CITY OF SACRAMENTO
CONSULTANT AND PROFESSIONAL SERVICES AGREEMENT

THIS AGREEMENT is made at Sacramento, California, as of , by and between the ciTY
OF SACRAMENTO, a municipal corporation (“CITY"), and

Tier1 Innovation, LLC
7979 E. Tufts Ave, Suite 1100
Denver, CO 80237
(303) 376-3500

(“CONSULTANT"), who agree as follows:

1 Services. Subject to the terms and conditions set forth in this Agreement, CONSULTANT shall
provide to CITY the services described in Exhibit A. CONSULTANT shall provide said services at the
time, place, and in the manner specified in Exhibit A CONSULTANT shall not be compensated for
services outside the scope of Exhibit A unless prior o the commencement of such services. (a)
CONSULTANT notifies CITY and CITY agrees that such services are outside the scope of Exhibit A, (b)
CONSULTANT estimates the additional compensation required for these additional services, and (c}
CITY, after notice, approves in writing a Supplemental Agreement specifying the additional services and
amount of compensation therefor. CITY shall have no obligations whatsoever under this Agreement
and/or any Supplemental Agreement, unless and until this Agreement or any Supplemental Agreement

.is approved by the Sacramento City Manager or the City Manager's authorized designee, or by the
Sacramento City Council, as required by the Sacramento City Code

2 Payment. CITY shall pay CONSULTANT for services rendered pursuant to this Agreement at the times and
in the manner set forth in Exhibit B. The payments specified in Exhibit B shall be the only payments to
be made to CONSULTANT for the services rendered pursuant to this Agreement unless pursuant to
Section 1, above, CITY approves additional compensation for additional services. CONSULTANT shall
submit all billings for said services to CITY in the manner specified in Exhibit B, or, if not specified in
Exhibit B, according to the usual and customary procedures and practices which CONSULTANT uses
for billing clients similar to CITY

3 Facilities and Equipment. Except as set forth in Exhibit G, CONSULTANT shall, at its sole cost and
expense, furnish all facilities and equipment which may be required for furnishing services pursuant {o
this Agreement CITY shall furnish to CONSULTANT only the facilities and equipment listed in Exhibit C
according o any terms and conditions set forth in Exhibit C

4 General Provisions. The General Provisions set forth in Exhibit D, which include indemnity and insurance
requirements, are part of this Agreement. In the event of any conflict between the General Provisions
and any terms or conditions of any document prepared or provided by CONSULTANT and made a part
of this Agreement, including without limitation any document relating to the scope of services or
payment therefor, the General Provisions shall control over said terms or conditions

5. CITY Representative. The CITY Representative specified in Exhibit A, or the Representative’s designee,
shall administer this Agreement for CITY

& Non-Discrimination in Employee Benefits. This Agreement is subject to the provisions of Sacramento
City Code Chapter 334, Non-Discrimination in Employee Benefits by City Contractors. The
requirements of Sacramento City Code Chapter 3 54 are summarized in Exhibit E. CONSULTANT is
required to sign the attached Declaration of Compliance (Equal Benefits Ordinance), to assure
compliance with these requirements



7 Authority. The person signing this Agreement for CONSULTANT hereby represents and warrants that
helshe is fully authorized to sign this Agreement on behalf of CONSULTANT and to bind CONSULTANT
to the performance of its obligations hereunder

8 Exhibits. All exhibits referred to herein are attached hereto and are by this reference incorporated as if set
forth fully herein

Executed as of the day and year first above stated

CITY OF SACRAMENTO

A Municipal Corporation

By.

Print name.
Title:

For. Ray Kerridge, City Manager
APPROVED TO AS FORM.

bingt o Sunflele

ity Attorney

ATTEST.

City Clerk

Attachments

Exhibit A - Scope of Service

Exhibit B - Fee Schedule/Manner of Payment
Exhibit C - Facilities/Equipment Provided by CITY
Exhibit D - General Provisions

Exhibit E - Non-Discrimination in Employee Benefits
CONSULTANT:

Tiert innovation, LLC
NAME OF FIRM

84-15467 36

Federal 1.D No

200525110131
State | D. No.




151635
City of City of Sacramento Business Op Tax Cert. No.

TYPE OF BUSINESS ENTITY (check one).

Individual/Sole Proprietor
Partnership
Corporation

~_X_ Limited Liabifity Company
_____ Other (please specify. )

/Zﬁ \‘TM

%ugnature of Authorized Person

Vice President

Title

Additional Signature (if required)

Title



DECLARATION OF COMPLIANCE
Equal Benefits Ordinance

Name of Consultant. /ﬁe\f :L
aggress. 19719 E Tufie Ave, Cute lloe  bewer (o

The above named Consultant ("Contractor") hereby declares and agrees as follows:

1 | have read and understand the Requirements of the Non-Discrimination In Employee Benefits Code (the
"Requirements”) provided to me by the City of Sacramento (“City") and attached as Exhibit E to my City contract
or agreement (“Contract”)

2 As a condition of receiving the City Contract, I agree to fully comply with the Requirements, as well as any additionat
requirements that may be specified in the City's Non-Discrimination In Employee Benefits Code codified at
Chapter 3 54 of the Sacramento City Code (the aQrdinanceg)

3 | understand, to the extent that such benefits are not preempted or prohibited by federal or state law, empioyee
benefits covered by the Ordinance, are any of the following:

a Bereavement Leave

b Disability, life, and other types of insurance
¢ Family medical leave

d Health benefits

e Membership or membership discounts

f Moving expenses

g Pension and retirement benefits

h Vacation

i Travel benefits

j Any other benefit offered to employees

| agree that should ! offer any of the above listed employee benefits, that | wili offer those benefits, withotit
discrimination between employees with spouses and employees with domestic partners, and without
discrimination between the spouses and domestic partners of such employees

4 | understand that | will not be considered to be discriminating in the provision or application of employee benefits under
the following conditions or circumstances:

a In the event that the actua! cost of providing a benefit fo a domestic partner or spouse, exceeds the cost of
providing the same benefit to a spouse or domestic partner of an employee, | will not be required to
provide the benefit, nor shall it be deemed discriminatory, if | require the employee to pay the monetary
difference in order to provide the benefit to the domestic partner or to the spouse

b In the event | am unable to provide a certain benefit, despite taking reasonable measures {0 do so, if | provide
the employee with a cash equivalent, | will not be deemed to be discriminating in the application of that
benefit

c If | provide employee benefits neither to employee’s spouses nor to employee’s domestic partners

d If | provide employee benefits to employees on a basis unrelated to marital or domestic partner status

e If | submit, to the Program Coordinator, written evidence of making reasonable efforts to end discrimination in
employee benefits by implementing policies which are to be enacted before the first effective date after
the first open enroliment process following the date the Contract is executed with the City

| understand that any defay in the implementation of such policies may not exceed one (1) year from the
date the Contract is executed with the City, and applies only to those employee benefits for which an
open enroliment process is applicable



£ Until administrative steps can be taken to incorporate, in the infrastructure, nondiscrimination in employee benefits

The time allotted for these administrative steps will apply only to those employee benefits for which
administrative steps are necessary and may not exceed three {3) months from the date the Contract is
executed with the City. -

g Until the expiration of a current collective bargaining agreement(s) where, in fact, empioyee benefits are
governed by a coliective bargaining agreement(s)

h | take all reasonable measures to end discrimination in employee benefits by either requesting the union(s)
involved agree to reopen the agreement(s) in order for me to take whatever steps are necessary to end
discrimination in employee benefits or by my ending discrimination in employee benefits without
reopening the collective bargaining agreement(s)

i In the event | cannot end discrimination in employee benefits despite taking all reasonable measures to do so, |
provide a cash equivalent to eligible employees for whom employee benefits (as listed previously), are
not available

Unless otherwise authorized in writing by the City Manager, | understand this cash equivalent must begin
at the time the union{s) refuse to allow the collective bargaining agreement(s) to be reopened or no
longer than three (3) months from the date the Contract is executed with the City

5 | understand that failure to comply with the provisions of Section 4 (a) through 4. (i), above, will subject me to possible
suspension andfor termination of this Contract for cause, repayment of any or all of the Contract amount
disbursed by the City; debarment for future contracts until ail penalties and restitution have been paid in full,
deemed ineligible for future contracts for up to two (2) years, the imposition of a penalty, payable to the City, in
the sum of $50 00 for each employee, for each calendar day during which the employee was discriminated
against in violation of the provisions of the Ordinance

&6 | understand and do hereby agree to provide each current employee and, within ten (10) days of hire, each new
employee, of their rights under the Ordinance | further agree to maintain a copy of each such letter provided, in
an appropriate file for possible inspection by an authorized representative of the City | also agree to prominently
display a poster informing each employee of these rights

7 | understand that | have the right to request an exemption to the benefit provisions of the Ordinance when such a
request is submitted to the Procurement Services Division, in writing with sufficient justification for resolution,
prior to contract award

| further understand that the City may request a waiver or exemption to the provisions or requirements of the
Ordinance, when only one contractor is available to enter into a contract or agreement to occupy and use City
property on terms and conditions established by the City, when sole source conditions exist for goods, services,
public project or improvements and related consiruction services, when there are no responsive bidders to the
Ordinance requirements and the contract is for essential goods or services, when emergency conditions with
public health and safety implications exist, or when the contract is for specialized legal services if in the best
interest of the City

9 in consideration of the foregoing, | shall defend, indemnify and hold harmless, the City, its officers and employees,
against any claims, actions, damages, costs (including reasonable atiorney fees), or other liabilittes of any kind
arising from any violation of the Requirements or of the Ordinance by me

| declare under penalty of perjury under the laws of the State of California that the foregoing is true and correct, and that |
am authorized to bind the Contractor to the provisions of this Deciaration

Signature of Authorized Representative Date o } b 1 10077

PrintName O eft free ch &éé%(/a 6:'—/}/,

Title View fresi ey



EXHIBIT A
CONSULTANT AND PROFESSIONAL SERVICES AGREEMENT
SCOPE OF SERVICES

1. Representatives.

The CITY Representative for this Agreement is:

Gina Knepp, Program Manager
5730 24" Street, Bldg #1
Sacramento, CA 95822
Phone: (916) 808-8333 / Fax. (91 6)399-9263

All CONSULTANT guestions pertaining to this Agreement shall be referred to the CITY Representative
or the Representative's designee

The CONSULTANT Representative for this Agreement is.

Scott French, Vice President
7979 E. Tufts Ave , Suite 1100
Denver, CO 80237
(303) 807-0761

All CITY questions pertaining to this Agreement shall be referred to the CONSULTANT Representative
All correspondence to CONSULTANT shall be addressed to the address set forth on page one of this
Agreement.  Unless otherwise provided in this Agreement, ail correspondence to the CITY shall be
addressed to the CITY Representative

2. Professional Liability Insurance. Professional Liability (Errors and Omissions) insurance is required for
this Agreement. (See Exhibit D, Section 11, for complete insurance requirements )

3. Scope of Services.

The services provided shall be as set forth in Attachment 2 to Exhibit A, attached hereto and
incorporated herein.

4. Time of Performance. The services described herein shall be provided during the period, or in accordance
with the schedule, described below.
The Time of Performance shall be as set forth in Attachment 2 to Exhibit A, attached hereto and
incorporated herein.

5 The additional provisions and definitions set forth in Attachment 1 to Exhibit A are made a part of this
Agreement and are fully incorporated herein by reference

Exhibit A
Page 1 of 1



ATTACHMENT 1 TO EXHIBIT A

1. Definifions

For the purposes of this Agreement and all Exhibits and attachments hereto, the
following terms, phrases, words, and their deviations shall have the meaning given
herein and apply generally to this Agreement and other terms, phrases, words and their
deviations shail have the meaning given in other portions of this Agreement Words not
defined in this Agreement shail be given their common and ordinary meaning The word
"shall’ is always mandatory

“Agreement” means the Consultant and Professional Services Agreement and
any exhibits, attachments and amendments thereto

“GITY Project Manager” means the representative of the CITY designated fo
oversee the provision of the Services by CONSULTANT on a day-to-day basis

"Consuitant_Personnel’ means the Consultant Project Manager, the Key
Personnel, and all employees of CONSULTANT, and all employees of subcontractors of
CONSULTANT, who are providing the Services at any time during the Project Term. An
individual within such description is a “Consultant Person.”

“Consultant Project Manager” means the CONSULTANT Person designated to
manage the day-to-day provision of the Services.

“Data |ntegration_{Interface) Design" means a certain Deliverable that is
described in section 2 6 of the SOW

“Deliverable” means the items identified as “Naliverables” or a “Deliverable
Material” in section 2.7 of the SOW

SOW.

Project Plan” means a certain Deliverable that is described in section 2 6 of the

“Design Specification Document” means a certain Deliverable that is described in
Section 2 7 of the SOW

“Documentation” means, collectively: () all of the written, printed, electronic, or
otherwise formatted materials that relate to the CRM System, (i) all user, operator,
system administration, technical, support, and other manuals and all other written,
printed, electronic, or other format materials that describe the functional, operational,
and/or performance capabilities of the CRM System, and (iii) all specifications, materials,
flow charts, notes, outlines, manuscripts, writings, pictorial materials, schematics, and
other documents that represent, demonstrate, or explain the Services and Work Product

“CRM Software” means the software programs whose licenses CITY is purchasing
pursuant to the terms of the Software License Agreements.

“CRM System” means the Siebel CRM Software and the OneCITY Software,
described in the Statement of Work and the associated Documentation. The CRM
System also includes the CRM Software, Third-Party Software specified in the Soitware



License Agreements, modifications, configurations, and any cusfom programming, as
well as all revisions and customizations to any or all of the above software which may be
required

"Fees” means the fees payable by the CITY to CONSULTANT hereunder in
consideration of CONSULTANT's provision of the Services.

"Final Acceptance” means the process that is described in section 16 of this
attachment

“Functional Reguirements Matrix” are set forth in Appendix A of the SOW

ro-Live Date” means the date on which each Phase, has entered Productive
Use The Go-Live Dates are further identified in Section 50 of the SOW and in the
Project Plan of each Phase.

“Key Personnel’ means those Consultant Personnel {or the holders of those
positions with CONSULTANT) who are identified in the SOW and such other Consultant
Personnel as the parties may agree, in writing, to designate as Key Personnel The initial
Key Personnel are the Project Manager

“New Services” mean those Services the CITY elects to have CONSULTANT
perform after the Project Term.

“phase” means a contained portion of the project dedicated to implementing a
particular portion of the CRM System. The Phases comprising the project are Phase 1
and Phase 2.

“productive Use" means successful use of the CRM System, or portions thereof,
to run the business of the CITY.

“Project Term’ means the period during which CONSULTANT shall be obligated
to provide the Services, as specified in this Agreement.

“Requirement Specification Document” means a certain Deliverable that is
described in section 2.7 of the SOW.

