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The first year of RouteSmart maintenance 
is included with all RouteSmart for 
ArcGIS® license purchases. (“RouteSmart 
for ArcGIS®” refers only to RouteSmart 
software purchased for use with ESRI’s 
ArcView, ArcEditor, or ArcInfoTM and does 
not include maintenance for ESRI 
software.) At the end of the first year, we 
recommend that you ensure continued 
support by subscribing to one of our 
annual support programs. We offer 
primary and secondary support programs 
using a two-tiered approach designed to 
meet the needs of single and multi-copy 
sites. 

Primary Support  

The main components that comprise the 
primary support program are technical 
support (for one authorized, RouteSmart-
trained caller only), which includes tele-
phone, fax, and e-mail software support; 
Web-based support powered by WebEx; 
ability to register for RouteSmart’s Users’ 
Conference; an opt-in subscription to our 
e-newsletter; access to our Web forum; 
and direct shipment of any applicable in-
version software updates. Primary support 
is the only option for sites with one 
license of RouteSmart for ArcGIS®. 

All primary users must complete full 
application training for RouteSmart for 

ArcGIS, from an authorized RouteSmart 
trainer, to be eligible for technical sup-
port. 

Users outside the United States should 
contact their local RouteSmart distributor 
for information regarding the availability 
of various support options locally.  

Secondary Support  

If your organization has purchased more 
than one RouteSmart for ArcGIS® license 
and at least one primary support sub-
scription per hardware key, you may take 
advantage of our two-tiered support 
program. Secondary support offers many 
of the advantages of primary support and 
is available at a reduced price for these 
sites. Up to nine secondary support sub-
scriptions can be purchased for each 
primary support subscription, per product 
(for every ten licenses, one primary sup-
port subscription is required).  

Secondary support requires that an 
experienced, trained user at the primary 
site be designated as technical contact for 
all communication between RouteSmart 
and all sites covered by the agreement, 
both primary and secondary. Technical 
support is not available to secondary 
support sites directly, but only through 
the designated primary technical contact. 

Maintenance Programs 

Outstanding service has been a major factor in RouteSmart's growth and success over 
the years. Given that RouteSmart is used across the globe, consistently delivering on this 
promise takes knowledge, persistence, organization, and a state-of-the-art infra-
structure. To foster your success in using RouteSmart for ArcGIS® software, we offer a 
flexible and comprehensive support program designed to meet the needs of different 
types of users. 

RouteSmart for ArcGIS® 

Technical Support Services Policy 
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RouteSmart Technologies’ Client Services 
Group is dedicated to providing timely, 
expert assistance to RouteSmart for 
ArcGIS® software users. Technical support 
includes assistance in solving problems 
arising from the use of unmodified 
RouteSmart software only (unless said 
modification was performed and executed 
by RouteSmart Technologies, Inc.) and 
does not include training or consulting in 
the application of the software. 

Accessing Technical Support  

RouteSmart for ArcGIS® users subscribing 
to our Primary Support program may 
contact Technical Support between 8:00 
am and 6:00 pm., Eastern time, Monday 
through Friday, by phone, fax, or e-mail. 
RouteSmart holidays are excluded.  

Technical Support can be reached by 
dialing 800-977-7284. Each reported 
incident is given a unique identification 
number for referencing. The user will be 
connected to a specialist who will work on 
the problem until it is resolved. If a 
specialist is unavailable, the call is placed 
in a queue. The user will be called back 
by the first available specialist. 

Users who do not wish to call in or who 
cannot reach Technical Support during 
our normal operating hours may use fax 
or e-mail support. We accept faxes and e-
mail 24 hours a day (however, faxes and 
e-mail received after hours, 6:00 p.m. to 
8:00 a.m., Eastern time, are handled 
within 24 hours of the next business day). 
Incidents reported by fax or e-mail are 

given a lower priority than those reported 
by telephone. Fax (available at 410-290-
0334) or e-mail (accessed by e-mailing 
service@routesmart.com) support can be 
used for all incident-related correspond-
ence.  

Requests for support by telephone, e-
mail, or fax should contain detailed 
information about the problem (hardware 
platform and peripherals, version of oper-
ating system, version of RouteSmart 
software, description of problem, and 
customer number) to help expedite a 
solution. RouteSmart Client Services will 
respond by telephone, fax, or e-mail. 

Resolution Time  

The time required to answer questions 
and resolve your problems varies de-
pending on the type of problem and 
whether we are able to reproduce it. Most 
often we are able to answer questions 
and suggest solutions to problems on the 
same day, sometimes immediately.  

