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Maintenance/Support FAQMaintenance/Support FAQ
Contract Labor Advantages Overview

Reduced hourly labor rates on services.  »
Priority support and response status over non-contract  »
customers. 

Proactive maintenance vs. reactive.  »
Improved network availability and performance. »

Frequently Asked Questions

What happens if I go over hours for a particular 
week?

Our support contract is designed with fl exibility in mind. If 
you require more hours than allocated for a particular week 
you are billed at the standard labor rate but are given the 
option to upgrade your contract maintenance agreement.

What is the defi nition of priority support?

By having an active maintenance contract, you are given 
priority above non-contract customers. The  priority customer 
will be brought to the top of the support que where the 
next available engineer will be dispatched.

When does a engineer come out?

We will work with you to schedule a time that is convenient 
for you and your staff.

If I need an engineer on another day in addition 
to my normally scheduled maintenance day

     what happens?

Cypress Systems, Inc. will dispatch an engineer to handle the 
network issue accordingly. The client will be given the option 
of having time billed against their contract maintenance 
plan or billed in addition to contract at standard labor 
rates. 

Can we cancel our contract commitment?

Client’s may cancel upon expiration of current contract. 
30-day written notice of intent to cancel is required.
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Normal Business Hours 8 A.M. - 5 P.M.

NETWORK SERVICE - Onsite network support.

REMOTE SUPPORT - Support by connecting to your location from our central offi ce via Internet.

INTERNET SERVICES - Intranets, corporate identity, maintenance and hosting support.

After Hours

BUSINESS AFTER HOURS - 7 days a week 5:01 a.m. - 8:00 a.m. and 5:01 p.m. - 10:00 p.m.

BUSINESS AFTER HOURS  EXT. - 7 days a week 10:01 p.m. - 5:00 a.m.

Travel Rates

Fernley, Truckee, Minden, Dayton, Fallon, Incline Village, South Shore Tahoe & North Shore 
Tahoe*

Hourly Rate‡

$115

$80

$80

Hourly Rate‡

$145

$160

Hourly Rate‡

$115*

Rate SheetRate Sheet

392

‡ Please note labor rates may change in accordance with market conditions. Rates are per  engineer. and billed in 30 min. increments.     
*Billing time commences at time of departure from Reno, NV Corporate Offi  ce.
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Legal Practice ManagementLegal Practice Management
It’s In The Details

An effi cient and robust practice management system 
is the cornerstone of a successful legal practice.  Law 
offi ces manage tremendous amounts of data on a daily 
basis and without effective management through effi cient 
business processes that data hinders the fi rm’s productivity.  
The ability to collate data into a system that facilitates 
stratifi cation, classifi cation, and retrieval of information is 
vital to the growth and prosperity of a law fi rm.

There are many software packages designed for the 
legal industry that allow a fi rm to manage all aspects of 
its business, including: time tracking (both billable and non-
billable hours), accounting (including A/R and A/P), group 
calendaring, contact and matter management, document/
e-mail management, reporting, and confl ict of interest 
tracking.  Vendors of leading legal practice management 
software suites add additional value for law fi rms by 
integrating with collaborative systems, such as Microsoft 
Exchange and Lotus Notes.  A fi rm utilizing a fully integrated 
software solution maximizes profi tability and productivity 
for its entire staff.

Cypress Systems, Inc. specializes in the support of 
the leading legal practice management software suites, 
productivity packages and technology, including:

Amicus Attorney »
Practice Master (Tab3) »
PCLaw (LexisNexis) »
HotDocs (LexisNesis) »
Tussman »
Needles Case Management »
TrialWorks  »
Timeslips »
WordPerfect »
Abacus Law »
ProLaw »
Juris »

Looking For a Better Way to Manage?

We will work with your fi rm to provide recommendations 
based upon your requirements.  We take your business 
processes into consideration when proposing software and 
hardware, ensuring that your fi rm receives an economical 
solution specifi cally tailored to meet your needs.  Our 
network systems engineers manage all aspects of solution 
implementation including design, installation, testing, 
confi guration, integration with existing systems, and overall 
operational readiness of your network and software 
systems.  Cypress Systems, Inc. will keep your fi rm’s staff 
fully informed at each step of the implementation process 
and will also offer post deployment support to assist and 
instruct your staff in applying these new systems.

