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	Sold To Customer:       
	Sales Order Number:       

	Contact:       
	

	Address:       
	Program Level:       

	Address:       
	

	City:       
	License QTY:       

	Providence:       
	

	State:       
	Product Serial Number:      

	Country:       
	

	Support Contact Information:


Web-Based iSupport:
https://isupport.nuance.com

One (1) hour average response during business hours, 8:00 AM to 8:00 PM EST, Monday through Friday.
Telephone Support  for emergency assistance (24x7), and follow-up or escalation of existing Service Requests created through our web-based iSupport page:  800-833-7776

	Product Description:       

	Open License Program
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Open License Program Terms and Conditions
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BEFORE INSTALLING OR USING THE SOFTWARE, AS DEFINED
BELOW, PLEASE READ THE FOLLOWING CAREFULLY:

The following are the terms and conditions ('the Agreement”) under which Nuance Communications, Inc. ('Nuance”) is willing to license to you the software set forth above ('the Software”) under Nuance’s Open License Program. PLEASE READ THIS AGREEMENT CAREFULLY BEFORE USING OR INSTALLING THE SOFTWARE. BY OPENING THE SEALED SOFTWARE CD, YOU ACKNOWLEDGE THAT YOU HAVE READ ALL OF THE TERMS AND CONDITIONS OF THIS AGREEMENT, UNDERSTAND THEM, AND AGREE TO BE BOUND BY THEM. IF YOU DO NOT AGREE TO THESE TERMS AND CONDITIONS, YOU MAY NOT INSTALL OR USE THE SOFTWARE. 

1. Delivery and License. On or before the Effective Date set forth above, Nuance will deliver to you a CD containing a copy of the Software and associated documentation ('the Documentation ”).You may install the Software pursuant to the terms of the Software’s associated End User License Agreement ('the EULA”) up to the number of licenses in the License Quantity set forth above. Once installed, your use of that copy of the Software is governed by the terms of the EULA. You may not, however, return the Software to Nuance for a refund. Any additional licenses over and above the License Quantity will require additional license fees.

2. Pricing. Your level pricing shall not increase for a period of two (2) years from the Effective Date set forth above.

3. Proprietary Rights. Nuance and its licensors retain all right, title, and interest in and to the Software and Documentation and all patent, copyright, trade secret, trademark, and other proprietary rights pertaining to the Software and Documentation. You may make one (1) copy of the Software and Documentation for back up purposes. You may not (a) modify, port, translate, localize, or create derivative works of the Software or Documentation; (b) decompile, disassemble, reverse engineer, or attempt to discover any source code, underlying ideas, underlying user interface techniques, or algorithms of the Software; (c) sell, lease, license, sublicense, copy (except as provided above), market, or distribute the Software or Documentation; or (d) release or disclose the results of any benchmark testing of the Software.
4. Maintenance and Training. (a)Maintenance services (as such services are defined in the accompanying EULA, or Nuance website at the URL set forth in this Section 4), if purchased, must be purchased for all copies of the Software in the License Quantity set forth above. If you have purchased Maintenance, the effective date and expiration date of such services are set forth above, and the terms of such services are set forth at the following URL: http://www.nuance.com/sales/volumelicense/olp/support/. (b) If you have purchased any training services from Nuance, unless otherwise indicated in writing, the per day training fees do not include any out-of-pocket expenses such as travel, meals, and accommodations for Nuance’s personnel and shall be invoiced to you and payable to Nuance upon receipt of invoice by you.
5. Modification, Term and Termination. Nuance may modify, amend, or terminate this Agreement and the Volume Licensing Program at anytime. Upon termination, you may continue to use the Software pursuant to the EULA up to the License Quantity set forth above.

6. Warranty. Nuance warrants that the CD media by which the Software is distributed is free from defects for a period of thirty (30) days from the Effective Date. If Nuance determines that the CD media is defective, Nuance may replace the CD media. This is your exclusive remedy and Nuance’s only liability under this warranty. NUANCE MAKES NO ADDITIONAL WARRANTY, EXPRESS OR IMPLIED, INCLUDING ANY WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, OR NON-INFRINGE ME NT.