If research or consultation with another 
specialist is required, a complete response 
may take several working days. Under 
rare circumstances, it may take longer. If 
the problem turns out to be a coding or 
documentation error for which there is no 
work-around, resolution may have to wait 
for a future programming modification. 
Usually, however, we can clarify 
documentation issues and provide 
satisfactory work-arounds in a timely 
manner.

Software Releases and Updates 
In-version software updates are included as part of Technical Maintenance Programs for 
both primary and secondary sites. Shipments are sent only to one primary technical 
contact for distribution within your organization. 

Technical Support Procedures 
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Publications 
Registered users of RouteSmart software may opt in on our Web site for a subscription 
to SmartDirections, our e-newsletter. SmartDirections is user focused. The newsletter 
keeps our clients informed about what’s going on within RouteSmart Technologies, in 
our products, and in the industry. You can opt out of your subscription at any time by 
sending a message to service@routesmart.com or by clicking the unsubscribe link in the 
newsletter.  

Destinations: Users’ Conference 
RouteSmart Technologies hosts our Destinations: Users’ Conference every 18 months. 
This conference is a unique three-day information exchange between the RouteSmart 
user community and RouteSmart Technologies staff. You can meet with other users to 
share experiences and knowledge, attend user presentations and technical sessions on 
how to use RouteSmart, and meet face-to-face with RouteSmart staff to ask questions 
and offer suggestions on how we can better serve your organization’s needs. For more 
information about the Destinations: Users’ Conference, visit our Web site at 
www.routesmart.com. Details are also provided in a Users’ Conference mailing to all 
registered users. 

Preparing for Support 
When you contact RouteSmart Technologies for technical support, you should be at your 
computer and have the appropriate software documentation on hand. Be prepared to 
provide the following information: 
 
 Your software and version number 
 The type of hardware you are using (manufacturer, version of operating system) 
 The exact wording of any messages that appeared on your screen 
 What happened and what you were doing when the problem occurred 
 How you tried to solve the problem 
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Technical Support Eligibil ity 
 
To be eligible for RouteSmart for ArcGIS® technical support services, users 
should be aware of and adhere to the following terms:  

 Complimentary technical support is available for the first 12 months following 
issuance of the RouteSmart license. Thereafter, technical support is available in 
12-month increments, payable in advance, based on the date the license is 
issued. In the event additional software licenses are purchased, they will be 
prorated to coincide with the existing maintenance term. The support service 
for each software package is separately priced. Maintenance should be kept 
continuous with no lapse in coverage to avoid any potential re-licensing fees. 

 Price and terms are subject to change without notice. Fees are based on the 
rates in effect at the time payment is due. Those paying in arrears or late are 
subject to additional fees, not to exceed 18 percent per year. Fees for support 
services are nonrefundable. Subscribers to RouteSmart support services should 
subscribe to support for all software licensed by the subscriber.  

 Previous versions remain subject to the terms of the RouteSmart software 
license and may not be transferred to any other person or entity, without 
proper written authorization.  

Limitations  

 RouteSmart technical support is limited to unmodified RouteSmart software, 
unless said modifications were performed and executed by RouteSmart 
Technologies, Inc.  

 RouteSmart Technologies, Inc., is not responsible for technical support for 
ESRI software (independent of its use and application for RouteSmart 
software), other third-party software, or hardware, graphic cards, monitors, 
plotters, graphic printers, digitizers, modems, and so forth, except to answer 
questions of how standard, supported software and devices interface with 
RouteSmart software.  

 The terms and conditions of this policy are subject to change by RouteSmart 
Technologies, Inc., without written notice. 
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RouteSmart Client Services Group  
Telephone: 800-977-7284  
Fax: 410-290-0334  
E-mail: service@routesmart.com  
Web: www.routesmart.com  
Hours: 8:00 am to 6:00 pm, Eastern time, 
Monday through Friday, except 
RouteSmart holidays  

RouteSmart Customer Service for 
Shipping and Billing Information  
Telephone: 800-977-7284  
Fax: 410-290-0334  
E-mail: info@routesmart.com  
Hours: 8:00 am to 6:00 pm, Eastern time, 
Monday through Friday, except 
RouteSmart holidays  

To Contact RouteSmart 

 
Corporate 

 
RouteSmart Technologies, Inc. 

8850 Stanford Blvd. 
Suite 3250 

Columbia, MD 21045 USA 
 

Phone: 800-977-7284 
Fax: 410-290-0334 

 
Send email inquiries to: 

info@routesmart.com 
 

Support via e-mail to: 
service@routesmart.com 

 
Visit our Web page at: 

www.routesmart.com 
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