FIRST AMENDMENT TO MASTER CUSTOMER AGREEMENT

This First Amendment (" Amendment") is made and entered between Rock Solid
Technology, Inc. ("Company") and the City of Gainesville, Florida ("Customer") and is
effective as of AUBUSt 21 , 2020 ("Effective Date"). Each of Company and

Customer is a “Party” and together, the “Parties.”

WHEREAS, the Parties entered into a Master Customer Agreement dated March 31,
2020 for contract management software; and

WHEREAS, the Parties wish to amend the Agreement.

NOW, THEREFORE, the Parties agree to the following:
the

1. The subscription start date as outlined in the Order Document as the Term Start Date
defined by being within 30 days of the Project Start is hereby amended to be the “Project End
Date” or December 1, 2020 whichever comes first.

“Project End Date” means the date in which the Project Plan has been completed as defined in
the Statement of Work Customer Relationship Management Solution -Phase 1 document.

If the Project End Date does not occur prior to December 1, 2020 and the project delay is
materially caused by the Company, the subscription start date will begin at the Project End Date.
Otherwise, the subscription will start on December 1, 2020.

2. Except as modified by this Amendment, all terms and conditions of the Master
Customer Agreement shall remain in full force and effect.

3. This Amendment, together with the original Master Customer Agreement dated March
31, 2020, constitutes the entire agreement between the Parties.

ROCK SOLID TECHNOLOGY, INC. CITY OF GAINESVILLE
T e T Lee R Feldman

Name: Chris Detrich Lee Feldman, City Manager
Title: ©€N€ral Manager, North America Date: AUg 21,2020

Date: AUE 19,2020

Approved as to Form and Legality:

David C. Schwartz

David C. Schwartz (Aug 20, 2020 13:20 EDT)

City Attorney




MASTER CUSTOMER AGREEMENT

This Master Customer Agreement (this “Agreement”) is made and entered into between Rock Solid Technology, Inc. (“Company”) and the City of
Gainesville, Florida (“Customer”) and is effective as of March 31, 2020 (“Effective Date”). Each of Company and Customer is a “Party” and together,

the “Parties.”

BY ACCEPTING THIS AGREEMENT, EITHER BY CLICKING A BOX INDICATING YOUR ACCEPTANCE, EXECUTING AN ORDER FORM OR
OTHER DOCUMENT THAT REFERENCES THIS AGREEMENT, USING (OR MAKING ANY PAYMENT FOR) ANY PRODUCTS (DEFINED BELOW),
ENGAGING COMPANY TO PROVIDE PROFESSIONAL SERVICES, OR OTHERWISE AFFIRMATIVELY INDICATING YOUR ACCEPTANCE OF
THIS AGREEMENT, YOU: (A) AGREE TO THIS AGREEMENT ON BEHALF OF THE ORGANIZATION, COMPANY, OR OTHER LEGAL ENTITY
FOR WHICH YOU ACT; AND (B) REPRESENT THAT YOU HAVE THE AUTHORITY TO BIND CUSTOMER AND ITS AFFILIATES TO THIS
AGREEMENT. IF YOU DO NOT HAVE SUCH AUTHORITY, OR IF YOU DO NOT AGREE WITH THIS AGREEMENT, YOU MUST NOT ACCEPT
THIS AGREEMENT AND MAY NOT USE ANY PRODUCT OR RECEIVE ANY PROFESSIONAL SERVICES.

DEFINITIONS

“Addendum” means a reference in an Order Form to one or more
additional documents that contain terms relevant to a particular
Product or Professional Services.

“Affiliate” means any entity which is directly or indirectly
controlling, controlled by, or under common control with a party to this
Agreement.

“APIs” means the application programming interface provided by
Company.

“Authorized Users” means employees, contractors, and agents
of Customer who are registered by Customer to use the Products

“Customer Data” means any data or information that Customer
or any of its Authorized Users uploads or inputs into a Product or
otherwise makes available to Company in connection with Customer’s
use of a Product or receipt of Professional Services

“Deliverables” means any work product or other materials
created by Company in connection with its performance of
Professional Services

“Order Form

“Documentation” means Company-provided user manuals, help
files, specification sheets, or other documentation, in whatever form,
relating to a Product.

“Hosted Services” means the provision of Software as a service
as asset forth on an Order From which is hosted by Company or its
hosting providers and which is access by Customer via the internet.

“Order Form” means a written order executed by the parties
which defines the respective order parameters and information, such
as, modules purchased, term and associated fees.

“Product” means the APIs, Software, Hosted Services, and
Deliverables.

Professional Services” means implementation, installation,
configuration, customization, or other professional services expressly
identified on an Order Form (which may be in the form of a SOW).

“Software” means a Company provided license to downloadable
software including any mobile applications and downloadable add-ins
to other Products).

“SOW” (Statement of Work) means a written order executed by
the parties which identifies the Professional Services ordered by
Customer, including the description, and associated fees.

“Third Party Products” means third-party software or other
products (e.g., cloud hosting instances or data analysis tools) that
Company provides to Customer or that is otherwise identified in the
Documentation as being required to use properly such Product

PRODUCT RIGHTS AND RESTRICTIONS

Products and Services; Order Forms. This Agreement sets forth the
terms and conditions on which Company may make available to Customer
the APls, Software, Hosted Services, or Deliverables or provides the
Professional Services, each as expressly identified in an Order Form.

Licenses

Hosted Services. If an Order Form indicates that
Customer will receive access to Hosted Services, then Customer may
access and use such Hosted Services solely (i) for the Term set forth
in such Order Form, and (ii) in accordance with all applicable
Documentation and the restrictions set forth in this Agreement.

API. If an Order Form indicates that Customer will receive
access to an API, or if Company provides credentials to Customer that
enable Customer to access an API with another Product, then
Company hereby grants Customer a non-exclusive, non-transferable
and non-sublicensable right and license under Company’s rights in
that API to access and use such API solely (i) for the Term set forth in
such Order Form and (ii) in accordance with all applicable
Documentation and the restrictions set forth in this Agreement.
Without limiting the foregoing, Customer will comply with any volume
or other usage-based restrictions described in an Order Form,
Addendum, or Documentation.

Software. If an Order Form indicates that Customer will
receive a license to Software, then Company hereby grants to
Customer a non-exclusive, non-transferable, non-sublicensable right
and license under Company’s rights in such Software to install and
operate such Software in accordance with all applicable
Documentation and the restrictions set forth in this Agreement
(including the applicable Order Form). Such license will continue for
the Term set forth in the applicable Order Form. Any Company-
provided mobile applications acquired by Customer in connection with
another Product licensed under this Agreement is deemed Software
licensed to Customer pursuant to this Section.

Geographical Files. If an Order Form indicates that
Customer will receive a license to Company’s mobile app, promptly
following the Effective Date, Customer shall provide to Company the
geographic boundary file for the applicable covered area in the form
of an ESRI shape files. Additionally, any geographic data including,
but not limited to, municipal district boundaries, school board
boundaries, shall be provided by the Customer at the Company’s
request if such data exists.

Additional Features. Customer acknowledges that not all of the
features or functionality of a Product may be available at Customer’s
subscription level irrespective of whether such feature or functionality is
described in the Documentation, and that access to such features or
functionality may require payment of additional fees or the purchase of
additional licenses.

Evaluation Products. If an Order Form indicates that Customer will
receive a Product for evaluation or proof-of-concept purposes, then
Customer may use the Product only for the purpose of evaluating the
functions and performance of the Product, solely for the designated time
period for the evaluation or trial, and subject to any additional usage
restrictions  specified on the applicable Order Form. Customer
acknowledges that evaluation or proof-of-concept versions of the Products
may be automatically disabled upon expiration of the designated trial period
(at the end of which Customer’s right to use the Product under the
applicable Order Form also expires), and that any data stored in such
Products may become unavailable at that time.

Authorized Users. Company will ensure that its Authorized Users
comply with all of Customer’s obligations under this Agreement. Customer
is strictly responsible for all acts and omissions of Authorized Users as
though they were those of Customer. Customer will prevent any



unauthorized use of, or access to, the Products and Documentation and
will immediately notify Company in writing of any unauthorized use or
access of which Customer becomes aware. Customer will immediately
terminate any unauthorized use by persons having access to a Product or
Documentation through Customer.

Use Restrictions. Except as otherwise explicitly provided in this
Agreement or as may be expressly permitted by applicable law, Customer
will not, and will not permit or authorize third parties to: a) rent, lease, or
otherwise permit third parties (or other persons not authorized by this
Agreement) to use a Product or the Documentation; b) use a Product to
provide services to third parties (e.g., as a service bureau); c) use a Product
for any benchmarking activity or in connection with the development of a
competitive product; d) circumvent or disable any security or other
technological features or measures of a Product or use the product in a
manner that Company reasonably believes poses a threat to the security of
Company-controlled computer systems; e) modify, translate, reverse
engineer, decompile, disassemble, or otherwise derive the source code or
the underlying ideas, algorithms, structure, or organization from a Product
(except to the extent that applicable law prevents the prohibition of such
activities); f) use or access any Product in a manner that materially impacts
or burdens Company or Company’s servers and other computer systems,
or that interferes with Company’s ability to make available any Product to
any third party; or g) use a Product in violation of Company’s then-current
published acceptable use policy applicable to that Product.

Documentation. To the extent that a Product is accompanied by any
Documentation, Company hereby grants to Customer a non-exclusive,
non-transferable, non-sub licensable right and license under Company’s
rights in the Documentation to use such Documentation solely to enable
Customer to exercise its rights under the applicable license to or grant of
access and usage rights for such Product.

Third-Party Products. To the extent that a Product includes or is
accompanied Third-Party Products, the Third-Party Products and their use
by Customer are subject to all license and other terms that accompany such
Third-Party Products. Without limiting the foregoing, if Company enables
Customer to access a hosted environment offered by a third-party cloud or
platform service provider, then Customer must agree to the applicable
service provider's terms and conditions prior to accessing such hosted
environment, and Customer will comply at all times with such terms and
conditions.

Ownership; Data. As between Company and Customer, Customer
retains all right, title, and interest, including all intellectual property rights, in
and to Customer Data. Customer hereby grants Company a non-exclusive,
worldwide, royalty-free, license to use, process, transmit, store, and
disclose the Customer Data (including personal data): (a) during the Term,
for the purpose of exercising Company’s rights and performing its
obligations under this Agreement and (b) in perpetuity, in a form that does
not identify Customer as the source thereof, for developing and improving
Company’s and its Affiliates’ products and services, industry analysis,
benchmarking, analytics, marketing, and other business purposes. As
between the Parties, Company owns all right, title, and interest, including
all intellectual property rights, in and to the Products, Documentation,
Deliverables, and any improvements to any Company products or services
made as a result of Company'’s use, processing, or generation of Customer
Data. During the Term, Customer may request that Company make
available to Customer a copy of Customer Data stored in certain Products,
and Company may agree to do so for an additional fee.

Customer Data. Customer is responsible for all Customer Data that
Customer or its Authorized Users provide in connection with the Products
and Professional Services. Customer is solely responsible for complying
with: (a) all privacy and data protection laws and regulations applicable to
the Customer Data and (b) Customer’s and its Authorized Users’ use of the
Products and Professional Services.

Feedback. If Customer provides any feedback to Company
concerning the functionality and performance of a Product, any
Documentation, or the Professional Services (including identifying potential
errors and improvements), Customer hereby assigns to Company all right,
title, and interest in and to the feedback, and Company is free to use the
feedback without payment or restriction.

Audit. Customer will create and maintain complete and accurate
records containing all information necessary to enable Company to verify
Customer’s compliance with this Agreement. During the Term and for a
period of one year thereafter, Company will have the right, at its own

expense, upon at least 5 calendar days’ prior notice, to periodically inspect
and audit Customer's use of the Product for purpose of determining
Customer’s compliance with the terms and conditions of this Agreement.
Customer will cooperate with Company in the performance of any such
audit, and will provide to Company or a third party designated by Company
such access to Customer’s relevant records, data, information, personnel,
computer systems and / or facilities as Company may reasonably request
for such limited purposes. Company will bear the costs of any such audit
unless such audit determines that Customer has violated the terms and
conditions of this Agreement, in which case (a) Customer will reimburse
Company for all expenses incurred in connection with the audit, (b)
Customer will pay Company all fees that are applicable to Customer’s
unauthorized use (e.g., additional seat licenses to cover use in excess of
Customer’s previously purchased seat licenses), and (c) Company may
immediately terminate this Agreement for cause, in addition to any and all
remedies available to Company in law or equity. Additionally, to the extent
possible, Company may, at its expense, automatically audit Customer’s use
of the Product, provided that any such audit shall not interfere with
Customer’s business activities.

PROFESSIONAL SERVICES

Provision of Professional Services. Subject to the terms of this
Agreement, Company will use commercially reasonable efforts to provide
Professional Services. Company shall perform the Professional Services in
a professional manner in accordance with industry standards.

Deliverables. Company retains all right, title, and interest, including all
intellectual property rights, in and to any Deliverables. If Company provides
any Deliverables to Customer pursuant to the applicable Order Form,
Company hereby grants to Customer a non-exclusive, royalty-free, fully
paid up, worldwide license under Company’s rights in the Deliverables to
use and exploit such Deliverables in connection with the Products and
Professional Services during the Term.

Modifications. Either party may propose a change order to add to,
reduce or change the work order in the SOW, such as for subsequent
phases or additional features or functionality. Each change order shall
specify the change(s) to the Professional Services or Deliverables, and the
effect on the time of performance and on the fees owed, due to the change.
Once executed by both parties, a change order shall become a part of the
SOW.

Personnel

Suitability. Company will assign employees and
subcontractors with qualifications suitable for the work described in
the relevant Order Form. Company may replace or change employees
and subcontractors in its sole discretion with other suitably qualified
employees or subcontractors.

Customer Responsibilities. Customer will make available
in a timely manner at no charge to Company all technical data,
computer facilities, programs, files, documentation, test data, sample
output, or other information and resources of Customer required by
Company for the performance of the Professional Services. Customer
is responsible for, and assumes the risk of, any problems resulting
from, the content, accuracy, completeness, and consistency of all
such data, materials, and information. Customer will provide, at no
charge to Company, office space, services, and equipment as
Company reasonably requires to perform the Professional Services.

