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Software License Terms 

 

 

The following terms govern Purchasing Entity’s access to and use of the Software.  

 

Software License. Conditioned upon compliance with the terms and conditions of the Agreement, Contractor or its 

supplier grants to Purchasing Entity a nonexclusive and nontransferable license to use for Purchasing Entity’s internal 

business purposes at the intended capacity level (if applicable) the Software (as defined below) and the Documentation 

for which Purchasing Entity has paid the required license fees. "Documentation" means user manuals and other written 

information (whether contained in user or technical manuals, training materials, specifications or otherwise) pertaining 

to the VSC Products (or components thereof) and made available by Contractor to Purchasing Entity in any manner.  

Purchasing Entity's license to use the Software installed on equipment shall be limited to, and Purchasing Entity shall 

not use the Software in excess of, a single hardware chassis on which the Software was originally installed or such 

other limitations as are set forth in the applicable VSC Product Supplement. The VSC Product Supplement may 

contain supplemental licensing terms applicable to that particular VSC Product.  Unless otherwise expressly provided 

in the Software Documentation or VSC Product Supplement, Purchasing Entity shall use the Software solely as 

embedded in, for execution on, equipment owned or leased by Purchasing Entity and used for Purchasing Entity's 

internal business purposes. No other licenses are granted by implication, estoppel or otherwise.  

 

User-Defined Applications. To the extent that any Software contains modules or development tools that permit 

Purchasing Entity to create user-defined applications, workflows or processes for use with the applicable Software 

(“User-Defined Applications”), Purchasing Entity shall be solely responsible for any and all costs, expenses, liabilities 

and claims arising from Purchasing Entity’s use or distribution, either directly or indirectly, of any User-Defined 

Applications. 

 

General Limitations. This is a license, not a transfer of title, to the Software and Documentation, and Contractor and 

licensors retain ownership of all copies of the Software and Documentation. Purchasing Entity acknowledges that the 

Software and Documentation contain trade secrets of Contractor or its suppliers or licensors, including but not limited 

to the specific internal design and structure of individual programs and associated interface information. Except as 

otherwise expressly provided in this exhibit, Purchasing Entity shall have no right, and Purchasing Entity specifically 

agrees not to: (i) transfer, assign or sublicense its license rights to any other person or entity or use the Software on 

any equipment other than the equipment on which it was originally installed, and Purchasing Entity acknowledges 

that any attempted transfer, assignment, sublicense or use shall be void; (ii) make error corrections to or otherwise 

modify or adapt the Software, create derivative works based upon the Software, or permit third parties to do the same; 

(iii) reverse engineer or decompile, decrypt, disassemble or otherwise reduce the Software to human-readable form or 

attempt to reconstruct or discover the source code, underlying ideas or algorithms of any components of the Software, 

except to the extent otherwise expressly permitted under applicable law notwithstanding this restriction; (iv) use or 

permit the Software to be used to perform services for third parties, whether on a service bureau or time-sharing basis 

or otherwise, without the express written authorization of Contractor; (v) remove or obscure any proprietary notices 

from the Software, Documentation or other materials furnished or made available hereunder; (vi) disclose, provide, 

or otherwise make available trade secrets contained within the Software and Documentation in any form to any third 

party without the prior written consent of Contractor; (vii) enable any Software features or capacity (e.g., additional 

storage hours, agents, ports or mailboxes) which is licensed as separate products without Contractor’s prior written 

consent; and/or (viii) permit or encourage any third party to do any of the foregoing. Purchasing Entity shall implement 

reasonable security measures to protect such trade secrets.  

 

Software, Updates and Additional Copies. "Software" shall include (and the terms and conditions of the License 

Agreement shall apply to) computer programs, including software and firmware embedded in Equipment, as provided 

to Purchasing Entity by Contractor, and any upgrades, updates, bug fixes or modified versions thereto (collectively, 

"Updates") or backup copies of any of the foregoing. When Purchasing Entity Updates to a new release, Purchasing 

Entity shall not use the new Software release and the corresponding copy of the previous Software release concurrently 

(except for a limited period of parallel testing and migration and for archive purposes). Under no circumstances shall 

the previous release be re-used or transferred to any other device(s), or otherwise hosted for potential later reuse. 

Notwithstanding any other provision of the Agreement: (1) Purchasing Entity has no license or right to make or use 

any additional copies or Updates unless Purchasing Entity, at the time of making or acquiring such copy or Update, 
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already holds a valid license to the original Software and has paid the applicable fee for the Update or additional 

copies; (2) use of Updates is limited to the equipment on which the Software was originally installed and for which 

Purchasing Entity is the original purchaser or otherwise holds a valid license to use the Software which is being 

Updated; and (3) the making and use of additional copies is limited to necessary backup purposes only. 

 

Proprietary Notices. Purchasing Entity agrees to maintain and reproduce all copyright and other proprietary notices 

on all copies, in any form, of the Software and Documentation in the same form and manner that such copyright and 

other proprietary notices are included on the Software and Documentation. Except as expressly authorized herein, 

Purchasing Entity shall not make any copies or duplicates of any Software without Contractor’s prior written 

permission.    

