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 🔹 PURPOSE
This FAQ provides standardized guidance for handling all Credits, Cancellations, Reductions (CCR), billing inquiries, and contract-related scenarios across Bold Group.
All decisions impacting revenue must align with:
· Executed agreements (MSA + Order Acknowledgements) 
· CCR Governance Policy 
· Financial compliance standards (SOX / ASC 606) 

🔹 CORE PRINCIPLES
· Contracts are legally binding unless formally amended 
· CCR process is mandatory for any financial adjustment 
· No verbal or informal commitments are valid 
Protect:
· Recurring Revenue (MRR / ARR) 
· Forecast accuracy 
· Audit compliance 
Guiding Approach:
Retain → Restructure → Renew → Credit (last resort)

🔹 CONTRACT STRUCTURE & GOVERNANCE
Q: What governs a customer’s agreement?
A:
Customer agreements are governed in the following order:
1. Order Acknowledgement (OAF / SOW) → Commercial terms 
2. Master Services Agreement (MSA) → Legal terms 
If there is a conflict, the Order Acknowledgement takes precedence.

Q: How do legacy contracts vs. new agreements work?
A:
There are three scenarios:
· Legacy MSA referenced → Legacy terms remain in effect 
· New MSA (order-specific) → Applies only to that order 
· New MSA (global governance) → Governs all legacy and future purchases 
👉 If unclear, escalate to operations@boldgroup.com

Q: Can customers choose to stay on legacy contracts?
A:
No (standard policy).
· Customers are not permitted to elect legacy agreements 
· Legacy usage must be: 
· Internally approved 
· Commercially justified 
Exceptions (limited):
· Strategic / enterprise accounts 
· Complex negotiated deals 
👉 Default position:
We do not preserve legacy contracts unless explicitly approved

Q: If a client signs a new agreement for an add-on or professional services, does that become the new governing MSA?
A:
Not automatically — it depends on the agreement structure.
There are three possible outcomes:

1. New Order references existing (legacy) MSA
· Legacy MSA continues to govern 
· New purchase is treated as an add-on 
· No change to overall contract structure 

2. New MSA applies only to that Order
· New MSA governs that specific purchase 
· Legacy MSA may still govern prior agreements 
· Creates a mixed contract state 

3. New MSA explicitly supersedes prior agreements (preferred)
· New MSA becomes the governing agreement for the entire relationship 
· Applies to: 
· Current purchase 
· All prior purchases 
· All future purchases 

Q: How do I confirm which MSA governs?
A:
Look for language such as:
· “Supersedes all prior agreements” 
· “Governs all existing and future services” 
· “Replaces previous MSA” 
If not present:
· Do not assume governance changed 
· Escalate to operations@boldgroup.com 

Q: Do add-ons or new purchases create separate cancellation rights?
A:
No.
All add-ons are:
· Co-terminous 
· Bound to the governing agreement 

🔹 BILLING & MRR
Q: When does billing (MRR) start?
A:
Billing begins based on contractual triggers—not usage:
· License delivery → billing begins upon credential delivery 
· Project-based → earlier of: 
· 6 months post-signature 
· 30 days after UAT start 

Q: Can billing be delayed if the customer is not ready or not live?
A:
No.
Billing is not dependent on:
· Go-live 
· Customer readiness 
· Data migration 
· Product gaps 

Q: Are fees refundable or prorated?
A:
No.
· One-time fees = non-refundable 
· Recurring fees = billed in advance and not prorated 

Q: Can a customer switch from annual billing to monthly mid-term?
A:
No.
Annual prepayments are final once processed and cannot be reversed mid-term.
Changes may only occur at renewal.

🔹 CANCELLATIONS
Q: Can a customer cancel mid-term?
A:
No.
Customers are financially obligated through the full contractual term.