Need to Increase Effi  ciencies?

Does your fi rm already have systems in place?  Cypress 
Systems, Inc. will assess your existing systems and offer 
recommendations for enhancement or upgrades.  Because 
our certifi ed engineers are experienced in a wide range of 
Information Technology disciplines, we offer your fi rm value 
by applying our collective expertise to create, enhance, 
and streamline multiple systems while giving careful 
consideration to providing the most cost-effective solutions 
possible. 

Whether you seek to integrate your existing practice 
management software with e-mail systems, security 
systems audits, server maintenance, or a uniquely tailored 
confi guration, Cypress Systems, Inc. is your value-added 
partner for complete hardware and software solutions.



VERSION 1.6VEVVERERERSSSVERSSVEV IOIOIOONN IOONN IOOI 11.6.6.66611.6611 661 6.661.661 6666666.66666666

Practice Management

Achieving a successful dental practice requires effi cient 
work processes and resource management to maintain 
productivity, growth and profi tability. A substantial portion 
of a dental practice’s ability to succeed is made possible 
by employing robust practice management software, digital 
imaging systems and reliable network infrastructure. 

In today’s world of evolving technologies these systems 
offer more features and abilities than ever before. However, 
as features and options expand, so does the complexity of 
maintaining them. System outages and problematic practice 
management software can negatively impact a practice’s 
ability to service its patients.

Latest Technologies

Cypress Systems, Inc. supports all the leading clinical 
and dental practice management software suites, digital 
X-ray systems and imaging technologies. Cypress Systems, 
Inc. has Dentrix Certifi ed Integration Engineers on staff 
and works closely with practice management software 
manufacturers to stay abreast of product updates, changes, 
and feature developments.

Comprehensive Support

Our extensive portfolio of engineering disciplines allows 
Cypress Systems, Inc. to offer our clients a full spectrum 
of system solutions. Whether you have an existing network 
or seek to create a new one, Cypress Systems, Inc. offers 
superior results that maximize your technology investment. 

Unlike other support companies, Cypress Systems, Inc. 
focuses on solutions specifi c to the dental industry. Profi table 
dentistry is attainable; with Cypress Systems, Inc. as your 
partner you can focus on the business of growing your 
practice and providing the best possible service for your 
patients.

Dental Practice ManagementDental Practice Management
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Online Remote AssistanceOnline Remote Assistance

How Long Can You Aff ord to Be Down? 

Network crashes and system outages reduce profi ts. 
How much does an hour of downtime cost your business? A 
recent study revealed the following cost ranges:

Technology drives today’s business across all sectors, 
from the local supermarket to getting gas,  computer systems 
are increasingly complex. A network outage negatively 
impacts a business’s ability to service its clientele. Coupled 
with lost employee productivity, the fi nancial losses can be 
substantial.

Cypress Systems, Inc. maintains a fully staffed 
engineering help desk. Our remote assistance engineers 
will work with a client to diagnose and resolve issues in an 
accelerated time frame, translating to reduced down time 
for your business.

Reduced Labor Rates

 With the effi ciency of our help desk, we are able to 
offer reduced labor rates. Our cost effective help desk 
rates are a fl at fee of $80 an hour.

Faster Response Times

A Cypress Systems, Inc. remote assistance engineer will 
typically be online with you in just a few minutes to resolve 
technical issues. No special end user software is required; 
all that is required is a standard web browser. 

Security

A client retains complete control over what is done to 
their computer during a remote assistance session. The client 
can cancel the remote session at any time, all information 
transmitted over the remote session is completely encrypted 
for maximum security. 

Accelerated Issue Diagnosis

 Utilizing remote assistance, Cypress Systems, Inc.  
engineers are able to see the issue real time with the client, 
eliminating the need for clients to describe what is occurring. 
The client can replicate the issue while the engineer observes 
allowing for a clearer understanding of the problem. 

Help is Just a 
Phone Call Away
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How Safe Are Your Systems?

A question that every business should be asking itself. In 
light of recent media attention to personal data theft and 
data protection policies, can you afford to not know? 

