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Casual Access Plan 
Updated 14th September 2016 

Scope of Services 
1) CoreMind will provide direct access to a single support engineer, who will at a minimum have 

skills in PC & Mac support, common peripherals and small networks. They may have other 
advanced skills such as programming, servers and advanced application software capability, 
but this is not guaranteed. 

2) When that support consultant is unavailable for an extended period (>2 days), a backup 
consultant will be available, but may take longer due to less context and documentation 
around your setup 

3) Unless specifically requested, CoreMind will not proactively maintain systems documentation, 
perform maintenance activities or monitor servers or service availability of casual clients’ 
systems 

4) CoreMind will make available, on a commercial basis, its web hosting, DNS hosting & 
monitoring systems and provide access to its wholesale suppliers, should you need these 
services 

5) CoreMind’s server management, fixed-price management & support plans and Standard 
Operating Environment systems are not available for casual clients 

6) Services requested of CoreMind’s management, including triage and “state information” 
requests, will be billed at $330 + GST per hour in 30-minute increments (not $165 + GST per 
hour in 6-minute increments). The Casual Access Plan is designed for direct access to a support 
consultant, not a managed service or high level consulting. You are free to use these services 
when required. N.B. These rates also apply if service is requested using a method other than 
advised below 

7) Rates quoted are for support with notice during standard business hours. After hours service 
incurs a 50% surcharge and is not guaranteed to be available. 

Service Fees 
1) An hourly rate of $165 + GST applies, in 6-minute increments 
2) A minimum monthly fee of $165 + GST applies for any month in which support was requested, 

regardless of the time spent on that support request. For very small requests, we encourage 
you to batch these 

3) Travel is billed as normal time, plus applicable transport fares (e.g. Uber, Taxi, Hire Car or 
Public Transport depending on which is cheapest or required to transport bulky goods) 
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4) Each on-site support engagement is a minimum of 2 hours plus travel. Any unused time is not 
rolled over. You are welcome to go over 2 hours so long as we don’t have another booking 
afterwards. We always leave at least an hour’s grace for this. If you need additional time 
beyond 3 hours, we may need to schedule another appointment. Alternatively, you can 
guarantee availability by pre-booking half or whole days, but these will be charged accordingly 
whether used or not. 

5) Hardware, Software & Third Party Services will be charged applicable commercial rates and 
advised upfront unless we specifically advise knowing exact costs upfront is not possible (e.g. 
due to imminent purchase of a cheap unit at a retail store) 

Service Policy 
1) If any equipment or third party services are required to assist you with your support, you will 

be required to either purchase these directly or provide upfront payment for the relevant item.  
Upfront payment may include credit card payment where available with an at-cost payment 
surcharge (currently 2-3%). Please note that if items are required on short notice (e.g. due to 
part failure) it can take much longer to source these items than if at least 48 hours’ notice is 
provided, or longer for whole computer systems) 

2) CoreMind is an IT Consulting company, not a retail store. All time spent discussing, planning, 
coordinating, executing, communicating and documenting your job is considered billable time. 
This includes time spent arranging to purchase items, whether from CoreMind’s wholesale 
suppliers, preferred retail suppliers or other stores. 

3) Time spent invoicing or any service provided that does not meet the definition of having 
entailed a “reasonable professional standard” is considered unbillable time and is not charged. 
Undesirable outcomes, such as something working for a period of time and then not, except 
where due to professional negligence, are chargeable time to identify and rectify. CoreMind 
does not guarantee outcomes from technology as this is practically impossible. CoreMind does 
operate fixed-price fixed-scope plans for business, but these have a minimum monthly 
commitment of $1,000. 

4) Account Management is not available on Casual Access Plans – you can check your time to date 
with your dedicated consultant, but this is a chargeable activity. 

5) All time-related estimates are estimates only, unless explicitly stated, in writing (e.g. email), as a 
fixed-price. Actual costs may vary, potentially substantially. Your consultant will keep you 
abreast of developments where tasks or projects do not go as planned, but it is your 
responsibility to monitor costs. Cost-controlled plans are available, but with a minimum 
monthly commitment of $1,000. Beneath this, costs are strictly based on time & materials. 

