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Please ensure that the following is correctly filled in: 

· Page 3: Client Details
· Page 4: Debit Order Details
· Pages 6 to 11: Should be filled in as per the quotation
· Page 13: Please list contact persons within your company that will be responsible for the overall running of systems, who may contact us and may be contacted for any queries.
· Page 20: Agreement Acceptance
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ACCEPTANCE OF MRJ MAINTENANCE AND SUPPORT AGREEMENTS

This Agreement records the Client’s details, selected services, monthly charges, debit order authorisation, and formal acceptance of all applicable MRJ Maintenance and Support Agreements.
[bookmark: _Toc222136286]Section A | Client Details (Compulsory)

	Trading Name
	


	Legal Name
	Bubbles and Balloons


	Legal Entity Type (PTY/CC/ORG)
	


	Registration Number
	

	VAT Number
	

	Physical Address / Domicilium
	44 Koggelaar Street
Rooishuiskraal
Centurion

	Business Telephone Number
	0126617237

	Owner Cell Phone Number
	0828725086

	Management E-Mail Address
	bubblesandballoons@gmail.com

	Management Contact Person
	Aminda Naude

	Accounts E-Mail Address
	bubblesandballoons@gmail.com

	Accounts Contact Person
	Aminda Naude

	E-Mail Address for Backups
	

	E-Mail Addresses for Daily Stats
	

	
	

	
	

	
	








[bookmark: _Toc222136287]Section B | Monthly Debit Order Payments

Debit Order Consent
	Bank Name
	

	Account Name
	

	Branch Code
	

	Account Number
	

	Account Type
	



I, __________________________________________________________________________________ (Full Name & Surname)
ID Number: 	_________________________________________________________________________________________	
Hereby grant MRJ Consultants the authority to debit my account on the 1st of each month to implement and receive payment in accordance with the deduction instruction (“Payment Arrangement”) set out below as of this moment.
I understand and agree that the amount deducted may change from time to time because of services that contain quantity or usage charges.

I confirm that the adjusted amount may be debited from my bank account.

I acknowledge that any fees and charges levied by the bank on account of the debit order or any debit order payments which may be rejected for any reason whatsoever will be for my account.

Furthermore, I accept and agree that:
a) This authorisation will remain in force until it is cancelled by me(client) with written notice of not less than 3 Calendar Months for the first year, thereafter 1 Calendar month. This notice shall be sent to MRJ Consultants using the contact details as provided above.
b) I confirm that monies cannot be reclaimed by me that have already been withdrawn from my account in terms of this authority if such monies were owed to MRJ Consultants.
c) MRJ Consultants will, at its own discretion, process the initial transaction and all subsequent transactions in terms of this authorisation. I undertake to ensure that funds will be available for this purpose in the account to be debited.
d) If payment, for whatever reason, is not made, either on or before the due date or at all, there will be no claim against MRJ Consultants and MRJ Consultants will be absolved from any responsibility or liability in this respect, and accept that, in such an event, no notification of non-payment will be dispatched to me.





Electronic Funds Transfer
If you do not accept debit orders, ensure that full outstanding payment is received by the 30th of each month. Licenses are billed before the 25th of each month for the following month. Failure to receive full outstanding payment before the 3rd will result in automated suspension of licensed software and services.

MRJ Consultants' banking details.

	Account holder/name:   
	MRJ Consultants (PTY) LTD 
	MRJ Consultants (PTY) LTD
	MRJ Consultants PTY LTD
	

	Bank:	
	Nedbank
	FNB
	Capitec
	

	Account number:
	1229124624	
	62065009203
	1053848277
	

	Branch code:	
	198765	
	250655
	450105
	

	Account type:	
	Current Account
	Cheque
	Business Account
	

	Branch name:
	Business 
	Pretoria
	Capitec Business
	

	SWIFT code:
	NEDSZAJJ
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Section C | Monthly Services Options | Genesis and IT 

All prices listed are exclusive of VAT.
All monthly fees are billed in advance before the 25th of each month for the following month, payable by debit order on the 1st of each month.
Payment must reflect in MRJ’s account by the 3rd of each month.
Failure to receive payment by this date will result in automatic suspension of licensed software and services. 

See attached Annexure A “Genesis support included in the License fee”.