Non-solicitation. The employees and consultants of
Company who perform the Professional Services are a valuable asset
to Company and are difficult to replace. Accordingly, Customer agrees
that, during the Term of the Agreement, and for a period of one year
after completion of the Professional Services under an Order Form, it
shall not solicit for employment or engagement (whether as an
employee, independent contractor or consultant) any Company
employee or consultant who performed any of the Professional
Services under that Order Form. Customer is not restricted from hiring
any personnel that respond to public job advertisements or similar
general solicitations.

FEES AND PAYMENT

Fees and Payment Terms. Customer will pay Company the fees and
any other amounts owing under this Agreement as specified in the
applicable Order Form and/or SOW. Unless otherwise specified in such
Order Form or SOW, Customer will pay all undisputed amounts due within




30 days of the date of the applicable invoice. Any amount not paid within
fifteen (15) days of the due date will be subject to finance charges equal to
1.5% of the unpaid balance per month or the highest rate permitted by
applicable usury law, whichever is less. Additionally, in the event any
amount is more than thirty (30) days overdue, Company may suspend its
performance until it receives all amounts due. Customer will reimburse any
costs or expenses (including, but not limited to, reasonable attorneys’ fees)
incurred by Company to collect any amount that is not paid when due.
Amounts due from Customer under this Agreement may not be withheld or
offset by Customer against amounts due to Customer for any reason.
Customer may withhold payment of any fees that are the subject of a good
faith dispute of which Customer has provided Company written notice within
five (5) business days of invoice receipt; provided that all fees which are
not disputed shall be timely paid, and the disputed fees shall be paid within
ten (10) days of resolution of the dispute

Taxes. Other than net income taxes imposed on Company, Customer
will bear all taxes, duties, and other governmental charges (collectively,
“Taxes”) resulting from this Agreement. Customer will pay any additional
Taxes as are necessary to ensure that the net amounts received by
Company after all such Taxes are paid are equal to the amounts to which
Company would have been entitled in accordance with this Agreement if
such additional Taxes did not exist.

TERM AND TERMINATION

Term. The term of this Agreement will begin on the Effective Date and
continue until expiration or termination of all Order Form’s and/or SOW'’s
(the “Term”). Each Order Form and SOW will have its own term as stated
in such document.

5.2 Termination for Convenience. Either party may terminate
this Agreement without cause upon 30 days’ written notice to the other

party.

5.3 Termination for Lack of Funding. To the extent that funding
for a particular Order Form or SOW is derived from public funding and
Customer has made a good faith effort to procure such funding,
Customer shall have the ability at the end of any committed period to
terminate the Order Form or SOW in the event that such funding is not
received.

1.4 Termination for Material Breach. Either Party may terminate this
Agreement or one or more Order Forms if the other Party does not cure its
material breach of this Agreement or the applicable Order Form(s) within
30 days of receiving written notice of the material breach from the non-
breaching Party.

Termination for Bankruptcy or Insolvency. Either Party may terminate
this Agreement or one or more Order Forms if the other Party ceases to do
business in the ordinary course or is insolvent (i.e., unable to pay its debts
in the ordinary course as they come due), or is declared bankrupt, or is the
subject of any liquidation or insolvency proceeding which is not dismissed
within one hundred twenty (120) days, or makes any assignment for the
benefit of creditors.

Post-Termination Obligations. Upon expiration or termination of this
Agreement: (i) in the event of termination due solely to a breach by
Company, then Company shall refund any prepaid fees for Products or
Professional Services that would have been rendered after the date of
termination; (ii) in the event of termination due solely to a breach by
Customer, then Customer shall pay all fees through the date of termination,
plus all fees through the remainder of the term of the applicable Order Form
and/or SOW; (iii) all rights to use the Products immediately cease and
provision of Professional Services immediately ends; (iv) within thirty (30)
days, each party will return or destroy at the disclosing party’s request the

other party’s Confidential Information.

Survival. Notwithstanding anything to the contrary herein, Sections 2
and 6-11 as well as any other provisions which by their terms or sense are
intended to survive, will survive termination or expiration of this Agreement.

CONFIDENTIALITY

Definition. As used herein, “Confidential Information” means all
confidential information disclosed by or otherwise obtained from a Party
(“Disclosing Party”) to or by the other Party (“Receiving Party”), whether
orally, visually, or in writing, that is designated as confidential or that
reasonably should be understood to be confidential given the nature of the
information and the circumstances of disclosure. “Confidential Information”

of a Disclosing Party includes such Disclosing Party’s business and
marketing plans, technology and technical information, product plans and
designs, and business processes. Without limiting the foregoing,
Company’s “Confidential Information” includes each Product, all
Documentation, all Company technical information, and all information
concerning Product-related database structure information and schema.
However, “Confidential Information” does not include any information that
(a) is or becomes generally known to the public without breach of any
obligation owed to the Disclosing Party, (b) was known to the Receiving
Party prior to its disclosure by the Disclosing Party without breach of any
obligation owed to the Disclosing Party, (c) is received from a third party
without breach of any obligation owed to the Disclosing Party, (d) was
independently developed by the Receiving Party; or (e) is required by law
or court order to be disclosed.

Protection of Confidential Information. Except as otherwise permitted
in writing by the Disclosing Party, the Receiving Party will (a) use the same
degree of care that it uses to protect the confidentiality of its own
confidential information of like kind (but in no event less than reasonable
care) not to disclose or use any Confidential Information of the Disclosing
Party for any purpose outside the scope of this Agreement and (b) limit
access to Confidential Information of the Disclosing Party to those of its
employees, contractors and agents who need such access for purposes
consistent with this Agreement and who have signed confidentiality
agreements with the Receiving Party containing protections no less
stringent than those herein. Notwithstanding the foregoing, Company is
permitted to disclose Confidential Information of Customer on a need to
know basis to employees, contractors, and agents of its Affiliates. The
Receiving Party may disclose Confidential Information of the Disclosing
Party if it is compelled by law to do so, provided the Receiving Party gives
the Disclosing Party prior notice of such compelled disclosure (to the extent
legally permitted) and reasonable assistance, at the Disclosing Party’s cost,
if the Disclosing Party wishes to contest the disclosure. If the Receiving
Party is compelled by law to disclose the Disclosing Party’s Confidential
Information as part of a civil proceeding to which the Disclosing Party is a
party, and the Disclosing Party is not contesting the disclosure, the
Disclosing Party will reimburse the Receiving Party for its reasonable cost
of compiling and providing secure access to such Confidential Information.

WARRANTIES AND DISCLAIMER

Limited Company Warranties. Company hereby warrants, for the
benefit of Customer only, that each Product will materially conform to the
applicable Documentation , provided that this warranty will not apply to
failures to conform to the applicable Documentation to the extent such
failures arise, in whole or in part, from any modification of the applicable
Product by Customer or any third party or any combination of the applicable
Product with APls, software, hardware, or other technology not provided by
Company under the applicable Order Form. If any defect or error covered
by this warranty occurs, Customer will provide Company with sufficient
detail to allow Company to reproduce the defect or error. If notified in writing
by Customer, Company will, at its sole option, either (a) correct such error
or defect in the Product, at no cost to Customer and within a reasonable
time, by issuing corrected instructions, a restriction, or a bypass or (b)
accept return of the Product and refund any license or subscription fees
previously paid by Customer in connection with such Product from the date
of notification of the warranty claim, and Customer’s right to use the Product
will terminate. The foregoing sentence sets forth Customer’s sole and
exclusive remedy for Company’s breach of this warranty. Company is not
responsible for any defect or error caused by a Product that Customer has
modified, misused, or damaged.

Mutual Warranties. Each Party represents and warrants to the other
that: 1.5 this Agreement has been duly executed and delivered and
constitutes a valid and binding agreement enforceable against such Party
in accordance with its terms and 1.6 it shall comply with all applicable laws.

Disclaimer. EXCEPT FOR THE EXPRESS REPRESENTATIONS
AND WARRANTIES STATED IN THIS SECTION OR AN ORDER FORM
OR  ADDENDUM, COMPANY  MAKES NO  ADDITIONAL
REPRESENTATION OR WARRANTY OF ANY KIND WHETHER
EXPRESS, IMPLIED (EITHER IN FACT OR BY OPERATION OF LAW),
OR STATUTORY, AS TO ANY MATTER WHATSOEVER. COMPANY
EXPRESSLY DISCLAIMS ALL IMPLIED WARRANTIES OF
MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE,
QUALITY, ACCURACY, TITLE, AND NON-INFRINGEMENT. COMPANY
DOES NOT WARRANT AGAINST INTERFERENCE WITH THE



ENJOYMENT OF THE PRODUCTS OR PROFESSIONAL SERVICES.
COMPANY DOES NOT WARRANT THAT THE PRODUCTS,
DOCUMENTATION, OR PROFESSIONAL SERVICES ARE ERROR-
FREE OR THAT OPERATION OF THE PRODUCTS OR PROVISION OF
THE PROFESSIONAL SERVICES WILL BE SECURE OR
UNINTERRUPTED. COMPANY DOES NOT WARRANT THAT ANY
INFORMATION PROVIDED BY APRODUCT OR DOCUMENTATION, OR
IN CONNECTION WITH THE PROFESSIONAL SERVICES, IS
ACCURATE OR COMPLETE OR THAT ANY SUCH INFORMATION WILL
ALWAYS BE AVAILABLE. COMPANY EXERCISES NO CONTROL
OVER, AND EXPRESSLY DISCLAIMS ANY LIABILITY ARISING OUT OF
OR BASED UPON THE RESULTS OF, CUSTOMER'S USE OF THE
PRODUCTS OR DOCUMENTATION OR RECEIPT OF THE
PROFESSIONAL SERVICES.

INDEMNIFICATION

Defense by Company. Company will, at its expense, indemnify,
defend and hold harmless Customer from any third party claim, proceeding,
or suit (“Claim”) brought by a third party against Customer alleging that
Customer’'s use of a Product in accordance with the terms of the
Agreement, infringes or misappropriates any patent, copyright, or
trademark; provided that; 1.7 Customer gives Company prompt written
notice of the Claim; 1.8 Customer grants Company full and complete
control over the defense and settlement of the Claim; and 1.9 Customer
provides assistance in connection with the defense and settlement of the
Claim as Company may reasonably request. Customer will not defend or
settle any Claim subject to indemnification under this Section without
Company’s prior written consent. Customer will have the right to participate
in the defense of the Claim at its own expense and with counsel of its own
choosing, but Company will have sole control over the defense and
settlement of the Claim. If Company becomes aware of, or anticipates, a
Claim subject to indemnification under this section, Company may, at its
option (a) madify the Products that are the subject of the Claim so that they
become non-infringing, or substitute functionally equivalent products; (b)
obtain a license to the third-party intellectual property rights giving rise to
the Claim; or (c) terminate the affected Order Form(s) on written notice to
Customer and refund to Customer any pre-paid but unused fees.

Defense by Customer. Customer will, ay its expense, indemnify,
defend and hold harmless Company from any third-party Claim arising out
of or based upon Customer’s provision of the Customer Data, or breach of
Section 2.6 (Use Restrictions); provided that: 1.10 Company gives
Customer prompt written notice of the Claim; 1.11 Company grants
Customer full and complete control over the defense and settlement of the
Claim; and 1.12 Company provides assistance in connection with the
defense and settlement of the Claim as Customer may reasonably request.
Company will not defend or settle any Claim subject to indemnification
under this Section without Customer’s prior written consent. Company will
have the right to participate in the defense of the Claim at its own expense
and with counsel of its own choosing, but Customer will have sole control
over the defense and settlement of the Claim.

1.2 Exclusions from Obligations. Company will have no obligation
under this Section for any infringement or misappropriation to the extent
that it arises out of or is based upon any of the following (a) use of a Product
in combination with other products or services not provided by Company if
such infringement or misappropriation would not have arisen but for such
combination; (b) the Product was provided to comply with designs,
requirements, or specifications required by or provided by Customer, if the
alleged infringement or misappropriation would not have arisen but for the
compliance with such designs, requirements, or specifications; (c) use of a
Product by Customer for purposes not intended or outside the scope of the
license granted to Customer;; or (d) any modification of a Product not made
or authorized in writhg by Company where such infringement or
misappropriation would not have occurred absent such modification.

THIS SECTION STATES EACH PARTY’S ENTIRE LIABILITY TO
THE OTHER AND EACH PARTY’S SOLE REMEDY FOR ANY THIRD-
PARTY CLAIM DESCRIBED IN THIS SECTION.

LIMITATIONS OF LIABILITY

Disclaimer of Indirect Damages. NOTWITHSTANDING ANYTHING
TO THE CONTRARY CONTAINED IN THIS AGREEMENT, NEITHER
PARTY WILL, UNDER ANY CIRCUMSTANCES, BE LIABLE TO THE
OTHER FOR CONSEQUENTIAL, INCIDENTAL, SPECIAL, OR
EXEMPLARY DAMAGES, INCLUDING BUT NOT LIMITED TO LOST
PROFITS OR LOSS OF BUSINESS, ARISING OUT OF OR RELATED TO

THE SUBJECT MATTER OF THIS AGREEMENT, EVEN IF COMPANY IS
APPRISED OF THE LIKELIHOOD OF SUCH DAMAGES OCCURRING.

Cap on Liability. EXCEPT FOR (I) EITHER PARTY'S GROSS
NEGLIGENCE OR WILLFUL MISCONDUCT; () THE PARTIES’
INDEMNIFICATION OBLIGATIONS; AND/OR (ll) A BREACH OF
SECTION 2.6, UNDER NO CIRCUMSTANCES WILL EITHER PARTY’S
TOTAL LIABILITY OF ALL KINDS ARISING OUT OF OR RELATED TO
THIS AGREEMENT (INCLUDING BUT NOT LIMITED TO WARRANTY
CLAIMS), REGARDLESS OF THE FORUM AND REGARDLESS OF
WHETHER ANY ACTION OR CLAIM IS BASED ON CONTRACT, TORT,
OR OTHERWISE, EXCEED THE TOTAL AMOUNT PAID AND/OR
PAYABLE BY CUSTOMER TO COMPANY UNDER THE ORDER FORM
OR SOW WITH RESPECT TO WHICH THE LIABILITY AROSE DURING
THE 12 MONTHS IMMEDIATELY PRECEDING THE CLAIM
(DETERMINED AS OF THE DATE OF ANY FINAL JUDGMENT IN AN
ACTION).