 

Term and Termination. The License Agreement and the license granted herein shall remain effective for the term 

specified in the applicable Supplement. Purchasing Entity may terminate the License Agreement and the license at 

any time by ceasing use of Software and Documentation. Purchasing Entity's rights under this License Agreement will 

terminate immediately without notice from Contractor if Purchasing Entity fails to comply with any provision herein. 

Upon termination, Purchasing Entity shall destroy all copies of non-embedded Software and Documentation in its 

possession or control. All confidentiality obligations of Purchasing Entity and all limitations of liability and 

disclaimers and restrictions of warranty shall survive termination of this License Agreement. The sections titled "U.S. 

Government End User Purchasers" and "General Terms Applicable to this Agreement" shall also survive termination 

of this License Agreement. 

 

Remote Access and Audit Rights. Purchasing Entity acknowledges that certain Software may contain programming 

that when enabled or activated: (i) restricts, limits and/or disables access to certain features, functionality or capacity 

of such Software subject to Purchasing Entity’s paying for licenses to such features, functionality or capacity; or (ii) 

periodically deletes or archives data generated by use of the Software and stored on the applicable storage device if 

not backed up on an alternative storage medium after a certain period of time. Contractor will have the right to inspect 

and audit Purchasing Entity’s compliance with these license terms during normal business hours. Purchasing Entity 

will cooperate with the audit and will grant assistance and access to applicable records, materials, equipment, and 

personnel. In addition, Purchasing Entity will provide remote access to its systems to Contractor to enable Contractor 

to electronically audit Purchasing Entity’s compliance with the license terms. If an audit reveals that the Purchasing 

Entity possesses or at any time possessed unlicensed copies of the Software or use of the Software beyond the licensed 

features or capacity restrictions, Purchasing Entity will pay Contractor the applicable license fees immediately upon 

request. 

 

Export. The Software, Documentation and technology or direct products thereof (hereafter referred to as Software 

and Technology), supplied hereunder are subject to export controls under the laws and regulations of the United States 

(U.S.). Purchasing Entity shall comply with such laws and regulations governing export, re-export, transfer and use 

of Software and Technology supplied hereunder by Contractor and its suppliers and will obtain all required U.S. and 

local authorizations, permits or licenses. Contractor and Purchasing Entity each agree to provide the other information, 

support documents, and assistance as reasonably required by the other in connection with securing authorizations or 

licenses.  

 

U.S. Government End User. The Software and Documentation qualify as "commercial items," as that term is defined 

at Federal Acquisition Regulation ("FAR") (48 C.F.R.) 2.101, consisting of "commercial computer Software " and 

"commercial computer Software documentation" as such terms are used in FAR 12.212. Consistent with FAR 12.212 

and DoD FAR Supp. 227.7202-1 through 227.7202-4, and notwithstanding any other FAR or other contractual clause 

to the contrary in any agreement into which the Agreement may be incorporated, Government end user will acquire, 

the Software and Documentation with only those rights set forth in the Agreement. Use of either the Software or 

Documentation or both constitutes agreement by the Government that the Software and Documentation are 

"commercial computer Software" and "commercial computer Software documentation," and constitutes acceptance of 

the rights and restrictions herein.  

 

Licensed Content from Third Parties.  Purchasing Entity acknowledges that licensed content from third parties may 

be included with the Software or the VSC Product and that such third parties are beneficiaries to this License 

Agreement and are entitled to enforce their respective rights. The licensed content from third parties (“TPV Licensed 
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Content”) may be subject to additional or different terms and agreement (each, a “TPV License”) as set forth below 

and/or in the applicable VSC Product Supplement.  Purchasing Entity may only utilize TPV Licensed Content with 

the VSC Product subject to its compliance with this Agreement and the applicable TPV License.  To the extent that 

any TPV Licenses are inconsistent with the terms (including, but not limited to, the software license terms above), the 

applicable TPV License will govern Purchasing Entity’s use of such TPV Licensed Content.   

 

Open Source.  Information and license terms for the open source software distributed by Contractor in connection 

with the VSC Product are available at https://netsense.Verizon.com/opensource/ or its successor website.      

 

AWS.  Unless otherwise noted in the VSC Product Supplement, Contractor utilizes AWS to host, process and store 

the content on the Platform and Purchasing Entity’s Portal.  Purchasing Entity’s use of AWS Services and storage 

of Purchasing Entity’s content is also subject to AWS’ policies, including AWS’ Privacy Policy 

(http://aws.amazon.com/privacy) and AWS’ Acceptable Use Policy (http://aws.amazon.com/aup), as updated from 

time to time.   

