for rcw anly wilh the splern lor Wch slKk pronrms 
wen rqulred. Purchaser must reprDdum and include the mpytlght n o w  on m y  Reckup capy. T k  wmen maletla$ end R m a @  mey 
not be copied. 

RESTRICTED USE: Purcheeer shall not exparl or re-expon the prbgnms or rnalerlal without the epptaprkte Unltad Stales and Forelgn 
gsvwnmenl IltenM6. Purcharsr agree6 nal to reverse eng how, demrnplle, a disassembla the wflware. PwCkaSOr may n6t mnt or lease 
the sdtwarn t~ any third parha. Slcnegn rnedlu whlch plrchemr recehred fmm Innnays Systems may m l a l n  carlain Sobate for whlch 
lnvsnsys SySt@m8 he% not accepted an Wr horn Purchaser far a SMware Uc#rse. If Purchasei deslreB tO ll~ense (his S~lhuere. 
Pb4chaser must obhln h e  mppropnate Saffwenr llcense fmn Invensys Splems. 

tNVENSlS SYSTEMS, WC. PURCHMER 
1 

7 
. " '  

COMPANY NAME 

ADDRESS: 

ACCEPTED BY: 

(CanlraU6 Depsrhenl R e p ~ ~ d a i l w )  
r 

DATE: 

PRINTED SIGNATURE; I 
. - -- - 

TITLE; 

MTE: 
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lnvensys Customer Satisfaction Center - Contact lnformatlon 

lnvensys Systems delivers comprehensive customer support through a network of Customer Satisfaction Centers and locally-based service 
representatives. 

Contact points: America's CSC Asia Paclflc CSC EMEA CSC 

Location Foxboro. MA. USA Singapore Baarn NL 

Telephone: 

Fax 

+ 1-866-746-6477 (US) +6568298899 
+1-508-549-2424 (Internalional) 

+ 1-508-549-4999 +6568298898 

Website: 
http:liwww.ips.csc.invensys.com 

Canadian and United States customers will contact the American CSC for all support concerns. 

Customers will be given specific contact information based on local practice and may be given instruction to utilize a local representative for 
initial contact and secondly one of lnvensys Customer Satisfaction Centers as appropriate to their situation. In general, customers located 
in North, Central and South American countries are supported by the American Customer Satisfaction Center. The Customer Satisfaction 
Center located in Baam, The Netherlands, supports customer sites located in Europe. Africa and the Middle East. The Customer 
Satisfaction Center located in Singapore supports AsiaPacific customer sites. 

Purchaser - Authorized Contact Information 
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Comprehensive System Manager 

The following support functions are standard deliverables of the Comprehensive System Manager agreement and will be included as 
applicable to the equipment covered. 

Any non-standard deliverables applicable to Purchaser's agreement will be detailed under Special Conditions of Agreement. 

Comprehensive Information Services 

Customer Support Management 

Priority Technical Assistance 

CSC Technical website 

Remote Services 

Remote Diagnosis 

Scheduled Predictwe Analysis sessions and System Administration Reports (SAR's) 

Module Exchange Program (MEP) - Cost-Inclusive 

Software Support Releases (intra-level) 
-Installation available 

On-Site Assistance, Scheduled and Non-Scheduled - 
Cost-Inclusive 

Triconex Services include standard service deliverables (comprehensive information services. MEP, support releases. 
on-site assistance) and the following deliverables as applicable to covered equipment: 

Firmware Updates - Cost inclusive 

Annual 2-Day On-Site Visit - May include system maintenance refresher and safety training, system inspection, qualification 
certification, or system-specific services. - Annual Electronic Diagnostic File Evaluation 

Triconex CustomerNET WEBsite 

On-Site Spares Program Option 

Optional Training Services 

Support Agreement Additional Options available at this agreement level: 

Service Engineer - Defined number of days 

Resident Service Engineer (Add-on) 

System Improvement Systems Engineer - Defined number of days 

Resident System lmprovement Systems Engineer (Add-on) 

Alarm Management Services - Phases 1 , 2 , 3  

Loop Management Services -Year 1, Annual Services 

Network Security Services - Site Security Review. System Hardening Service 

Advantage Upgrade Program 

Alliance Training 

Learning Services 

Learning Services -Training Growth Fund 
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Comprehensive System Manager 
for IIA seriesB systems 
An important part of your overall production scheme is lnvensys Process Systems support coverage. 
Our global network of customer support centers and locally based representatives integrate the 
latest advances in support technology to help you achieve maximum system availability and 
reliability. Backed by a common global database and tool sets, our experienced people quickly 
respond to your requirements. 

