Customer Terminology For Software Companies 

The term “customer” can mean different things to different people. You may find that you have internal customers and external customers. You may also find that your definition of an external customer is different depending on whether you are looking at them from your company’s perspective, or from the perspective of a stakeholder. 

These definitions were created by a software company to describe the term customers and other related terms. They allowed for clearer and more specific terminology, and allowed for consistent communication between all internal parties.

Active Customer – A customer that has one or more products on current maintenance.
Account – When this term is used, it refers to a customer. The term “customer” should be used instead.

Client – This refers to an internal service relationship. The term “client” should not be used to refer to companies that buy our products and services. They are “customers”. 

Customer – A customer is a business or entity that purchases one or more of our products or services and has a unique shipping address or site. A customer is defined by a unique, six-digit Customer ID. If a large corporation has three divisions that each have unique data centers in different sites (different ship-to addresses) then we would consider them three different customers. The customer number is established at the time the contract is signed.

Customer Site – A “site” or “installed site” is a logical term for a customer ship-to address. We do not track where the software is ultimately installed. In most cases, the physical installation site is the same as the ship-to address. However, there are probably instances where we ship product to one location, with the company sending the software internally to the actual “installation site”. There may also be instances where we ship products to one location, which then sends the software to multiple internal locations. Since we shipped the software to one site, we still consider them one customer. 

Inactive Customer – A customer who still uses one or more of our products, but has no products on current maintenance. When reporting to shareholders and external entities, it is important to include these companies in the customer count. They are, in fact, using our products, even if they are not paying current maintenance.  

Maintenance Customers – This is not a fully accurate term. Technically, there are no customers on maintenance. Only products can be on or off maintenance. In fact, one customer may have multiple products, some of which may be on maintenance while others are off maintenance. To find customers who have products on maintenance, we would need to look first for all products on maintenance, and then determine the customer those products are associated with.

Parent – A term to aggregate multiple customers under a common corporate umbrella. The field is available, but is not kept up-to-date today. (Some people in the Marketing Group might also refer to this as an “organization”.)

Partner – A company where we have a formal, contractual partnership arrangement. There are two types of partners.

1. Partners who sell our products. These are also called resellers or distributors. These partners have Customer IDs, since we ship them products that they use for demos. If these partners sell any of our products to another company, that second company is considered one of our customers, and has a Customer ID.

2. Partners whose products we recommend or sell. This includes companies who have products that we embed in our software, or companies that have complementary solutions to our products. They should not have Customer IDs, unless they have purchased products from us. 

Prior Customer – A customer who is still in our database, but who no longer uses any of our products. These companies should not be included when reporting on the number of current customers we have.  

mso9A.doc
1
4/4/2003