 

https://netsense.verizon.com/opensource/
http://aws.amazon.com/privacy
https://aws.amazon.com/aup/
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 Wireless Data Services Attachment 

 

This Wireless Data Service Attachment (the "Wireless Data Service Attachment") sets forth additional terms and 

conditions specific to wireless connectivity and data transmission services (collectively, “Wireless Data Services”) 

included with the VSC Product provided by Contractor to Purchasing Entity hereunder.  Any capitalized but undefined 

terms used in this Wireless Data Service Attachment shall have the meanings given such terms in the VSC Master 

Product Terms.  

 

Purchasing Entity and Contractor agree that:  (i) these terms only apply with respect to Wireless Data Services 

integrated in the VSC Product and no other wireless service offerings by Contractor; (ii)  (ii) the Parties do not intend 

to modify the terms and conditions of the VSC Master Product Terms except as applicable to the Wireless Data 

Services hereunder; and (iii) in the event of any inconsistent or contradictory terms between the VSC Master Product 

Terms and this Wireless Data Service Attachment, the terms of this Wireless Data Service Attachment shall control. 

 

1. Wireless Data Service Availability:  As an IoT Solution, Wireless Data Service is integrated into many VSC 

Products. Wireless service uses radio technologies and is subject to transmission and service area limitations, 

interruptions, and dropped connections caused by atmospheric, topographical or environmental conditions, cell site 

availability, the Equipment or its installation, governmental regulations, system limitations, maintenance or other 

conditions or activities affecting operation.  Wireless Data Service is only available within each applicable coverage 

area, within the operating range of the wireless systems, and with Equipment that is approved to operate on 

Contractor’s network.  In some areas, Wireless Data Service may be provided by a third-party roaming carrier.   

 

2. Use of Wireless Data Service and Equipment:  In order to protect Contractor’s network, operations, and other 

Customers, Contractor may suspend or terminate service to affected lines, deny activation of new lines or, upon Legal 

Notice, may terminate the Agreement, if Purchasing Entity uses the Wireless Data Service or Equipment (a) in an 

illegal manner (including “spamming” or other abusive messaging); (b) in a manner prohibited by the applicable VSC 

Products; or (c) in a manner that has an adverse impact on our network, operations or Customers.  Purchasing Entity 

shall be solely responsible for its use of the Wireless Data Service to transmit, receive, store or process its data in 

compliance with applicable law and regulations. Contractor provides applications that involve the storage of 

information which are not designed or intended for use with protected health information (“PHI”), as defined by the 

Health Insurance Portability and Accountability Act of 1996, as amended; therefore, they must not be used to create, 

store, transmit or receive PHI.  If the Equipment requires a Subscriber Identity Module (“SIM”) card provided by 

Contractor, Contractor owns any intellectual property or software on the SIM card at the time of delivery. 

 

3. No Reselling or Purchases by Third Parties:  Purchasing Entity cannot resell Wireless Data Service or bundle 

the Wireless Data Service with or embed it into products or services that Purchasing Entity provides to its own 

Customers or to any third parties.  

 

4. LIMITATION OF LIABILITY:  UNLESS DIRECTLY CAUSED BY THE WILLFUL MISCONDUCT OF 

CONTRACTOR WIRELESS, CONTRACTOR WIRELESS AND ITS SUPPLIERS SHALL NOT BE LIABLE TO 

PURCHASING ENTITY, ITS EMPLOYEES OR AGENTS FOR INJURY TO PERSONS OR PROPERTY, 

LOSSES (INCLUDING ANY LOSS OF BUSINESS), DAMAGES, CLAIMS OR EXPENSES OF ANY KIND 

CAUSED DIRECTLY OR INDIRECTLY BY ANY INTERRUPTION OF WIRELESS SERVICE OR LOSS OF OR 

WRONGFUL ACCESS TO DATA STORED BY CONTRACTOR WIRELESS.  IN NO EVENT SHALL 

CONTRACTOR WIRELESS OR ITS SUPPLIERS BE LIABLE FOR LOSSES, DAMAGES, CLAIMS OR 

EXPENSES OF ANY KIND ARISING OUT OF THE USE OR ATTEMPTED USE OF, OR THE INABILITY TO 

ACCESS, LIFE SUPPORT OR MONITORING SYSTEMS OR EQUIPMENT, 911 OR E911, OR OTHER 

EMERGENCY NUMBERS OR SERVICES.  
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Equipment Warranty  

 

1. Contractor Warranty. Contractor warrants to the Purchasing Entity that during the Warranty Period (as 

defined  below) the equipment manufactured by Contractor and its affiliates and supplied to Purchasing Entity 

pursuant to the VSC Product Supplement (collectively, “Equipment”) will conform to and operate in accordance with 

the specifications in the applicable Documentation (as hereinafter defined) in all material respects (“Warranty”).  This 

warranty shall also apply with respect to the Embedded Software in the Equipment.  For purposes of this Warranty, 

the term “Documentation” means Contractor’s information manuals in printed or electronic form containing operating 

instructions and performance specifications that are made generally makes available to users of the Equipment. 