	DESCRIPTION
	RATE
	QTY
	TOTAL

	SOFTWARE AS A SERVICE

	Genesis SAAS License (1-5 Users)
	R535.00
	
	

	Genesis SAAS License (6-10 Users)
	R465.00
	
	

	Genesis SAAS License (11-20 Users)
	R440.00
	
	

	Genesis SAAS License (21-30 Users)
	R430.00
	
	

	Genesis SAAS License (31-40 Users)
	R425.00
	
	

	Genesis SAAS License (41-50 Users)
	R420.00
	
	

	Genesis SAAS License (51+Users)
	R415.00
	
	

	Genesis SAAS License (Non-Transactional user)
	R310.00
	
	








	VALUE ADDED AS SERVICE

	
	RATE
	QTY
	TOTAL

	Genesis VAAS License (Global / HQ Master)
	R1100.00
	
	

	Genesis VAAS License (Document Flow)
	R550.00
	
	

	Genesis VAAS License (per Off-Line Till-point) 
	R500.00
	
	

	Genesis VAAS License -Application (App 1)
	R315.00
	
	

	Genesis VAAS License (Loyalty, Android & ISO App)
	R520.00
	
	

	Genesis VAAS Credit card Enablement - FNB
	R435.00
	
	

	Genesis VAAS Credit card Enablement - TJ
	R435.00
	
	

	Genesis VAAS Cash Guard/Glory (per Device)
	R100.00
	
	

	Genesis VAAS License (WooCommerce - API Advanced)
	SQ
	
	

	Genesis VAAS License (WooCommerce - API Basic)
	SQ
	
	

	Genesis VAAS License (WooCommerce - API Intermediate)
	SQ
	
	

	genCHAT

	
	RATE
	QTY
	TOTAL

	Genesis genChat Base System 3 users
	R2495.00
	
	

	Genesis genChat Base System - Lite (no chatbot)
	R1570.00
	
	

	Genesis genChat Additional User
	R195.00
	
	

	Genesis genChat Debtor Initiated (from Client)
	R520.00
	
	

	Genesis genChat Marketing
	R520.00
	
	

	Genesis genChat Debtor Initiated
	R520.00
	
	










	VALUE ADDED SERVICE

	
	RATE
	QTY
	TOTAL

	Genesis VAS Airtime Enablement - Blue Label
	R415.00
	
	

	Genesis VAS Airtime Enablement - R&A Cellular
	R415.00
	
	

	AZURE

	
	RATE
	QTY
	TOTAL

	Genesis Database (Azure SQL, Elastic)
	R550.00
	
	

	Genesis Terminal Service (TS Plus & TS Print)
	R135.00
	
	

	NEXUS

	
	RATE
	QTY
	TOTAL

	Nexus RMM Server Agent
	R125.00
	
	

	Nexus RMM Workstation Agent
	R75.00
	
	

	Nexus Anti-Virus (Gravity Zone Std)
	R35.00
	
	

	Nexus Anti-Virus (Gravity Zone + ATS)
	R65.00
	
	

	Nexus Anti-Virus (Gravity Zone + ATS + EDR)
	R90.00
	
	

	Nexus Anti-Virus (S1 One)
	R105.00
	
	

	Nexus AV Console Management User
	R495.00
	
	

	Nexus SQL Database (Administration & Management)
	R950.00
	
	

	Nexus RMM Management Console User
	R495.00
	
	







	SECURE REMOTE ACCESS

	
	RATE
	QTY
	TOTAL

	Nexus Secure Access Guacamole
	R75.00
	
	

	Nexus Secure Access TS-Plus
	R75.00
	
	

	Nexus Domain Name for Remote Access (DNS)
	R50.00
	
	

	Nexus VPN (Required for Remote Access)
	R495.00
	
	

	BACKUP – Compulsory

	
	RATE
	QTY
	TOTAL

	NEXUS Cloud Backup 20GB
	R250.00
	
	

	NEXUS Cloud Backup 25GB
	R300.00
	
	

	NEXUS Cloud Backup 30GB
	R360.00
	
	

	NEXUS Cloud Backup 50GB
	R600.00
	
	

	NEXUS Cloud Backup 75GB
	R800.00
	
	