"Services’ means the installation, implementation, integration, configuration, and
other services with respect {o the CRM System that CONSULTANT is engaged to
perform pursuant to this Agreement

"Software License Agreements” means (&) the 'Oracle License and Services
Agreement v062606_M' between the CITY and Oracle, Inc, dated October 2008, and
the Tiert Innovation OneCity™ End User License Agreemeni

“Seftware Vendors' means Oracle, Inc. and Tier? Innovation, LLC

Statement _of Work” (*SOW") means that certain ‘'Implementation Services
Document Prepared for the CITY of Sacramento’ which describes, in more detail, the
Services, Deliverables, and anticipated schedule for delivering the Services and
Deliverables The SOW s attached to this Agreement as Attachment 2 to Exhibit A The




parties may, from time to time and subject to the requirements of Section 5 below
relating to Change Request, amend or supplement the SOW

“Steering Committee” means a group of decision-makers from the CITY

“Third Party Software” means the software specifically described in the Software
License Agreements.

2. Services

In providing the Services for the compensation set forth in this Agreement,
CONSULTANT shall provide fo the GITY all of the functionality it requires from the CRM
System as set forth in the SOW and further defined by the Requirements Specification
Document for each Phase CITY requirements that cannot be met fully out-of-the-box
with the CRM Software will be fulfiled by CONSULTANT without modification to the
CRM Software source code, unless explicitly agreed to in writing by the parties

If requested by the CITY in writing, the parties may, by mutual agreement in
writing, substitute the Deliverables, Services, of tasks that are described in the SOW for
new Deliverables, Services, of tasks that are reasonably and sybstantially equivalent to
those Deliverables, Services, or tasks being substituted and any such substitution shall
not result in any adjustment to the Fees, unless otherwise authorized by the CITY.

3. Warranties

a Third Party Agreements Warranty CONSULTANT represents and
warrants that CONSULTANT's agreement to perform the Services
pursuant to this Agreement does not violate any agreement or obligation
between CONSULTANT and a third party.

b Third Party Intellectual Property Rights Warranty CONSULTANT
represents and warrants that the Services as delivered to the CITY does
not infringe any copyright, patent, trade secret, or other proprietary right
held by any third party.

¢ Professional Services Warranty The Services provided by
CONSULTANT shall be performed in a professional manner and shall be
in accordance with generally accepted industry standards for the software
implementation services and consulting industry.

d System Performance Warranty. CONSULTANT represents and
warrants that for a period of twelve (12) months following Conditional
Acceptance of a Phase by the CITY, the Services and all other
deliverables furnished hereunder by CONSULTANT will. (i) meet the
functionality requirements set forth in the SOW and further defined in the
Requirement Specifications Document and Design Specifications
Document, (i) be free from all material defects, and (i) perform in
accordance with the specifications and configurations set forth in the



Design Specifications Document and Data Integration (Interface) Design
and which was validated by the CITY as compliant at the time of System
Accepiance. CONSULTANT further represents and warrants that ali
CONSULTANT-provided ~ Software configurations, modifications,
customizations, data conversions and interfaces will function properly and
in accordance with the Design Specifications Document, separately and
as a fully integrated system, and when operated together will not cause
any material delays, defects, or problems with the CRM System. The
parties acknowiedge that, under the provisions of this section, in the
event that the implementation of a Phase causes errors in another Phase,
CONSULTANT shail be obligated to remedy the error regardless of
whether or not the warranty period for the other Phase has expired

CITY Usage or Modification Exception. CONSULTANT shall not be
responsible for any software changes, software additions, software
modifications, applied patches or fixes or data irregularities caused by the
CITY to any portion of the CRM System unless such actions are taken
under the direction of CONSULTANT

CONSULTANT is not responsible nor warranties against any issues,
defects or bugs with the Oracle/Siebe! Software or any other third-party
software not provided by CONSULTANT

Warranty Remedy, With respect to a violation of the warranties
described in section 5(d), the CITY’s remedy shall be as follows:

i CITY shall provide CONSULTANT with written notification of the
error and a detailed explanation of why the error constitutes a
warranty violation as measured against the previously accepted
Requirements Specification Document and further defined in the
Design Documents CITY shall demonstrate that it took
reasonable efforts to prove that the issue was a warranty item and
not a data or user training issue. CONSULTANT shall provide
CITY with a problem identification and resolution plan for the
warranty violation within five (5) business days of receiving
notification. CONSULTANT shall provide resources to work with
the GITY to promptly resolve the warranty issue with the intent to
resolve the warranty issue within the agreed to resolution plan
timeframe after submitting the problem identification and
resolution plan. CONSULTANT shall use best efforts to
satisfactorily resolve the warranty issue within no more than thirty
(30) days after being notified of a warranty violation

ii. If said warranty violation is preventing the CITY from using the
CRM System for Productive Use (a “Critical Violation"},
CONSULTANT shall respond fo the notification within twenty-four
(24) hours with a proposed resolution plan CONSULTANT will
dedicate sufficient resources to satisfactorily resolve the Critical
Violation as soon as practicable according to the resolution plan.
Consultant will use best efforts to safisfactory resolve the
resolution within (7) calendar days after being notified of a Critical

4



Violation.

il The following items are not subject to Warranty.

(1) Defects or bugs with third party products including but not
limited to Oracle/Siebel CRM software, Actuate Reporting
software, networking management sofiware, operating system,
word processing and email software

(2) Data issues — The City is responsible for data cleanliness and
data integrity Should Warranty defect cause data corruption,
CONSULTANT  will repair the system defect but
CONSULTANT will not update or repair City production data.

(3) User training issues — The City will evaluate all issues to first
determine that it is not a user training issue

iv. For purposes of this Section, “Resolution of an error’ shall include
but not be limited to the following:

) Provide a workaround for the error that allows the CRM
System to support the CITY's business operations.

(2) Provide for manual processing

(3) Provide a system fix or update

(4) Provide a correction to the system setup

h DISCLAIMER OF WARRANTY EXCEPT AS OTHERWISE
EXPRESSLY DESCRIBED IN THIS AGREEMENT THE CONSULTANT
DISGLAIMS ANY AND ALL OTHER WARRANTIES, CONDITIONS, OR
REPRESENTATIONS, EXPRESS OR IMPLIED, ORAL OR WRITTEN,
WITH RESPECT TO THE SERVICES PROVIDED AND ALL OR ANY
PORTION OF THE CRM SYSTEM PROVIDED HEREUNDER,
INCLUDING ANY AND ALL IMPLIED WARRANTIES OR CONDITIONS
OF TITLE, MERCHANTABILITY, OR FITNESS OR SUITABILITY FOR
ANY PURPOSE WHETHER OR NOT THE CONSULTANT KNOWS, HAS
REASON TO KNOW, HAS BEEN ADVISED, OR IS OTHERWISE IN
FACT AWARE OF ANY SUCH PURPOSE WHETHER ARISING BY LAW
OR BY REASON QOF CUSTOM OF THE TRADE.

4. Limitation on Liability

NEITHER PARTY WILL BE LIABLE FOR ANY INDIRECT, INCIDENTAL,
SPECIAL, OR CONSEQUENTIAL DAMAGES, INCLUDING, BUT NOT LIMITED TO,
1 0SS OF DATA, REVENUE, USE OR PROFITS INCURRED BY EITHER PARTY OR
ANY THIRD PARTY, HOWEVER ARISING, WHETHER IN CONTRACT OR TORT,
EVEN IF IT HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES
NEITHER PARTY'S LIABILITY FOR DAMAGES UNDER THIS AGREEMENT SHALL IN
ANY EVENT EXCEED ONE (1) TIMES THE TOTAL CONTRACT PRICE SET FORTH
IN SECTION 1 OF EXHIBIT B. THE FOREGOING LIMITATION SHALL NOT APPLY
TO CONSULTANT'S INDEMNIFICATION OBLIGATIONS UNDER THIS AGREEMENT

5. Change Request

If during the Project Term, the CITY requires the performance of related Services



that are not specifically identified in this Agreement or a change 10 the existing Services
(*Additional Services”), the CITY Project Manager shall deliver to the CONSULTANT
Project Manager a Change Request specifying the proposed work with sufficient detail to
enable CONSULTANT fo evaluate it CONSULTANT, within five (5) business days, or
jonger as may be mutually agreed between the parties, following the date of receipt of
such Change Request, shall provide the CITY with an evaluation of the Change
Request and a written proposal containing the following: a detailed description of the
Consultant Personnel required to perform the requested Additional Services,
specifications (it applicable), implementation plans, with implementation to commence
not later than thirty (30) days after approval thereof, uniess otherwise mutually agreed,
the timeframe for performance, acceptance criteria, and the fixed fee price for such
performance based on agreed deliverables. All Change Requests shall be governed by
the terms and conditions of this Agreement, including the hourly rates for consulting
services. Within the timeframe specified in CONSULTANT’s Proposal, which timeframe
shall not be less than ten (10) business days from receipt of CONSULTANT's proposal
by the CITY Project Manager (the "Response Period”), the CITY shali notify
CONSULTANT in writing if the CITY elects to proceed with the Change Request f
within the Response Period, the CITY gives notice to CONSULTANT not to proceed, or
fails to give any notice 1o CONSULTANT, then the Change Request shall be deemed
withdrawn and CONSULTANT shall take no further action with respect to it

A Change Request shall not become binding upon the CITY, and the CITY shall
not be obligated to pay CONSULTANT for any Services performed pursuant to a
Change Request, unless and until the Change Request is approved pursuant to the
CiTY’s applicable contract approval requirements and procedures. Upon CiTY's
approval of the Change Request, CONSULTANT shall promptly commence performing
the Services described in the CONSULTANT'’s Proposal

6. Disentanglement

in connection with any expiration of termination of the Project Term of this
Agreement or of the provision of any of the Services provided hereunder,
CONSULTANT shall take all actions necessary to accomplish a complete and timely
transition from CONSULTANT fo the CITY, or to any replacement providers (collectively,
the “New Consultant” or "NC") designated by the CITY, of the Services being terminated
(a "Disentanglement"), without material impact on the Services or any other Services
provided by third parties. CONSULTANT shall cooperate with the CITY and the NC and
otherwise take all steps reasonably required fo assist the CITY in effecting a complete
and timely Disentanglement CONSULTANT shall provide the CITY and the NC with all
information regarding the Services or as is otherwise needed for Disentanglement,
subject to NC agreeing to maintain the confidentiality of CONSULTANT confidential
information CONSULTANT shall provide for the prompt and orderly conclusion of ail
work, as the CITY may direct, including completion or partial completion of projects,
documentation of work in process, and other measures to assure an orderly transition to
the CITY or the CITY’s NC. CONSULTANT shall provide any additional
Disentanglement Services as CITY reasonably requests for a period of up to one (1)
year, on a time and materials basis, at an hourly rate not to exceed the rate set forth in
Attachment 1 to Exhibit B for each Consultant Person that is reasonably required to
perform such Disentanglement Services as requested by CITY

7. Consuitant Personnel




a. CONSULTANT is performing services under a Fixed Price
arrangement and is responsible for deliverables which are subject to CITY
approval throughout the project As such, CONSULTANT maintains the right
to assign, re-assign, repiace, add and remove personnel in order to ensure
CONSULTANTS obligations are met under this agreement. GONSULTANT
will communicate to CITY personnel changes and will adhere to CITY
processes for onsite CONSULTANT personnel and when CONSULTANT
personnel require system access

h. Consultant Project Manager CONSULTANT represents  that
CONSULTANT's initial Consultant Project Manager, and any replacement
Consultant Project Manager, shall be an experienced manager who shall be
knowledgeable as to the CITY's activities related to the CRM System and
shall direct the efforts in fulfilling CONSULTANT's obligations under this
Agreement. The CITY shali have the right to interview CONSULTANT's initial
Consultant Project Manager and any replacement Consultant Project
Manager, and CONSULTANT shall not designate any Consultant Project
Manager without the CITY’s prior written consent CONSULTANT shall not
reassign its initial Consuitant Project Manager during the Project Term of this
Agreement without the CITY's prior written consent, or any permitted
replacement Consultant Project Manager during the period beginning on the
date such individua! commences performing the Services hereunder, to other
functions if doing so would require the alteration or reduction of such
individual’s contribution to, or involvement with, the Services

¢. Key Personnel. The CITY shall have the right to interview the initial Key
Personnel and any replacement Key Personnel, and CONSULTANT shall not
designate any Key Personnel without the CITY's prior written consent.
CONSULTANT shall not reassign any individual designated as Key
Personnel without the CITY's prior written consent during the period
beginning on the date such individual commences performing the Services
hereunder, to other functions if doing s0 would require the alteration or
reduction of such individual's contribution to, or involvement with, the
Services unless such alteration or reduction is determined to have no
negative impact on CONSULTANT'S ability to perform the Services
CONSULTANT shall obtain the CITY's prior written consent, which shall not
be unreasonably withheld, thirty (30) days, of such shorter time as agreed by
the parties, in advance of any assignment of any Key Personnel resulting in
the alteration or reduction of time expended by such individual in
performance of CONSULTANT's duties under this Agreement in the event
any one of the Key Personnel is reassigned, becomes incapacitated, or
ceases o be employed by CONSULTANT and therefore becomes unable to
perform the functions or responsibiiities assigned to him or her,
CONSULTANT shall (i) within forty-eight (48) hours, temporarily replace such
person with another person properly qualified to perform the functions of such
replaced person, and (iy within one (1) month provide a permanent
replacement of similar skills, knowledge and training who is subject to the
prior approval of CITY

d. Qualified Personnel CONSULTANT agrees that each Consuitant Person
performing Services in connection with this Agreement shall have the



qualifications and shall fulfill the requirements set forth in this Agreement and
as specified by the CITY from time to time For each Consultant Person, o
the extent permitted by, and in accordance with, applicable faw,
CONSULTANT shall conduct routine reference checks (eg, Wwork
experience), verification of education and technical fraining, and background
checks (e g, felony and misdemeanor conviction check), and any other
checks required by law CONSULTANT agrees that each Consultant Person
will be properly trained to perform the Services and is oriented with respect to
the policies and procedures of the CITY. The CITY shall not be required to
pay any Fees relating to any Consultani Person prior to such time as the
training and orientation with respect to such Consultant Person is completed
and such Consultant Person commences performing the Services hereunder

e. Minimum Proficiency Levels The Consultant Personnel, including the
Key Personnel, shall have experience, training, and expertise at least equal
to prevalent industry standards applicable to such personnel for their
responsibilities in the business in which CONSULTANT is engaged and shall
have sufficient knowledge of the relevant aspects of the Services and the
CITY’s practices and areas of expertise to enable them to properly perform
the duties and responsibilities assigned to them in connection with this
Agreement In the event of a breach by CONSULTANT of its obligations
with respect to the minimum proficiency levels of Consultant Personnel,
CONSULTANT shall promptly take one of the following actions. (i) remove
and replace any Consultant Person after receipt of notice from the CITY that
such Consultant Person does not meet the required minimum proficiency
levels: or (i) take appropriate action with respect to any such Consuliant
Person, including, but not limited to, training to bring such Consuitant
Person’s proficiency levels in line with such required minimums

f. Removal and Replacement in the event CITY desires the removal or
replacement of any of the CONSULTANT personnel, CITY shall notify
CONSULTANT in writing. The CITY’s decision to request the removal or
replacement shall not be arbitrary or capricious in nature and CITY and
CONSULTANT agree to work in good faith to minimize any negative impact
on the Services caused by the removal CONSULTANT shall accomplish any
such removal within fourteen (14) calendar days after receipt of notice from
the CITY and shall promptly replace such person with another person,
acceptable to the CITY, with sufficient knowledge and expertise to perform
the Services assigned to such individual in accordance with this Agreement
Further, for any Time and Materials services, CONSULTANT will provide a no
cost transition period of sixteen (16) hours if CONSULTANT removes a
Consultant Person identified as a Key Personnel. If that Consultant Person is
the Consultant Project Manager then CONSULTANT will provide an forty (40}
hour no-cost transition period. Since the core services are performed under a
Fixed Price arrangement which is deliverable based, then no-cost transition
periods are not applicable

8. No Termination or Suspension of Services.

Notwithstanding anything to the contrary herein, and even if any problem or other
dispute arises between the parties, in no event nor for any reason shall CONSULTANT
interrupt or suspend or terminate the provision of Services to the CITY or perform any




action that prevents, impedes, of reduces in any way the provision of Services or the
CiTY's ability to conduct its activities, unless. (i) authority to do so is granted by the
CITY or conferred by a court of competent jurisdiction; or (i) the Project Term of this
Agreement has been terminated and CONSULTANT has performed its obligations with
respect to a Disentanglement; or (i) the CITY has failed to pay CONSULTANT
undisputed invoices that are past due in excess of sixty (60) days after receiving nofice
from CONSULTANT of such delinquency. in the event that CITY fails to make such full
payment within said 680-day period, CONSULTANT shall grant to CITY an additional
thirty (30) days to render full payment provided that CITY requests such additional thirty
(30) days.