Documentation also includes statements of work or other signed agreements delivered by Contractor to Purchasing 

Entity to the extent pertaining to the Equipment. Documentation does not include marketing materials. This Warranty 

applies only to Equipment being used within the United States by Purchasing Entity, is non-transferable and is subject 

to the exclusions noted below and Purchasing Entity’s compliance with the Warranty procedures described herein.  

 

2. Warranty Period. The length of the “Warranty Period” for each item of Equipment shall be set forth in the 

VSC Product Supplement for such Equipment.   

 

3. Warranty Procedures. If any Equipment does not conform to the warranty described in Section 1 above, 

Purchasing Entity will notify Contractor in writing within the applicable Warranty Period, describe in reasonable detail 

how the Equipment is not in conformance and include evidence that the Equipment is under warranty. Purchasing 

Entity will receive a Return Material Authorization (“RMA”) number. Purchasing Entity will, at Contractor’s expense 

and risk, return the Equipment within thirty (30) days of receiving instructions for return. Purchasing Entity will 

package Equipment in a manner that is in accordance with good commercial practice. No Equipment or component 

part(s) will be accepted for inspection, verification or return unless accompanied by a RMA number that can be 

obtained only from an authorized Contractor Purchasing Entity service representative. Contractor will have no 

obligations under the Warranty if Purchasing Entity fails to follow the return instructions.    

 

4. Warranty Remedies. Upon Contractor’s receipt of nonconforming Equipment covered by the Warranty 

from Purchasing Entity, Contractor will elect, in its sole discretion, either to (i) repair or replace the Equipment and 

return the repaired or replaced Equipment to Purchasing Entity, with outbound freight prepaid by Contractor or (ii) 

refund the purchase price of the Equipment less its depreciation (depreciated ratably during the Equipment’s Warranty 

Period).  Replacement Equipment (or components) may be new, factory reconditioned, refurbished, remanufactured 

products or parts or functionally equivalent and will be furnished only on an exchange basis. Contractor reserves the 

right to repair or replace returned Equipment (or components thereof) with Equipment or components of equivalent 

or better performance. Returned Equipment that has been replaced by Contractor will become Contractor’s property. 

Replacement Equipment is warranted as above for the remainder of the original applicable Equipment warranty period 

or sixty (60) days, whichever is longer. Contractor has no responsibility or liability for expenses incurred by 

Purchasing Entity for the troubleshooting, removal and/or installation of Equipment requiring service or for the 

handling and installation of the repaired or replaced Equipment. Contractor will, in its sole discretion, determine 

whether the Equipment is not in conformance with its specifications and covered by the Warranty. 

 

5. Warranty Exclusions. The Warranty does not extend to, and Contractor will not be liable for, any damages, 

malfunctions, or non-conformities caused by (i) use of the Equipment not in accordance with the terms of the Master 

VSC Product Terms or in a manner inconsistent with the Documentation; (ii) use of non-Contractor furnished 

equipment, software, or facilities with the Equipment (except to the extent provided in the Documentation); (iii) any 

failure to follow installation, operation or maintenance instructions or manufacturer’s recommendations; (iv) 

negligence, accident, alteration or tampering or misuse, (v) corrosive or extreme environmental conditions beyond 

those defined in the product specifications provided in the Documentation; (vi) failure to permit Contractor or its 

suppliers timely access (remote or otherwise) to the Equipment or to otherwise comply with the terms of the 

Agreement; (vii) the use of other than the latest update to Embedded Software; (viii) Equipment that has had its 

original manufacturer’s serial numbers altered, defaced or deleted; (ix) external causes such as accident, abuse, misuse, 

mishandling, negligence, fire or acts of God, theft, vandalism, riot, explosion, natural disaster, power surges, improper 

power supply, electrical current fluctuations or other external causes unrelated to an defect in the Equipment or 

Embedded Software; and/or (x) Equipment or Embedded Software that has been installed, serviced, altered or 

modified by a party other than Contractor or a Contractor-authorized contractor. For purposes of this Warranty, an 
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“Update” means changes in the Embedded Software that Contractor makes generally available to its customers as a 

maintenance/correction release. The Warranty does not apply to any customized deliverables that Contractor creates 

specifically for Purchasing Entity, items not manufactured by Contractor, consumable parts (e.g., batteries) or 

protective coatings designed to diminish over time unless failure has occurred due to a defect in materials or 

workmanship. 

 

6. Products from Third Parties. Purchasing Entity’s decision to acquire or use equipment and other products 

from third parties is Purchasing Entity’s sole responsibility, even if Contractor helps Purchasing Entity identify, 

evaluate or select them. CONTRACTOR IS NOT RESPONSIBLE FOR, AND WILL NOT BE LIABLE FOR, THE 

QUALITY OR PERFORMANCE OF PRODUCTS FROM THIRD PARTIES. 