	NEXUS Cloud Backup 90GB
	R1,100.00
	
	

	NEXUS Cloud Backup 100GB
	R1,250.00
	
	

	NEXUS Cloud Backup 120GB
	R1,500.00
	
	







	NEXUS Cloud Backup 150GB
	R1,725.00
	
	

	NEXUS Cloud Backup 200GB
	R2,300.00
	
	

	NEXUS Cloud Backup 250GB
	R2,875.00
	
	

	NEXUS Cloud Backup 300GB
	R3,300.00
	
	

	NEXUS Cloud Backup 400GB
	R4,750.00
	
	

	NEXUS Cloud Backup 500GB
	R5,150.00
	
	

	FIREWALL

	
	RATE
	QTY
	TOTAL

	Nexus Firewall Management and Rental
	R950.00
	
	

	Nexus Security & Firewall Management (BYOD)
	R950.00
	
	

	SMS

	
	RATE
	QTY
	TOTAL

	Bulk SMS bundle
	0.19
	
	

	MICROSOFT

	
	RATE
	QTY
	TOTAL

	Exchange Online Plan 1
	R115.00
	
	

	Exchange Online Plan 2
	R235.00
	
	

	Microsoft 365 
	R310.00
	
	








	VOIP

	
	RATE
	QTY
	TOTAL

	DID - (number)
	R80.00
	
	

	VOIP: Cloud PABX extension
	R55.00
	1
	

	VOIP: Cloud PABX hosting
	R315.00
	
	

	MAIL HOSTING

	
	RATE
	QTY
	TOTAL

	Domain Hosting.co.za – Annual Renewal
	R135.00
	
	

	Mail Micro -             1 box/2GB/2GB/
	R75.00
	
	

	Mail Micro Plus -      5 box/3GB/5GB
	R125.00
	
	

	Mail Basic -              15 box/5GB/10GB
	R180.00
	
	

	Mail Standard -      30 box/10GB/15GB
	R250.00
	
	

	Mail Standard Pro - 60 box/25GB/16GB
	R270.00
	
	

	Mail Advanced -     100 box/50GB/20GB/
	R375.00
	
	

	Mail Pro -               150 box/75GB/30GB
	R550.00
	
	

	Mail Super -            200 box/100GB/50GB
	R1150.00
	
	

	Mail Custom No Limit
	R1450.00
	
	

	Mail Spooling
	R1705.00
	
	

	INTERNET

	
	RATE
	QTY
	TOTAL

	Metro Fibre Uncap SMME 50/50
	R912.13
	1
	










Travel
Travel is calculated from MRJ’s Offices and is calculated on a round trip. 
MRJ calculates Travel Time at Remote Support hourly rate, based on the distance at an average speed of 60km/h to determine the hours spent travelling, added to that the SARS allowed rates.
Annual Increase: This will be affected by the hourly rate as determined by the SARS rate, as published in the Budget speech, as well as Toll fees.

[bookmark: _Toc155253124][bookmark: _Toc222136289]Section D | IT Support Services and Hours

Standard Support is available during (GMT +2) South African business hours from 08:00 to 17:00 on Monday to Friday, excluding weekends and public holidays. Maintenance hours are based on these 3 options listed below. Normal rates are for non-maintenance customers. In-Bundle rates apply to the QTY selected below; thereafter, out-of-bundle rates will apply.
	Maintenance In-Bundles & Out-Bundle Rates

	Hourly Rates
	In Bundle
	Out of Bundle  

	Managed Maintenance Hours Standard Labour Rate
	R725
	 -

	Managed Maintenance Hours 1-4 In Bundle
	R650
	R685

	Managed Maintenance Hours 5-9 In Bundle
	R590
	R650

	Managed Maintenance Hours 10-14 In Bundle
	R510
	R615

	Managed Maintenance Hours 15+ In Bundle
	R475
	R600



	After Hour Support

	Hourly Rates
	Rate
	

	Labour REMOTE - Monday to Friday from 8h00 - 17h00
	R625
	

	Labour REMOTE - Saturday from 8h00 - 13h00
	R625
	

	Labour REMOTE - Saturday from 14h00 - 17h00
	R940
	

	Labour REMOTE – Sunday / Public Holiday from 8h00 - 13h00
	R1250
	

	Labour – On-site after Hours, Sundays, Public Holidays
	R1250
	











Genesis Software Support is included in the normal license fee during standard business hours from 
08:00 to 17:00 on Monday to Friday. 
(To see what is included in the support for Genesis terms and conditions, please refer to the Genesis Support Services section below in Section E)
Additional Limited Support Options can be purchased to extend support hours. 
Alternatively, any support required will be billed at:

[bookmark: _Toc222136290]Section E | Support Services	

1. Help Desk – Contact details.

0.1 Customer may designate up to 2 (two) primary Customer Contacts.  
Customers may also designate one backup Customer Contact.  
Customers will provide a list of their Contact details as well as updates on that list as necessary from time to time.  The Help Desk will only accept requests from designated email addresses.

0.2 Customer Contacts can communicate with Customer Support via the following. 
Phone:	+27 12 111 7777
Support E-Mail:	help@mrj.co.za
WhatsApp:	+27 71 603 6476


Designated Customer Support Personnel

	Name & Surname
	Email Address
	Mobile

	
	
	

	
	
	

	
	
	














1. Genesis Support
What is included in the Genesis License Support Services
Standard Support Hours: Monday – Friday | 08:00 – 17:00

All remote support services listed below are included under your standard Genesis Support Agreement:

Software Support & Maintenance
· Assistance with system functions that are not operating as per official manuals or training material (excludes new feature requests).
· Investigation and resolution of logged system errors.
· Minor configuration adjustments and parameter changes.
· User rights and permissions management (user access and user groups).
· Enterprise support, including Global Services and Document Flow.
· Mobile Application support (excluding new feature development).
· Cloud Application support, including Azure connectivity assistance.
· Value discrepancy investigations (after the client has completed internal checks).
· Genesis will investigate any errors logged and resolve them as quickly as possible. Any long-term fixes or enhancements will be re-logged onto Monday.com, where our Development Task List is situated, and the support call will then be closed.
System Maintenance (Subject to Requirements)
· Genesis will maintain and monitor the following, provided:
· The server is connected to the internet and operational overnight.
· Nexus Agent is installed on the server.
Included Maintenance:
· Balance maintenance and correction where EOD processes fail.
· Auto-Run monitoring and support, including:
· Day Ends
· Month Ends
· Daily Sales Email reports
· Scheduled automated reports.
Installations & Setup (Remote Only)
· Genesis upgrades and updates (Monday – Thursday only, subject to developer availability).
Genesis may release updates and new versions periodically. These will be made available for download. It remains the Client’s responsibility to ensure all terminals are updated accordingly.
· Genesis application installation or re-installation on new or reloaded workstations.
· Re-installation required due to operating system errors or SQL Express-related issues.
· Offline till setup and configuration.
Workstations must meet current Genesis system standards.
Server installations or server-related setup are excluded.
NOTE: All installations and re-installations are performed strictly during standard office hours.  Installation/re-installation is limited to one (1) PC per day.
Urgent requests, priority scheduling, or installations exceeding one PC per day will require dedicated support and will be billed accordingly.






What is excluded in the Genesis License Support Services

Services not listed under “Included” are billable.
Billable Remote Support Rate: R445.00 per hour (excl. VAT)
Monday – Friday | 08:00 – 17:00

Training
· Any training after the initial implementation.
· Training for new staff members.
IT & Infrastructure Services
· Windows installation or configuration.
· SQL installation or services.
· Network support (LAN/WAN).
· DNS, IP configuration, and mapped drives.
· Server Administration and maintenance.
· Backup Setup, Restoration, or Data Recovery.
Hardware & Peripheral Setup
· Printer and Slip Printer Setup.
· Credit card device integration.
· Airtime integrations.
· Scale integrations.
· Electronic pricing integrations.
· Any third-party application setup or configuration.
Data & Database Services
· Data exports and data alterations.
· Customised report creation.
· Database migration or movement to a new server.
· Restoration, rebuilding, or repair of corrupted data.
· Advanced Genesis configuration changes (e.g., adding new company or branch structures).
Financial & Administrative Services
· Accounting services.
· Auditing services.
· Account balancing services.
On-Site Services
· On-site support.
· Travel time and travel expenses.