1.2 Independent Allocations of Risk. EACH PROVISION OF THIS
AGREEMENT THAT PROVIDES FOR A LIMITATION OF LIABILITY,
DISCLAIMER OF WARRANTIES, OR EXCLUSION OF DAMAGES IS TO
ALLOCATE THE RISKS OF THIS AGREEMENT BETWEEN THE
PARTIES. THIS ALLOCATION IS REFLECTED IN THE PRICING
OFFERED BY COMPANY TO CUSTOMER AND IS AN ESSENTIAL
ELEMENT OF THE BASIS OF THE BARGAIN BETWEEN THE PARTIES.
EACH OF THESE PROVISIONS IS SEVERABLE AND INDEPENDENT
OF ALL OTHER PROVISIONS OF THIS AGREEMENT. THE
LIMITATIONS IN THIS SECTION WILL APPLY NOTWITHSTANDING
THE FAILURE OF ESSENTIAL PURPOSE OF ANY LIMITED REMEDY IN
THIS AGREEMENT.

GENERAL

Relationship. Company will be and act as an independent contractor
(and not as the agent or representative of Customer) in the performance of
this Agreement.

Assignability. Neither Party may assign its right, duties, or obligations
under this Agreement without the other Party’s prior written consent, which
consent will not be unreasonably withheld or delayed, except that either
party may assign this Agreement to an Affiliate or a successor, or in
connection with the sale of all of the assets or business to which this
Agreement relates.

Export. Customer will comply with all applicable export and import
laws, rules, and regulations in connection with Customer’s activities under
this Agreement. Customer acknowledges that it is Customer’s responsibility
to obtain any required licenses to export and re-export Products. The
Products, including technical data, are subject to U.S. export control laws,
including the U.S. Export Administration Act and its associated regulations,
and may be subject to export or import regulations in other countries.
Customer represents and warrants that the Products are not being and will
not be acquired for, shipped, transferred, or re-exported, directly or
indirectly, to proscribed or embargoed countries or their nationals and
persons on the Table of Denial Orders, the Entity List or the List of
Specifically Designated Nationals, unless specifically authorized by the
U.S. Government for those purposes.

U.S. Government Restricted Rights. The Software is commercial
computer software, as that term is defined in 48 C.F.R. §2.101. Accordingly,
if the Customer is the U.S. Government or any contractor therefor,
Customer will receive only those rights with respect to the Software and
Documentation as are granted to all other end users under license, in
accordance with (a) 48 C.F.R. §227.7201 through 48 C.F.R. §227.7204,
with respect to the Department of Defense and their contractors, or (b) 48
C.F.R. §12.212, with respect to all other U.S. Government licensees and
their contractors.

Subcontractors. Company may utilize subcontractors or other third
parties to perform its duties under this Agreement so long as Company
remains responsible for all of its obligations under this Agreement.

Notices. Any notice required or permitted to be given in accordance
with this Agreement will be effective if it is in writing and sent by certified or
registered mail, or insured courier, return receipt requested, to the
appropriate Party at the address set forth on the applicable Order Form and
with the appropriate postage affixed. Either Party may change its address
for receipt of notice by notice to the other Party. Notices are deemed given



2 business days following the date of mailing or 1 business day following
delivery to a courier.

Force Majeure. Neither Party will be liable for, or be considered to be
in breach of or default under this Agreemeant (except for failure to make
payments when dus) on account of, any delay or failure to pedorm as
raquired by this Agreement as & result of any cause or condition beyond its
reasonable control, so long as that Party uses all commercially reasorable
efforis to aveid or remove the causes of non-performancs.

Governing Law. This Agreement will be interpreted, construed, and
enforced in all respects in accordance with the laws of the State of Flarida,
rotwithstanding its conflicds of @ws provisions. Each Farty hereby
Irevocably consents to the exclusive jurisdiction and venue of the federal,
state, and local courts in Alachua County, Flerida in connection with any
action arising out of or in connection with this Agresment.

Waiver. The waiver by either Party of any breach of any provision of
this Agreemant does not waive any other breach. The failure of any Party
to insist on strict peformance of any covenant or obligation in accordance
with this Agreement will not be a waiver of such Party's right to demand
strict compliance in the future, nor will the same be construed &s a novation
of ths Agreement.

Severability. If any part of this Agreement is found to be illegal
unenforceable, or invald, the remaining portions of this Agreement wil
ramain in full force and effect. If any material limitation or rastriction on the
use of a Productunder this Agreement is found te be illegal, unenforceable,
or invalid, Customer's right ta use Products will immediately terminate.

Order of Precedence. Any conflict between an Order Form, an
Addendum, or this Agreemeant will be resclved according to the following
crder of precedence: (1) the Order Form; (2) the Addendum; and (3) the
Master Terms.

1.12 Motice Reqgarding Apple. This Section applies to the extent that
the Product licensed to Customer is a mobile application on an 105 device.
Customer acknowledges that this Agreement is between Customer and
Company only, not with Apple Inc. (“Apple’), and Apple is not responsible
for the Froduct or the content thersof. Apple has no obligation to fumish
any mainterance and support sendces with respect to the Product. If the
Product fails to conform to any appliceble waranty, Custorner may notify
Appla and Apple will refund any applicable purchase price for the mobile

Company

Executed by
?ﬁ?lm‘*: Chris Detrich
itle: .
Date- GM, VP of North America
Mar 30, 2020
Signature: i

application to Custorner;, and, to the maximum extent permitted by
applicable law, Apple has no other warranty obligation with respect to the
Product. Apple is not responsible for addressing any claims by Customer
or any third party relating to the Product or Custorner's possession and / or
use of the Product, including: (a} product liability claims; (b any claim that
the Product fails to conform to any applicable legal or regulatory
requiremment; or [c) claims arising under consumer protection or similar
legislation. Apple is not responsible for the investigstion, defense,
settlement, and discharge of any third party claim that the Product and/ or
Custorner's possession and use of the Product infringes a third party’s
intellectual property rights. Customer agrees to comply with any applicable
third party terms when using the Product. Apple and Apple's subsidiaries
are third party beneficiaries of this Agreement, and upon Customer's
acceptance of this Agreement, Apple will have the right {and will be deemed
o have accepted the right) to enfores this Agreement apgainst Customer as
a third party bensficiary of this Agreement. Customer hereby represents
and warrants that (a) Customer is not located ina country that is subject to
a U.S. Govermnment embargo, or that has been designated by the U.S.
Government as a “terrorist supporting” country; and (b) Customer is not
listed on any U.S. Government list of prehibited or restricted parties.

Entire Agresment. This Agreement, includng all exhibits, is the final
and complete expression of the agreement between these Parties
regarding the subjec! matter hersof. This Agreement supersedes, and the
terms of this Agreement govemn. all previoss oral and written
comrmunications regarding these matters, al of which are merged into this
Agresment, except that this Agreement does not supersede any prior
nondisclosure or comparable agreement betwsen the Parties executed
prior 1o this Agreement being executed, nor does it affect the validity of any
agreements between the Parties relating to other products or services of
Company that are not described n an Order Form and with respect to which
Customer has execuled a separate agresment with Company that remains
in effect. No employes, agent, or other representative of Company has any
authority to bind Company with respect to any statement, representaton,
warranty, or other expression unless the same is s pecifically set forth in this
Agresment. This Agrsement may be changed only by a written agraement
signed by an authorized agent of the Parly against whom enforcement is
sought. Company will not be bound by, and specifically objects to, any term,
condition, or other provision that is different from or in addition to this
Agreement (whether or not it would materially aiter this Agreement) that is
proffered by Customer in any receipl scceptance, confimaton,
correspondence, or otherwise, unless Company specifically provides a
written acceptance of such provision signed by an authorized agent of
Company.

Customer

Executed by
Name: Lee R.Feldman

Title: City Manager
Date: pyar 31, 2020

Signature: i & wmm

Approved as to Form and Legali
Pprov gality

Dmis . Sehwarss fear 1L, 2026

Asst. City Attorney



ROCK SOLID TECHNOLOGY, INC. ORDER FORM

TERMS AND CONDITIONS
2

Customer: | City of Gainesville, FL Order Effective Date: | Effective date of MCA
Primary Contact: Primary Contact Phone:
Dollar Values: | All quoted in USD Term: | 5Years

Payment Terms:

Net 30 Days

Term Start Date :

Project Start Date **

Billing Cycle:

Annual in advance

Automatic Renewal :

Yes

** The Project Start Date will be set to no later than 30 days after the Order Effective Date

SOFTWARE AS A SERVICE (SaaS) FEES

Technology Fees Quantity Unit Price Plr\;lce per Total per Year
onth
Base Fee (Hosting Costs and 30
Cont uSer(s) g 1 $1999 |  $1999 $23,988
Power User 1-25 (Tier 1) 12 $89 $1,068 $12,816
Power User 26-50 (Tier 2) 0 $99 $0 $0
Power User 51-125 (Tier 3) 0 $79 $0 $0
Power User Over 125 (Tier 4) 0 $69 $0 $0
Additional Light User 0 $15 $0 $0
Power Bl User & Dashboards 1 $0 $0 $0
OnelLink with Service Requests 1 $850 $850 $10,200
Total Annual Saa$S Fees: $47,004

The first annual SaaS fees will be invoiced in the calendar month that the Project Start Date falls in

Additional users can be added at any time throughout the term. Charges for additional users will be
invoiced the following month prorated until the end of the year based on the unit prices listed above

By signing this Order Form or submitting a purchase order or other ordering document to Company pursuant to this
Order Form, Customer hereby orders from Rock Solid Technology, Inc. (“Company”) the Products and other goods
or services described in this Order Form. All payments are non-cancelable and non-refundable. Customer may not
cancel any portion of this Order Form during the Initial Subscription Term. If Company terminates this Order Form
due to Customer’s non-payment, all unpaid Software as a Service (SaaS) fees for the remainder of the Term will be
immediately due. Fees do not include any taxes, duties, or other governmental charges, all of which are Customer’s
responsibility.
This Order Form is incorporated into the Master Customer Agreement dated 03/31/2020 between the parties (the

“Agreement”). The Agreement is incorporated by reference, in its entirety, and together with this Order Form

constitutes the Agreement relating to the products and services under this Order Form. Company objects to any other
additional or different terms in the Customer’s purchase order or acceptance. All capitalized terms not defined in this

Order Form shall have the meanings given in the Agreement. In the event of any conflicts or inconsistencies among
this Order Form and the Agreement, this Order Form shall prevail.
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Statement of Work

Customer Relationship Management Solution - Phase
1

Prepared for:

Gainesville, FL

Project:

Implement Respond - Customer Relationship Management and
Contact Solution with Constant Contact Functionality
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Comment
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INTRODUCTION

This Statement of Work (SOW), and any exhibits, appendices, schedules, and attachments to it, forms a part
of and is incorporated into the Master Customer Agreement between Rock Solid Technology, Inc.
(“Company”) and the City of Gainesville (“Customer”) dated (“Agreement”). This SOW sets forth
the implementation services to be performed by the Company related to the Customer Relationship
Management and Contact Solution with Constant Contact integration. (“project”). All changes to the SOW
will be managed in accordance with the Change Management Process defined in this document.

The City of Gainesville (City) released an ITN for a technology solution that will support the City’s citizen-
centered design and engagement efforts. The requested solution will allow departments and charter officers
to manage citizen interactions with the City.

The core goals of the project were:

e Aggregate contact lists into a single modern relationship manager.
e Standardize communications with the citizens across the City.

e Provide visibility into engagement analytics

e Improve trust and satisfaction with the City

The City of Gainesville aims to be the “New American City” and has adopted “Citizen centered, People
empowered” as our wordmark. The goal of citizen-centered design is to improve the interactions a person has
with the city across their lifetime. One type of interaction is communication initiated by the City - to provide
the Citizen information regarding City activities, budget, meetings, etc.. This project focuses on that type of
interaction.



1. PROJECT OBJECTIVES AND SCOPE

1.1 Objectives

One of the main objectives of the City is to better position itself in managing its Contacts (Organizations,
Staff, Employees or Citizens) and outbound communications. One of the foundational elements of the
City’s strategy is to implement a CRM/Contact Management solution that will assist staff to connect to
GNV neighbors successfully and efficiently. This solution will provide the foundation for the City’s contact
management, and provide the foundation for future work for service management, and customer
experience framework across omni-channel communications such as web portal, phone, email, in-person
and mobile. The Company’s proprietary Respond®© Solution, along with the proprietary OneLink
customer-facing software, will help facilitate Gainesville in achieving these objectives.

1.2 Phased Approach for City Divisions
This SOW depicts phase 1 of the implementation of the CRM system for the City. The City is looking to
establish a Contact Management module in order to be the hub for handling communications between
different types of Contacts (Staff, Organizations and Citizens). For Phase 1, the primary users of the
Respond© CRM software will be the city staff in charge of managing contacts and outbound
communications, while the primary beneficiaries of the service should hopefully be the citizens through
enhanced communication and access to City services.

1.3  Areas within Scope

As part of this project, the Company will complete the phases of analysis, design, development,
deployment and operation for the Company’s Respond© CRM Solution based on Microsoft Dynamics
365 in the Company’s Cloud environment to Gainesville, FL as described in the Agreement. Any changes
in scope will be according to this SOW.

1.3.1 Application Software

The Respond© Civic Engagement Solution will run in the Company’s Cloud using the latest version, of the
Dynamics 365 (CRM) platform and the Respond© Product Components that include the following at
the start of the Term (versions are expected to change through the Term):

e Respond®© (CRM) for Dynamics 365
= This include Contact Management functionality like:
= Capture Contact Name, Email, Phone Numbers
= Home and/or Postal Addresses
=  Topic of Interests
= Notes
= Custom fields
e Onelink Console



e Interface and Usage of City’s licensed Constant Contact product and outbound communication
options

e Onelink Web Portal and Mobile App

e Microsoft Power Bl

e The Cloud Platform that supports the components listed above include:

Windows Server 2016

SQL Server 2016

SQL Server 2016 Reporting Services

SQL Server 2016 Integration Services

Internet Information Server (l1S)

Windows Active Directory

Active Directory Federated Services (ADFS)

Dynamics 365

c 0 0 O 0O 0 O o ©O

Dynamics 365 Web Services
o Respond© Web Services
The development languages utilized for the solution include JavaScript, C#, HTML and ASP.NET.