 

7. DISCLAIMERS AND LIMITATIONS. EXCEPT AS SET FORTH IN SECTION 1, NEITHER 

CONTRACTOR NOR ITS SUPPLIERS MAKE ANY OTHER EXPRESS OR IMPLIED REPRESENTATIONS OR 

WARRANTIES WITH REGARD TO ANY EQUIPMENT AND DISCLAIMS THE WARRANTIES OF 

MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, AND NONINFRINGEMENT. 

CONTRACTOR AND ITS SUPPLIERS DO NOT WARRANT UNINTERRUPTED OR ERROR-FREE 

OPERATION OF THE EQUIPMENT. THE REMEDIES ABOVE ARE PURCHASING ENTITY’S EXCLUSIVE 

REMEDIES AND ARE IN LIEU OF ANY OTHER RIGHTS OR REMEDIES PURCHASING ENTITY MAY HAVE 

AGAINST CONTRACTOR OR ITS SUPPLIERS WITH RESPECT TO THE EQUIPMENT’S PERFORMANCE. 

UNDER NO CIRCUMSTANCES WILL CONTRACTOR OR ITS SUPPLIERS BE LIABLE FOR ANY SPECIAL, 

INDIRECT, INCIDENTAL, PUNITIVE OR CONSEQUENTIAL DAMAGES INCLUDING, BUT NOT LIMITED 

TO, LOSS OF PROFITS, BUSINESS INTERRUPTIONS, LOSS OF REVENUE OR GOOD WILL, LOST OR 

DAMAGED DATA, LOSS OF ANY OTHER GOODS OR EQUIPMENT OR FACILITIES, COST OF CAPITAL 

OR STORAGE OR INSPECTION, COST OF SUBSTITUTION EQUIPMENT, DOWNTIME COSTS, OR CLAIMS 

OF CUSTOMERS OR PURCHASERS FOR SUCH DAMAGES. CONTRACTOR’S LIABILITY ARISING OUT 

OF OR RELATING TO THE USE OR INABILITY TO USE ANY EQUIPMENT WILL NOT EXCEED THE 

AMOUNT ACTUALLY PAID BY PURCHASING ENTITY FOR SUCH EQUIPMENT REGARDLESS OF THE 

AMOUNT OF DAMAGES PURCHASING ENTITY MAY INCUR AND WHETHER PURCHASING ENTITY’S 

CLAIM IS BASED ON CONTRACT, TORT (INCLUDING NEGLIGENCE), STRICT LIABILITY, OR ANY 

OTHER THEORY. TO THE EXTENT AN IMPLIED WARRANTY CANNOT BE EXCLUDED, SUCH 

WARRANTY IS LIMITED IN DURATION TO THE LENGTH OF THE WARRANTY PERIOD. BECAUSE 

SOME STATES OR JURISDICTIONS DO NOT ALLOW LIMITATIONS ON HOW LONG AN IMPLIED 

WARRANTY LASTS, THE ABOVE LIMITATION MAY NOT APPLY. THIS WARRANTY GIVES 

PURCHASING ENTITY SPECIFIC LEGAL RIGHTS, AND PURCHASING ENTITY MAY ALSO HAVE OTHER 

RIGHTS WHICH VARY FROM JURISDICTION TO JURISDICTION. The foregoing disclaimer of certain damages 

and limitation of liability will apply to the maximum extent permitted by applicable law. This disclaimer and exclusion 

will apply even if the express warranty set forth above fails of its essential purpose. Contractor reserves the right to 

alter the terms of its warranty without prior notice and without incurring obligation.  

 

8. Severability. If any provision of this Warranty is held by a court of competent jurisdiction to be invalid, 

illegal, or unenforceable, the remainder of this Warranty will remain in full force and effect. 
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Service Support and Maintenance 

 

1. Contractor will provide support for the VSC Product as described in this exhibit.    

 

2. Definitions. 

 

(a) “E-mail support” means ability to make requests for technical support assistance by e-mail at any time (with 

reasonable efforts by Contractor to respond within one business day) concerning use of the VSC Product. 

 

(b) “Emergency Maintenance” means an unscheduled maintenance requiring a suspension of the VSC Product 

to address a potentially critical issue that Contractor reasonably believes could have a material adverse effect on the 

performance and/or security of the VSC Product (or its components).  An example of an Emergency Maintenance 

would be a software update designed to prevent or correct a Priority 1 Error.   

 

(c) “Error” means an error in the VSC Product that causes the VSC Product not to be in material conformity 

with the performance specifications set forth in the Supplement, or that results in an inability to use, or material 

service-affecting restriction in the use of, the VSC Product. 

 

(d) “Error Correction” means the use of reasonable commercial efforts to correct Errors. 

 

(e) “Fix” means to remedy an Error. 

 

(f) “Outage” means the period of time in which the VSC Product is inoperative.  

 

(g) “Priority 1 Error” means an Error which renders VSC Product inoperative or severely impacted. 

 

(h) “Priority 2 Error” means an Error which materially restricts Purchasing Entity’s use of the VSC Product. 

 

(i) “Priority 3 Error” means an Error which causes only a minor impact on the use of the VSC Product. 