Coverage by the Comprehensive System Manager agreement provides you the entire spectrum of 
lnvensys Process Systems' technologically advanced support services around the clock, 365 days a 
year. 

SUPPORT FEATURES 

COMPREHENSIVE INFORMATION SERVICES 
Comprehensive Information Services 

Customer Case Management I Customer Case Management 

lnvensys Process Systems' support centers use a sophisticated 
Customer Case Management system to ensure each query and 
reported issue receives timely, effective attention. When you 
contact a support center, your call details are logged in, 
creating a "case" in our management system. We quickly 
connect you to experienced support specialists dedicated to 
your particular area of concern. Your case will be tracked until 
i t  is  resolved, whether it is a simple query quickly answered, or 
a complex issue engaging the attention of a number of 
lnvensys support resources. Your activity record includes a 
history of support center call activity, on-site assistance and 
material usage. 

Priority Technical Assistance 
Reliable information is the key to effective product and system 
usage. Our highly trained service specialists are available 
around the clock to guide and supplement your in-house 
expertise, answer your questions and provide assistance with 
configuration and material needs. Critical emergency calls after 
hours receive rapid response from on-call staff in your 
geographical area and global support centers. 

Priority Technical Assistance 

Knowledge Base Services 

Remote Services 

Remote Diagnosis 

On-Line Interactive Assistance 

Predictive Analysis 

Event Notification System (Optional) 

On-Site Assistance 
- 24 hours/7days Cost Inclusive 

Module Exchange Program 
- Cost Inclusive 

Software Support Releases 

Optional Support Services 

Site Improvement Engineering 

program directs appropriate global lnvensys resources to 
produce a satisfactory resolution. 

When a complex situation requires further engineering, 
development or other expertise, a comprehensive escalation 

1 Training-Growth Fund 
I 

Alliance Seminars 

Learning Services 

1 Advantage Program 

I LifeTime Performance Services 



Knowledge Base Services 

Comprehensive System Manager Agreement customers may subscribe to the Knowledge-Base 
Services website, which provides self-service availability to extensive technical product information. 

lnvensys Process Systems support centers work collaboratively on issues across time zones to help 
ensure customer queries result in optimum solutions. The extensive documentation that results 
from their work is an invaluable resource offered to our Agreement customers. 

A powerful search mechanism enables you to answer questions and locate specific information 
quickly. Published documentation includes technical user documents, troubleshooting guides. 
helpful hints, downloadable software and much more. 

The website keeps you informed of new product releases and other current developments. A 
powerful "e-mail push" support service provides for timely key information distribution. Short 
messages containing hyperlinks to data of interest are transmitted to your email account, 
proactively alerting you to new information about your control system as it becomes available. 

REMOTE SERVICES 
Remote Services connect our certified senior engineers to your plant within minutes. Strict 
electronic security measures ensure the privacy of the network connection. The following remote 
service capabilities are included: 

Remote diagnosis 

On-line interactive assistance 

Predictive analysis 

Event-notification alerts (Optional) 

Remote diagnosis, on-line assistance. predictive analysis and event notification alerting are 
applicable to a l l  I/A Series systems. Remote Services applicable to your specific system may vary 
dependent upon your system's operating platform. Remote Services connectivity selection and 
optional software in use. 

Remote Diagnosis 

If your system fails in any way, our support engineers assist your people by telephone to diagnose 
and correct the problem. If the problem requires more extensive analysis, our certified senior 
engineers connect to your system remotely to examine system communications, control loading, 
application loading and configuration design. We advise your personnel of the corrective actions 
necessary to return your system to full operation in the shortest possible time. If it i s  determined 
that you need on-site assistance, we will dispatch a field service representative to your plant. 