1.3.2 Infrastructure

The Company shall implement the Respond© solution on a cloud-based software solution. All security
for user’s access is administered via standard Microsoft CRM and Active Directory Federation Services
(ADFS) security models.

Some of the software components of the Respond© solution may need to be installed on the
Customer’s user workstations/devices in order to deliver the optimum results regarding certain system
features such as user intake screens. The Company will provide a separate environment for user testing
and training. This test environment will have the current or the next version of the Respond© solution in
order for users to test and training accordingly. The Company will provide a test environment that will
include software changes in advance for testing by Customer personnel. The Company will conduct
periodic data restoration, coordinated with the Customer in advance, from the production environment
to the test environment so that the test environment reflects actual production information.

Since the Respond© solution will be integrated to the Customer’s third-party solutions, the Customer
shall ensure that the Company has access to the proper testing environment, permissions and
connectivity.

The following environments will be set up as part of this project
according to the project schedule.

Environment Location Responsibility Server Configuration
Test Company’s Cloud | Company Company
Training Company’s Cloud | Company Company
Production Company’s Cloud | Company Company
Integration Testing Customer Customer Customer

The three cloud environments (Production, Test and Training) will remain available to Customer for the
duration of the Term.



1.3.3 Training

The Company will conduct training sessions on the Respond© solution for Customer personnel based on
the schedule in the Project Plan. The training method will be discussed and agreed upon with Customer.

The Company will use a combination of instructor lead training and Train-the-Trainer programs in
agreement with the Customer’s expectations. Training materials will be adjusted in accordance with the
Customer scope and user types.

Instructor led training

e End-User Training - Each department or business unit will rely on end users to work directly with the
system each day. To ensure that end users are qualified to use the solution, the Company will
develop on-site training classes during which an instructor shall use software and training guides to
teach end users on how to use the system.

Super User Training - Each department or business unit will need staff capable of performing day-to-
day administrative tasks. These Super Users will not be called upon to perform enterprise-wide tasks
but will oversee many aspects of their department’s implementation and continuing support.

e Administrative/Technical users — These users will be trained on administrative functionality,
configurations, and technical aspects of the solution. This training includes:

e Train-the-Trainer Training - The Customer will be responsible for training new hires and new business
units that plan to use the Respond© solution after the signed acceptance by the Customer of all
operation phases for all departments. Prior to such signed acceptance, the Company will conduct on-
site training classes for in-house training staff who will lead, facilitate, and deliver the instructor-led
portions of the training on the Respond© solution. This training will include the trainer’s role and
responsibilities, the planning and teaching process, system knowledge, and exams that will test
learning. This course will provide City personnel with all of the required tools, templates, etc. to
deliver the training to their colleagues. The Customer would consider using these trainers in tandem
with the Company’s trainers for the end user training outlined above. The Company must ensure
that the Customer trainers are proficient by the end of the initial end-user training session.

Training will be conducted in the Customer’s Training environment using Customer data, configuration
settings, terminology, business processes, and scenarios.

End-user training will focus on functional positions and workflow processes. All personnel comprising a
specific functional position in a department will be trained on the system’s use that is specific to their
needs.

Training will include evaluation of trainees to ensure that they have learned the course content and can
perform all necessary functions on the system. The Company will notify the Customer of any employees
that have failed the evaluation and provide them with additional training as required. The Customer will
repeat a training session at no additional cost to the Customer if a majority of the trainees have not
attained the skills from the training session or have failed the evaluation at the end of the training.

Train-the-Trainer training will prepare Customer personnel to lead, facilitate, and deliver the leader-led
components of the training. This course will provide Customer personnel with all the required tools and



templates to deliver the training to their colleagues.

1.3.4 Business Process Analysis

The Company and the Customer will review the Customer’s existing business processes based on the
schedule in the Project Plan. This review will focus on understanding the processes as they relate to the
delivery of the services for the departments in scope. All participating departments will be expected to
provide documentation on their current process workflow and answer any questions related to the
delivery of services across different intake channels and cross-department collaboration. The analysis
will focus on the ability to automate the Customer processes using the Respond© solution.

1.3.5 Requirements and Configuration
The Company and the Customer users will review the project requirements and the required system
configurations as a result of the business process analysis. This review will be done through the
following process. The Company will develop a requirements document that will encompass all the
features, configurations and adjustments required in the Respond© solution in order to meet the
Customer’s requirements. The Company will discuss all elements of the solution configuration
capabilities with the Customer and deliver a template used in the project to complete all system
configuration requirements. This template will be populated and validated by the Customer with the
assistance by the Company. This template includes information such as Request Types, Users,
Department Structure, SLA’s, and Geography. Each department should populate and validate their own
version of the template. The Company will use the requirements and configuration documents to
perform the necessary configuration and adjustments.

The Company will document the technical aspects of the solution by assessing the current infrastructure
including client computers, connectivity to the internet, and any third-party systems that will be part of
the integration.

1.3.6 Testing of Functionality
The Company and the Customer users will perform the testing of all required functionality of the
Respond© CRM Solution, as developed according to the configuration and requirements document,
including interfaces to all integrated systems listed in 1.3.7.

1.3.7 Integration and Interfaces
The Company shall configure, test and implement integrations to external systems. RST will deliver a
work plan for the integrations according to the Project Plan that will define the scope of each third-party
system integration in order to implement the Respond®© solution. This plan will be a collaboration effort
between RST and the Customer.

1.3.7.1  Integration Middleware
Rock Solid will facilitate the interaction between the diverse applications and RESPOND®©. The
integration middleware will manage all communication, data translation, and process interactions among
the connected applications. The integration module is an asynchronous process that allows for web
service integration. The integration runs as a standalone, and periodically processes data creation, and
updates in the participating systems. This process allows the integration to occur in situations where
connection interruptions happen. The integration that will be implemented by the Company using
integration middleware method is the RESPOND/ Cityworks Integration.
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1.3.7.2 Application-to-Application Integration
This approach is intended to develop integrations without a centralized server connector. Application
development for integration may not reside in the same environments. This approach will be used when

integration relies on a pass through process such as authentication with Active Directory and real time
data retrieval such as GIS.
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The integrations that are included in the existing Respond®© solution, and will be implemented by the
Company using an application-to-application integration method, are as follow:

e ADFS for Single Sign On (SSO)
e OQutlook 365 Email Integration
e Power Bl

e (Constant Contact

e Qualtrics

e ESRI

1.3.7.3  RESPOND /ADFS Integration for Single Sign On (SSO)
RESPOND® will be integrated to the City’s Active Directory using ADFS. This will allow the City staff to use
their existing user name and password to log in to the CRM system and avoid a login screen when
authenticated.

1.3.7.4  RESPOND/ Outlook 365 Email Integration
RESPOND® will be integrated to the City’s Outlook 365 email service in order to receive and send email
using existing City inboxes and accounts.. The integration allows for the city to establish various inboxes
that will be used to receive emails and receive them in queues. These queues can take emails, allow for
internally handling and mark them as completed to have control of which email have been attended to or
not in the CRM system. All emails that are related to the customer/citizen and will available in the
Customer Profile.

1.3.7.5 RESPOND/ Constant Contact Integration
RESPOND® will be integrated to the third-party application, Constant Contact, that the City of Gainesville
currently utilizes for one-to-many mass email communication. This will help the City leverage existing
Contact data and different functionality from Constant Contact directly in Respond©. All emails that are
related to the customer/citizen and will available in the Customer Profile. The integration will ensure the
City can correctly manage outbound communication from the Respond© CRM System to its Contacts.



e RESPOND/ Constant Contact Integration any CRM Checkbox Field on the Contact record to your
Marketing Automation Lists.

e Sync marketing lists to Constant Contact lists.

e Opt-outs managed automatically.

e Custom field mapping between both systems.

e Sync campaigns and campaign responses from Constant Contact to Dynamics CRM.

e Dynamics CRM always takes higher precedence over Constant Contact. Any changes in CRM will
always be synced to Constant Contact.

1.3.7.6  RESPOND/ Qualtrics Integration
Integration will consist of the use of the Qualtrics Surveys that the subscriber has developed. The
expected scope of the integration will consist of modifying our survey link included in the automatic
system email notifications being sent as part of a completed request. This integration will ensure that the
URL being sent matches the desired survey that the Customer wishes to use for their Requests. If the
Customer desires a different scope of integration with the Company, then the specific requirements have
to be identified and a detailed estimate of work can be provided for this integration.

1.3.7.7 RESPOND/ ESRI Integration
RESPOND®© must consume ESRI REST endpoint to search addresses. The system allows the use different
ESRI layers such as corporate boundary, code enforcement, forestry districts, among others in order to
support request management. To date no other of Company’s customers have needed to use ESRI credits
to enable the RESPOND / ESRI Integration and Company will make every reasonable effort to configure
Customer’s RESPOND / ESRI Integration to not consume credits.

RESPOND®O has out of the box integration with ESRI GIS system. The system can connect to underlying
Customer base maps and layers and present those in the system maps views via ESRI REST endpoint. The
system can also connect to Customer’s maintained geocoder to expand on address validation efforts
using City maintained data. These geocoders can be used to validate the addresses of contact records
being created to ensure that these addresses are using approved addresses.

1.3.7.8  RESPOND/ Cityworks Integration
In order to accurately track all citizen contact and interactions into a single system, Rock Solid will also
provide service request or case management for citizens.

Rock Solid is able to use the existing 'myGNV' mobile application name and app store entries; as result,
the transition for residents will be seamless and appear as a simple app update on mobile devices.

Service requests will be pushed into Cityworks, via a bi-direction integration. Our partnership with Jones
Edmunds will ensure the proper transition of this integration so that it will be seamless to your existing

users.

This Integration will consist of data exchange between RESPOND®© and Cityworks. The data to be
synchronized between both systems must be defined in collaboration with the City and the assistance of
Jones Edmunds.

The RESPOND© CRM system will accept information updates from Cityworks only if the Cityworks record
originated from RESPOND®. Information regarding the Cityworks case, such as request number and



status must be shown in RESPOND®©. The exact records and fields to be presented will be defined during
the design phase. It is required to create an integration and Cityworks testing environment to execute
development and testing tasks. New environments should have the same software specifications as those
in the production environment. The annual license for service requests, Cityworks integration, and
customer portal is outlined in Section 5. All services fees for this additional are included at no additional
charge.

1.4 Areas Out of Scope

Anything not listed in the previous “Areas within Scope” is considered out-of-scope for this SOW such
as:

e Any third party or external software applications identified to be implemented as part of this project
including their licensing, support, and educational fees as well as assistance in the software selection
and/or implementation of those products.

e The purchase, selection, sale or support of any local Infrastructure/hardware, workstations, mobile
devices, printers, or network-related equipment

e Manual data conversions

e Scrubbing and cleaning of legacy data that will either be converted manually or in an automated
process
Additional data conversion or interfaces not described in the scope section

¢ Implementation of other departments or legal entities not described in the scope section.

2. PROJECT APPROACH, TIMELINE AND SERVICE DELIVERABLES

2.1 Approach

The Company will leverage the following methodology to execute this SOW. The methodology uses
Microsoft SureStep in combination with PMI guidelines.

The Company will organize the implementation project into five distinct phases during the
implementation project lifecycle:

1. Analysis

2. Design

3. Development
4. Deployment
5. Operation
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The implementation will begin with Analysis phase to determine the order in which the Company and
the Customer will implement the Respond© solution for the City’s departments. Then, the Company will
look to define the requirements and define all the configuration needs. The Company will also define any
software configurations required to complete the defined requirements. With all the configurations and
any modifications defined, the Company will proceed to begin the development phase. Some of the phases
in a cycle and across the cycles may overlap at certain points of the project to allow for a faster




implementation. For each of the five cycles once the Company has completed the phases of Analysis
through Development, the Company will proceed with the Deployment and Operation phases to
implement the solution.

The following sections provide more detail on how the Company and the Customer will execute each
of the phases and the activities that are the responsibility of the Company and the Customer.

2.1.1 Analysis
The Analysis phase represents the official start of the implementation. This phase defines the activities
required to initiate and effectively plan the entire project. The Analysis phase is initiated with the executive
kick off meeting designed to provide executives with an overview of the project vision, scope, objectives,
and benefits. In addition, the meeting covers the schedule, milestone, resources, roles, responsibilities,
and deliverables. Kick off meetings with similar agendas are also conducted with the internal project team
and with the project team members of the City.

Following the project kickoff, the Company and the Customer will finalize the project plan. This is
approved by the Customer and forms the basis of the entire project.

The Company will outline the detailed activities of all the phases in the project schedule with input and
approval by the Customer. These activities will result in the deliverables of each phase as outlined in the
Deliverable tables within each Phase section.

The Customer will formally approve the deliverables as indicated in the table below.

21.1.1 Project Management
e Kickoff
e Project plan (schedule, training, scope, testing)
e Status update and meetings
e Coordination of tasks with team members
. Establish communication guidelines

2.1.1.2 Training
e Demonstrate system features
« Training plan

2.1.1.3 Business Process Analysis
¢ Detailed business process analysis

2.1.1.4 Requirements and Configuration
e Business requirements gathering
e Fit gap analysis
e Define the configuration templates

2.1.1.5 Infrastructure and Interfaces
e Review the current infrastructure
e Deliver infrastructure requirements and recommendations
e Define environments (integration, testing/training, production)
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2.1.1.6
Define data migration requirements

Data Migration

2.1.1.7

Key Deliverables in the Analysis Phase

ANALYSIS PHASE DELIVERABLES — BOTH PARTIES

Deliverables Company Customer

Project Kickoff (Joint effort) Responsible Responsible

Project Plan (schedule, training, scope, Responsible Contribute, Approval

testing, deployment); Development of a

plan that includes the final scope, Project

Schedule, Test Plan, Risk Management,

Training Plan, Integration Work Plan

Risk and Issues Register; Responsible Contribute, Approval

A log for all identified risks and issues

Change Control Plan; establishes how Responsible Approval

changes will be handled

Status update and meetings Responsible Responsible, Approval

Communications Plan; establishes how Responsible Approval

communications in the project will take

place

System Features Demo; The Company Responsible Contribute,

will demonstrate the Respond© solution Approval

features and capabilities with selected

officials.