 

(j) “Scheduled Maintenance” means any time Contractor temporarily suspends operation of the VSC Product to 

perform routine maintenance and Updates, which Contractor has scheduled in advance by providing written 

notification to Purchasing Entity. 

 

(k) “Standard Maintenance Window” means the hours between 8:00 AM to 5:00 PM Pacific Time, unless 

otherwise indicated in the VSC Product Supplement for such VSC Product. 

 

(l) “Telephone Support” means technical support telephone assistance on a 24x7x365 basis to report an incident 

and open an incident ticket.  

 

(m) “Web Support” means information available on the World Wide Web, including frequently asked questions, 

Services documentation and bug reporting. 

 

(n) “Workaround” means a change in the procedures followed or data supplied by Contractor to avoid an Error 

without substantially impairing use of the VSC Product. 

 

(o)  “Updates” means new releases of changes to the VSC Product.  

 

3. Support and Maintenance Services. Support and Maintenance Services consist of (a) Error Correction and 

Telephone Support provided to up to four (4) technical support contacts for the VSC Product as provided below, (b) 

E-mail Support, (c) Web Support and (d) Updates that Contractor, in its discretion, makes generally available to its 

support and maintenance Purchasing Entity without additional charge.  

 

4. Error Correction and Error Priority Levels. Contractor will respond to any Error reported by Purchasing 

Entity in accordance with the priority level reasonably assigned by Purchasing Entity, and will exercise commercially 
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reasonable efforts to correct any Error reported by Purchasing Entity in accordance with the priority level reasonably 

assigned to such Error. If Contractor disputes the priority level assigned by the Purchasing Entity, the Parties agree to 

promptly and diligently discuss the dispute in good faith. 

 

(a) Priority 1 Errors.  Contractor will provide an initial response to Purchasing Entity within one (1) business 

day and promptly commence the following procedures: (i) confirm the Error; (ii) assign engineers to correct the Error 

on an expedited basis; (ii) notify its management that such Errors have been reported and of steps being taken to 

correct such Error(s); (iii) provide Purchasing Entity with periodic reports on the status of the corrections; and (iv) 

initiate work to provide Purchasing Entity with a Workaround or Fix. 

 

(b) Priority 2 Errors.  Contractor will provide an initial response to Purchasing Entity within two (2) business 

days and will promptly commence the following procedures: (i) confirm the Error; (ii) assign engineers to correct the 

Error on an expedited basis; (ii) notify its management that such Errors have been reported and of steps being taken 

to correct such Error(s); (iii) provide Purchasing Entity with periodic reports on the status of the corrections; and (iv) 

exercise commercially reasonable efforts to provide Purchasing Entity with a Workaround or Fix.  

 

(c) Priority 3 Errors.  Contractor will provide an initial response to Purchasing Entity within three (3) business 

days and will commence the following procedures: (i) confirm the Error; (ii) notify management that such Errors have 

been reported and of steps being taken to correct such Error(s); (iii) provide Purchasing Entity with periodic reports 

on the status of the corrections; and (iv) exercise commercially reasonable efforts to include a Fix or Workaround for 

the Error in the next regular maintenance release of the software or product. 

 

If Contractor believes that a problem reported by Purchasing Entity may not be due to an Error in the VSC Product, 

Contractor will investigate the problem. If Contractor or its suppliers’ investigation reveals the likelihood that the 

problem does not constitute an Error, Contractor or its suppliers will so notify Purchasing Entity, and if Contractor 

offers such services, Contractor may provide an estimate of fees for the Professional Services required to remediate 

Purchasing Entity’s issue(s). At that time, Purchasing Entity may (1) instruct Contractor to proceed to fix the 

Purchasing Entity’s issue(s) at its possible expense or (2) instruct Contractor that Purchasing Entity does not wish the 

Purchasing Entity’s issue(s) fixed at its possible expense. If Purchasing Entity requests that Contractor proceed with 

a fix at its possible expense, the Parties will execute a Supplement to cover such Services. If it is ultimately determined 

that the problem was not due to an Error in the VSC Product, Purchasing Entity will pay Contractor on such terms and 

conditions (including payment of pre-approved expenses) as may be set forth in the Supplement. Purchasing Entity 

will not be liable for (i) problem determination or repair to the extent problems are due to Errors in the VSC Product; 

(ii) work performed under this paragraph in excess of Purchasing Entity’s instructions; or (iii) work performed after 

Purchasing Entity has notified Contractor that it no longer wishes Contractor to continue to work on the problem 

determination at Purchasing Entity’s possible expense (such notice will be deemed given when actually received by 

Contractor). If Purchasing Entity instructs Contractor that it does not wish the problem pursued at Purchasing Entity’s 

possible expense or if such determination requires effort in excess of Purchasing Entity’s instructions, Contractor may, 

at its sole discretion, elect not to investigate the issue with no liability therefor. 