Q: What is required for a valid cancellation?
A:
· Written notice 
· Signed on company letterhead 
· Submitted within required notice period (typically 90 days) 

Q: Does migrating to another platform cancel the contract?
A:
No.
Migration does not terminate contractual obligations.

Q: Do contracts automatically renew?
A:
Yes.
Contracts renew automatically unless proper notice is provided.

🔹 REDUCTIONS
Q: Can customers reduce licenses or spend mid-term?
A:
No.
Not permitted mid-term:
· License reductions 
· Subscriber reductions 
· Module removal 
· Hosting downgrade 
· Pricing reduction 

Q: When are reductions allowed?
A:
Only:
· At renewal 
· With proper notice 
· Or via approved CCR exception 

🔹 CREDITS
Q: When can credits be issued?
A:
Only in limited cases:
· Verified billing error 
· Duplicate invoicing 
· System configuration issue 

Q: Can credits be issued for product dissatisfaction or bugs?
A:
No.
Unless:
· Contracted SLA exists 
· SLA includes defined penalties 

Q: What is the invoice dispute window?
A:
60 days from invoice date.
After this:
· Invoice is accepted 
· No retroactive credits 

Q: Can goodwill credits be issued?
A:
Only through CCR approval and must be documented as:
“Commercial concession – not contractual obligation”

🔹 CCR PROCESS
Q: When is CCR required?
A:
Whenever there is:
· Credit 
· Cancellation 
· Reduction 
· Billing change 
· Contract exception 

Q: What is required in a CCR submission?
A:
· Contract reference 
· Financial impact (MRR / ARR / one-time) 
· Justification 
· Customer documentation 
· Forecast impact 

Q: Can anything be approved outside CCR?
A:
No.
· No verbal approvals 
· No side agreements 
· No informal approvals 

Q: Who approves CCR requests?
A:
· Head of Growth 
· Head of Security & Alarm 
· EverPro / FP&A workflow 

🔹 BILLING & COLLECTIONS
Q: Can billing be stopped if a client is unhappy or not using the product?
A:
No.
Billing continues per contract unless formally approved.

Q: Can cancellations or credits be backdated?
A:
No.
All changes must be forward-looking.

Q: Can credits be applied to future invoices?
A:
No.
Credits must be issued as standalone credit memos.

🔹 BUYOUTS & EXCEPTIONS
Q: What is a buyout?
A:
A negotiated early termination that may include:
· Remaining contract value 
· Minimum commitments 
· Unrecovered onboarding 
· Implementation recovery 

Q: When may exceptions be considered?
A:
Limited cases:
· Financial hardship 
· Strategic accounts 
· Expansion opportunities 
· M&A activity 
· Dispute resolution 

Q: Are exceptions guaranteed?
A:
No.
All exceptions are discretionary.

🔹 ACQUISITIONS
Q: What happens if a customer is acquired?
A:
· Contract transfers to acquiring entity 
· All obligations remain in effect 

Q: Does acquisition void the contract?
A:
No.
Contracts remain enforceable unless formally amended.

🔹 TEAM GUIDELINES
Q: What are CSMs and Sales not allowed to do?
A:
Without approval, you may not:
· Promise credits 
· Promise cancellations 
· Offer reductions 
· Delay billing 
· Modify MRR start dates 
· Change contract terms verbally 

🔹 ESCALATION
Q: What should I do if I am unsure how to handle a request?
A:
Follow this escalation path:
1. Do not commit to the customer 
2. Escalate to operations@boldgroup.com 
3. Escalate to Direct Manager 
4. Submit CCR (if financial impact exists) 

Q: When should I escalate immediately?
A:
If:
· Contract terms are unclear 
· Customer requests: 
· Early termination 
· Mid-term reduction 
· Billing changes 
· Credits outside policy 
· There is revenue or compliance risk 

Q: What should I tell the customer while escalating?
A:
“I’m going to review this with our contracts, legal and leadership teams to ensure we’re aligned with your agreement and provide you the best path forward. I’ll follow up shortly.”
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