7. Limitation of Liability. NUANCE SHALL NOT BE LIABLE FOR ANY DAMAGES
WHATSOEVER ARISING FROM THIS AGREEMENT, WHETHER DIRECT,
INDIRECT, INCIDENTAL, SPECIAL, OR CONSEQUENTIAL, OR FOR LOST
REVENUES OR LOST PROFITS, UNDER ANY THEORY OF LIABILITY, EVEN IF ADVISED
OF THE POSSIBILITY OF SUCH DAMAGES IN ADVANCE.

8. Audit. Nuance shall have the right to inspect (through an independent auditor) your records on reasonable advance written notice and during your regular business hours to verify your compliance with this Agreement. If such audit reveals an underpayment, you will pay any amount determined to be due as a result of such audit within thirty (30) days of receipt of Nuance’s invoice therefore, and if the underpayment is five percent (5%) or more of the license fees you have paid, you will also pay for Nuance’s reasonable costs for the audit.

9. Export Control. You shall comply with all applicable export control laws in connection with the Software and Documentation.

10. Assignment. You may not assign or otherwise transfer any rights or obligations under this Agreement without Nuance’s prior written consent.

11. Choice of Law. This Agreement shall be construed in accordance with the laws of the Commonwealth of Massachusetts, United States of America, without regard to its conflict of laws principles.

12. Relationship of the Parties. This Agreement does not create any agency or partnership relationship between Nuance and you.

13. Severability. If any provision of this Agreement is found by a court of competent jurisdiction to be unenforceable, that provision shall be reformed to be enforceable to the maximum extent permitted by law, or severed and the remainder of this Agreement shall continue in full force and effect.

14. Integrated Agreement. This Agreement is the complete and final agreement and understanding, and supersedes all prior and contemporaneous representations, agreements, and understandings, whether oral or written, concerning the subject matter of this Agreement.

Copyright © 2006 Nuance Communications, Inc. All rights reserved. Nuance is a trademark or registered trademark of Nuance Communications, Inc. in the United States and other countries.
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AUTHORIZED CONTACT REGISTRATION
The Dictaphone Healthcare Solutions Support Center will provide product support to Authorized Contacts for Dragon Medical, Enterprise OLP Edition customers who have a valid maintenance contract.  The customer is responsible for registering, through iSupport, two (2) trained Authorized Contacts, per customer site, that may contact the Dictaphone Healthcare Solutions Support Center for technical support on the Dragon Medical, Enterprise OLP Edition product.  

Trained Authorized Contacts are defined as customer personnel possessing a reasonable level of operational competency with the Dragon Medical, Enterprise OLP edition product.  This can be accomplished through completion of a customer training curriculum purchased from the Dictaphone Professional Services organization, or through other training or product experience.

A customer site is defined as any physical location, or organizational entity that requires separate administration within the customer’s environment.

Remote access through the internet to the customer computer requiring support may be required.  No onsite service is available for this product.  Registered iSupport customers have access to Knowledge Base solutions, plus the ability to submit a Service Request online.
Registering Authorized Contacts
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1. An Authorized contact can self-register by going to: https://isupport.nuance.com.

2. Click Register Here in the center of the page.

3. Choose the Dictaphone Dragon Medical User profile.

4. Enter your Customer Organization number (your Organization number is:     ).

5. Enter personal information (name, password, phone number, and e-mail address).

6. A registration confirmation page is presented and an e-mail is sent.  


Please note that at this point registration approval is still pending.  Login access to iSupport is granted only after registration approval is completed.  A second e-mail stating approval will then be sent.  Approvals typically require one (1) business day to process.  If immediate support is needed during the approval process, please use the Telephone Support procedure on page 2.[image: image1.png]1 THEAER v
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TECHNICAL SUPPORT CONTACT INFORMATION
Technical support from the Dictaphone Healthcare Solutions Support Center is provided for Dragon Medical, Enterprise OLP Edition customers who have a valid maintenance contract.  An Authorized Contact (registration required) should submit an online Service Request from our iSupport web page.  Telephone Support is for emergency assistance (24x7) and follow-up or escalation of existing Service Requests created through our web-based iSupport page. Remote access through the internet to the customer computer requiring support may be required.  No onsite service is available.  