 

5. Scheduled Maintenance.  Scheduled Maintenance will generally start and end within the Standard 

Maintenance Window. Contractor will provide written notification to Purchasing Entity of all Scheduled Maintenance 

at least five (5) business days in advance prior to each Scheduled Maintenance.  In the event that a Scheduled 

Maintenance requires a different time period or is expected to extend beyond the Standard Maintenance Window 

(“Non-standard Scheduled Maintenance”), Contractor will provide such information in its written maintenance 

notification for such Non-standard Scheduled Maintenance. Purchasing Entity may request, at least two (2) business 

days prior to the Non-standard Scheduled Maintenance start time, that Contractor reschedule such Non-standard 

Scheduled Maintenance.  Upon its request of such request, Contractor will use commercially reasonable efforts to 

accommodate Purchasing Entity’s rescheduling request and to reschedule such Non-standard Scheduled Maintenance 

for a mutually agreed time frame.   

 

6. Emergency Maintenance.  Contractor may interrupt the VSC Product without any advance notification and 

outside the Standard Maintenance Window to carry out Emergency Maintenance. Contractor will notify Purchasing 

Entity of any Emergency Maintenance before commencement of the Emergency Maintenance if circumstances allow 

for such advance notification or as soon as feasible after the commencement of the Emergency Maintenance.  



 

 
NASPO Master VSC Product Terms 

Verizon Proprietary 

Rev. 02/2020 

Page 9 of 12 

Contractor may send periodic e-mail notifications to Purchasing Entity during the duration of the Emergency 

Maintenance activities and will send final notification upon completion of the Emergency Maintenance. 

 

7. Ongoing Monitoring.  Contractor will provide 24x7 remote monitoring to monitor alarm status and overall 

system health, including network and application functionality.  If Contractor detects and reasonably concludes that a 

material adverse performance impact (such as an Outage) is likely occurring, Contractor will communicate to 

Purchasing Entity that the VSC Product is being materially adversely affected and the anticipated resolution time 

frame (if known).  Monitoring requires remote access to the Equipment and will be suspended if such access is not 

facilitated by the Purchasing Entity.   

 

8. Onsite Support.  Support and Maintenance Services are provided remotely.  Onsite support may be available, 

on a project basis, as Professional Services engagement for an additional fee.  If Contractor offers such Services, 

Contractor will provide a fee estimate.  If Purchasing Entity requests that Contractor proceed with such onsite 

Professional Services, the Parties will execute a Supplement to cover the Services and fees.  

 

9. Exclusions. Contractor shall have no obligation to support problems or issues caused by factors outside 

Contractor’s scope of responsibilities for the Services and Equipment, including, but not limited to, (i) Purchasing 

Entity’s negligence, abuse or misapplication, or use of Services or Equipment other than as specified in the Supplement 

and associated published service documentation; (ii) use of any hardware that is not supported by Contractor or its 

suppliers;  (iii) Equipment that is physically moved or altered, connector cables that are damaged or unplugged, or 

other physical changes to the Equipment or environment as originally deployed, or (iv) third party products not 

provided by Contractor or its suppliers or contemplated in the documentation or specifications. Contractor will have 

no obligation to support any Services beyond the order term associated with such Services or the expiration of the 

Supplement. 
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VSC Acceptance Use Policy  

 

This Acceptable Use Policy for VSC Products describes the prohibited actions when any party uses any of the VSC 

Products.  Use of VSC Product are subject to Verizon’s Acceptable Use Policy set forth at 

http://www.Verizon.com/about/terms-conditions/acceptable-use-policy and the terms set forth below specific to VSC 

Products (collectively, “AUP”).   

 

The following list provides examples of prohibited conduct and should not be considered exhaustive. Purchasing 

Entity agrees not to, and not to allow any of Purchasing Entity’s users or agents or other third parties, to engage in any 

the following activities:  

 

● Use the VSC Products for any unlawful, invasive, infringing, or fraudulent purpose or to violate the legal 

rights of others; 

● Launch or facilitate a denial of service attack on any VSC Products or otherwise adversely impact the 

availability and reliability of the VSC Products; 

● Intentionally distribute viruses, worms, trojan horses, corrupted files or any other malicious, harmful, or 

deleterious programs; 

● Decompile, reverse engineer, disassemble, attempt to derive the source code of, modify, decrypt or create 

derivative works of the VSC Products (except as and only to the extent any such restriction is prohibited by 

applicable law or to the extent as may be permitted by licensing terms governing use of open-sourced 

components or sample code); 

● Test or reverse engineer the VSC Products in order to find limitations and vulnerabilities or circumvent any 

use limitations (such as private APIs and rate limits) in the VSC Products; 

● Access the VSC Products or associated APIs using anything other than an authorized API; 

● Attempt to bypass or break any security mechanism in the VSC Products or to access another account or use 

the API key of another user; 

● Execute any form of network monitoring that will intercept data not intended for the Purchasing Entity; 

● Export or import software, technical information, encryption software, or technology in violation of 

international or regional export control laws; or 

● Take any action to encourage or promote any activity prohibited under this SC-AUP. 