2. Maintenance and Support Agreement 
The services that MRJ offers the client, with regard to manpower, can be broken down into a few high-level areas, these are:

· Cabling:
· This includes maintenance of all existing network points, network cable, neatening of cable and infrastructure, cleaning of devices, adjusting of cameras and blowing out of PCs. This is priced based on the number of hours spent on-site.
· Fixing damaged devices, making changes to existing infrastructure, new camera installation, and moving of cameras or network points will be quoted as small projects.
· Other small jobs can be completed as part of the maintenance hours, as long as it falls within the hours allocated per site. Any time spent over and above the allocated hours will be charged as billable hours above the allocated hours for each month.

· On-Site IT work:
· This includes the time MRJ resources spend on-site, which includes device repairs, installation, monthly checks and other physical maintenance, as well as callouts for break-fix incidents.
· Any hours that go over the allocated hours will be charged as billable hours above the allocated hours each month.
· Any allocated hours not used during the month will be lost; there is no carry-over of maintenance hours.
· Any project work will be quoted separately and not form part of the allocated hours.
· Any after-hour installation, like hidden cameras, or work performed because the store could not allow downtime, will be treated as overtime.

· Remote IT work:
· Remote IT services include remote user support, network monitoring, firewall management, internet connectivity troubleshooting, email security, and related infrastructure services.
· These services are provided on a fixed monthly fee basis, determined by device count and infrastructure complexity.
· This fee covers ongoing proactive monitoring and maintenance, including backups, patch management, server health monitoring, and security updates.
· This is not as easily measurable as on-site work; this includes remote dial-in user support, assisting in IT issues remotely, ensuring up time on Networks, Security on Networks, Access Points, Firewalls, Routing of traffic, Internet, Emails, and Investigation, to mention just a few.
· This is quoted based on the resources required to perform such a bouquet of services that the Client requires. This is a fixed fee and will not fluctuate monthly.
· As this is the bulk of the maintenance fee, we will use a device count to determine the breakdown of this expense to each store, whereas the previous two services allow the stores to select the number of hours required.
· This includes having resources available to ensure uptime, included in this is all the “behind the scenes” work, like backup setups, Windows updates, email scanning, mail firewalls, cloud servers, etc.






· Genesis:
· Even though clients pay for a Genesis license, which includes free upgrades, enhancements and general support, some businesses require deeper involvement from MRJ with regard to their accounting system. This is also not an easy cost calculation, as resources must be available to assist, and they must perform routine checks to ensure stability. This includes assisting Clients with Stock, user permissions, document flow and data replication to Power BI and other reports or tools, for example, Queries, Excel reports and automated e-mails.
All the above services can be included in the monthly IT Maintenance Bundles. 
The Bundles essentially buy time, and the above services are deducted from those hours.

3. What is excluded from the Support Services?
· Any 3rd party application support and administration not provided by MRJ (Sage, Pastel, Google, etc.)
· Backups restore or recover data from data corruption.

[bookmark: _Toc222136291]Section F | Recommended Environment Standards 

MRJ Recommended IT Blueprint
Below is the recommended IT infrastructure blueprint prescribed by MRJ to ensure optimal performance, stability, and security of the Genesis system.

1. Server Requirements
Genesis utilises Microsoft SQL Server as its database platform. SQL Server loads active databases into memory for processing; therefore, adequate server memory is critical for performance.
Minimum Recommended Specifications:
· 16GB RAM – up to 5 users
· 32GB RAM – up to 10 users
· Higher user volumes require proportionally increased memory.
Power Protection
The server writes transactional data to memory and simultaneously to disk. Sudden power loss may corrupt the database and cause it to enter “Suspect” mode. Database repair may take several hours and could disrupt trading operations.
MRJ strongly recommends:
· A dedicated UPS (Uninterruptible Power Supply)
· Communication between the UPS and server to allow controlled shutdown during a power failure.

2. SQL Server Hardware
MRJ recommends enterprise-grade servers, such as Dell PowerEdge models (minimum equivalent to Dell T140).
Storage Configuration Best Practice:
· Separate physical drives for:
· DATA files
· LOG files
· RAID mirroring for redundancy.
· 4–6 drives recommended
· Hot spare drive recommended.
This configuration improves performance and ensures business continuity in the event of drive failure.