Training Plan Responsible Contribute,
Approval

As-Is Business Process Analysis Responsible,

Documentation Approval

Process Review Sessions; Responsible Contribute, Approval

The Company will review current processes for
all departments involved in the project. All
departments must provide documentation of
their current services and their pertinent
processes for resolving them. The Company will
hold meetings with all department
representatives to discuss business processes
and how they can map to the automated

11



solution (Respond© CRM).

Requirements Document: Business
Requirements Gathering Sessions

Once all business processes are reviewed, the
Company will meet with all department
representatives and validate the scope of the
implementation of the system as it maps to
each department. This will help establish
documentation of the expected process as it
relates to the software solution.

Responsible

Contribute,

Approval

Fit Gap Analysis;

This is documented in the requirements
document.

Responsible

Contribute, Approval

Defined Configuration Templates;

The Company will discuss all elements of the
solution configuration capabilities with the
Customer and deliver a template to complete all
configuration needs. This template will contain a
list of questions that will be completed by the
Customer. It asks for information such as
Request Types, Users, Department Structure,
SLA’s, Geography, Knowledge Articles, etc.

Responsible

Contribute, Approval

Infrastructure requirements and
recommendations;

The Company will perform a client infrastructure
review; review bandwidth, connectivity, security
limitations and the Customer’s hardware and
make any necessary recommendations and
complete the requirements document.

Responsible

Contribute,
Approval

Defined Environments (integration,
testing/training, production)

Responsible

Approval

Data Migration Requirements

Responsible

Contribute,

Approval

Company’s deliverables will be formally approved by the Customer as per section 2.3.2. Approvals will be

at phase end or as deliverable approvals are required as per the project schedule.

2.1.2 Configuration and Requirements Definition (Design)

The goal of the Design phase is to define how to implement the business requirements by department.
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The phase includes defining the configuration of the overall Respond®© solution and the design of specific
configurations that are necessary to satisfy business requirements identified during the Analysis phase,
by department. This phase also includes activities to design the integrations, interfaces, data migration
elements and security that are required to support the requirements for each department. The
Company will complete a Configuration and Requirements document. This document indicates how the
system will be configured and what changes are needed in order to implement the solution successfully.
This document will define how the system will work in accordance with the Customer requirements and
processes. This document will use the information that was compiled in the configuration templates in
addition to the defined business processes as they are mapped to the system features.

The Company will establish a non-Production environment such as test to support the system
configurations and prepare for the development effort required for integration and interfaces, data
migration, and custom code development, if any. A demonstration of the base software is also presented
by the Company to understand the system capabilities.

The detailed activities of the Design phase will be included in the project schedule that will be approved
by the Customer at the outset of the project.

2.1.2.1 Project Management
e Status update meetings
e Coordination of tasks with team members
« Issue resolution and scope management

2.1.2.2 Training
e Training requirements
e Review of the core system features

2.1.2.3 Business Process Analysis)
. Review and update of business process models

2.1.2.4 Requirements and Configuration
e Configuration and requirements document
« Include any security requirements

2.1.2.5 Custom Coding
¢ Configuration and requirements document

2.1.2.6 Integration and Interfaces
¢ Configuration and requirements document

2.1.2.7 Data Migration
e Data configuration and information template
e Data subsets for testing
e Testing Plan

2.1.2.8 Key Deliverables in the Design Phase
DESIGN PHASE DELIVERABLES — BOTH PARTIES

13



Deliverables

Company

The Customer

Issue Resolution, Risk Mitigation and Scope
Management;

The Company in conjunction with the
Customer will review and manage
outstanding issues, mitigate any risks,
identify new risks and review any potential
scope items on a weekly basis.

Responsible

Responsible

Status update and meetings

Responsible

Responsible,
Approval

Core Product Software Review; The
Company will review the Respond© solution
features and capabilities with selected
Customer staff. The Company will perform
four sessions of 4 hours each.

Responsible

Contribute, Approval

Training Plan Updates as required

Responsible

Contribute, Approval

Configuration and Requirements Document;

The Company will complete the Requirements and
Configuration document and the Customer will
formally approve the document as per Section
4.3.2. Once the sign-off from the Customer is
obtained, the development team is readied for the
custom code development effort and perform the
needed configurations.

Responsible

Contribute,

Approval

Data Configuration and Information
Template;

The Customer will complete the template
with the help from the Company. Each
department will be completing their own
version of the template to prepare for their
deployment phase.

Contribute

Responsible, Approval

Additional software or hardware procurement in
place;

As per the infrastructure and interfaces
requirements document the Customer will ensure
that any procurement identified is in place.

Responsible, Approval

14



Respond Testing Environment Responsible Approval

Third party testing environments (including Responsible
integrations)

Access to Infrastructure (network 3™ party

systems, remote access, internet) Responsible

Testing Plan Responsible Contribute,
Approval

Data Load templates (citizen data, etc.) Responsible Contribute,
Approval

Company’s deliverables will be formally approved by the Customer. Approvals will be at phase end or as
deliverable approvals are required as per the project schedule

2.1.3 Development

The goal of the Development phase is to build and test the system components that are defined and
approved in the requirements specifications, including developing the configurations, integrations,
interfaces, and any data migration processes.

The Development phase involves ongoing project management activities to manage risks and issues,
communications, change requests, and project plan updates. The future state business process model is
updated if needed based on any testing outcomes and finalized in this phase. The development of the
training plan is updated and presented to the Customer for review.

In addition, the Company will setup all non-production environments. The Customer will participate in
the testing prototypes and will start engaging all system participants to alert of, and encourage the use of,
the new system. For integrations and deployment expected from the Customer, if any dependencies
which require proper access for Company to complete integration, then the Customer is responsible for
validating Company has proper access to it.

The City will develop all content needed for the Knowledge Base.

The detailed activities of the Development phase will be included in the project schedule that will be
approved by the Customer at the outset of the project. These activities will result in the following
deliverables of the Development Phase outlined in the table below and the Customer will formally
approve any deliverables.

2131 Project Management
e Status update and meetings
e Coordination of tasks with team members
e Issue resolution and scope management
e Review and update plans
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2.1.3.2 Training
Updates to the training plan
Review of prototype
Change management

2133 Business Process Analysis

Review and update of business process workflows

2.1.34 Requirements and Configuration

Configuration and set-up of any software adjustments

Security

2135 Custom Coding
Development of software adjustments
Custom Code freeze

2136 Quality and Testing
Solution testing (unit testing, system testing, integration testing and stress and load testing)
Testing plan
Testing Scripts (unit testing, system testing, integration testing and stress and load testing)

2.1.3.7 Infrastructure

Updated infrastructure review and recommendations. Support any procurement efforts.

2138 Integration and Interfaces

Development of integrations
Integration and interface code freeze

21.3.9 Data Migration
Scripts and data migration
Scripts and data migration freeze
Data imports
Data scrubbing, manual data conversions

2.1.3.10 Key Deliverables in the Development Phase

DEVELOPMENT PHASE DELIVERABLES — BOTH PARTIES

Deliverables PROVIDER SUBSCRIBER
Updates to Project Plan (schedule, training,
scope, testing, deployment); Development of a
plan that includes the final scope, Project .
Responsible Approval

Schedule, Test Plan, Risk Management, Quality
Management Plan, Training Plan, Integration
Work Plan, Migration Plan

16



Status update and meetings Responsible Responsible,
Approval
Training Plan Updates as required Responsible Contribute,
Approval
Update of business process workflows;
Responsible Approval
Part of the software development section.
Updated To-Be Process Models Responsible Approval
Data imports Responsible Approval
Data scrubbing, manual data conversions Responsible, Approval
Knowledge base creation Responsible, Approval
Custom code developed and tested (Respond) Responsible Approval
Integration Development
The Company will develop the needed Responsible Approval
integrations as defined in the Configurations and
Requirements document.
Software Development & Configuration
The Company will configure and develop the
software based on the any software changes,
workflows and configuration based on the Responsible Approval
requirements document. Prototypes will be
developed in order to present progress and
approve the functionality of the system.
Prototype 1 Responsible Approval
Software Adjustments for final version;
Development of changes of final version of the Responsible Approval
product including those issues found during
previous tests
Final software product Responsible Approval

Adjustments to the Customer Web Site;

In the case, the web site solution features need to
be part of the existing Customer Web Site, then
the Customer’s development team needs to make
the adjustments to incorporate the feature. The

Responsible,
Approval

17



Company will support the Customer with this

effort.
Test scripts (functionality, integration, interfaces, ) )
Responsible Contribute, Approval
stress and load)
Testing (functionality, integration, interfaces) Responsible Responsible, Approval

Company’s deliverables will be formally approved by the Customer as per section 2.3.2. Approvals will be

at phase end or as deliverable approvals are required as per the project schedule.

2.1.4 Deployment

Key activities in this phase include End User Training, Change Management, User Acceptance Testing,
and the actual move to the new production environment.

Upon successful UAT acceptance, Stress and Load Testing Acceptance, a business go/no-go decision is
made by the Customer on whether to proceed with the go-live or to defer until any critical issues are
resolved.

Once Go-Live has been approved, the infrastructure and technical teams prepare the production
environment for the cutover tasks, as agreed to by the Customer and the Company, that lead to the
go-live state. Required configurations and tweaks may be made, and performance tuning may be
performed if necessary.

The Company performs a production environment audit and obtains final system approval from the
Customer. The system is now ready for go-live and any subsequent environment changes are placed
under the change control process.

2.1.4.1 Project Management

e On-going project management activities including risks and issues, communications, change requests,

and project plan updates
e Status meetings
e Support coordination of change management strategies

2142 Training
e Complete end user manuals
e User training
e Knowledge Transfer to the Customer

2143 Requirements and Configuration
e Production environment configuration
e Golive

2.1.44 Quality and Testing

e User acceptance tests
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Issue resolution

2145 Infrastructure and Interfaces

Install and setup production environment

2146 Data Migration
Data upgrade to production

2.1.4.7  Key Activities in the Deployment Phase (for each department going live)

DEPLOYMENT PHASE DELIVERABLES — BOTH PARTIES

Deliverables PROVIDER SUBSCRIBER
Updates to Project Plan (schedule, training,
scope, testing, deployment); Development of
a plan that includes the final scope, Project .
) Responsible Approval
Schedule, Test Plan, Risk Management,
Quality Management Plan, Training Plan,
Integration Work Plan, Migration Plan
Status update and meetings Responsible Responsible, Approval
Training plan updates Responsible Contribute, Approval
. . . Contribute,
Training scripts Responsible
Approval
- . . Contribute,
Training guides/manuals Responsible
Approval
o . ) Responsible from the
Training sessions; General Responsible ) .
business perspective
. . L . . Responsible from the
Training Session; Administration Responsible ) .
business perspective
o ) . ) Responsible from the
Training Session; Technical Responsible ) .
business perspective
Responsible,
Training Acceptance
Approval
UAT test scripts (functionality, integration, . )
. Responsible Contribute, Approval
interfaces)
UAT testing (functionality, integration,
&l Y & Contribute Responsible, Approval

interfaces)

19



User Acceptance and Stress and Load Testing

- Approval
Acceptance (Go-No Go Decision)
Cutover Plan
Tasks for cutover as agreed to by the Responsible Contribute, Approval
Customer and the Company
Final data migration Responsible Approval
Software installation and Production .

. Responsible

Environment
KB articles created and loaded Responsible
Production environment readiness Responsible Contribute
Final Production System Approval Approval

Knowledge Transfer

This is based on the training plan that
outlines the method and timeline for the
transfer of knowledge. As detailed in the Responsible Contribute
plan, the Company will conduct
corresponding knowledge transfer meetings
with the Customer to cover any items that
are pending or need further clarification.

Production operations guide Responsible Contribute, Approval

Go live Responsible Responsible

Company’s deliverables will be formally approved by the Customer as per section 2.3.2. Approvals will be
at phase end or as deliverable approvals are required as per the project schedule.

2.1.5 Operation

Key objectives of this phase include providing post go-live support, transitioning the solution to the
Customer’s support team, performing a final quality audit, and providing project closure.

The Program Management team prepares the final invoices, lessons learned, and the project closure
report. The team also prepares a folder with all the project deliverable documents with their
acceptance forms. These documents are reviewed with the Customer to obtain final approval and
acceptance.

The functional and technical team hands off the resources that are required to provide post go-live support
and resolve any issues that arise out of deployment to the user base. At this point, the support teams are
also involved to resolve issues, so that the transition of the solution to the Customer and support (per the
appropriate support contract) occur smoothly.
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2151 Project Management

e On-going project management activities including risks and issues, communications, change requests,

and project plan updates
e Status meetings
e Deliver project documentation
e Resolve any outstanding issues
e Project closure

2.1.5.2

e Transition to Support

Requirements and Configuration

e Establish procedures to update test/training environment

2.1.5.3  Key Deliverables in the Operation Phase
OPERATIONS PHASE DELIVERABLES — BOTH PARTIES
Deliverables PROVIDER SUBSCRIBER
Knowledge Transfer . .
Transition to support Responsible Responsible, Approval
Final quality audit; .

’ R I A I
Included in the PM closeout document esponsible pprova
Operations support Responsible Responsible
On-going training Responsible Contribute
1 week post go-live on-site support Responsible
PM cl td t

closeout documen Responsible Approval

Company’s deliverables will be formally approved by the Customer. Approvals will be at phase end or as
deliverable approvals are required as per the project schedule.

2.2 Timeline

This timeline for performance of milestones under the SOW is intended by the parties to be flexible with
a "buffer" of sixty (60) additional days; any modifications of time greater than 60 days shall require an

amendment to the SOW by agreement of the parties.