9. Force Majeure.

Neither party shall be liable for, and each party shall be excused from, any failure
to deliver or perform or for delay in delivery or performance due to causes beyond its
reasonable control, including, but nof limited to, governmental actions, fire, work
stoppages, shortages, civil disturbances, transportation problems, interruptions of power
or communications, failure of suppliers or subcontractors, natural disasters or other acts
of God

10. Dispute Resolution Process.

Any dispute, disagreement, claim or controversy hetween the parties arising out
of or relating to this Agreement (the "Disputed Matter”) shall be resolved by first having
the Project Manager for CONSULTANT and the Project Manager for the CITY meet for
the purpose of endeavoring to resolve such dispute If a resolution o such dispute does
not occur during such meeting or within three (3) business days thereafter, the pariies
agree to elevate the dispute to a meeting of the Steering Committee  if a resoiution to
such dispute does not occur during such meeting or within three {(3) business days
thereafter, the parties agree to elevate the dispute to the Managing Director level of
CONSULTANT and the Assistant CITY Manager of the CITY Failing such mutual
agreement to resolve the dispute, the parties may pursue any other legal recourse
available to it. No formal proceedings for the judicial resolution of such dispute, except
for the seeking of equitable or injunctive relief, may begin until the dispute resolution
procedure, as described above is completed.

11. Deliverable Acceptance Process

In accordance with the deliverable schedule set forth in the SOW, drafts shall be
provided, when applicable, of each deliverable prior to formal submittal The CITY shall
review and provide written approval or comments, as appropriate In general,
comments, issues, or sign-off shall be provided within five (5) workdays after receipt of
draft. If necessary and so instructed to do so, each deliverable will be revised as
appropriate and another draft of the final version submitted within three (3) workdays.
The CITY shall respond to resubmitted deliverables within three (3) workdays. CITY
holidays are not workdays.

In the event that the CITY fails to respondto a deliverable as required in the
preceding paragraph, notice shall be given of such event to the CITY's Project Manager
or designee, and Project Sponsor in the event that no response is received within three
(3) workdays thereof, the deliverable shall be deemed to be approved

A “sign-off’ form for the CITY to indicate its approval, disapproval, or other



comment shall accompany each deliverable submission. if the CITY and
CONSULTANT are unable to come to agreement on the acceptance of a deliverable, the
Dispute Resolution Process set forth in this Attachment 1 to Exhibit A will be initiated

12. Pavment Milestone Acceptance Process

in aceordance with the Milestone payment schedule set forth in the SOW, drafts
shall be provided, when applicable, of each Milestone deliverable prior to formal
submittal The CITY shall review and provide written approval or comments, as
appropriate In general, comments, issues, or sign-off shall be provided within five (5)
workdays after receipt of draft If necessary and so instructed to do so, each Milestone
deliverable will be revised as appropriate and another draft of the final version submitted
within three (3) workdays. The CITY shall respond to resubmitted Milestone deliverables
within three (3) workdays CITY holidays are not considered workdays

In the event that the CITY fails to respond to a deliverable as required in the
preceding paragraph, notice shall be given of such event to the CITY's Project Manager
or designee, and Project Sponsor. Inthe event that no response is received within three
(3) workdays thereof, the deliverable shall be deemed to be approved.

A “sign-off” form for the CITY to indicate its approval, disapproval, or other
comment shall accompany each deliverable submission. if the CITY and
CONSULTANT are unable to come to agreement on individual Milestone acceptance the
Dispute Resolution Process of the Professional Services Agreement will be initiated

For Milestones that do not have an associated document deliverable,
CONSULTANT shall provide a written notice to the CITY indicating its position that the
Milestone has been met If CITY agrees that such Milestone has been met, then CITY
will acknowledge the same in writing

Unless the deliverable submittal is late due to reasons caused by the City or due
to a mutually accepted change in project schedule, if a deliverable is more than four
weeks late, the payment shall be reduced by 10 percent.

13. CRM System Conditional Acceptance. -

Conditional acceptance is granted by the CITY when, as evidenced by the
successful completion of User Acceptance Testing in a non-production environment, the
Functional Requirements as described in the SOW, in the Requirement Specifications
Document, the Design Specification Document, and the Data Integration (Interface)
Design are met. Conditional acceptance may be granted notwithstanding the existence
of open issues if. (a) the CITY Project Manager determines that none of the open issues
significantly impairs the CITY’s ability to use the system as defined in the Requirement
Specifications Document and Design Specification Document and (b) a mutually
agreeable issues work plan is identified to resolve the open issues. Open issues
include issues from the User Acceptance Tests, as well as all open test issues on the
test incident log, regardiess of the type of test.

The CITY and CONSULTANT will then adjust the issues work plan, in accordance with

the Project Plan. A course of action to resolve the open issues may include, but is not
limited to, completing the fixes during post-production support, utilizing a combination of

10



resources from the CITY and CONSULTANT to complete the fixes, and/or deferring the
issue(s) or functionality to a later date

User Acceptance Tests will be compieted by the CITY in accordance with the Project
Plan. The CITY and CONSULTANT will work in good faith and partnership fo come to
agreement and completion of the issues work plan If the CITY and CONSULTANT are
unable to reach an agreement on the issues work plan the Dispute Resolution Process
in Attachment 1 to Exhibit A wili be utilized

Upon Conditional Acceptance by the CITY, the CRM System may be moved to the
production environment

14. CRM System Final Acceptance.

Once Conditional Acceptance of the CRM System has occuirred and the CRM
System has been moved to the production environment, the CITY shall begin using the
CRM System for Productive Use. Final Acceptance is granted by the CITY when. (a)
CONSULTANT has resolved assigned issues as defined by the Conditional Acceptance
Issue Work Plan. Any issues encountered that have a basis in the Functional
Requirements as described in the SOW, in the Requirement Specifications Document,
the Design Specification Document, and the Data Integration (Interface) Design which
are outside the Issue Work Plan, will be subject to the Warranty provisions of this
agreement. Open issues are allowed if. (a) the City Project Manager determines that
none of the open issues significantly impairs the City’s ability to use the system as
defined in the Requirement Specification Document, Design Specification Document and
Data Integration (Interface) Design and (b) a mutually agreeable issues work plan is
identified to resolve the open issues

The CITY and CONSULTANT will work in good faith and partnership to come to
agreement and completion of the issues work plan. The course of action from the issues
work plan may include but is not limited to, completing the fix during post production
support, utilizing a combination of resources from the CITY and CONSULTANT to
complete the fix, and/or deferring the issue or functionality to a later date Once the
conditional acceptance issues work plan has been completed, the CITY will have 30
days to validate and provide Final Acceptance of the System or notify CONSULTANT in
writing of which issues remain open and how the issue does not meet the approved
Design and Requirements Specifications. Once the issues work plan from the
conditional acceptance has been completed (with the exception of open issues that are
allowable as described in the previous paragraph), if the CITY fails to provide Final
Acceptance within 80 days then the CITY will no longer be authorized to use OneCITY™
in production until such notification is received. If the CITY and CONSULTANT are
unable to reach an agreement on the issues work plan the Dispute Resolution Process
will be utilized.

The CITY shall notify CONSULTANT in writing of its Final Acceptance of the
CRM System  In no event shall any other action or inaction by the GITY, including the
CITY's use of the CRM System in a production environment, constitute Final Acceptance
of any portion of the CRM System.
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Version Control

| Version Date Author(s) Comment/Summary of |
Updates
1.0 3/21/2007 Scott French Document Creation
1.5 3/26/07 Scott French Revisions
1.6 32707 Scott French Revisions
1.7 419107 Scott French Revisions to address Sacramento
points
1.8 4116/07 Scott French Revisions after April 12 meeting with
IT and General Services
1.9/1.10 5/7/07 Scott Franch Changes to remove redundancy with
PSA
1.11 5/10/07 Scott French Add the Infrastructure, update
proximity search.
112 5/14/07 Maria MacGunigal Updated Proximity Search description
113 - Scott, Jim, Others Misc. edits.
1.15
1.16 6/1/07 Scott French Updates to Timeline
1.17 6/4/07 Scott French Results of Conf. Call with Sandra, Jim,
Ryan and Maria.
1.18 6/5/07 Scott Franch Updated Schedule to support 2/14/08
Go live.
FINAL 6/6/07
Distribution
r Distribution Organization
Gina Knepp CRM City Operator Program Manager -
Generat Services
Malyassa Berry Contracts Analyst / Labor Compliance
Officer — General Services
Ryan Pham Information Technology Manager,
General Services
Jeff McGeorge Information technology, General
Services
Sandra Haslin Information Technology Application
Manager
Jim Boyle Information Technology Project
Management Office
Project Manager Tieri Innovation
Mike Jacoby Terl Innovation
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1.0 Product and Services Overview

This Implementation Services Document (1SD) identifies the products and services which will be
provided by Tieri Innovation (Tierl) and the City of Sacramento in the delivery of the 3-1-1
CRM solution. Project pricing, billing, staffing, methodology and a detailed project plan are
included.

1.1 OneCity"™ Product

OneCity™ is a Tierl Innovation ficensed product that provides pre-configured functionality
specifically designed for local government, Features include:

o Pre-loaded 360 Municipal Service Request Categories and city-defined data capture for
each service request type
« Municipal Smart Scripts
pre-populated Knowledge Base of Solutions
E£SRI Integration connector {0 provide address validation and display of the Service
Request on a map.
Duplicate Checking of related Service Requests
L ocation centric data/conﬁguration/views
Directory/Citizen views
Municipal Reports/Charts (Trend, Aging Analysis by District, Address Analysis, Citizen
Analysis reports and charts)
o Connectors and Workflows for integrations to following systems:
o Hansen (Work Order Mgmt) — Business Services and Workflows
o Chameleon (Animal Control) — Business services and Workflows
o Accela (Work Order Mgmt) — Business services and Workflows
» Citizen Portal (eService) to enable citizen self service via the City's web site to add
service requests, check status of requests and look up frequently asked questions. (Note,
while the City is acquiring the license now, the Citizen Portal is to be implemented in
Phase 2.)

s ©

e o 0O ©

1.2 Implementation and Integration services Scope for Phase 1

Tierl Innovation, LLC ("Tierl") is contracted to deliver to the City of Sacramento a Citizen
Relationship Management (“CRM") solution. The following components are included:

» Instafiation of Siebel Software for 32 named users (City has procured the Siebel software
separately)

o Tierl Innovation integration services which include project management, design, configuration,
testing, training and deployment of the Siebel software CRM solution and Tierl OneCity™
application for these 32 users.

Phase 1 inciudes the following functions:

Fieri Innovation, LLC

s 7979 East Tufts Avenue, Suite 1100

S Tier Innovation Denver, Colorado 80237
ter I ! Page 5 of 67
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» Comprehensive Call Center Solution in support of City Operator and supporting
management and agencies — this includes loading and setling up all software (Siebel and
OneCity™), confirming City process flows, configuring basic changes into OneCity'™,
tailoring views for specific user groups within the City, setting security and all system
parameters. This also includes comprehensive testing, and deployment.

o Knowledge Base Solution - Establishment of City Knowledgebase. Tierl will set up
coftware and provide leadership and support to enable the City to populate the KB.

o Integration with City Operational Systems

o ESRI - address validation and to plot a Service Request on a map. Will aiso pull
into Siebel geo-spatial reference information including districts, city office
locations, and elected officials

o Integration to General Services 7i system —an interface will be designed
and implemented to move service requests to the 7i system and to received
updated status from the 7i system.

» Dispatch Board — implementation of Siebel's Field Service madule. The dispatch board
will be activated and deployed in support of the City Operator Dispatch function.

o Work Flows and Assignment Rules ~ configuration of work flows 0 trigger
automated integration to the 7i system, automated escalation and automated
assignments

« Report and Charts Dashboards — Will turn on existing OneCity"™ and Siebel Charts
and Reports in support of the City Operator Requirements

o Training — Develop training program and materials and conduct training for ali 32 users
working alongside City personnel using a Train-the-Trainer approach.

« Project management, business analysis and testing - In addition to the technical
solution, Tier1 Innovation will provide project management, business analysis and testing
specialist support to the project.

Tiert innovation, LLC

e 7979 East Tufls Avenue, Suile 1100

R P ) H Denver, Colorado B0237
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1.4 Price

This ISD documents the details for Phase 1. The Phase 1 CRM/3-1-1 project cost is a
fixed fee price of $486,127 and can be allocated between OneCity and Tierl services as

follows
e OneCity™ License Fee - One time fee for unlimited usage of OneCity™ - $175,000

« Phase 1 Implementation Services for scope of solution defined above - $311,127
inciuding all travel expenses.

