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No. Support Type Standard Support *Extended Support 
a) General Inquiries Basic usage questions - 
b) Installation and Setup Assistance with installation 

and initial setup 
Advanced configuration and 
environment setup tailored to 
specific needs 

c) Bug Reports and Fixes Reporting bugs and 
receiving fixes 

- 

d) Documentation and 
Feature Clarification 

Basic clarification of 
documented features 

Detailed explanations or 
training sessions on advanced 
features not documented 

e) Error Troubleshooting Addressing common error 
messages 

In-depth troubleshooting for 
complex or uncommon errors 

f) Simple Code or Syntax 
Issues 

Basic code/syntax error 
resolution 

Reviewing and correcting 
complex scripts or code 
provided by the user 

g) Data Analysis 
Consultation 

General guidance on data 
input with ASReml/Genstat 

Detailed analysis or 
consulting on user-provided 
datasets, including code 
review 

h) Software Updates and 
Upgrades 

Notifications and guidance 
on installing updates 

Assistance with migrating 
custom settings or extensive 
testing post-upgrade C 
translation of code from one 
version to another. 

i) Follow-Up on Support 
Tickets 

Standard follow-up on 
existing support tickets 

Additional support sessions or 
follow-ups requiring 
significant new work (e.g., over 
30 minutes) 

j) Training Access to general VSNi 
online resources 

Customized training sessions 
or in-depth tutorials tailored to 
customer needs 

k) Consulting and 
Advanced Assistance 

- Consulting on complex 
statistical methods or model 
building, typically involving 2+ 
hours of work 

l) Custom Feature 
Requests 

Suggestions for new 
features or improvements 

Detailed exploration and 
feasibility analysis of custom 
features requested by the 
customer 

 
*Some VSNi promotions exclude standard support, but it's available as an add-on 
*Extended support is quoted on a case to case basis 