6) CoreMind will store system information, including passwords, in its documentation and 
password management systems unless you explicitly request otherwise. CoreMind does not 
warrant that these systems are completely error-free or impenetrable. 
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7) CoreMind will maintain remote access to your systems, perpetually, unless you advise us not 
to. In which case, setting up remote support every time will incur additional time costs. Where 
we do have persistent access, we promise not to use this except for the purpose of providing 
support to you. 

8) If you are particularly concerned about security above our “defaults” above, you will need a 
custom management plan (starting at $1,000 per month) as this is beyond the scope of a 
simple single person service to deliver. 

Equipment Policy 
1) CoreMind applies a margin to equipment, software and services are per the below policy. This 

payment covers processing and billing costs. Equipment specification, quoting, sourcing, 
purchase, delivery, setup and support are charged as consulting time. 

a. Items less than $100 incur a fixed $25 margin above cost 
b. Items between $100 and $1,000 incur a 25% margin above cost 
c. Items above $1,000 are quoted on a case-by-case basis. Margin may be lower than 25% 

e.g. in the case we are able to negotiate wholesale rates 
2) Where CoreMind has a wholesale relationship with a supplier, such as for whole computer 

systems or servers, CoreMind will facilitate warranty exchange upon your request. When such 
a relationship exists, we will inform you. This is a back-to-base warranty and excludes all other 
consulting and support services. Specifically, any time spent diagnosing, any time on-site, any 
time arranging workarounds or the like is chargeable. 

3) If you do wish to make a large warranty claim, we advise one of the following two courses of 
action: 

a. Doing this yourself directly with the manufacturer (we will supply relevant details), from 
your premises – some manufacturers include a return-to-base or 

4) For smaller items (anything less than a whole PC), CoreMind advises that seeking a warranty 
claim is not worth it given the likely consulting costs, business disruption and wait time. We are 
happy to advise you on how to do this yourself, if requested. 

a. Specifically, where CoreMind has purchased items from a retail store, CoreMind has 
done so as your agent and is not the reseller. CoreMind is happy to supply the original 
retail invoice for you to claim your own warranty from the retailer or manufacturer, if so 
desired 

5) We will include any manufacturer’s on-site warranty (e.g. Dell ProSupport) in our 
recommendations for your equipment repair plan. It is not always advisable to claim on this 
warranty, as it can often increase costs and introduce delays. E.g. Replacing a hard drive – a 
$100 part that CoreMind could buy on the spot and replace in one visit vs the time spent 
arranging a warranty, waiting for the part, then performing a second visit to fix things up 
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afterwards. Generally speaking, this warranty is useful for custom parts, expensive to replace 
or repair parts or whole systems. 

6) CoreMind will advise whether items are best purchased directly or from CoreMind. This will 
depend on a number of factors such as supplier, specification risk, warranty, costs and your 
DIY vs out-sourcing preferences. Some items, particularly cloud services, may only be available 
via direct purchase. 

7) In the event you do not agree with this equipment policy, CoreMind will be unable to supply 
you with equipment and you will need to source this yourself. This is likely to result in 
additional time, costs and risks for you to do this, including costs for our advice. 

Payment Terms 
1) Payment is due within 7 days of invoice 
2) A late payment fee of $25 per month or part thereof applies for any amounts more than 28 

days past due 
3) Payment is via direct deposit only. Cash, credit card or cheque payments are not available. 
4) All debt collection, dispute resolution and court costs will be borne by the Client 

Negotiation of Terms 
Negotiation of these terms is not available for Casual Access Plan clients. Custom agreements are 
available for clients with a minimum expenditure of $2,500 + GST per month. 

Requesting Support 
1) Requests for service should be made either: 

a. In person, or 
b. Via telephone to 03 9993 0398, or 
c. Via email to casual-support@coremind.com.au 

2) Each phone call, email or visit will result in a support ticket being created. Additional tickets 
may be needed to manage independent tasks or projects. 

3) Each ticket incurs a 6-minute triage fee. If you wish to “follow up” on a ticket, please reply to 
your existing ticket to avoid creating a new one. As a general rule, if you call and get voicemail, 
expect a response within 4-8 business hours and consider it unusual if you do not get one 
within 2 business days. 

a. CoreMind has much faster response times for contracted clients, but these entail a 
minimum monthly commitment of $500. For more information on these plans, please 
contact sales@coremind.com.au 

4) Given this is an “as available” service, we suggest you limit follow-ups to once every couple of 
days unless urgent. Calling e.g. multiple times a day will just result in more time being spent on 
your account. 