Task Name
Project Schedule
Analysis
Project Start
Kick Off Meeting
Project Scope and Schedule Revision
Management Documentation
Client Infrastructure Review
Review of City Internal Processes
Core Product Software Review
Requirements Gathering and Fit Gap Analysis
Configuration and Requirements Definition (Design)

Start

Mon 4/6/20
Mon 4/6/20
Mon 4/6/20
Mon 4/6/20
Mon 4/6/20
Tue 4/7/20
Mon 4/13/20
Mon 4/13/20
Mon 4/27/20
Mon 4/27/20
Mon 5/11/20

Finish

Thu 8/27/20
Tue 6/9/20
Mon 4/6/20
Mon 4/6/20
Mon 4/6/20
Wed 4/15/20
Tue 4/14/20
Fri4/24/20
Mon 4/27/20
Fri 5/8/20
Tue 6/9/20

Duration
104 days
47 days
1 day

4 hrs

4 hrs
6.5 days
2 days
10 days
1 day
10 days
22 days
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Configuration and Information Templates
Completion of Information Templates

Configuration and Requirements Document (Users,
Service Types,SLA Times, Departments,.. etc.)

Review Configuration and Requirements
Approve Configuration and Requirements
Development (Adjustments and Configuration)
Data Migration Development
Integration Development
Iteration 1 of Sofware Adjustments and Configuration
Prototype 1.0 Release
Iteration 2 of Sofware Adjustments and Configuration
Prototype 2 Release
Software Adjustments for Final Release
Software Adjustments after User Testing Results
Deploymet
Test Environment for Third Party Systems
Install and Configure Test/Training Environment
Install and Configure Production Environment
Go Live Version Update
Testing
User Review of Prototype 1
User Review of Prototype 2
Review Test Plan
Functional User Testing
Training
End User Documentation
Review Training Plan
User Training
Administration Training
Training Acceptance
Go Live
Pilot Progam
Go Live
Operations
Post Implementation Support On Site
Review of Closing Documentation
Acceptance of Project Closing
Transition to Support Operations

Mon 5/11/20
Thu 5/14/20

Thu 5/28/20

Thu 6/4/20
Fri 6/5/20
Thu 6/4/20
Thu 6/4/20
Thu 6/4/20
Thu 6/4/20
Thu 6/18/20
Fri 6/19/20
Fri 7/3/20
Mon 7/6/20
Tue 7/28/20
Fri 6/19/20
Fri 6/19/20
Fri 6/19/20
Mon 7/20/20
Fri 8/14/20
Fri 6/19/20
Fri 6/19/20
Mon 7/6/20
Mon 7/20/20
Tue 7/21/20
Mon 7/20/20
Mon 7/20/20
Tue 7/28/20
Tue 8/4/20
Tue 8/11/20
Thu 8/13/20
Tue 8/11/20
Tue 8/11/20
Mon 8/17/20
Tue 8/18/20
Tue 8/18/20
Tue 8/25/20
Wed 8/26/20
Thu 8/27/20

Wed 5/13/20
Wed 5/27/20

Wed 6/3/20

Thu 6/4/20
Tue 6/9/20
Tue 8/4/20
Mon 6/22/20
Wed 6/24/20
Wed 6/17/20
Thu 6/18/20
Thu 7/2/20
Fri 7/3/20
Mon 7/20/20
Tue 8/4/20
Tue 8/18/20
Mon 6/22/20
Mon 6/22/20
Thu 7/23/20
Mon 8/17/20
Tue 7/28/20
Fri 6/19/20
Mon 7/6/20
Tue 7/21/20
Tue 7/28/20
Fri 8/14/20
Mon 7/27/20
Wed 7/29/20
Tue 8/11/20
Thu 8/13/20
Fri 8/14/20
Tue 8/18/20
Tue 8/18/20
Tue 8/18/20
Thu 8/27/20
Tue 8/25/20
Tue 8/25/20
Wed 8/26/20
Thu 8/27/20

3 days
10 days

5 days

1 day

3 days
43.5 days
12.5 days
15 days
10 days

1 day

10 days

1 day

10 days
5 days
42.5 days
2 days

2 days

3 days

1 day
27.5 days
0.5 days
0.5 days
1 day

5 days
19 days
5 days

1 day

5 days

2 days

1 day

5 days

5 days

1 day

7.5 days
5 days
0.5 days
1 day

1 day
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2.3 Key Service Deliverables and Acceptance Process

2.3.1 Key Project Service Documentation Deliverables

This section intentionally deleted. The details have been captured in each Phase’s Deliverables Table above.

2.3.2 Service Deliverable Acceptance Process
During and at the end of each phase throughout the project, the Company will deliver completed project
service deliverables as outlined in section 2 for review and approval. These service deliverables shall be
accepted or rejected within ten business days from the time of submittal for acceptance. The use or partial
use of any service deliverable constitutes acceptance of that service deliverable. Feedback supplied after the
review period will be evaluated as a potential change of scope and shall follow the Change Management
Process outlined in the SOW. At the beginning of each phase, the Company and the Customer will jointly
review the Acceptance Criteria for each deliverable for that phase. The deliverables for the Deployment
phase and the Operation phase will be department specific and provided five times, once for each of the five
phase outlined in Section 2.1.

The Service Deliverable Acceptance Process is described below.

2.3.2.1 Submission of Service Deliverables

The Company Project Manager, or his or her designee, will prepare a Service Deliverable Acceptance
Form ( Exhibit section) and forward with the respective service deliverable to the Customer’s Project
Manager, or Customer’s designee, for consideration.

2.3.2.2  Assessment of Service Deliverables

The Customer’s representative will determine whether the service deliverable meets the requirements as
defined in the SOW and that the service deliverable is complete. Additional work on or changes to an
accepted service deliverable that are requested by the Customer will be managed through the Change
Management Process.

2.3.2.3 Acceptance / Rejection

After reviewing, the Customer will either accept the service deliverable (by signing and dating the Service
Deliverable Acceptance Form) or will provide a written reason for rejecting it and will return the Service
Deliverable Acceptance Form to the Company’s Project Manager. If feedback from multiple Customer
representatives is received, then the Customer’s Project Manager, or Customer’s designee, will
consolidate that feedback before delivering it to the Company’s Project Manager.

2.3.24 Correction of Service Deliverables

The Company will correct in-scope problems that are found with the service deliverable and will address
the correction of out-of-scope changes according to the Change Management Process. The Company will
submit a schedule for making changes to the service deliverable within two (2) business days of receiving
a rejected Service Deliverable Acceptance Form. After the Company corrects all previously identified in-
scope problems, the service deliverable is to be resubmitted.
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2.3.2.5 Monitoring and Reporting

The Company project team will track service deliverable acceptance. Updates to service deliverable
acceptance will be included in the status report and discussed in the status meeting. Service deliverable
acceptance issues that cannot be resolved will be elevated to the Company and Customer Project Managers
and/or Executive Sponsors.

2.4 Project Governance Approach

2.4.1 Health Checks and Project Assurance
Project assurance ensures that risks and issues are managed effectively and defines the metrics that foster the
delivery confidence of the project/program. A vital component of assurance is devising the metrics that
would give visibility into the project performance

Status meetings will be used to review the health of the project along with status reports. The status report will
assess and report with Key Performance Indicators (KPI’s) the elements needed to effectively manage the
project successfully. The health checks, project metrics and KPI's will be defined and agreed to with the
Customer in the Analysis Phase.

2.4.2 Accountability and Responsibilities

Final definition of roles and responsibilities needs to be established in the Analysis at the beginning of the
project. Everyone will need to be accountable for his or her role. Not having a definition for accountabilities
and responsibilities will have a direct impact on the effectiveness of meetings, the change control process, risk
assessment and the communications. When defining accountability and responsibilities both the Company
and the Customer will need to define not only who is accountable, but also who is responsible, consulted and
informed for each of the project's deliverables.

2.4.3 Sponsorship and Engagement

The Company will need to establish all the project stakeholders including the project sponsor or sponsors in
the Analysis phase. All stakeholders need to be fully engaged in the project. The Company will list all project
sponsors and ensure proper communication depending on their stake in the process. All expectations will be
defined and agreed upon according to the scope of the project to ensure a successful delivery of the project.

2.4.4 Communication Plan

The communication plan will be developed once all the stakeholders have been identified and their
interests and expectations have been defined.

Once the communication plan is complete, the project manager will ensure that there is a right balance of
meetings and reporting. This needs to be defined to ensure that each stakeholder understands the mode
and content of communication, frequency, owner/receiver, communication milestones and decision gates.
In addition, communication needs to be crisp, precise and to the point.
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As a starting point a formal process will be employed to facilitate communication during the project. There will
be two key vehicles for providing this communication: a bi-weekly status report and status meeting. This
frequency may change from time to time based on a mutual agreement between the two parties.

e The Company Project Manager, working in conjunction with the Customer Project Manager, will compile
status reports with the frequency defined above for distribution to both the Customer and Company
management.

Meetings will be held with the frequency defined above to review overall status, the project schedule,
and open issues noted in the status report.

The final decision on the proper communication channels, frequency and stakeholders will be defined in
the communication plan section of the project plan.

2.4.5 Issue/Risk Management Procedure

The following general procedure will be used to manage project issues and risks:

¢ |dentify and document

e Assess impact and prioritize

e Assign responsibility

e Monitor and report progress

e Communicate issue resolution

An issue/risk log will be kept and discussed during status meetings or ad-hoc when needed. A mutually
agreed upon issue escalation process will be defined in the Analysis phase.

2.4.6 Change Management Process

The Company and Customer Project Managers, and team members will all play key roles in managing the
scope of this project. As such, the Project Managers and team members must be aware of their
responsibilities in order to ensure that work performed on the project is within the established scope
throughout the entire duration of the project

During the project, either party may request in writing additions, deletions, or modifications to the services
described in this SOW (“change”). The Company will have no obligation to commence work in connection
with any change until the estimated fee and schedule impact of the change is agreed upon in a written
Change Request Form signed by the designated Project Managers from both parties

Upon a request for a change, the Company will submit the change on the standard Change Request Form
describing the change within 5 Business Days from the date of the request, including the estimated impact of
the change on the project schedule, fees, and expenses. The Change Management Process that will be
employed is defined below. Both parties agree to follow this process and to use the Change Request Form.

e Identify and document
e Assess impact and prioritize
e Estimate required effort
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e Approve / Disapprove

e Assign responsibility

e Monitor and report progress

e Communicate change resolution

Within ten business days of receipt of the proposed Change Request Form, the Customer’s Project Manager
shall either indicate acceptance of the proposed change by signing the Change Request Form or advise the
Company Project Manager not to perform the change. If the Customer’s Project Manager advises the
Company Project Manager not to perform the change, then the Company shall proceed only with the
original services. In the absence of the Customer’s Project Manager’s acceptance or rejection, the Company
will not perform the proposed change.
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PRICING

Fees listed below are for this Statement of Work only.

2.5 Services Fees

The one-time fees are to cover Business Process Analysis, Implementation, Data Migration, Training, and
Project Management. The total cost is a fixed fee of $52,650, initial payment of $52,650 will be invoiced on
the Effective Date, as defined in the Master Customer Agreement. (For 5-year term, we are waiving the 100
hours @ S100/hr Constant Contact integration fee, which is not included in the above number)

2.6 Additional Fees and Terms

Payment terms, term length, and annual fees are outlined in a separate document, Master Customer
Agreement.
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3. PROJECT ORGANIZATION AND STAFFING

3.1 Project Organization Structure, Roles and Responsibilities

This section identifies the overall project organization structure, reporting relationships, and key project

roles and responsibilities. The City may assign additional resources and individuals may be changed by either

side as needed.

3.1.1 Customer

ROLE & NAME

RESPONSIBILITIES

Executive Sponsor

Works with the Customer’s Project Manager in monitoring the health
of the project.

Communicates when necessary with the Company Executive Sponsor.

Project Manager

Managing all aspects of the project from the Customer’s side. Works
closely with the Company Project Manager

Functional Lead

Works closely with the Customer’s Project Manager from the
Customer’s side.

Leader of all the functional teams, representing general knowledge of
the overall business. This person can also be the project sponsor and
coordinate the overall efforts of the independent department leads

Functional Team
Member

Every department included in the scope of the project should have a
functional representative that understands the department’s business
processes in detail. This person will provide all the department-
specific requirements. In the case that the department works with
third party systems that are included in the scope of the integrations,
then this representative should have detailed knowledge of how to
use the third party systems.

They will also perform user acceptance tests.

Technical Lead

Works closely with the Customer’s Project Manager from the
Customer’s side. The technical lead should be in charge of
coordinating all activities regarding systems and infrastructure. This
person will ensure that all local test environments are completed and
can support the Company technical lead. This person will lead the
technical team and ensure that they deliver on all tasks.

Technical Team
Member(s)

Works closely with the Customer’s Project Technical Lead from the
Customer’s side. This person(s) should provide expertise and can
support the Company resources on any Customer-side technical tasks
such as creating environments, configure infrastructure, provide any
needed API’s and access to third party systems for integration.
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3.1.2 Company

ROLE & NAME

RESPONSIBILITIES

Executive Sponsor:

Erik Sickinger, Senior
Enterprise Account
Executive

Works with the Company Project Manager in monitoring the health of
the project.

Communicates when necessary with the Customer’s Executive
Sponsor.

Project Oversight
SME:

Omar Rosario

Monitors project scope closely.
Facilitates scope change requests and their impact to the schedule.
Organizes scheduled meetings.

Maintains documentation for meetings, communications, and status
reports.

Project Manager:

Misael Perez

Monitors project scope closely. Leads the planning, execution,
controlling, scope and closing of the project.

Facilitates scope change requests and their impact to the schedule.

Ensures proper communication in the project team.

Technical Lead and
Tester

Rene Ocasio

Leads the Company technical team which includes any additional
developers, integration specialists and infrastructure specialists

Works assigned tasks received from the Company Project Manager
Performs system design and architecture tasks

Ensures development tasks are completed according to scope

Technical Team
Member and
Developer

Hector Tosado

Works assigned tasks received from the Company Project Manager
and from the Company Technical Lead

Configures the system according to the technical requirements and
performs system adjustments

Technical Team
Member and
Developer

Alexander del Busto

Works assigned tasks received from the Company Project Manager
and from the Company Technical Lead

Configures the system according to the technical requirements and
performs system adjustments
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4. GENERAL RESPONSIBILITIES AND PROJECT ASSUMPTIONS

4.1 Customer General Responsibilities

Customer will perform the tasks, furnish the personnel, provide the resources, or undertake the
responsibilities specified in this Statement of Work.