3. Backup Strategy
A reliable backup strategy is essential for all business-critical data.
Recommendations:
· Cloud-based backup solution
· Daily automated backups
· Offsite redundancy
MRJ offers the Nexus Cloud Backup Solution.
Backup Responsibility Disclaimer:
MRJ will configure backup systems based on information provided by the Client. Daily backup reports will be sent to a nominated email address. It remains the Client’s responsibility to review these reports and notify MRJ of any failures.
MRJ cannot be held liable for data loss where backup failures were reported but not escalated by the Client.

4. Network Infrastructure
For optimal Genesis performance and security, MRJ recommends:
· Gigabit network infrastructure
· Web-smart managed switches
· Business-grade internet connectivity
· Firewall protection against external threats.
· Tier-1 firewall solutions (e.g., FortiGate)
Remote Access
If remote server access is required, MRJ recommends secure cloud-based access solutions (e.g., MRJ Guacamole service). Direct RDP exposure is not recommended due to cybersecurity risks.

5. CCTV Systems
· MRJ supports Hikvision CCTV systems.
· New installations should utilise IP camera systems.
· Existing analogue systems can be maintained where already installed.
CCTV Recording Disclaimer:
While recording configurations are set during installation, the Client remains responsible for ensuring that cameras are actively recording.

6. Security Standards
All systems should include:
· Up-to-date antivirus protection
· Business-grade email spam filtering
· Firewall-based ransomware protection.

7. Nexus Agent – Server (Compulsory Add-On)
At an additional fee, MRJ offers the Nexus Agent service for proactive server management.
This service provides:
· Automatic service restarts
· Genesis service monitoring
· Windows and third-party patch management
· System health checks
· Performance monitoring
MRJ strongly recommends this service to ensure system stability and minimise downtime.







8. Nexus Agent – Workstations (Optional Add-On)
The Nexus Agent can also be installed on individual PCs to ensure optimal Genesis performance.
Features Include:
· One-click support call logging to MRJ Help Desk
· PC monitoring and automated remediation
· Windows service monitoring (e.g., Print Spooler)
· Mapped drive monitoring
· Disk space monitoring.
· SQL service monitoring
· Windows and third-party update management
· Automated Genesis executable updates
This service significantly reduces workstation-related support issues and improves operational continuity.
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Please review this Service Agreement carefully before installing, accessing, or using Genesis.
This document records:
· Your Company Details
· The Services and Licenses selected
· Monthly Fees and Payment Terms
· Support and Maintenance scope
· Recommended IT standards

By signing below, you confirm that you:
1. Have reviewed this MRJ / Genesis Service Agreement in full
2. Understand the services and charges selected
3. Agree to be bound by the terms outlined in this document
4. Agree to the applicable supporting agreements listed below

Agreements Incorporated by Acceptance
By signing this Agreement, making payment, or using Genesis software and related services, the Client agrees to be bound by:
· Genesis License Agreement
· Genesis Support Terms (as outlined in this document)
· Genesis Development Agreement (if custom development has been commissioned)
· MRJ Standard Terms and Conditions
If no custom development is required, the Genesis Development Agreement does not apply.
All applicable agreements are available on the Genesis website under Legal Documentation.

	Effective/Commencement Date: 
	

	Scheduled Go-Live Date: 
	



Customer Account must be settled in full within 3 days after the Go-live date.

Signature and Acceptance of the Client

	Signed at 
	
	On this the
	
	Day of
	

	Signature
	
	On Behalf of (Company)
	

	Duly Authorised

	Full Name & Surname of Authorised Signatory:
	
	Identity Number
	





14

image1.png
Genesis Retail Software
powered by
MRJ Consultants

SERVICE AGREEMENT

Tayfin Office Park, Centurion | www.genesis-software.co.za | 012 111 7777




image2.png
G - Neszus

140 Cattle Egret Road, Tayfin Office Park. Eldoraigne. Centurion.
www.genesis-software.co.za | Tel: +2712 654 0300
IT Helpdesk - help@mrj.co.za | Genesis — genesis@mrj.co.za | Accounts — accounts@mrj.co.za
PTY: 2021/980036/07 VAT: 45 00164 845