On-Line Interactive Assistance 

Advances in secured remote communications technology, including high-speed portal connectivity, 
let you share your system's graphic displays with an lnvensys Process Systems engineer in real-time. 
Simultaneous viewing of display screens allows you and our expert to guide each other through 
complex multi-step procedures. This unmatched capability enhances support, problem resolution, 
and enables lnvensys to provide you with valuable services such as advanced control assistance, 
often without the necessity and cost of a site visit 

Predictive Analysis 

Predictive analysis helps ensure the correct allocation of system resources and the continuous, 
efficient operation of your process control system. Our remote support engineers will evaluate the 
performance of your system over time. The evaluation can identify system communication issues, 
and potential problems. Based on the evaluation, lnvensys will recommend changes that can help 
maximize the system's performance and reliability. For instance, by periodically monitoring system 
status, engineers may determine that a module's performance is suspect and recommend replacing 
it before it causes operational problems. A continuous monitoring session for a longer timeframe 
may be arranged to help analyze a particular situation. 

Comprehensive System Manager includes a defined number of predictive analysis sessions 
performed periodically on a scheduled basis with detailed reports issued after each session. 

ON-SITE ASSISTANCE 
Comprehensive System Manager provides on-site corrective service twenty-four hours a day, seven 
days a week. every day of the year with no additional charge for labor. 

lnvensys Process Systems is well positioned with highly trained Field Service Representatives 
available for assistance a t  your facility. These skilled individuals are personally familiar with 
customer requirements in terms of site histories, equipment utilized and work performed over time, 
as well as customer priorities. The Field Service Representative's many responsibilities include 
assistance with problem diagnosis and resolution, coordination of parts shipment and initiating 
escalation as appropriate. Your representative can help you plan for new technology replacements 
as components move through their Lifecycles. 

MODULE EXCHANGE PROGRAM 
The Comprehensive System Manager covers the cost of replacement parts and makes parts 
available to you as quickly as possible under the Module Exchange Program (MEP). 

Upon contacting your lnvensys technical support center, a return authorization number is issued to 
aid in processing your request. A refurbished system module is routinely shipped within twenty-four 
hours. 

To qualify for MEP price-inclusion under the Comprehensive System Manager agreement, the 
defective module must be returned to an Invensys-designated location within twenty (20) days of 
receipt of replacement product. The unit returned must be at the current minimum software 



revision level, in repairable condition and unexposed to corrosive materials and/or properly 
decontaminated prior to return. 

SOFTWARE SUPPORT RELEASES 
Your process control system should use the latest software release to  ensure the best possible 
performance. Comprehensive System Manager includes intra-level software support releases 
offered during the contract period. Supporting technical documentation is published on the 

Knowledge Base Services website. Installation o f  version (level) and support (intra-level) releases is 
available at a reduced service rate. 

OPTIONAL SUPPORT SERVICES 
lnvensys Process Systems offers additional opportunities t o  help control your system support costs. 
The following services may be included in your Comprehensive System Manager agreement on an 
optional basis. 

Specific System Improvement Engineering may be prepaid for a specific number of days. Services 

defined in advance may include development, implementation or enhancing of control schemes 

including testing, commissioning and documentation. 

Alliance Seminars offer instruction in the advanced techniques needed to maintain a complex pmcess 

control system. Three levels are offered, each one week in length. Your personnel are trained to 

become expert in several areas pertinent to the !/A Series system and its applications. 

Learning Services - Extensive classroorn/lab-based and webdelivered training opportunities in 

engineering, maintenance and operations are available. We will work with you to plan exactly the right 

training program to fulfill your requirements. 

Training Growth Fund - lnvensys Learning Services will match your contribution to a low-cost cash 
reserve dedicated to funding your lnvensys Process Systems training program. 

The Advantage Program option provides a mechanism to prepare and pay for new equipment and 

license upgrades, keeping your equipment continuously current under your maintenance budget. New 

version (level) releases are available at a discount off list price through the Advantage Program: 

supporting hardware also may be offered. 

LifeTime Performance Services such as Alarm Management Services, Loop Management Services or 

Network Security Services may optionally be included with your Comprehensive System Manager 

Agreement. 



GLOBAL LIFETIME SERVICES 
lnvensys Process Systems' LifeTime Services representatives are available worldwide. We are ready 
to serve you. any time, anywhere. For more information: 

North America 
1 866 746 6477 US, Canada 
+1 508 549 2424 Worldwide 

Latin America 
+54 1 1  6345 21 00 

Europe 
France: +33 1 34 43 2525 
Germany: +49 21 1 5966-0 
Italy: +39 (02) 26 29 71 
Netherlands: +31 (0) 35-54-841 25 
UK: +44 1293 406555 

Middle East 
+971 4 881 1 440 
Asia Pacific 
+ 65-6829 8899 
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