The Right People for the Job

You wouldn’t have a boat maker perform open heart 
surgery on you, so why would you retain a security consulting 
company that does not ask the right questions of you and 
your business? 

Critical questions that should be asked:

What is the nature of your business? »
What is the nature of your data? »
Are there any legal issues that require confi dentiality? »
What is your company’s systems management  »
philosophy?

It’s Who You Know

Many companies operate under the misconception that 
a network fi rewall protects them from all possible intrusions. 
The reality is that even the most expensive, sophisticated 
fi rewalls and other security devices will not protect your 
network if the intruder has knowledge of a legitimate user 

account name and password. Once in your network with 
those credentials, the intruder can access everything that 
the legitimate user has privileges for, without doing one bit 
of “hacking.”

Cypress Systems, Inc. will work with a business and its 
staff to educate all users on “best practices” with regard 
to security policies. We will walk you through the most 
common types of security vulnerabilities and assist you in 
developing a security plan to safeguard the integrity of 
your company’s information.

Best Fit For You And Your Company

There is no such thing as “one size fi ts all” when it comes 
to network security. Each company requires a unique blend 
of security levels and protection methodologies. Cypress 
Systems, Inc. will analyze to a client’s specifi c needs in 
relation to their business goals and develop a comprehensive 
security strategy including:

Customized security measures tailored to fi t your  »
business needs

Multi-layered approach to security (hardware,  »
software, user education)

Solutions explained in easy to understand terms and  »
not “techno-talk”

Vulnerability testing and assessment  »
(hardware & software)

Security policy development »
Assist in  HIPAA and Sarbanes-Oxley  »
Act compliance

Your network is the backbone of your 
organization. Manage your risk and 
protect your business.
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The Five 9’s:

Every business wants to incur as little downtime with 
their network systems as possible. The measure of this 
time is referred to as the fi ve nine’s or to put it another 
way, to have your network up and running 99.999% of 
the time. When you have network downtime, your business 
is losing money.  Productivity suffers and your reputation 
can be damaged.  Directly or indirectly, a system outage 
can cause a loss of sales for your business. Every business 
strives to have the fi ve nines and choosing a network 
support company is crucial in achieving this goal.

Cypress Systems Inc. offers a full range of network 
support services at competitive prices and fl exible service 
hours. Our certifi ed network engineers are skilled in a 
multitude of disciplines allowing Cypress Systems, Inc. 
to support a wide range of technologies and software 
systems. Cypress Systems, Inc. supports all major network 
platforms including Microsoft Windows, Novell Netware, 
UNIX, Mac OS X, and Linux.

Availability and Responsiveness

Cypress Systems, Inc. understands that having your 
network down can be extremely stressful to both your 
staff and your clientele. Cypress Systems, Inc. employees 
a fully staffed help desk available to work with you and 
your staff to get your business back up and running in as 
short a time frame as possible. Our certifi ed help desk 
engineers can resolve most issues remotely without the 
need to ever have an on-site visit. In the event a systems 
issue can not be resolved remotely our help desk will 
dispatch an engineer to further examine and resolve the 
problem.

With our automated GPS and support dispatching 
systems we determine which of our engineers is in the closest 
proximity to your facility and dispatch accordingly. These 
capabilities allow Cypress Systems, Inc. to restore your 

network to operational status and allow your business to 
be functioning in the shortest time possible. Full escalation 
procedures are available and strictly adhered to thereby 
swiftly resolving any problem situation.

Flexibility to Suit Your Business

It’s a fi nancial reality that unless you’re a larger 
company, the luxury of having a dedicated information 
services department is typically not viable. Your company 
may only require occasional network support on a 
monthly basis. Cypress Systems, Inc. offers a variety of 
network support plans available to meet your support 
needs. We have fi xed time plans that allow clients to 
purchase network support in blocks of hours at reduced 
labor rates. Our network support solutions start from an 
entry level network support package to fully dedicated 
network support plans which include  24 x 7 x 365 on site 
network support and maintenance. So whether you’re a 
small or large business, Cypress Systems, Inc. is ready to 
serve all of you networking support needs.

Network and Support SolutionsNetwork and Support Solutions
network to operational status aand allow your business to
be functioning in the shortest timme possible. Full escalation 
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