Web-Based iSupport
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Registered iSupport customers have access to Knowledge Base solutions, plus the ability to submit a Service Request online.  The average response time is one (1) hour for web-based Service Requests during normal business hours, 8:00 AM to 8:00 PM EST, Monday through Friday.
1. Log in to https://isupport.nuance.com with your iSupport User ID and Password.

2. On the Home tab, click the Create Service Request link at the left, and then click the Dragon Medical link.

3. Confirm your Customer Account Number is selected (provided below on this Technical Support Contact Information sheet).
4. Enter the Product Location Address.
5. Enter any specific error message or code at the beginning of the Problem Summary field before entering your question or problem.  You will receive relevant iSupport solutions in the next step (Step 2) of this process.  Use the Problem Details field to enter any remaining details.
6. Attachments such as log files or error image files can also be added.

7. Suggested iSupport solutions are presented.  If after applying these solutions the issue remains, Submit the online Service Request.

8. For future reference, make note of the Service Request incident number presented.  
[image: image8]Telephone Support
Telephone Support is for emergency assistance (24x7) and follow-up or escalation of existing Service Requests created via our web-based iSupport page.

1. Call Dictaphone Healthcare Solutions Support Center at  800-833-7776.

2. At the prompt, say: Dragon NaturallySpeaking, and then “Medical” when prompted for the version.
3. Provide your Service Request incident number to the Support Engineer who will then verify your customer, authorized contact, and maintenance contract information.  

4. Be prepared to provide your Customer Account Number (your account number is:     ), to the Support Engineer.

5. Be prepared to provide your Product Serial Number (your serial number is:     ), to the Support Engineer.

Support Services - Escalation Contact Information

The Technical Support operations management team works hard to exceed the expectations of our customers.  If you feel our Technical Support team is not meeting your needs for issues response or resolution, please escalate your concern to one of the below.

The following are example situations that might require escalation:

· You have an urgent or emergency issue, you are on hold for assistance, and the call is not answered within 10 minutes.

· You have an urgent or emergency issue, a return call is required, and the wait time for the return call has exceeded 60 minutes.

· Your Web submitted iSupport request has not received an initial response within 8 business hours.
	Technical Support Managers
	Contact
	Supported Products

	David Jack 
Manager, Technical Support 


	321-757-7828

david.jack@nuance.com
	Dragon Medical 

	Brian Beck 
Director, Technical Support 


	321-255-8705 brian.beck@nuance.com
	Dragon Medical


Note: To better assist you, please have specific information related to your situation available, such as the Service Request number and the name of individuals contacted up to the point of your escalation. 

PRODUCT INSTALLATION PROCEDURE
Dragon NaturallySpeaking User Guide
The basic installation procedure for the Dragon Medical Edition is provided in the Dragon NaturallySpeaking User Guide, beginning on page 5, available from the following resources:

· Hardcopy – Documentation Bundle shipped with each order for Dragon Medical 10, part number D-31-901A-10070

· Electronic softcopy – Dragon Medical software media, under the \Documentation\enx folder

· Electronic softcopy – Nuance download site at: http://support.nuance.com/usersguides/
IT Administrators Guide
For information on more advanced installation topics including Roaming Users, Push and Pull installations, and Citrix, refer to the IT Administrators Guide by launching an existing installation of Dragon Medical software and clicking Start > Programs > Dragon NaturallySpeaking > Dragon NaturallySpeaking Tools > Dragon NaturallySpeaking IT Administrators Guide.
Dragon Medical Online Help

Installation topics are also covered within the Dragon Medical Software’s Online Help.  Click Help > Help Topics from the Dragon Medical application menu.

iSupport Solution Articles

https://isupport.nuance.com


Registered iSupport customers have access to Knowledge Base Solutions and other iSupport features, including the ability to submit a Service Request online.  Only registered iSupport Contacts having a valid maintenance contract can access this resource.
[image: image7.png]



5000212-005_000








1

[image: image9][image: image10.png]llictaphone

a division of NUANCE