Tiert innovation, LLC

E 7979 East Tufts Avenue, Suite 1100

s T . Denver, Colorado 86237
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1.6 Billing Milestones

[ Project Stage Milestone Estimated Week | Billed Amount ]
Completion Ending***
Project Definition Project Charter and Week 1 421,000
Project Plan
Project Discovery Install Siebel® Week 2 $175,000
Install OneCity**
Training Plan
Project Discovery Requirements Week 6 $46,000
Specification
Architecture
Assessment and
Backup Strategy
’fDesign Design Specification, Week 12 $90,000
including integration
plan
Configuration Configuration Review TBD 105,000
Report
Acceptance Test Plan
Validation Accepted System TBD 30,000
Certificate
Deployment Plan
Deployment Trained Users and TBD 19,127
Deployed System
Certificate
L‘iotal $486,127

¥ - Siebel was purchased outside of this agreement,
s% . OneCity will be billed after installed

wx% - Billing Milestones are triggered by City Accepted Deliverables which may occur

earlier or later than the weeks shown.
Billing terms are Net 30

1,7 Period of Performance

o Phase 1 will be completed within 5 months of project start.

Tiert Innovation, LL.C

7979 East Tufts Avenue, Suite 1100
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2.0 Scope of Services

Tieri Innovation is implementing a 3-1-1 CRM solution for the City of Sacramento. The
product and services being provided inciude Tierl Innovation’s OneCity solution and
related implementation services required to deploy Phase 1 of the City's CRM solution.

2.1 Change Control Process

The Change Control process described in Attachment 1 of Exhibit A of the Professional
Services Agreement will be followed during the project.

2.1.1 Change Request Authorization Form
Date:

Request #:

Client Name:

Client
Administrator:

Project Name CRM Project
Change Description

0

Change Justification

Tiert nnovation, LLC
7979 East Tufts Avenue, Suite 1100
Denver, Colorado 80237

Tier [nnovation Page 10 of 67
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[Revised Project Plan ]

Change Request Budget Hours Estimate:

Change Request Budget Cost Estimate:

Change Request Estimated Completion Date:

It is hereby agreed the price for the work specially identified for this change
request will be: 3 .

E‘gfessional Services Agreement/ Acceptance J

The work described in this Project Change Request Agreement
will be done under the general terms and conditions outlined in
the Tierl Innovation, LLC “professional Services Agreement”. Any
exceptions to the professional Services Agreement are noted in
this Project Change Request Agreement.

Customer to sign below as authorization fo proceed with the work and adjust the project planning
documents.

City of Sacramento Authorized By:

Signature: Date:
Tier1 Authorized By:
Signature: Date:

Tiert Innovation, LLG
7679 East Tufts Avenue, Suite 1100
Denver, Colorado 80237
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2.2 Tierl Resources

Tierl will staff the project with four primary roles:
o Project Manager/ Business Analyst/ Trainer
« Technical Lead / Configuration Specialist and Integration Specialist
» Configuration Specialist / Integration Specialist
o Quality Assurance Manager

in addition, Tierl will assign Scott French, Vice President of Public Sector as its
Executive Sponsor to participate during Steering Committee meetings and to be Tierl's
escalation point for project issues. Tierl may use additional resources as required to
accomplish Tierl obligations as described in this Statement of Work.

Tier1 innovation, LLC
7979 East Tufts Avenue, Suite 1100
Denver, Colarado 80237
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2.3 City of Sacramento Resources

The CRM project will be a collaborative effort between the City and Tierl Innovation.
City personnel are required in order 10 provide requirements and design direction,
knowledgebase content, data mapping with other systems being integrated with and
overall City management of issues. Following are the key City positions to be provided
during the project.

A e

 3{1CRM Team

oaring L0
Clty Exaculives
Exesul

Exocutive Sponsor [ L"é's’“?““ﬁ,‘f&“is
uaty Assuronco. § =i
Soott Fronch

20% 4 50%

Technicat Laad ’ Configuratlon!
- Integration

——

Configurstion
{ntogration

| 7iert innovation Team N FulTme Tem

Project manager — The City will provide a project manager who will be assigned as
Tierl’s point of contact for routine tasks, issue resolution, coordinating City resources
and meetings and overseeing all City tasks.

Executive Sponsor(s) and Steering Committee - The City will appoint a business
user as the sponsor for the project who will coordinate all process improvements, review
and signoff of all deliverables requiring user/functional signoff and directing key
decisions. The City will agree to regular Steering Committee meetings where status and

Tier! innovation, LLG
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jssues will be presented by Tierl project management. The Steering committee will
have the authority to make financial decisions should that be required.

Knowledge Base Coordinator / Ongoing System Administrator — The City will
supply a point of contact for all knowledgebase content. This person will coordinate
gathering of content from agencies within the project plan and will input or delegate the
input of all content. Tierl Innovation will provide guidance throughout the process.
Also, this person is often the same person who performs ongoing system administration
(i.e., the “super user™) of the system.

City Trainer — Tierl is following a “train the trainer” model. As such, Tierl will be
training a City trainer who will serve as the ongoing trainer for the City. The City shall
provide an experienced trainer who will work alongside Tierl personnel to develop the
training curriculum, and will conduct training. Tierl will prepare the training materials
and will be present at all training sessions prior {0 deployment of Phase 1. The Tierl
trainer will work side-by-side the City Trainer until the system is deployed. Once
deployed, the City will have the ability to conduct ongoing training themselves.

IT/Integration Data engineers — The City will provide rechnology personnel to assist
in performing integration with other systems. These persons will perform data analysis
and will work alongside Tierl Innovation personnel to map data between Siebel and the
City system which is being integrated with. These persons will also perform all
programming to move data infout of the other system. Tierl will provide all Siebel-side
programming for integrations.

Ongoing maintenance positions of City

By conclusion of the project, the City will assign a User System Administrator and an IT
System Administrator who will own responsibility for pngoing maintenance and support
of the system.

User System Administrator — a part-time role and sometimes referred to as a "super
user” who administers all system values, updates Smartscripts, updates and generates
reports and serves as the Call Center managers go to person for enacting policy within
the system, This person is commonly the same person who drives the Knowledgebase
set up during the project.

IT System Administrator — recommended full-time position. Technology person who
is proficient in Siebel, Ensures backup processes are followed, responds and resolves
any issues, maintains integrations and implements minor enhancements.

Tiert innovation, LLG

) 7479 East Tufis Avenue, Suite 1100

" “Tier ovati Denver, Colorado 80237
jer [nnovation Page 14 of 67

Sacramento CRM 311 FINAL 2007-06-06



2.4 OneCity'™ — Functionality
OneCity™ functionality is described in Appendix A.

2.5 Phase 1 Functionality

Tierl Innovation, LLC (‘Tiert”) is contracted to deliver to the City of Sacramento a
Citizen Relationship Management (“CRM") solution which meets the requirements of RFP
PO61311013 unless specifically addressed in the contract of this document., The
following components are included:

o Installation, configuration, testing and deployment Siebel Software for 32 named
users. Siebel Software has been purchased by the City outside of this agreement

o Tierl Innovation OneCity solution as described in Appendix A

o Tierl Innovation integration services which include project management, design,
configuration, testing, training and deployment of the Siebel software CRM
solution and Tierl OneCity appiication

2 5.1 Comprehensive call Center Solution

Features include:

Ability to accept Information and Referral and calls requesting services.

o Immediate views of CSRs hot activities.

o Scrolling news banner (easily modifiable by the CITY OPERATOR management
team).

o Knowledge base to address Information and Referral calls.

o Flexible hypertext entry and query capabilities (by virtually any data element
combination as well as imbedded text).

o Ability to view all or partial issues by location or by citizen with a few dlicks.

« Automated workflow and escalation notifying managers of changing status or
past due activities.

o Ability for users to change their screens so CSRs can create the view that fits

their specific needs.

Smart scripting to lead new CSRs through the intake process.

Time stamping and detailed activity tracking.

Ability to attach an electronic file to the service request or case.

Ability {o relate cases together so when the master case/request closes, all

cases/requests are closed.

e Built in charting and reporting so managers can quickly obtain their needed
reports without the need for an outside tool.

¢ © & ©
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2.5.2 Knowledge Base Solution

o Knowledge base including the City Directory and content required to look up
answers to questions and standard processes and information

o Work with City to establish strategy for maintenance of content

o Load content into Siebel Solution data base

2.5.3 Integration with City Operational Systems

o Address and ESRI integration
Address Validation

AGONCa YOI s

Address validation will be implemented by utilizing existing Master Address
(MAD) database City Web Services and geocoding functions to verify valid
addresses at the time of address entry by CSR. A standardized address string will
be provided to the existing Master Address (MAD) City Web Service and a
standardized address string will be returned with an X, Y coordinate and MAD ID
for each valid address. The X, Y coordinate and MAD ID will be stored in the
Saibel CRM Database. Addresses that do not validate through this process will
have an option to override and allow the operator {0 complete the transaction.
All addresses that are overridden will be flagged and a process for reconciliation
will be determined during the design phase of this project. Partial address entry
multiple choice selection is not an existing function of the City GIS Web Services.
This function will be developed through table look-ups by Tierl directly in the
MAD tables, The function will cause a pop-up box to appear so the CSR can
select the correct location. (For example if the user enters: "100 Main”, the
system will display “100 Main Street” and “100 Main Avenue” for selection.) The
City will entertain the option of expanding the existing Services to include this
function if it is determined feasible in the design phase of this project,

Pin Point Issue on Map — plot the Service Request location from X, Y
coordinates stored within the CRM business tables on a map and display the map
within Siebel.

Geo-Spatial Data — Service Request overlay functions will be implemented by
utilizing existing City Web Services functions to request data from City published
SDE datasets based on the location of the service request. Addresses must have
heen verified correctly and received a valid X, Y coordinate and MAD 1D (see
address Validation Section above) for this function to work. A standardized string
will be returned with the overlay characteristics/Geo~spatiai attributes such as
council district, trash district etc... specific overlays will be determined in the

Tierd Innovation, LLG
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design phase of this project. Addresses that do not validate and are unable to
complete the overlay process will have an option fo override and allow the
operator to complete the transaction. All SR’ that are overridden will be flagged
and a process for reconciliation will be determined during the design phase of
this project.

Proximity checking for Duplicate or Related SRs — Automatic matching of
SRs (Relates SRs together) by Type, Sub-Type, Address, and identified
timeframe per SR Type. Proximity matching will be implemented. Proximity
matching will identify potential duplicates by geographic location (i.e. X, Y
coordinates stored in the CRM tables) . For example, if SRs with similar types,
subtypes, and timeframes are entered for 12th and Main, 1200 Main and 1175
Main, those three would be identified as potential duplicates. City-developed GIS
services will furnish geographic points using address information (see address
Validation Section above). Tierl will use those points (i.e. X Y) coordinates to
determine proximity for calls with existing X,Y coordinates stored with records
within the CRM database. .A joint work plan will be developed at the time this
integration is addressed in the Requirements Specification document that will
include roles and responsibilities of the Tierl team and the IT GIS team.

Integration to 7i system — an interface will be designed and implemented to
move service requests to the 7i system and to receive updated status from the 7i
system. 7iis used by the General Services and Transportation Departments.

2.5.4 Dispatch Board

Implementation of Sjebel’s Field Service module. The dispatch board will be activated
and deployed in support of the City Operator Dispatch function.

2.5.5 Duplicate Identification

The system will automatically identify potential duplicate issues at the time of entry for
both citizens and locations. The CSR will have the option to indicate this is an additional
call for the service request oF create a new service request.

2 5.6 Workflow and Data Setup

Phase 1 includes the definition of the City's categories, sub-categories and additional
data elements to be captured and then joaded into Siebel. The user/security hierarchy,
which defines screens and views allowed for each user of the system, will also be set-

Tiert Innovation, LLC
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up. Also basic workflow will be documented and set up in Siebel to manage the routing

of issues and escalation to City Operator managers and/or other administrators.

2.5.7 Reporting

Core Siebel and OneCity reports and ¢
needed by the CITY OPERATOR managemen
development reports or modification of existing reports is not included i

Out of the box the Tier1/Siebel Munici

harts will be turned on to provide the reporting
t and key Departments. Custom

pal CRM solution provides over 400 charts and

reports including the follow performance reports

Aging Analysis by Status
Aging Analysis by Priority
Aging Analysis by Category
Aging Analysis by District

Aging Analysis by Keyword
Aging Analysis by Severity
Closed Service Requests by Owner

Closed Service Requests by
Category

Keyword Sub-Category Analysis
Customer Analysis

New Service Requests

New Service Requests by Owner
New Service Requests by Category
Category Analysis by Owner

Category Analysis

Category Version Analysis
Severity and Priority Analysis
Status Analysis by Owner
District Analysis

Keyword Analysis
Sub-Category Analysis

Symptom and Resolution
Analysis

Trend Analysis By Status
Trend Analysis by District
Trend Analysis by Category
Trend Analysis by Keyword
Trend Analysis by Severity
Trend Analysis by Source

2.6 Phase 1 Implementation and Integration Services

Tierl Innovation will provide a team of OneCity and Siebe! specialists who will install,
implement, test, and deploy the Phase 1 solution. Tiert will maintain an onsite presence
de a named full-time project manager as the

rform the following services during

throughout Phase 1. Tierl will provi
primary point of contact. Tierl Innovation will pe

Phase 1.

T Tier Tmmovation
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» Project management and oversight
e Siebel and OneCity software installation
o Requirements definition and process analysis
s OneCity configuration
+ Integration services (ESRI/MAD and 7i)
e Data/user set up
» Mentoring of City personnel in the set up data and management of the system.
» Validation/Testing
s Training
o Deployment
Tierl services are described in detail in the next section.

Tier! Innovation, LLC
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2.7 Phase 1 Implementation Tasks, Timeline and Methodology

Tierl will utilize its eRoadMap Implementation Methodology during the project. For
each phase, Tierl wil follow the stages which are depicted below. Tierl's approach
includes working with the City to confirm requirements during the Project Definition and
Discovery stages. Based on the requirements, Tierl will conduct a high-levei design of
the configuration required and will then configure and develop the enhancements to the
Siebel/OneCity product and data integration with City systems.

Nionth 1 Month 2 Nionth 3 | Month 4 plonth 5 Month & Month 7 Month 8

Dollyorablos by Tiert Ignovation:

4 Projoct Chartar

= Project Plan Doliverables by Tiort innovation:

Roqulroments Spozification

Dovolapmont Environment Instailed

Siabal and OneCity Software Instaliod

Rovisod Projoct Plan Doliyerablas by Tigr Inpovation:
«Contlgurad Application

= Pata Interfaces

= Configuration Roview
«Tost Envirenment instalied
= Rovised Projoct Plan

o
- Deosign Specification
- Data tntogration Plan
. Ravisod Projoct Plan

alivorablios [} oyation:
Tostod Application
Fraining Matarlals
Systam Accoptance Signoft
Production Cutover Plan

Rovisod Project Plan

Doljvorables by Tiard Inpevation:
*  Trainod Usors and Oporations Porsonnel
« Final Phase | Systom Accoplanco Signoff

voraplos b (] wvation:
Wookly status reporls

Risk/lssua Lop

» Chango Control Log

Etooring Committen Roports

The project schedule shown above is deemed to be conservative and Tierl and the City
will explore options to shorten the schedule to enable an earlier deployment of the
system. . Each of the stages of the Tierl Implementation Methodology are briefly
described below:

Tiert Innovation, LLC
7979 East Tufts Avenue, Suite 1100
Denver, Colorado 80237
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Dunng fhé Project Daﬁnitioh' Sfage, projéct stakéﬁoldefs

detailed project work plan.

will be identified and the roles
and responsibilities of project resources will be communicated to stakeholders. The
project control structure needed to manage the project is defined, all required project
planning documents created, and the City of Sacramento’s business issues and
requirements and the metrics that will be used to measure the project success are
validated. The Project Definition Stage establishes the fundamental project boundaries.
The purpose of this stage is to precisely define the scope of the pr
high-level functional requirements), define the detailed approach, and create the

oject (objectives and

Stage Deliverables:

Project Charter — to be reviewed and approved by the City
Contents:

e Summary of Project Objectives
o Measures of Success

o Project Scope

o Deliverables

o Testing Approach

e Acceptance Criteria

e Exclusions

« High-Level Timeline

o Project Organization and Roles
« Project Control Strategies

» Issue Management

s Quality Assurance

o Change Control

» Support Plan

o Assumptions

o Approvals

Project Plan — to be reviewed and approved by the City

Contents:
o Identifies:
| » Stages i

Tier Innovation page 21 of 67
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Activities

Tasks

Resources (both City and Tiert Innovation)
Duration

Timeframe

Task dependencies

Project milestones.