4.2 Project Assumptions

The services, fees, and delivery schedule for this project are based upon the following assumptions:

The Customer will assign a Project Manager in charge of the implementation. This resource will be
in charge of coordinating meetings, discussing processes, acceptance of the system and trainings.
In addition, the Customer project manager will be working hand in hand with the Company’s
Project Manager during the system’s implementation.

. Respond®© users must be skilled using computers and must have basic knowledge of programs
such as Word, Excel and Outlook.

. The Microsoft platform, including Windows, Internet Explorer, Office, among others may be
used with Respond©.
The Customer staff will be available to assist in the process of system configuration and address
questions from the Company’s team if necessary.
The Customer will provide the Company access to the necessary network and infrastructure
componentsin order to install the software and perform the necessary integrations
The Customer will provide the Company’s consultants with office space, internet connectivity and
parking space (if available).

« The Company will not buy any third-party licenses such as API's in order to perform integrations
to other systems.

. Any integration development will be limited by the third-party API capabilities.

e Anything not specified in this Agreement will be considered out of the scope of the project.
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1. EXHIBITS
The exhibits 1,2 and 3 will be reviewed, updated and agreed to by the Company and the Customer at the

beginning of the project.

4.3 Exhibit 1Change Request Form

CHANGE REQUEST FORM

Prepared for
Customer

Project

Customer Relationship Management and Knowledge Base Solution

Prepared by (put name of RST Resource here)

Contributors [put name of all contributors here]
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Change Request Form

This Change Request Form to the contract is made pursuant to the project Implement Respond — Customer
Relationship Management and Contact Solution by the Company and the Customer.

Change Requested

Project/

Sub-project name:

Additional Project Hours

Project area
affected:

Respond© Implementation

Date initiated:

(put date here)

Date required:

(put date here)

Name of Requestor:

(put name here)

Contact phone:

(put contact’s phone # here)

Description of
Change Request:

The purpose of this change order is to document the additional hours requested by the
Customer. This change order is to document that additional hours are required for
additional scope items.

This Change Order is a supplement to the Original contract signed by the Company and
the Customer.

Justification for
Change Request:

(put the justification here)

Project Impacts

Trade off Matrix

Impact on Project

The scope of this project has increased. Gainesville, FL has requested the Company to
increase the scope according to the following:

Scope:
(text here)
Resources: (put resources here)
Schedule: (put deadline when changes need to become effective here)

Fee and Expense Impact

Resource

Time (hours) Rate Estimated Cost

Estimated Total
Hours Needed to Go
Live:

(put hours here) (put rate here) (put cost here)

TOTAL ESTIMATED COST:

(put estimated cost here)
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Approver Comments

the existing project definitions.

By Signing below, the Company and Gainesville , FL agree to incorporate the changes summarized herein into

Approve/Reject

Approved

Change Request Disposition:

[l

Rejected

[

Approvals

For the Customer:

Project Manager

For Rock Solid Technologies:

Project Manager

Date

Date
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4.4 Exhibit 2Delivery Acceptance Form

DELIVERABLE ACCEPTANCE FORM

Prepared for
Customer

Project

Customer Relationship Management and Knowledge Base Solution

Prepared by (put name of RST Resource here)

Contributors [put name of all contributors here]
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Deliverable Acceptance

Complete System Acceptance

Submitted To:

Submitted By:

Data:

Acceptance Deadline:

Deliverable Submission

Name: (put name of WBS task here)
Reference # (WBS#): (put WBS# here)
Description: (put expanded description of WBS here)

Acceptance Criteria:

Comments:

Deliverable Acceptance

Accept Deliverable

Deliverable Acceptance: . . .
¢ Reject Deliverable with Reason

Date Reviewed:

Name of Acceptor: (put name of Customer Project Manager here)

Acceptor Signature:

Conditions for Acceptance (if rejected)

Reason for Rejection (if
rejected):

Conditions for Acceptance:
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4.5 Exhibit 3 Status Report

STATUS REPORT

Prepared for
Customer

Project

Implement Respond - Customer Relationship Management and Knowledge Base Solution

Prepared by (put name of RST Resource here)

Contributors [put name of all contributors here]

36



Bi-Weekly Status Report

Project

Implement Respond

Prepared by

Reporting Period
(put date here)

Report Date

(put Project Manager Name here) Omar Rosario

Schedule

Project Health Card

| GREEN

The project tasks are on schedule.

The project budget is on track.

The project resources are not an issue.

The project quality is not a concern.

The project scope is not a concern.

There are some minor risks, but they are not a concern.

There are some minor issues, but they are not a concern.

There are several small change requests, but they are not a concern.

Project Schedule (As of put date here) 10%
Baseline Baseline . Concerns

No | Task Start Finish Progress Projected Date (KPI)

1 Yes

2 0

Project Financials (As of put date here) o

Item Baseline Actuals Remaining Total Variance

$0.00 $0.00 $0.00 $0.00 $0.00




The following recap reviews the discussions and activities that took place from date through date

Key Decisions

ID Description

Date

Project Change Request and Summary

Change Pending or Description of
Date Amount
Order # approved change
Deliverables
Engagement Deliverable Submit Date Comment
Key Activities Completed/In Process This Period
ID Description Status
21
2.2
24
Meetings this Period
ID Description Date
3.1 Client meeting to discuss infrastructure planning for the project. 19-Dec-2017

Issues/Pending Items

Responsible Issue ID Description Due date
Provide additional information pending from the Consolidated

ITC 1 Reporting questions sent by RST. 19-Jan-2018
4.2 Provide confirmation regarding proposal for migration 19-Jan-2018
43 Present completed Change Requests to client for review (5 19-Jan-2018

RST CRAs).
m Evaluate impact to project scope from new requirements for 31-Jan-2018

) Consolidated Reporting, Team Management)




45 Prov1de client Wlth draf.ts Test and Training Plans. See comment 31-Jan-2018
in the next section of this report.

46 Prpylde ad.dltlonal 1nformathn regarding Microsoft’s D365 31-Jan-2018
minimum infrastructure requirements.

Activities Planned Next Week

ID Description

5.1

5.2
Key Risks

Risk Impact Owner Resolution/Mitigation

Please indicate your agreement with the information contained in this recap by signing below (or email a reply of acceptance) and
forwarding a copy to my attention.

Client Acceptance



5. Appendix —RESPOND®© Features

For this project, RST proposes the implementation of the RESPOND®© Citizen Relationship Management (CRM) solution.
RESPONDO®O runs on top of Microsoft’s Dynamics 365, an industry-leading platform available on a cloud model that gives
businesses the option of a private instance and database.

RESPONDO®O will give your agents the tools, guidance, and data they need to resolve requests. Customer agents will

speed resolutions and deliver a more personalized, effective level of support using service software that accesses all
citizen information in one place—even pulling and pushing data to and from external sources thru integration
capabilities. Some of the main application components and features available in our RESPONDO suite include:

Respond© Core
Modules

RESPONDO Self-
Service Portal

RESPOND®©
Contact Center

Dashboard &
Reporting

Integrations

<

-

eService & Information Requests

*Mobile Access to Services for Field Agents
eComunications

*Process Automation

e*Knowledgebase

eAccount Profile

*Online requests or complaints ("tickets")
eAccess case status and history

eRequest explorer using GIS and lists
eKnowledge Base

eCalendar, Anouncement & Events

e Call system data (via integration)
 Fast Request Intake
» Telephony Software Integration Capabilities

¢ Analyical and Operational Dashboard
¢ Operational reports
* Power Bl

eIntegration Engine & APIs
eIncluded 3rd party integration capabilities with systems such as ESRI

RESPOND®O provides the Customer with the following advantages and benefits:

e Empower citizens to easily report issues through multiple channels and access request status from a single
point of contact.

o If desired by Customer, we will configure system to allow citizens to report issues anonymously, thus not
requiring a username and login credentials.

e Streamline operations through implementation of consistent service processes

e Drive a more pro-active response to problems

e Measure citizen services efforts via reports and dashboard

e Accelerated implementation

e Increase user adoption with Microsoft Office “look and feel”

e Increase usability by allowing users to select preferred language

e Cost-effective approach that leverage existing cloud services

e Web based solution that can be accessible for anyone with an internet connection and the pertinent
browser and operating system.



6. RESPOND®©® CRM Core Modules

1. Case Intake

RESPOND® CRM manages cases or service tickets as a result of interactions with citizens. The solution is web based and is accessible
to anyone with an internet connection and the pertinent web browser. A case may be used to process different request types and
manage the process paths for each type. The RESPOND© CRM case features allows for easy tracking of all the activities related to a
case including information sharing, call tracking, emails, appointments, tasks and assignments. RESPOND®© also maintains a history
of all these activities throughout the case lifecycle.

For this project, system users and citizens may create service requests, register inquiries and complaints through the RESPOND©
CRM web application, the RESPOND®© CRM self-service portal and the mobile application.

2. Service Requests

Service Requests may be configured to support the different services or call types that are provided by the Customer attach
documents and register activities such as emails, appointments, workflow tasks and work orders. Tasks may also be created
automatically through workflow configuration such as: review, investigate, schedule or close. Tasks can be assigned to specific users.

All requests in the system can be updated manually with the pertinent permissions. This means that even when some fields may
have predetermined values, users can always adjust fields such as address, priority, call type and description among others. This
applies to all system modules depending the security permissions of the user.

Service requests may be scheduled using work or service orders functionality. Work & Service Order appointments may be assigned
to field workers. Field workers can review orders and update those orders in order to fulfill the service using their computers or
mobile devices.

Through integration with the Customer’s ESRI GIS system, RESPOND© CRM users may include location information with data such
as such as “Trash Pickup”, “Tree Maintenance”, “Pothole Repair” and “Street Light Repair”.

When a service request is created, the system workflows may automatically route it to the appropriate user or team in a Customer
department. The Customer staff in charge of receiving these requests may assign or refer the request as well as update status,
notes, physical address, parcel number and GIS coordinates. This integration may also provide the Customer’s agents a rich
collection of base maps, demographic maps, images, and asset data to support your service request process more effectively.

Regarding routing service requests to outside agencies, such as Alachua County, Customer will have the following options from
which to choose, one of which to be decided after contract is executed. Company will honor these prices until December 31, 2020:

A. Service Request Referral: RESPOND© CRM allows Customer to configure workflows which would automatically refer
service requests outside Customer organization by sending an email to the outside agency with all relevant service request
data. There are no additional fees for this option.

B. Additional Cityworks Integration: In addition to the Cityworks integration described above, Company configures another
bi-directional integration into the Alachua County Cityworks instance and service requests are routed automatically to this
Cityworks instance. All aspects of the integration would work as described in Section 1.3.7.8 above. The County would
replace the SeeClickFix web widget with one provided Company. One-time services fees would be $3,600 and annual fees
would be $3,000.

C. Alachua County Replaces SeeClickFix with Rock Solid: Company offers stand alone service request software, without CRM,
that would allow Alachua County to replace SeeClickFix. Service requests submitted to Company that are responsibility of
Alachua County would be automatically routed to Alachua County, and vice versa. Each organization would utilize Rock
Solid products for service request management. One-time services fees would be $4,500 and annual fees would be equal to
current annual fees paid to SeeClickFix by Alachua County.

D. SeeClickFix Integration: Company configures bi-directional integration into the Alachua County SeeClickFix instance and
service requests are routed automatically to SeeClickFix. The County would continue to use the SeeClickFix web widget.
One-time services fees and annual fees would need to be scoped out of separately.



3. Information Requests & Knowledgebase

The system may store information related to general information requests. The system can keep track of the request and all forms
of communication used to provide such information. Information requests may be linked to knowledge base articles. The content of
the articles may be shared via email and tracking of the emails is kept as historic data for the request. Knowledge articles are
maintained in the CRM system with their appropriate approval workflows and versioning controls.

4. GIS for Request Location, Assets and Duplicate Detection

RESPOND®O CRM will be implemented with the capabilities to geolocate requests given a specific address that can be validated
against GIS or Asset Management System data.

RESPOND® CRM has the capability (which will be implemented) to connect to the Customer’s ESRI system to identify assets when
working with requests. RESPOND®© will connect to the ESRI system and present the needed Customer layers and underlying data,
while using the ESRI API to integrate the requests to the assets. Using asset data, Customer workers will better identify the location
of a request and have details on the specific Customer asset that needs attention.

RESPOND® will also use Customer data such as ESRI data or USPS data to validate addresses when those are specified in the system
during the creation of requests. Auto suggest features will display predefined addresses that exist in the system.

When working with requests, RESPOND®O can present, in a map, requests that are of the same type and are in a similar location of
the current request. This will help alert the user that possible duplicate requests exist. By clicking on an existing request in the map,
the user can identify and select a parent request for the current request being worked on. When a parent request is closed, then all
related child requests are closed also.

RESPOND®O will also provide a list of possible duplicates when saving a request. The user can decide to merge requests or select a
parent request from that list. If the user understands that the current request is not a duplicate, then the user can proceed to save
the request as a new request.

5. Notes and Attachments

Every system module such as requests and customers allow for the creation of notes related to the record. An unlimited amount of
notes can be created with information such as date created, date modified, and the user that created the note. Notes can contain
multiple lines of free text and can be used to attach documents for any record. For attachments, the allowed file types and the
maximum file size are configurable in the system.

6. Multiple Languages

The system can be provided in multiple languages using translations files. With this feature, the user will have the ability to select
the desired language, if available in the translation files. Currently the available languages are English and Spanish.

7. Business Process - Workflows

Business processes are an integral part of RESPOND© CRM. A business process can be of two types: one, automated processes that
rely on communication among applications based on a set of rules, and two, interactive processes that rely on users to make the
appropriate decisions regarding the next step in the workflow.

