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Frequently Asked Question: 
 
What are items that are billable and not included with standard SunLync support?  
 
 
Answer/Resolution:  
 
The following items are considered custom work/billable and are outside the scope of standard 
SunLync support: 
 

▪ Database Move (Local) 
▪ Database Move (Offsite) 
▪ Database Split  
▪ Database Merge 
▪ API Customization 
▪ Custom Development Work  
▪ Data Conversions (Standard List of Software Types)  
▪ Additional Training  
▪ Onsite Implementation  
▪ After Hours Data Conversion  
▪ Tokenize Customers’ Billing Information 
▪ Token Transfer: Export, Import, and Export & Import 

 
 
If a request from the above list is initiated through the SunLync Support Department, the 
following steps should occur: 
 

1. Support - Create a Case in Salesforce  
2. Support - Inform the customer that the requested work is considered custom and is 

billable and review hourly rates 
3. Support - Analyze the work and estimate time to complete where possible 
4. Support - Request that the SunLync Sales Department sends the Owner/Authorized 

Owner on the account a Custom Work Request form 
5. Sales – Send Custom Work Request form to Owner/Authorized Owner  
6. Customer – Sign and return Custom Work Request authorizing the work to be completed 
7. Accounting – Contact the customer to confirm billing information to be used when the 

work is completed   
8. Customer Support Manager – Assign custom work  
9. Support Team – Complete custom work  
10. Support Team – Transfer Case to Accounting Department for billing; include total hours  
11. Accounting – Create invoice for custom work  

 
 
Rates: 



 

Data Conversions  
Data Conversion from Standard Software Types 
(during normal business hours)  $1,000/Location  

SunLync Database Split  Split of a Location from a SunLync Database $175/Hr.  

SunLync Database Merge  
Merge of SunLync Location into an Existing 
SunLync Database  $175/Hr.  

*Non-Business Hours 
Conversion  

Data Conversion Conducted Outside of Non-
Business Hours  $225/Hr.  

Additional Training 

Additional Training Time above allotted 6 hours 
(Training Courses included w/ Platinum 
Support)  $125/Hr.  

Onsite Implementation Onsite Visit of a SunLync Representative  
$1,500/Day & 
Travel Expenses 

Custom Work  
Custom Work Requested Outside of Technical 
Support Scope  

Quoted based 
on project / 
Minimum 
$200/Hr.  

 
 
* Custom work completed outside normal business hours (8am – 5pm EST) is billed at an additional rate 
of $225/hr.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Custom Work Agreement:  
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