 

Consequences of Violating this Policy. Contractor may, but is not required to, monitor compliance with the terms of 

this AUP. Violations of this AUP may result in suspension or termination of access to the VSC Products by Purchasing 

Entity.  

 

Reporting Violations of this Policy. If Purchasing Entity becomes aware or suspects violations of this AUP, 

Purchasing Entity will notify Contractor promptly. Purchasing Entity will provide a detailed description of the 

violation, including the date and time of the violation, any information about the identity of the party responsible for 

the violation, the specific actions that resulted in the violation, and any supporting documentation. 

 

  

http://www.verizon.com/about/terms-conditions/acceptable-use-policy
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Data Privacy and Security Standards 
 

These Privacy and Data Security Standards apply to the Purchasing Entity’s use of the VSC Products and all content 

and data made available by the VSC Product offerings (collectively, “Service Data”).  

 

Use of Service Data. To the extent Purchasing Entity processes, uses or otherwise accesses Service Data for its own 

benefit or discloses (or permits the disclosure of) any Service Data to any third party, Purchasing Entity agrees that it 

is solely responsible for such disclosure, processing, use or access and that, in no event, will Contractor be liable for 

such disclosure, processing, use or access. Purchasing Entity agrees that it is solely responsible for providing notice 

and obtaining any and all required consents in connection with its use of the VSC Products and that such consent will 

be compliant with all applicable laws, including data protection legislation and other privacy laws and regulations.  

 

Security Safeguards. Purchasing Entity is fully responsible for any authorized or unauthorized collection, storage, 

use, disclosure, processing of or access to data collected, stored, used, disclosed, processed or otherwise accessed by 

Purchasing Entity and its users in connection with VSC Products. Purchasing Entity will implement and maintain 

administrative, physical and technical safeguards (“Safeguards”) that prevent the unauthorized access to VSC Products 

and/or use of Service Data. Such information security program includes, without limitation, and commensurate with 

the nature and classification of the data, (i) adequate physical security of all premises in which any data derived directly 

or indirectly from the VSC Products will be processed and/or stored; (ii) reasonable precautions taken with respect to 

the employment of, and access given to, personnel, such as including background checks and security procedures that 

assign specific access privileges to individuals, training of employees on the proper use of the computer system(s) and 

the importance of information security, and restricting access to records and files containing any data derived directly 

or indirectly from the VSC Products to those who need such information to perform their job duties; and (iii) 

appropriate network security program(s), including designation of one or more employees to coordinate the security 

program(s), monitoring of systems for unauthorized use of or access to any data derived directly or indirectly from 

the VSC Products, appropriate access and data integrity controls, testing and auditing of all controls, appropriate 

corrective action and incident response plans, and encryption of all records and files containing any data derived 

directly or indirectly from the VSC Products that will travel across public networks, be transmitted wirelessly, or be 

transmitted outside of the Purchasing Entity’s secure systems.  

 

Security Audits. Upon reasonable advance notice, Contractor may conduct, or have a third party conduct, an 

information security audit of Purchasing Entity’s Safeguards of its internal systems and procedures regarding access 

to the VSC Products. Purchasing Entity will cooperate with such audit and address and correct any security 

shortcomings identified in the audit by implementing appropriate changes within thirty (30) days of receiving notice 

of the audit results. All costs of the audit, excluding any costs to address or correct security shortcomings, will be 

borne by Contractor. 

 

Security Breach. Purchasing Entity will immediately notify Contractor of any actual or reasonable suspected breach 

of security involving its systems or any loss, misuse, or accidental or unauthorized access, disclosure, alteration, or 

destruction of Service Data (each, a “Security Breach”). In any notification to Contractor, Purchasing Entity will 

designate a single individual employed by Purchasing Entity who will be available to Contractor 24-hours per day, 7-

days per week as a contact regarding Purchasing Entity’s obligations. Purchasing Entity will immediately (a) notify 

Contractor of any third party legal processes relating to the Security Breach; (b) help Contractor investigate, remedy, 

and take any other action that Contractor deems necessary regarding the Security Breach and any dispute, inquiry, 

investigation, or claim concerning the Security Breach; and (c) provide Contractor with assurance satisfactory to 

Contractor that such Security Breach will not recur. 

 

Representations and Warranties. Purchasing Entity represents and warrants that: (a) it has taken, and will maintain,  

appropriate measures to rectify security vulnerabilities; (b) it is, and will remain, in compliance with all applicable 

law, and will not cause Contractor to be in violation of any applicable laws; and (c) it will handle data it provides in 

accordance with its privacy policy and such privacy policy will: (i) comply with all applicable law; (ii) be consistent 

with all of the Purchasing Entity's duties and obligations set forth in this Privacy and Data Security Standards; and 

(iii) clearly and accurately describe all data that the Purchasing Entity collects and how the Purchasing Entity uses and 

shares such information with Contractor and third parties. 
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