RESPOND® CRM includes a series or pre-defined automated or manually triggered workflow rules that support different stages in
the provision of services to citizens. These out-of-the-box components will allow the Customer accelerate the implementation of
their individual business processes. As part of the project, RST may also extend and customize the standard behavior of processes to
achieve the functionality required, by configuring existing rules and developing custom components. Workflows allow the creation
of email notifications based on field modifications or creation of new records. The design of the workflows are made with an easy-
to-configure screen and without the need for complex programming languages (source code). Examples of flows are:



¢ Sending electronic mail requesting completion of the satisfaction survey at the closing of a request.

e Change the status of a request to “submitted” once it is saved and marked as submitted. This in turn may create a
notification to the pertinent customer/citizen or staff with a link to the request.

e Change the assignment of a task and assign it to a new employee of an agency when the original employee is no longer
available.

8. Information Campaigns and Events

The solution will provide the ability to have information campaigns, whether for activities, meetings, trainings, launches, or any
other event as desired. Once a campaign has been created, event notifications can be sent via e-mail to all the guests. Notification
banners of these events will be created in the portal and alerts will appear as the date of the event approaches.

The record of the invited persons’ responses regarding their attendance will be maintained and they may be analyzed or monitored
according to their participation status. The solution will allow the creation of questionnaires or satisfaction surveys to be answered
online by the users and their answers can be analyzed in the solution to provide the corresponding graphic results.

9. Announcements

Announcements or alerts may be created, in order to present a message to all the system users. These messages can be presented
in the CRM backend system as well as in the Portal in the Notices section. Messages can be generated and published in the solution
without help from the provider or custom development.

10. Alerts and Notifications

The ability to e-mail alerts or notifications about publications or any other subject to users of the solution will be provided. The
emails can be sent individually or in bulk to many users.

¢ Notification templates can be created in such a way that they can be reused when creating an email.

e Notifications may be generated automatically through workflows. Notifications or alerts may be activated with a creation,
update, or deletion of a record in the system. This means that a notification can be sent automatically with the change of
any field in the system, as requested

11. Activities

Activities can be related to any module within the system. They can be assigned to a user or group, and usually have an action date,
a due date and a status. Types of activities include:

e Email (connected to your mail server)

e Appointment

e General Task

e Survey (sent to customers via email)

e  Phone Call

e Fax

e  SMS (sent to customers)

e Appointment (can be viewed in a calendar)

12.Single Sign-On Capabilities

The RESPONDO solution will be delivered in a Software as a Service Model (SaaS) in the cloud. RESPONDO is built on Microsoft
technology and uses use Active Directory Federated Services (ADFS) for authentication. ADFS can be setup with single sign on
features to access the system. ADFS will allow integrating to the Customer’s Active Directory through the Customer ADFS or the
Customer Azure AD.

13.Interface with the Customer’s MS Office 365 email system

The RESPONDO solution is built on Microsoft Dynamics CRM which integrates with the Microsoft Office 365 mail system and the



Exchange Mail Server. The interface with the Customer’s mail system can be with an on premise email server, or a cloud based mail
server such as Office 365. This will allow the system to receive and send emails using the Customer’s current email services.
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4/4/2017 5/1/2017
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Trash/Garbage Pickup 1
Street Light 8

Abandoned Vehicle Reporting/Removal
35

Street Flooding... 1
Road Shoulder Repair
3

Residential Recycling Prog
3
Pothole/Roadway Surfac.
2

Park Maint... 1
Manhole Cover Maintena...
1

Illegal Dumping Reporting
5

In Process

Grass Service 3

General Information on Repairs an.
5

Dead Animal Pickup 3

Curb Repair 5

Catch Basin Maintenance 4
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B Respond Us
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Name: Michael Peterson * Home Power BI Michael Peterson X Respond KB Search X
E-mail: mperez@rocksolid.com « »
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Phone: 787-642-2874 i el
EISAVE EJSAVE&CLOSE 4 NEW [ DEACTIVATE & CONNECT ADD TO MARKETING LIST  §8ASSIGN @ EMAILALINK X DELETE == Al published articles
CALL SCRIPT -
Relevance  ~
Welcome to Con i M)
Respond: Welcome to Contact Session e
. My name is Omar. Is this call regarding a S Street Lights
MM hael ; . s
Michael Peterson = ot et ghTe Depormentof bl Works
Instructions oversees more than 54,000 streetlights, including those on
Sa100 0 the customs esponde cick one of the asks below: Modified on 6/14/2017 | @130
Create Service Request
v A *Summary a || ||
reate Information Request
N ParkingThe Department of Public Works Parking Division is
Close Session oA BFCRATIN responsible for enforcement of City ordinances n regard to
Modified on 6/13/2017 | ® 36
Full Name * Michael Peterson Preferred Method of Contact  Any
po—— Coho Winery Email mperezrodsoiidon m Pothole
Company Coho Winery Business Phone 787-642-2674 Potholes The Department of Public Works' Maintenance
Division s responsible for filling potholes . Since May 2010,
Fax - Email Address 2 -
Modified on 42172017 | ©17
Job Titl -
E\G Trash/Recycling
Trash/RecyclingOrder a trash or recycling cartRepsic,
RECENT CASES + 2 replace, report a missed pickup, etc. of a trash or recycling
Modified on 5/9/2017 | & 18
Case Title Case Number Priority 1 Origin Reported By Owner Status & Status Reasc
Service: Catch Basin Main... CAS-00132-R9B4X3 High Web Michael Peterson Mariela Abraham Resolved Problem Sol m Aliargocad yabices
ParkingThe Department of Public Works Parking Division is
Service:TreeSenice  CASQI3IW3HASS  High Web Michael Peterson Maricla Abraham Active In Progress. responsible for enforcement of iy ordinances 1 regard $0
Abandoned Vehicle Repo... CAS-00250-X3XSW1 High Web Michael Peterson Mariela Abraham Active In Progress. Modified on 61372017 | ©35
Abandoned Vehicle Repo.. CAS-00259-C6T3T4 High Web Michael Peterson Mariela Abraham Active In Progress. parking 101
Service: Street Light CAS-00129-C4BEH3 High Web Michael Peterson Mariela Abraham Active In Progress m Parking 101The Department of Public Works/Parking
< 5 Divison issues citations when parking regulations, outined
1-50f9 W Page1h Modifed on 61372017 | ©23
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Absndaned Vehicie < Normal
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Abandoned Vehicle Reporting/Removal CAS-00110-B0I9F1 Normal
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Off-Street

riking was assigned to Department of Transportation by Omar Rosario

P — ' First Street Closing Between Church And Liberty Streets. ~
ation/DOT - June 8,201
Full Name CreatedOn & | Email Comp
@ Carolyn D. Robles Echevarria 9/27/2017 109... crobles@rocksolid.com o
reconstruction project can begin A detour will be pos!
José Calimano Colén 8/14/2017 10:... jcalimano@rocksolid.com First Sreet
@ Ignacio ). Soto Vizquez 8/2/2017 605 PM isoto@rocksolid.com :
i s expected to be completed mid-July, westher permitting, after
Julio M. Acevedo Santiago 8/1/2017 9:19 PM jacesant@rocksolid.com ine two blocks of First Stret beftween Liberty and Cherry street. Work will cor
block segments unt the project is completed at eters Cree
Chistan J. Andino Reyes 7/26/2017 941... candino@rocksolid.com al Giytink 311,
Rafael Oquendo 7/26/2017 941... roquendo@rocksolid.com i City Edition - June 2017
Cuencano orguloso 2172017 104.
ing and Pre-Eating Contests Fargrounds
Omar 2172017 954,
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Al records « | Allposts Auto posts User posts ez
KA-01012 Street Lights
Cuencano orgulloso =
BB Contact Created By Omar Rosario KA-01014 Pothole
On Cuencano orgullosa's wall
T121/2017 10:84 AM KA-01015 Abandoned Vehicles
omar KA-01019 Trash and Recycling Scheduled
P Contact: Created By Omar Rosario
On Omar's wall KR01022 S
2172017 9i54 AM KA-01024 Buildit
Claudio Crespo KA-01025 Residential Recycling P
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< >
Off-street Parking - T Page1 b

B SAVEAS NEW |+ 4 SET AS DEFAULT

e

&3 orLETe

Customer Service Operator Dash... v

Active Cases v

ecors )
Case Title Case Number Priority
Abandoned Vehicle Reporting/Removal CAS-00069-Q5T3Q2 Normal
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Cuencano orgulloso
Contact: Created By Omar Rosari.
On Cuencano orgullosa's wall
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Contact: Created By Omar Rosario.
On Omar's wall
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Claudio Crespo
Contact: Created By Omar Rosario.
On Claudio Crespo's wall
12172017 9:45 AM
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CreatedOn ¥ | Email Comp ”
First Street between Church and Libery stre wil be dosed to a
9/27/2017 100... - crobles@rocksolid.com June 12, to allow a contractor to start laying a new waterline that must be in place before the Business 40
reconstruction project can begin. A detour will be posted. Main Street will emain open where t crosses
8/14/2017 10:1...jcalimano@rocksolid.com First treet
T work wilaffect  signifcant number o owntown commuters who use First Stret n the evenings.
8/2/2017 605 PM isoto@racksolid.com
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8/1/2017 9:19 PM jacesant@rocksoiid.com e two blocks of First Stret between Liberty and Cnerry streets. Work willcot
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KA-01012 Street Lights
KA-01014 Pothole
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KA-01019 Trash and Recycling Scheduled
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KA-01024 Buildit
KA-01025 Residential Recycling Program
KA-01026 Off-Street Parking
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Off-Street Parking was assigned to Department of Transportation by Omar Rosario



Request Screen (In the map blue pins are potential duplicates)

Street Light

1] Beas-cos0 In Progress Ocpartment
e T Street Light Omar Rosario
. I Omr Rosario R compan Rock Solid Tehnologies
act Omar Rasario &t ororariotrocksolid.com
st Mot 787.642.2674
: #hone . Busine 787-642-2874
L i Recent Caze
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Curbs R Noemal Smartphane App O
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1302 Perdido st New Orleans
, - Louisians Z Coce o112
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Department Representative Dashboard
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Asigned Service Activities v F B inProcess Service Activities v +
Search for records o Search for records. o
Date Created 1 Subject Request Type Service Activity Sta..  Service Activity Sta.. Referred Contact Date Created A Subject Request Type Service Activity Sta..  Service Activity Sta..  Referred Contact
4/6/2017 523 PM Abandoned Vehicle Reporting/Removal Service Active Assigned 4/6/2017 500 PM. Abandoned Vehicie Reporting/Removal Service Active I Process
4/6/2017 943 PM Abandoned Vehicie Reporting/Removal Senvice Active Assigned 4/6/2017 555 PM Dead Anima Pickup Senvice Active In Process
4/1/2017 11:53 AM. Abandoned Vehicle Reporting/Removal Senvice Active Assigned 4/772017 505 PM Curb Repair Seniice Active In Process Alexander Sheen
4772017543 M Abandoned Vehidle Reporting/Removal Service Active Assigned Renee Patterson 4/7/2017 635 PM Abandoned Vehicle Reporting/Removal Serviee Active In Process
4/10/2017 10:52 A Curb Repair Service Active Assigned 4/10/2017 1143 AM  Abandoned Vehicle Reporting/Remeval Service Active I Process
471072017 2:56 PM  Street Light Service Active Assigned 471072017 5:52 PM  Manhole Cover Maintenance Service Active In Process Mark Damon
4/10/2017 308 PM Abandoned Vehicle Reporting/Removal Service Active Assigned 4/12/20178:32 AM Abandoned Vehicie Reporting/Removal Senvice Active In Process
471072017 315 PM Tree Service Service Active Assigned
> < >
8073 4 4 Page1d
Referred Service Activities v + B Expired Service Activities v + B
Search for records o Search for records o
Date Created 1 Subject Request Type Service Activity Sta...  Service Actvity Sta..  Referred Contact Date Created Subject Request Type Service Activity Sta...  Service Actvty Sta...  Referred Contact
471072017 130 PM Park Maintenance Service Active Referred Jerry Jones. 4/4/2017 533 PM. Abandoned Vehicle Reporting/Removal Service Closed Concluded Paul Cannon
4/10/2017 547 PM  Catch Basin Maintenance Service Active Referred 4/5/2017330 PM Abandoned Vehicle Reporting/Removal Service Closed Concluded Ray Mitchell
4/10/2017 5:48 PM llegal Dumping Reporting Service Active Referred Ray Mitchell 4/672017 429 PM Abandoned Vehicie Reporting/Removal Service Closed Concluded
4/6/2017 500 PM Abandoned Vehicle Reporting/Removal Service Active in Process
4/6/2017 555 PM Dead Anima Pickup Senvice Active in Process
47772017505 PM Curb Repair Senvice Active In Process Alexander Sheen
47772017 635 PM Abandoned Vehidie Reporting/Removal Service Active in Process
4/7/2017 638 PM Abandoned Vehidie Reporting/Removal Serviee Closed Concluded Paul Cannon
< > < >

1-80f11 W 4 Page1 b



Department Representative Case View with SLA Monitoring

SERVICE ACTIVITY : INFORMATION

Abandoned Vehicle Reporting/Removal -=

» Service Address
»GIS

«Referral

Referral

4Schedule

LA 1 Due © Expired

Signature:

Email:
Title:

Signature:

Email:
Title:

Signature:

Email:
Title:

Signature:

Email:
Title:

Signature:

Email:
Title:

Signature:

Email:
Title:

8 482017 635PM
8 47252017 1202PM

Recent Cases

Case Number

CAS-00241-87Q3G3

Make and Model
789456

47172017 635PM

8 492017 635PM

© 654 21h 3m 505

Robertn Griftith

Roberta Griffith (Kug 20,2020 13:04 EDT)

griffithre@cityofgainesville.org

Dir, Strategic Initiatives

David C. Schwartz

David C. Schwartz (Aug 20, 2020 13:20 EDT)

schwartzdc@cityofgainesville.org

Assistant City Attorney

Stove Lispel

Steve Varvel (Aug 20, 2020 13:21 EDT)

varvelsc@cityofgainesville.org

Risk Management Director

anid g

David Duda (Aug 21,2020 13:30 EDT)

dudadp@cityofgainesville.org

Interim Director of Technology

Seotty Goodloe

Scotty Good[De (Aug 21,2020 13:48 EDT)

goodloess@cityofgainesville.org

Procurement 3

Lee R Feldman

feldmanlr@cityofgainesville.org

City Manager