Approvals

G.0.0G.O

The Discovery Stage is the stage during which user needs are explored and both the
user, business analyst, visual design, and configuration teams acquire a detailed
understanding of what functionality the implemented solution should provide. Within
this process, the Requirements Specification is created which states the reguirements,
commits the requirements to writing and is analyzed by several members of the project
team. During this period, the visual design team conducts a usability study outlining
primary and secondary web interface USers and compiles its findings into use-case
scenarios. These scenarios drive the development of a graphical user interface of the
system. The configuration team will develop an understanding of the business problem
and rules, with the goal of achieving client sign-off.

This stage also includes installation and set up of the Development environment
including loading Siebel software and the OneCity software.

Finally, another key component is the development of the Training Plan o identify and
gain City approval of the COUrsEs, curriculum, materials, logistics and timing of all
training that is delivered immediately hefore deployment.

Staae Deliverables:

Requirements Specification — to be reviewed and approved by the City
Contents:

o Functional Requirements
o Use Case Scenarios
| « Reporting Requirements

Tiert tnnovation, LLC
R 7979 East Tufts Avenue, Suite 1100
e Ty - Denver, Colorado 80237
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Operational Requirements

Data Requirements

Technical Requirements

Knowledgebase Requirements and Plan

Documentation Requirements

Target Software Identification (Siebel Applications and modules)
Approvals

OOOOGCO

Interface Specification — to be reviewed and appro ved by the City
o Interface requirements
o 71
o ESRI
o Data conversion requirements if applicable

Installed Siebel and OneCity Software

» Development Environment Established
Installed Siebel Environment
e Instalied OneCity
Revised Project Plan — to be reviewed and approved by the City
Contents:

o Identifies revised:

Gtages

Activities

Tasks

Resources (both client and Tierl Innovation)
Duration

Timeframe

Task dependencies

Project milestones

o Approvals

OOOOOOOO

Training Plan — to be reviewed and approved by the City
Contents:

o Training Approach document

o Logistics document — class schedule, length of training, class size,
curticulum, trainers, supporting technology, training data

L « Approvals

Tiert Innavation, LLC
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e durin

The Design Stage is the stag
software architecture d
design comps and the data s
are to design a solution that
requirements and to prepare

will best

Al Siebei/OneCity enhanc
Stage. In addition the sys
Saction 6 for more detailed descri
activities.

etup plans are cre
for training and system test.
ements (i.e. configure

tem integrations for th
ption of system in

g which technology recommendations are
d data models, data dictionaries, visual
ated. The main objectives of this stage
City of Sacramento’s identified business

made,

meet the

d changes) are designed during this
is Phase are designed in detail. See
tegration design and development

Stage Deliverables:
Design Speciﬁcation(s) - to be re
Contents:

Identifies:

Respon
upon individual
Data models
Screen, View,
Business rules
Reports
Specifications

Q

oc¢ © 000

Approvals

Data Integration (Interface) Design

City
Contents.

\ o Identifies:

sibility matrix (details the screens,

Applet, Business object definitions

for any custom software development required
Unit, Integration,

viewed and approved by the City

views available based
user responsibilities)

and System Test Plans

— to be reviewed and approved by the

J

T iy ntovation
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5 Interfaces (to Legacy systems and complimentary systems)
=  Specification for each data integration with the system
o Approvals

Revised Project Plan — to be reviewed and approved by the City
Contents:

o Identifies revised:

Stages

Activities

Tasks

Resources (both client and Tierl Innovation)
Duration

Timeframe

Task dependencies

Project milestones.

s Approvals

OOOOOOOO

Note that there are often several Design documents, for distinct sub-systems and when
multiple designers are working on multiple sub-systems. Each one, and all of them as a
whole, will be approved.

Config

v _ ge. .
The Configuration Stage is the stage during which the specific solution, that meets all
the City's Phase 1 requirements, is puilt. The Design Specifications created in the prior
stage is the basis for the work performed during this stage. This stage will consist of
configuration to the application and the development or enhancement of any external
interfaces and conversions. During this stage, the City's Test environment implemented
and made ready for final end to end testing which occurs during the Validation Stage.

Integration approach — Please see Section 6 for a detailed description of the integration
approach from Discovery through Deployment.

Stage Deliverables:

Tier! innovation, LLC
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| Configured Application — to be reviewed and approved by the City
Contents:

1. All functional systems, sub-systems, modules

e Ready for User Acceptance Testing
2. All documentation:

o Training Materials

s User documentation

s Operations documentation
3. Approvals

Data Interfaces — to be reviewed and approved by the City
Contents:

1. All functional systems, sub-systems, modules
2. Approvais

Configuration Review — to be reviewed and approved by the City

Contents:

1. Documented Results of Configuration Review

2. Documented implementation of Configuration Review change
recommendations

3. Approvals

Test Environment Installed
s Test environment
o Siebel and OneCity installed
o Test database established

Revised Project Plan — to be reviewed and approved by the City

Contents:
1. identifies revised:
o Stages
o Activities
o Tasks
« Resources (both client and Tierl Innovation)
o Duration
Tieri Innovation, LLC
e 7979 East Tufls Avenue, Suite 1100
T Tier Innovation Denver, Colorado 80237
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s Timeframe

o Task dependencies

¢ Project milestones.
2. Approvals

The Validation Stage is the stage during which the product is tested against the
functional requirements that were identified in the Discovery Stage. The Validation
Stage includes integration test, systems test and user acceptance test. Additionally, end
user materials are developed during this stage.

Tiert will conduct comprehensive testing of solution to ensure it meets City
requirements. Testing will include an end-user Acceptance test which will be accepted
by the City prior to deployment.

Testing Approach

Within each Phase, Tierl will perform its own testing of the entire system. Tierl will
then engage City personnel to conduct User Acceptance Testing. Only upon the City's
acceptance of this process will the Deployment of the system commence.

Numerous kinds of tests are performed against a OneCity/Siebel system, depending on
the client’s requirements and the nature of the application itself, depending on criteria
such as number of users, critical performance characteristics, efc.

While Tiert Innovation typically recommends many of these tests on each
implementation, the exact details of the testing of the City CRM system Wwill be
determined jointly with the City during the Project Definition Stage.

o Unit Testing. Developers fest their code against predefined design specifications.
A unit test is an isolated test that is often the first feature test that developers
perform in their own environment before checking changes into the configuration
repository. Unit testing prevents introducing unstable components (or units) into the
larger system.

« Integration Testing. Validates that all programs and interfaces external to the
Siebel application function correctly, Sometimes adding a new module, application,
or interface may negatively affect the functionality of another module.

o Regression Testing. Code additions or changes may unintentionally introduce
unexpected errors or regressions that do not exist previously. Regression tests are

| executed when a new build or release is available to make sure existing and new

Tier! Innovation, LLG
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[ features function correctly.

. Usability Testing. User interaction with the graphical user interface (GUI) is tested
to observe the effectiveness of the GUI when test Users attempt to complete
common tasks.

o System Testing. System testing is a complete system test in a controlled
environment. Both users and IT organization are involved to assess the system’s
readiness for general release.

» User Acceptance Test (UAT). Users test the complete, end-to-end business
processes. Functional and performance requirements are verified to make sure there
are no user task failures and no prohibitive system response times.

o Stress Testing. This test identifies the maximum load a given hardware
configuration can handle. Test scenarios usually simulate expected peak loads.

Training Materials pevelopment

During this stage, all training materials will be developed and made ready for training
which will be delivered during the next stage. See detailed descriptions of the training
approach in the next stage description.

Acceptance Testing plan and Approval

Tierl will develop a mutually acceptable Acceptance Test Plan which the City will foliow
under Tierl direction to verify that the system meets the requirements and is ready for
deployment.

An additional key deliverable during the project is the System Acceptance Certificate.
This deliverable is a certificate that the City is to Sign off on upon the conclusion of the
validation Stage (Systems Testing) of the project. Approval of this Certificate indicates
that the City is ready to proceed with the Deployment Stage. Tierl then submits a final
System Acceptance Certificate after successful deployment. The City’s acceptance of
this deliverable indicates the final acceptance of the now operational system.

Stage Deliverables:

Acceptance Test Plan
Contents:

o Test Cycles mapped to functional requirements
e Test conditions

o Test data requirements

Tiert innovation, LLC
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. Testing logistics and assignments

Tested Application (System Acceptance Certificate) — to be reviewed and
approved by the City

Contents:
o Al functional systems, sub-systems, modules

o Ready for User Acceptance Testing
o All documentation:

o Training Materials
o User documentation
o Operations documentation
o Approvals — Note: This approval indicates acceptance by the City of alf
deliverables, especially the delivered application, and indicates that the
City agrees that the application Is ready for production deployment.

Production Cut-Over Plan — to be reviewed and appro ved by the City

Contents:
e Includes:
o Tasks
o Personnel
o Schedule
» Approvals
Training Materials

o Trainer guides
o Training data set up

e User materials

Revised Project Plan — to be reviewed and approved by the City
Contents:
o Identifies revised:

o Stages
o Activities
o Tasks
o]
o]

Resources (both client and Tierl Innovation)
Duration

Tier1 Innovation, LLC
7979 East Tufts Avenue, Suie 1100
Denver, Golorado 80237
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o Timeframe

o Task dependencies

o Project milestones.
o Approvals

The Deployment Stage transitions the solution from the development/test environment
to production pilot (or beta) to full deployment. During this stage the users will be
trained, the project team will complete any final configuration and tuning based on
feedback provided during the pilot and production deployment, and the system will be
transitioned to operations.

The City Trainer and Tierl Innovation Trainer will train the end-users on the system and
will provide personal one-on-one knowledge transfer for City technical personnel to
ensure they can support the system upon implementation. Our goal is to make our
dients self sufficient as soon as possible.

Training Approach

Tierl will be responsible for the development of training materials and execution of a
Train the Trainer strategy (working with City trainer to train all users of the system).
Tier1 does require a City Trainer to be assigned to the project who will consult Tierl on
the training approach and all material preparation, logistics

There are three Tracks of Training we have proposed:

Track 1: Siebel product training

o We recommend that City personnel attend Siebel University before or during the
early stages of the project. Thisis a great vehicle for our client’s information
technology personnel and lead user administrators to obtain the deep skills in the
Siebel product.

Track 2: Project specific training program

o Tierl Innovation will develop a tailored training program to train all City users.
We are highly experienced doing this for our clients and bring standard courses
to the project and will be working alongside City trainers {0 tailor the course
around City best pracfices, schedules, employee policies and change impact on

B the project. The project specific training program is described below.

Tier Innovation, LL.G
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Training Plan — User and Technical

puring the Discovery Stage of the project; @ training plan specific to the City of
Sacramento requirements will be developed by working side-by-side City Call
Center and other management. We will tailor the approach to fit your specific

requirements and to address your specific concerns. The training plan will be

approved by the City.

One of Terl Innovation’s core philosophies is to ensure that the customer’s
organization is fully enabled, readied, and trained to assume control and
ownership of the system at the end of the project. To accomplish this goal we
employ several approaches:

e train-the-trainer
» knowledge transfer
s joint teams
o documentation

Tierl will prepare the Training Approach document during Discovery. The
Training Approach will spell out, in detail, the exact training plan, documentation
approach and knowledge transfer plan. The Training Approach Document will be
submitted, reviewed and approved by the City before proceeding.

End-User Training

Tierl will train the end-users on the system and will provide personal one-on-
one knowledge transfer for City technical personnel to ensure they can support
the system upon implementation. Our goal is to make our clients self sufficient
as soon as possible.

Tierl includes comprehensive testing and training activities to ensure the system
operates as designed and that the end-users are Well equipped to begin using
the new system. Tierl will conduct the following training/knowledge transfer
activities:

» Train Call Center Personnel — Train the call agents/CSRs (i.e. users)
on the new call center functions and features.

+ Train Call Center Management Team - Train the Call Center
administrators, supervisors, office managers and specialists on unique
functions available to them including reporting and the news banner
update function.

» Administrators — Administrators, City Executives and other City leaders

L will be trained how to look up issues, update status, create reports angJ
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charts, and do basic input of issues that they capture,

s Systems Administrator — One-on-one systems administrator training
will be conducted to train the designated administrators, Tierl will also
advise the City about Siebel courses that may be available for the
administrator.

Tiert will prepare a training approach document that includes the goals,
agenda, topics, etc. for each training COUrsE. This will facilitate the
scheduling and identification of trainees for each course. Each course will
include basic training materials and will consist of classroom as well as actual
usage of the system 1o learn the new application.

The Tierlt Team will deliver train-the-trainer sessions on-site at a
Sacramento location. Our strategy includes custom materials development,
using small class sizes, and segmentation by function to ensure that training
is well-timed within the overall project work plan,  Tierl will maintain
progress of the trainers’ effectiveness and proficiency in delivering the
training and will provide refresher sessions if necessary.

iHelp

A new feature in Siebel is iHelp which is an interactive, real-time training
assistant that guides the system user through the entry of a transaction and
other system functions. Tierl has included set up of iHelp for core service
request intake functions.

Materials Development

The Tierl Team develops training materials to support user training, customized
to the City's business needs. Packets will include the following, depending upon
the City’s preference:

o A participant manual, with screen shots and step-by-step instructions
o A set of overhead transparencies and digital PowerPoint slides
o A set of exercises and/or case studies

o A “tips and tricks” guide for local trainers with notes about ongoing
training/support

Materials will be made available in .PDF format for the City to keep on their field
devices and for printing as desired.

L i
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™ Class Size and Approach

Tierl trainers will defiver user training at the Sacramento locations.  We
propose a 1-day class (conducted multiple times), customized for Sacramento
operations, with a maximum of 10 students per class, so individual attention is
maximized. Tierl will training Sacramento trainers and “super users” who will
in turn deliver remaining user training. Tierl will participate in all pilot training to
ensure the City trainers are proficient and that the quality of the training 1s
maximized.

£nd User Training Team

The End User Training team (Tierl team with City trainer participation) is
responsible for creating the training curriculum, developing CBT (Computer
Based Training) media, developing the instructor (train-the~trainer) and end user
training materials, as well as delivering the training. This team works closely with
the Technical team in the execution of the Siebel deployment, City personnel are
expected to augment this team as necessary for on-going training requirements.
Tier1 will take the lead throughout the pitot. Sufficient and effective end user
training is critical to the success of the Siebel deployment.

Technical Training

Tierl has a comprehensive plan for performing technical knowledge transfer.
Our philosophy is that the best way to ensuré adequately trained technical
personnel when the project is over, is to involve them in a “hands-on” role
throughout the project. Tierl recommends that the City identify its technical
lead at the beginning of the project. Tierl will incorporate them into the work
plan and will provide mentoring throughout the project. We recommend that
City personne! attend Siebel training courses, Many classes are held in California.
Siehel classes will teach them the inner warkings of Siebel and how to maintain
and support it. In addition, Tierl will provide organized training and
documentation. The document on the facing page is one example of the
Reference Guide given to a client.

Tierl will also work with City IT personnel o develop a transition plan. The plan
will address all aspects of technical support — administration, operations, problem
investigation and resolution, integrations, etc. = and identify the Tierl person in
charge through “go live” and the City person who will take over each respective
area. The date and approach for transition will also be identified. Tierl will
provide detailed documentation as previously described.

Track 3: Personal mentoring and knowledge transfer

L e Tierl Innovation has included time for our business process consultants to spendj
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time with individuals and small groups after training to ensure they are fuily
proficient in using the system. We have found that this is the best way to drive
home the key training concepts and to ensure the highest proficiency and
employee satisfaction. For the project, Tierl Innovation has allocated up to two
days personal mentoring to call agents/CSRs (i.e. users) to coach them as they
use the system. This essentially consists of a Tierl trainer walking around in the
call center and offering advice, answering questions, and showing some of the
users how to apply their training while taking real calls, We will also convene
small groups into refresher training (e.g., brown bag junch) sessions.

In conjunction with the training, Tierl Innovation will deploy the solution to the City's
Agents and any Service Provider Agents selected by the City.

Staae Deliverables:

Trained Users and Operations Personnel
o Trained end users
o Trained management users
o Trained system administrators
o Trained IT Support personnel

Deployed Application — to be reviewed and approved by the City
Contents:

1. All functional systems, sub-systems, modules, fully deployed in the
Production Environment

2. Approvals — Note: This approval indicates agreement by the Cily that
Tierl Innovation has met all of jts contractual obligations under the
signed Contract.

i

The leadership of Tierl Inno\'/atibn. e'ns.ures .that through our project management
| approach, this project will be successful.  We have described key areas of our project
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management approach helow.

Project Status Reporting

The Tierl project manager will provide a weekly status reporting which will show the
following:

e Accomplishments

e Tasks next period

o Issues report which includes description, action item and “owner” for the issue,
and due date for next action item

o Other matters requiring reporting.

Tierl’s project status reporting is designed to provide concise, quick reporting to all
stakeholders. It uses the “Red, Yellow, Green” light approach to schedule, scope, and
resources — the three key components that must be managed in concert to ensure
success. It also provides detailed reporting by deliverable and reports key issties and
risks.

Change Control Management

Change control is perhaps the most critical process to ensure the project scope, cost,
and schedule is managed. Tier1 will institute a change control process during the CRM
project.

Requirements signoff— The key of change control is to achieve 100% signoff
of the requirements and expectations of the project. The eRoadmap
methodology that Tierl will follow provides for the required signoff. The process
of signing off is more jmportant than the actual signature. However, requiring
the signature is what ensures the process is adhered to. The signed off
requirements document serves as the baseline for determining if functionality is
in scope or out of scope of the project.

Change Control document — Subsequent to signoff, any functional or
technical request that is not addressed by the Requirements pocument will
require a Change Request form to be completed. This form will include a
description of the change, rationale, priority, and recommendation whether or
not the change should be implemented in this phase. This Change Request
document will be submitted to the Tier1 and City Project Managers.

Change Control Board — The Steering Committee will serve as the Change
Control Board. The Change Control Board will be established to review andJ
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determine next steps regarding each Change Request. It is common for changes
to be debated whether or not they fit an existing requirement. As a result, the
first step is for the poard to determine whether or not the change is in scope.
The board should consist. of City and Tierl personnel that can represent both
sides regarding cost, schedule and commitments of each organization. If the
requested change is determined to be in sCOpe, Tierl will forward the change to
the team who will design and implement the change within the project
timeframe. Tierl will provide additional resources as required to maintain the
project schedule. If the change is determined to be out of scope, then either the
change will be deferred or the schedule and cost will need to be adjusted to
accommodate the change.

Risk and Issues Management

Managing project risks and issues in a timely and “action oriented” manner is another
essential role of the project manager. Far too often, risks or issues are discussed
repeatedly but action is not clear or not followed up on. As a result, Tierl puts risk and
issues management at the center of our status meetings. We will conduct weekly project
status meetings to present status such as accomplishments and next steps. But, most
importantly, we will focus on risks and issues. Issues are things that are accurring right
now that require action. A risk is a “potential” issue that can be foreseen but has yet to
occur. Tierl project managers maintain a concise list of risks and issues that include
required actions 10 address and assigned wowners”. The date the issue/risk was
identified as well as the required action due date is recorded. Focus on “accountability”
of the action items is essential at the weekly meetings and ensures quick resolution so
the project will be successful.

Project personnel Management

Tierl provides only the most experienced personnel with proven track records o
projects. ~ Our low turnover rates are a testament that we manage our personnel
professionally. The City can be assured of our commitment to bring only the best to this
initiative.

Project Quality Management

Although “Quality Assurance” (QA) tends 1o emphasize project technical progress and
issues, the fundamentals of QA assessments apply equally to planning and management
concerns, as well as the more qualitative and environmental issues and unknowns that
prove the most challenging to project managers. At the beginning of a project, process
improvements provide the most leverage towards project Success. The Tierl
Management team considers a thorough understanding of the planning and
management processes, activities, and products as important as the technical ones due
to the significant technical impacts that will occur if planning is inadequate_and

Tierl Innovation, LLC

L 7979 East Tufts Avenue, Suite 1100

B L P ; [enver, Colorado 80237
Tier Innovation Page 36 of 67

Sacramento CRM 311 FINAL 2007-06-06




management ineffective.

The major objectives of a QA effort are t0 validate that the software performs its
intended functions correctly, to ensure that it does not perform unintended functions,
and to provide information about the software's quality and refiability.  Tierl
Management approach to QA is to evaluate how well the system, with emphasis on the
software applications, is meeting the approved business and technical requirements,
along with the safety, security, and reliability objectives relative to the system. It also
helps to ensure that software requirements are not in conflict with any City standards or
requirements applicable to other system components. Software QA tasks generally
address the analysis, review, demonstration, and testing of all software development
outputs/products.

Tierl Management QA methodology emphasizes the engineering aspects of the software
development process and related software products. Our intention is to help verify the
correctness, completeness, accuracy, testability, and consistency of all critical CRM
processes. Our staff always consider the impact of the development requirements,
design, and documentation on the operational and maintenance aspects of the "to he
delivered" hardware and software products. QA supports rapid incorporation of
essential changes only after a rigorous analysis of the impact on all of the development
phase activities and products.

The Tierl Management methodology addresses two key aspects of a development
effort: (1) the systematic transiation of approvedlvalidated requirements into viable
products, and (2) the handiing of environmental and unknown factors. The first aspect
can be methodically planned and implemented through review of the known processes
that historically support successful development projects and products required to
support the contract requirements and demonstrate process effectiveness. These will
be represented by key CRM milestone activities in the CRM Project Plan, the defined
management and development processes planned for implementing the project, the
deliverables to be provided, and the products to be tested.

The second aspect is more qualitative and less predictable, requiring quick assimilation
of information on requirements and environmental changes that could negatively impact
initial planning and implementation. These must be quickly addressed using cost-
effective planning alternatives to reduce jmpacts while continuing to promote success.
This activity requires timely and accurate assessment of project changes and generally

requires experience in monitoring projects of this magnitude and complexity.

Tierl’s Management team utilizes a structured, but adaptable, approach to QA analysis,
review, and testing of software products at strategic development milestones to ensure
that:

«  Project planning is complete and accurate

s Adequate schedule and budget exist to support project success
= All requirements have been validated by the user/client

Tier! Innovation, LLG
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Al requirements are stated clearly and concisely and meet specific quality
standards

a The allocation of requirements t0 components is accurate and complete

s Al requirements (specified or derived) are traceable into the design and there
are no requirements in the design that are not traceable to approved
requirements

= Designs are accurate, complete, and support software maintenance and
enhancement management

s All levels of testing (unit, component, integrated, and system) exhaustively test
all of the approved requirements

=  Test planning and conduct address all business, technical, and system
performance requirements

s Test scenarios, C€ases, and scripts have exhaustive traceability to the
requirements being tested

Stage Deliverables:

Weekly Project Status Reports
Change Control Log

Risk/Issue Log
Steering Committee Reports

2.8 Integration Estimates and Tasks

Tiert will staff the project with integration specialists. We assume that a matching
resource from the City 1T team would be required for each interface to provide the
requisite staffing levels to ensure the interface is completed on time. The City IT team
members will work along side the Tier1 consultants during the design, development,
testing and implementation of the interface components. Tierl will assume complete
responsibility for the project including oversight and reporting the City IT work efforts.
The City IT team members provide the expert knowledge of City operational system,
data structures and processing needed to map the dataflow to and from Siebel.

The table below breaks down Tierl’s methodology and depicts the detailed tasks
required for integration.
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Pfoject Deﬁ.n'ition |

o.Conﬁrm Bﬁsiness Flows of Infeffaces

» Perform Initial technical review of
architecture

Discovery

« Review data structures

« Finalize data requirements

o Determine “collision” management rules
o Explore use of virtual Integration

o Delivery Integration SCOpe Document

Design

= Review architecture of the origin source
(legacy system)

« Map that architecture to Siebel functionality

» Review technology options that can be
utilized

o Determine protocols to be used, i.e. flat file,
XML, Siebel Connector, java bean, http
transport protocol, DTS, SQL Loader, VBC

« Determine import strategy, i.e. COM, EIM,
EAI, BizTalk, MQSeries, ODBC or a
combination of the preceding

» Obtain a data map and requirements from
legacy for each integration point

o Define a Siebel data map o the legacy
system

o Validate data map with SMEs

o Highlight potential conflict points and
necessary resolutions

« Define a set of data to be used during the
configuration process

« Define error processing procedures

o Create design document for each
integration point which details all the above
information and describes the configuration
necessary to meet the requirement.

Configuration

» Install/enable required technology to utilize
protocols and import strategy, i.e. BizTalk,
MQSeries, enabling required Siebe! modules

o Review and modify defined data to be used
during the configuration process

» Start configuration according to the design
documents for each integration point

- Base integration configuration J

| - Conflict management configuration

U Tier Innovation
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_ Error management configuration

o Perform development testing during the
configuration stage

e Reconfigure and retest as needed

o Stabilize integration point for move to
validation phase

Validation (End to End System Operations)

o Check in all development

» Perform end-to-end testing
o Review results

¢ Resolve issues

Deployment » Complete training program
» Cut-over to new system
« Provide individual mentoring of system
integration to IT administrator
o Resolve issues

2.9 Knowledge Base Content Tasks

The City will assign its Knowledge Base coordinator to begin working on defining,
organizing, gathering and inputting KB content. These tasks will begin at the Discovery
Phase and will continue until Deployment. Ongoing maintenance is expected
indefinitely beyond Deployment. KB content is organized by City desired topic. The
City KB Coordinator will assess existing content including FAQs and general web site
information that is available. Required content that is new will be identified and the City
will coordinate the development of the content with the appropriate agencies. Content
can be cut and pasted directly into Siebel or hyperlinks can be embedded to link the KB
solution to existing web site materials if available. The level of detait and breadth of
content is up to the City. For Phase 1, the City may opt to keep the detail and content
development to a minimum and to then add more content over time after Phase 1is
deployed. Tierl will provide assistance and guidance throughout Phase 1.

2.10 peliverables

Tierl commits that we will adhere to City deliverable requirements and mutually approve
all deliverable content as part of the project.
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| Pm]ect Cﬁérter

s Requirement Specifications Document
o Interface Specification Document

e Development Environment Installed

e Training Plan

o Revised Project Plan

Project o PM provides input

Definition o Project Plan City Review and
Acceptance

Discovery » Delivered OneCity software Establish Development

Environment — load HW,
0S5, DB, supporting
software™

Active C.O. participation
in preparation of Training
Plan

City Review and
Acceptance of OneCity
and Discovery
Deliverables

Design » Design Specification
» Data Integration (Interface) Design
o Includes Integration Specifications
point
o Revised Project Plan

o Includes Unit, Integration and Systems Test Plan

for each integration

Active IT participation in
preparation of Interface
Design deliverable.

City Review and
Acceptance of OneCity
and Design Deliverables

Configuration | e Configured Application

» Data/System Interfaces

o Configuration Review

s Test Environment Installed
» Revised Project Plan

Active IT participation in
Interface development
tasks.

Establish TEST
Environment — load HW,
0S, DB, supporting
software™®

City Review and
Acceptance of OneCity
and Configuration
Deliverables

Validation e Acceptance Test Plan

o Production Cut-Over Plan
o Accepted Application

» Training Material

» Revised Project Plan

o Tested Application (System Acceptance Certificate)

Active C.O. participation
in Training Materials
development tasks.

Active C.0. and IT
participation in
Acceptance Testing of
System.

Establish Production
Environment — load HW,
0S, DB, supporting

]
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software*

City Review and
Acceptance of OneCity
and Validation
Deliverables

Deployment »  Trained User and Operations Staff ._ﬂxctive.C:,On participation
« Production Environment Instalied in Training program along

] with Tierl trainer.
» Deployment Acceptance Certificate Active IT participation in

production cutover and
operations management

Project » Weekly Status Reports Review, Input and
Management C approval of ail status
: Cl?ange -ontrol Log reports and Steering
o Risk/Issue Log Committee reports prior
o Steering Committee Reports to distribution

- it is common that all environments are established at the same time during the
Discovery phase of the project.

2.10.1 City Responsibilities and Deliverables

The City will actively participate throughout the project. City work effort and roles have
been previously described in this document. The City will also be responsible or a co-
responsible along with Tierl for key deliverables. These areas of deliverable
responsibilities for which the City is to “own” or *co-own"” include:

s Setupand management of infrastructure

o The City will own establishing and maintaining the Development, Test and
Production environments

= Operating System, Data Base, Supporting Software
»  Network infrastructure
o The City will own establishing and conducting the Backups and recovery

o Security management — The City will own and manage the user security
profiles. Tierl will work with the City to set up the security hierarchy and
system administration procedures.

o Tierl will load the Siebel and Tierl software
o Shared development of System Interfaces —

o Tierl will lead and own the preparation of the Interface Requirements and
Design documents ;

Tiert tnnovation, LLC
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o The City will provide input to the Interface Requirements and Design
documents, and approve these documents

o Configuration

= Tierl will configure, code and unit test the CRM side of the interfaces
to GIS and 7i

= The City will code and unit test the City side of the interfaces to GIS
and 7i

o Deployment support - Tier1 will be responsible for all cutover tasks to
migrate the accepted application o Production and ensuring the Siebel
application goes live as planned and to resolve any issues resulting from this
process, The City is responsible for continuity of operations of the hardware,
operating system, network and database software.

o Setup of data base data content -
o The City will provide Tierl with input for users and security (Tierl will set up)
o The City will input knowledge base content
o The City will participate under Tierl direction in tailoring of smart scripts
o Training co-participation -
o The City will review and approve the Training Plan
o Tierl will lead development of training materials , City will assist

o Co-delivery of training by City trainer working alongside Tierl trainer

2.10.2 Deliverable Acceptance Procedures

1n accordance with the deliverable schedule, drafts shall be provided, when applicable,
of each deliverable prior to formal submittal. The City shall review and provide written
approval or comments, @s appropriate. In general, comments, issues, or sign-off shall
be provided within five (5) workdays after receipt of draft, If necessary and so
instructed to do so, each deliverable will be revised as appropriate and another draft of
the final version submitted within three (3) workdays. The City shall respond to
resubmitted deliverables within three (3) workdays. City holidays are not workdays.

In the event that the City fails to respond to a deliverable as required in the preceding
paragraph, notice shall be given of such event to the City's Project Manager or designee,
and Project Sponsor. In the event that no response is received within three (3)
workdays thereof, the deliverable shall be deemed to be approved.

A “sign-off” form for the City to indicate its approval, disapproval, or other comment
shall accompany each deliverable submission. If the City and Tierl are unable to come
to agreement on the acceptance of a deliverable, the Dispute Resolution Process defined
in Attachment 1 to Exhibit A will be initiated.
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3.0 Pre-Requisites, Dependencies and Assumptions

3.1 Required Siebel Software

The following Siebel Software Modules in version 7.8.2 or version 8.0 will be instailed by
Tieri within the City Development environment:

Phase 1

- Siebel Public Sector Service
- Siebel Reports

- Siebel Smart Script

- Siebel Email Response

- Siebel Field Service

- Siebel Tools

The following Siebel Software Modules will not be activated as part of Phase 1

- Siebel Advanced Search

- Siehel eService for Public Sector

- Siebel Smart Scripts for Customers
- Siebel CTI

- Siebel D&B Integration Server

- Siebel Briefings

Siebel software was purchased outside of this agreement.

3.2 Required Hardware Environments

City personnel will procure and install all required hardware, system software and
database software. The City will install all hardware, operating software, database
software and other supporting hardware or software for the project. The City is
responsible for the set up, maintenance and issue resolution of the infrastructure
including clustering issues, Tierl will install Siebel and OneCity™ software and support
the City to make sure Siebel and OneCity™ operates in the City environment. Should
unique issues arise due the newness of the Siebel support within the Linux environment
or due to the clustering requirements of the City which impacts the project then the
Change Request Process described in Attachment 1 of Exhibit A of the control will be

Tiert innovation, LLC
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Used to evaluate and obtain approvals of alternatives and changes to the project. The
following page depicts the target environment of the solution,

Tiert Innovation, LLC
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3.3 Functionality Not Included
The following functionality is not inciuded in Phase 1.
« Asset linkage to Service Requests (i.e, Parks and Recreation)
s Accela Integration
o Automated Correspondence
e CTI/IVR — Computer Telephony Integration services
¢ Customer satisfaction surveys
o Intelligent eMail response routing
o JAWs enabled workstation

o Post Implementation support — Tierl will perform this task as agreed to under a
separate Statement of Work and within the warranty provisions of the contract.

3.4 Planning Assumptions
Our level of effort for this firm fixed price is hased on the following assumptions:

General

o Tierl has timely access to City's personnel assigned to the project as defined in
the Project Charter and the Project Plan.

o An appointed City project manager and/or sponsor will act as main point of
contact and provide direction to facilitate timely communication and resource
allocation of client resources to Tierl Innovation.

o Tierl will not be responsible for delays caused by defects in the Siebel product,
or any third party product including the operating system. The impact of any
such delays will be treated via the approved change control process.

s During the Definition stage of the project, Tierl and the City will agree upon a
change control process and acceptance process to be used for the duration of
the project as defined in the Project Charter. The City agrees to use this process
to define project scope/budget/schedule impacts to the project.

s Upon completion of Project Definition stage of the project, Tierl will submit a
Project Plan in addition to the Project Charter to the City. Once approved by the
City and Tier1, any deviations in scope and/or schedule from what is detailed in
these documents will require a formal change request as defined in the change
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control process in the Project Charter and may result in project cost or schedule
increases.

Both parties agree to hold weekly project management meetings where a review
of scope, budget and schedule will be made against the project plan. Should
changes to scope and/or budget and/or schedule be required, the appropriate
Change Orders will be issued via the approved change control process.

The City and Tier! agrees to take ownership of their action items assigned
during project meetings and will report status of these action items during
weekly project status meetings. Action item assignments will be mutually agreed
to by the City PM and the Tierl PM. Delays in responding to these action items
may result in project cost or schedule delays and may result in a change request
as defined via the approved change control process,

Prior to the commencement of the Project, the City will designate and identify to
Tier1 one (1) executive-level person within its organization (“Executive Sponsor”)
who has been given the power and authority t make final decisions and resolve
internal disputes with regard to the Project and City’s functional/business
requirements.

City management will be involved in executive steering committee meetings
every other week to ensure quality and that project deliverables are being met.
The City will provide a single point of contact for resolving project related issues
and for issue escalation.

City will identify to Tierl in writing, via the approved Project Charter, the *
Project Manager, Subject Matter Experts, Stakeholders and members of the
Executive Steering Committee. Executive Sponsor and Subject Matter Experts
will be available when required.

Technical Environment

°

City will be responsible for general administration of all Siebel application servers
including nightly backup, restorations, and performance tuning.

City will provide a resource to assume administration of the Siebel application at
the beginning of the deployment phase. This resource will have recently
completed Siebel Essentials.

City has chosen to implement the solution on a Linux based environment. Siebel
8.0 does support Linux but given the newness of this supported environment,
the City recognizes that there are risks with unexpected impacts of this
environment which could cause project delays. Any project impact caused by the
Linux environment will be evaluated by the Change Request Process described in
Attachment 1 of Exhibit A in the Professional Services Agreement.

Configuration
Tiert innovation, L.1L.C
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City user’s roles, responsibilities and positions have or will be established at time
of configuration.

This project is estimated as a base installation with minimal configuration to
application.

Tt is assumed that up to 2 customized work flows will be developed in addition to
the OneCity delivered work flows

Tt is assumed that up to 2 tailored assignment manager rules will be developed.
City will allocate at least one technical resource to learn Siebel, assist with
configuration and be the “hand off” person for the system when complete,
Siebel out of box reports and OneCity delivered reports will be used for Phase 1.
No custom reports or report modifications are assumed for Phase 1.

Data Migration

No data migration from legacy systems is assumed for this project.

All data entered into Siebel prior to deployment will be done by the City under
Tierl direction.

City is responsible for all data cleanliness.

City is responsible for population of Knowledgebase content. Tierl will assist and
guide the process.

English is the only language applicable for this deployment.

Testing

°

City shall be responsible for provision of all test data. That is, if data entry is
required to set up City specific test data, then the City will provide data entry
resources. Automated data loading and set up will be performed by Tierl,

Tier1 will write test cases and the City will review and approve the test cases and
overall test plan.

City will provide a resource to assist in the development of user acceptance tests

and lead the user acceptance testing process under Tierl guidance.

Training

Tier1 will provide user training documentation for the project. The development
and delivery of all training and training material to the user community will be
the responsibility of the City.

The City will provide resources to assist in the change management activities
(such as training, user communications, logistics planning, help desk, etc).

All post-implementation first-level support (help desk, operations, etc.) will be
the responsibility of the City unless City chooses the Tierl Innovation support
option.

U Tier Innovation

Tier1 Innovation, LLC
7979 East Tufls Avenue, Suite 1100
Denver, Colorado 80237
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4.0 Functional Requirements Matrix

Unless specifically addressed in the ISD document the following functional requirements
will be used as the basis for the system. During the Discovery Phase of the project,
these requirements will be validated, a final scope agreed to and the system design
completed.

Functional Requirements Matrix is to be attached here.

City of Sacramento 311-CRM RFP Enclosure E Functional Requirements_Tierl
Phasing_.xls

Tieri Innovation, LLC
7979 East Tufls Avenue, Suite 1100
Denver, Colorado 80237
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City of Sacramento 311-CRM RFP Enclosure E Functional Requirements_Tier1 Phasing_.xls

General
Database Support in Cali Management
Quetuing, Call Selection and Call Transfers

F.4 Inquiry/Service Request Management
F.5 Automatic Data Entry
.6 Predefined Data Entry Procedures
F.7 User Follow-up and Accountabitity Tracking
F.8 Data View Capabilities
F.9 Status Change Execution and Review
F.10 Customizing and Defining Data Types or Ranges
F.11 Channel Specific Capabilities - Email, Web, & Fax
F.12 Basic Call Center Agent Interface Features
FA13 Cali-Center Service Script
F.14 Calendar Management and Scheduling
F.15 Transaction/Department Codes
F.16 Extraordinary Event Tracking
F.A7 Forms
F.18 Workflow
F.19 Configuration

DRIMATIC ANA .
F.20 Knowledge-Base Engine
F .21 Data Tracking
F.22 Searching Mechanisms

Sorting Functions

F.24 Weh Self-
E

Service Capabilities
-Payment Services
Alerts and Notifications
Escalation Capabilities for Services Activities
Workflow Assignment

Assurance Workload eview Capabilities

Generai

F.31 Mobile Support

F.32 General

AT ANDREROE

F.33 General

F.34 Service Inquiry Statistics on Departmental and Call Center Performance
F.35 Data Collection and Output Support for Analyzing Call-Center Activities
1.1 General

T.2 Hardware/Platform

1.3 Network/Telecommunications

T.4 Computer Telephony Integration

1.5 Universal Queue Support

1.6 Integration / Interface

1.7 Redundancy and Scatability

T.8 Security

i Confidential 6/6/2007



City of Sacramento 311-CRM RFP Enclosure E Functional Requirements_Tier1 Phasing_.xls

T9 Accessibility, Reliability, and Flexibility

T.10 Audit

I-_’” Backup and Archive, and Business Continuity
T2 System Administration

iT.13 E-Payment Services

2 Confidential 6/6/2007
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Appendix A — OneCity™ Functionality

The following components describes the functions and features of OneCity™.

Pre-loaded 360 Municipal Service Request Categories — data entered for base
municipal SR Category, Sub-Category, etc.

Dynamic (Building) Data Entry capabilities tied to 360 Service Request Types —
data entered for base SR Type properties, further details related to individual
SR Category. This is table driven data related to SR Category and Sub-
Category. Eg.— Animal Control issue will ask for Animal Type, Color, Vicious
(y/n), and for Abandoned Vehicle will ask for Make, Madel!, Color, Damage
(y/m).

Municipal Internai Smart Script mapped to 360 Service Request Categories —
Smart Script mapped to 360 SR Categories and their Dynamic data entry
values.

pre-populated Knowledge Base of Solutions — pre built data set of KB items for
city/county to utilize/modify to match the city/county processes and allow call
takers to query and associate to SRs to assist with resolution.

ESRI Integration

o Address Validation (Search capability to virtually display, query and
select/save master address database of city/county)

o Geo-spatial Data (Location centric, HOA, Trash District, etc.)

o Mapping of Service Requests (pinpoints SR# to location in ESRI Map
within applet/view in Siebel)

o Enabling proximity duplication detection (see helow)

Duplicate Checking/Related SRs ~ Automatic matching of SRs (Relates SRs
together) by Type, Sub-Type, Address, and identified timeframe per SR Type.
Proximity matching wili be implemented. Proximity matching will identify
potential duplicates by geographic location. For example, if SRs with similar
types, subtypes, and timeframes are entered for 12th and Main, 1200 Main and
1175 Main, those three would be identified as potential duplicates. City-
developed GIS services will furnish geographic points using address
information. Tierl will use those points (i.e. X, Y) coordinates to determine
proximity for calls with existing X,Y coordinates stored with records within the
CRM database. A joint work plan will be developed at the time this integration
is addressed in the Requirements gpecification document that will include roles
and responsibilities of the Tiert team and the IT GIS team.

Tiert Innovation, LLC
7679 East Tufts Avenue, Suite 1100

“Tier Innovation Denver, Cotorado 80237
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» Location centric data/configuration/views — Custom applets/views and
configured relationships to show SRs and Contacts by Address 0 allow for
searching/trend analysis by Address.

o Directory/Citizen views — Custom applets/views to display city/county directory
of individuals.

o 20 + Municipal Reports/Charts (Trend, Aging Analysis by District, Address
Analysis, Citizen Analysis reports and charts)

o Connectors and Workflows for integrations to following systems:
o Hansen (Work Order Mgmit) — Business Services and Workflows
o Chameleon (Animal Control) — Business Services and Workflows
o Accela (Work Order Mgmt) — Business Services and Workflows
o FESRI (GIS capabilities) ~ Business Services and Workflows

o Note — this connector architecture is replicable for integration with other
systems.

e 508 Compliant Views/Screens — custom created views/applets to display data in
compliance with JAWS workstation readability capabilities for visually impaired
call takers.

OneCity'™ Citizen Portal (eService) Features:

o Directory/Citizen views — custom views/applets to display city/county
directory on web portal for citizens to query.

o Municipal External Smart Script mapped to 360 Municipal Service Request
Categories — Smart Script mapped to 360 SR Categories and their
Dynamic data entry values.

e ESRI Integration

o Address Validation - Validation of Addresses from within External
facing Smart Scripts for citizens to query and add.

o Geo-spatial Data — Ability to display geo-spatial data to citizens
upon entry of SR Address information, (Location centric, HOA,
Trash District, etc.)

o Service Request query capabilities by SR# - custom views/applets that
allow citizens to query by individual SR# and display SR information
inciuding details (Activities, Attachments, Dynamic data values and
status)

« Duplicate Checking/ Related SRs — Automatic matching of SRs (Relates
SRs together) by Type, Sub-Type, Address, and identified timeframe per

SR Type.
Tier1 Innovation, LLC
e 7979 East Tufts Avenue, Suite 1100
B Tier Imnovation Denver, Colorado 80237
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OneCity™ Product Description

OneCity™ is Powered by Siebel CRM — the Market Leading CRM Application

Siebel CRM is used to power OneCity and is the basis for the unified application that
City/County workers will use for addressing location-based incidents and for interacting
with constituents, businesses, and other organizations. The system provides a standard
graphical user interface for all constituent and staff screen presentations.  The
City/County staff employee has immediate access to all communications whether
provided via fax, mail, or electronic mail (emait). All supporting communications and
documentation to be used in tracking correspondence is captured along with detailed
activity logs that allow the City/County staff to provide the timeliest, responsive and
complete interactions with constituents and other individuals. Additionally, the system
provides Service request processing to record and submit requests to DPW, Animal
Control and other City/County departments. Full closed-loop case management ensures
that longer term requests/issues, such as zoning compliance cases and engineering
requests, are managed to completion and that the citizen is updated on a regular basis.

CTl soft phone capabilities are Personal data is disptayed for Click the Edit Layout bution to
embedded directly within the quick and easy refevant for personalize the Home Page and display
application to interact with each individual user data that is relevant for each individual

multi-channet requests user.
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Incident as well as Citizen Driven

OneCity is configured 10 provide not only Citizen centric views but Incident address centric views
as well. Nearly all issues for Cities involve a location/incident address but it is common for
Citizens to choose to remain anonymous. The OneCity enables easy viewing of Service
Requests from any incident location or any citizen of record.

Spatial driven attributes are derived from

Sesvice Request tab. Click the appiet taggle

Enables quick search to display the data in the logation via configured integration wilh

of requests and issues the top applet in either the City's GIS DB including Local Offices,

by Incident Address a form ar list format (fist District Offices and City/County Offices
digptayed) relevant to the Incident address

Click the column headings to
sor A collimn
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GIS Integration Aligns Location-Based Information to Caller

Spatially Referenced Information (political office or district based on address) is available to the
call agent through the robust integration with ESRI, Through the robust integration connectors
with the City's GIS application, information which is specific to the location of the Citizen cailing
in is quickly referenced. Inthe example below, the elected official for the address of the caller is
instantly accessed. Other spatially relevant information is made available as well. Examples
include trash districts, fire and poiice districts, schools, City offices, etc.
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Service Request Screen

The Service Request Screen enables simple and fast entry of Service Requests. Service Request
is the term Siebel uses to identify any request, issue, or case that is being addressed. Service
Requests are assigned to a Constituent Service Representative and can be reassigned,
forwarded, etc. to any other combination as required to address the issue. CSRs benefit from the
comprehensive (yet easy to access) information at their fingertips to ensure they can provide the
real-time and complete picture of the status to citizens.

Activities display all the tasks associated with the Service Request and can be tied to the City or
County's work order management system to display near real time updates. The OneCity

Knowledge Database can be quickly accessed using the Solutions tab.

OneCity provides for tracking of Category/Keywords and List of Values capabilities that enable
specific data field entry requirements depending on the Category/Keyword combination. This
functionality prevents customization of screens which is required with most other software
packages to capture data fields only required for certain issuUes.

SmartScripts are
quickly accessed to

assist CSR by ) L .

guiding them through Easfly maintained List of Values ensures Attachments are a key
a question/ answer easy adaptability to changing City tracking differentiat of Siebel.
scenario requirements ANY electronic-based

document such as
faxes, pictures, etc
can be attached o an
SR providing one key
ingredient for full case
management
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Knowledge Base

OneCity provides a powerful knowledge database that enables quick search by keyword or any
free-form text. This enables the CSR to respond to questions quickly and efficiently. Through
the Citizen portals, third-parties and citizens can access this feature directly as well.
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Visual Mapping Integration

Visual display showing locations of Service Requests, Complaints and other issues can be
dispiayed with a few simple clicks, OneCity is designed to integrate with the City's GIS DB to tie
in the locations. OneCity then has built in mapping that can be invoked with a simple click.
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Visual Display of Service Request locations
directly under the SR record in Siebel OneCity's database uses address validation

integration to minimize data entry errors
and increase the efficiency and accuracy of
service issues which fead to increased
citizen satisfaction
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Dispatch Board/Assignment Manager

Service Requests and their related Activities can be routed/assigned to the appropriate
departments either automatically or manually within the OneCity Application, Service Requests
can be assigned to department managers or individuals based on availability, skilisets or other
workload principles with OneCity's powerful Assignment Manager capabilities. This assignment
happens automatically based on rule criteria setup in the system and triggered when Service
Requests and other objects are entered into the system and are made available for
distribution/resolution. OneCity aiso provides the capability to manually assign workloads via
the Dispatch Board (shown below) which can assign work/activities to individuals based on their
department and current workload visually displayed for the dispatcher who assigns the pending
assignments.  This functionality allows City/Counties to streamline their work management
processes and can be tied into OneCity Workflow capabilities t© provide automatic notifications
(pages, emails, wireless messages) when the assignments have been completed.
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Citizen Web Portal

OneCity's powerful and seamilessly integrated

Web Portal is a major differentiator of the

OneCity. The web portal updates and maintains the same database which can dramatically

reduce the time of CSRs to enter issues.
to maintain dual systems like with other software.

Tt also enables the same functionality without the need

Other software solutions typically require interfacing to occur to pass the data input in the portal

to the database of the CRM product.
and ensures future “upgradeability”. Also,

OneCity's seamless approach prevents this added work
OneCity provides a seamless architecture which is

highly secured by its demonstrated use by the largest and most secure conscience organizations

in the world.

The Citizen Portal enables occasional City/County users

to quickly access the system and input

requests or check the status of complaints. The portal can be accessed via standard web
by simply linking this site to existing

browsers. The portal is easily made available to citizens
City/County websites or existing portals.

%jhm TSI

st

OneCity. |
TierlInnovation

: Siehed pEervice Homa!

1 .. Gersice Bifice
881 oay County Busiig, Sute 2500
w3 700 £. Yemshinglon 5L
mdianagels, ¥l 4204307
A4T.3AT-4E22

Check gtalun ol yout servce reguesl
Search fof your Eervies request

Yihg £an heyp me?
Search fsr governmesi and Commynty fES0UTCES

s, FAQS
v Angveeta o frequontly asted guesiions

o, Gualoemar Survey
Frovke fesdback on your service experietce

Search FAQS
g Search trequently asizd queslons

5

Contact s w00 © " garvice Conter Actions 15 Y Top FAQS i [ Quel
iy Find g seruice ghoae numker Requeal b oy servee 4 Ilovuinimp‘on an ﬂb,mdo.ﬂm,
&s;r Rego ah kue bo the Service Canter vehicla?
{he Cly wit pick up abandaned,

untcenned o junk vehicien from suble
#nd private progery attof Haking sure
the venicle mects a8 State and tcal .

sl do i do il my carwes repoiied
a3 an Abandoned Vehicle and was
Towed?

Aulo Raturn handien ihe city's pickus
ang handing nf sbandoned venicles
trom canktuents. Tha fours are 9am -
£am I4-F a2 Gam-2pes on Saturdsy

Th.

« Vhat do ¢ need to consider when

Adopting the right onlmal for my
{amily?

Pel Seiection - This is the fral step o
making an infoimed choice of what pel
is nght Iof you and yaur home
shvinnmant, The folsving are bems
fo...

Vihet b8 tho process for Adopiing
an animal fror the clty?

4. Adoplion Appleston The purpass of
the Dog Adeption Appiatian and Cat
Aguplion Applcation is fo ansislin
detesminiy whelhet Ihe envionmant L.

Wy slley needs 1o be repsired.
Vehon vill my requesl b tulfities?
Al repois needed lo sirzels, nchiding
ehuck hales and atip-palehing, wilbe
repaired prior 1o beglaning werk ]
atzyn.

Sdualneet

Tier Innovation Page 60 of 67

Sacramnento CRM 311 FINAL 2007-06-06

Tier! Innovation, LLC

7979 East Tufts Avenue, Suite 1100

benver, Colorado 80237




Service Request District Analysis

(Service Request quantities by District)
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Service Request Sub Category Analysis

(Service Request quantities from based on Sub Category Value)
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Service Request Trend Analysis by Source

(Service Request quantities from source of requests (Phone/Email/Web) over time)
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Caller History Report

(History of individual Citizen's call history with the Call Center)
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Third Party Tools
OneCity™ is powered by Siebel CRM Public Sector Vertical software.
Application Architecture

Siebel Integration and customization are handled with two Siebel products, Enterprise Application
Integration and Siebel Tools as detailed below:

Enterprise Application Integration (EAI)

Siebel has the most flexible and robust integration

architecture in the industry. The Enterprise Application [j—
Integration toolkit provides for an open architecture for !

| HohThrupd |
St Oeta Syre

integrating Siebel with other applications. This enables

integration with other systems to be easily accommodated.
Integration can be one-way, two-way, and virtual, This is
a major differentiator between Siebel and the other ‘citizen
request systems'. Siebel provides a much lower cost for
implementation of the entire end-to-end solution which
requires integration. Siebel is also flexible and easily

upgradeable so as not to require re-implementation of the
integration.

Siebel EAI provides a scalable and configurable set of tools

to integrate Siebel with other platforms. It includes pre-built integration to packaged applications
such as PeopleSoft, Oracle and others. Siebel EAI has numerous real-time and batch integration
capabilities, including XML, CTI, web services, Java data beans, COBRA, COM, ODBC, and
support to various middleware technologies.

Tieri has also developed connectors for bi-directional integration to three work order systems —
Hansen, Accela, and Chameleon. Tierl has also developed a connector which is pre-built to
integrate Siebel with ESRI. This will be utilized with minor configuration to meet the City’s
requirements. We have included this integration within our proposed solution. This inciudes the
ability to provide address validation capabilities against the city’s master address database as well
as mapping capabilities directly within the Siebel Application and the display of geo-spatial data
as it is available and desired by the city. As the location is selected by the CSR as identified by
the citizen, the geospatial data from the city’s existing ESRI system is available based on that
location including (city/county officials, trash providers/trash districts and pickup days, etc.) for
immediate availability to the CSR. The ESRI map functionality is embedded within a Service
Request view to allow the CSR to locate the location of the request spatially as well.

|

Siebel Tools
Tiert Innovation, LLC
. 7070 East Tufts Avenue, Suite 1100
T Tier Innovation Denver, Colorado B0237
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The Siebel Appiication is a highly-configurable application that is easily modified with the
provided Siebel Toolkit called Siebel Tools. Most objects are readily avaitable for modification and
development from the developer. Using Siebel Tools, teams of developers can work together
cooperatively to rapidly customize all aspects of the Siebel Application suite. The declarative
development approach supported by Siebel Tools dramatically reduces development and
maintenance costs and provides seamless upward compatibility with future product releases.

Application changes can be configured once inside Siebel Tools and deployed to any Siebel
application in any language on any supported client platform. The configure once-deploy
anywhere mode! supported by Siebel Tools is the enabling technology behind Siebel multi-
channel application product fine. The product contains intuitive visual tools that allow users to
configure the Siebel User Interface without modifying HTML. It also contains powerful wizard for
automating and simplifying routine and complex changes, extending the data model and defining
business rules. Customers can define their own custom procedural logic using VB Script and Java
Script using editors that are built into Siebei Tools.

Security Architecture

The Siebel application can provide security from two different perspectives: Via data security and
network security.

The Siebel system provides several levels of data security via its Access Contro! functionality.
Two components of Access Cantrol in Siebel are Positions and Responsibilities, Through these
two components, Siebel allows a flexible visibility and access system, from both a functionality
and a data perspective, which is easily customizable to the City’s specific environment and
requirements. They are described as follows:

A Position represents a specific job slot within your organization. As you define your
organizational structure, you define specific positions with each level in the hierarchy. Positions
determine which records users have access to.

Responsibilities determine which views (i.e. menu options or functionality) users have access to,
For example, the System Administrator responsibility allows access to all views. Defining
responsibilities lets you limit user access to views, and therefore to your Siebel applications
information and functions. You must assign responsibilities to all users. A single user can have
one or many positions and one or more responsibilities.

From a network security perspective, using encryption technology, the Siebel Smart Web
Architecture ensures that information traveling between different processes remains private.
Information between the browser and the Web server can be encrypted using the industry-
standard SSL protocol. Information between Siebel Server Components can be encrypted using
either SSL. protocol, the MS-Crypto API, or RSA algorithms. For very sensitive data that cannot he
exposed even to database administrators, such as credit card numbers, the Siebel Smart Web
Architecture supports the encryption of data fields using RSA algorithms.

Tier! Innovation, LLC
SR 7979 East Tufis Avenue, Suite 1100
R S : Denver, Golorado 80237
- t tio '
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Siebel Integration Tools

Siehel is built to support robust and sophisticated integrations. Siebel is designed for
integration and provides for powerful data mapping tools that greatly streamline the
process. The following screen shot is from one of the many Siebel tools available to the
project team.
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EXHIBIT B
CONSULTANT AND PROFESSIONAL SERVICES AGREEMENT

FEE SCHEDULE/MANNER OF PAYMENT

CONTRACT PRICE. The total contract price in US. dollars shall not exceed the total sum of
$311,127 The Services will be charged to the CITY on a fixed fee, deliverables based method
CONSULTANT will submit to CITY invoices that include a breakdown of services in accordance with
section 4 below Payments to CONSULTANT of amounts not subject fo a good faith dispute will be
made within thirty {30) days after receipt of CONSULTANT'S invoice

Additional Services Additional Services are those services related to the general scope of
services of CONSULTANT set forth in Exhibit A and in the SOW but not identified at the time
of execution of this Agreement. Additional Services during the Project Term shall be approved
by CITY in accordance with the applicable contract approval requirements and procedures of
the Sacramento City Code. CITY reserves the right to perform any Additional Services with its
own staff or to retain other consultants to perform said Additional Services.

Accounting Records of CONSULTANT CONSULTANT shall maintain for three (3) years
after completing of all Services and Additional Services hereunder, all records under this
Agreement, including but not limited to, records of CONSULTANT'S direct salary costs for all
Services and Additional Services performed under this Agreement and records of
CONSULTANT'S Reimbursable Expenses, in accordance with generally accepted accounting
practices, and shall keep such records available for inspection and audit by representatives of
the Depariment of Finance of CITY and/or any independent third party selected by CITY ata
mutually convenient time.

Taxes. CONSULTANT shall pay, when and as due, any and all taxes incurred as a resuit of
CONSULTANT'S compensation hereunder, including estimated taxes, and shall provide CITY
with proof of such payment upon request CONSULTANT hereby agrees {0 indemnify CITY
for any claims, losses, costs, fee, liabilities, damages of injuries suffered by CITY arising out of
CONSULTANT'S breach of this Section.

Payments to CONSULTANT.

A Payments {o CONSULTANT of amounts not subject to a good faith dispute shall be made

within thirty (30) days after receipt of CONSULTANT's invoice, said payments to be made as

specified in  the SOW CONSULTANT shall be responsible for the cost of supplying all
documentation necessary to verify the monthly billings to the satisfaction of CITY

B All invoices submitted by CONSULTANT shail contain the following information.

M Project Name

(2) itemized Deliverables

(3} Date of Invoice Issuance

(4) Sequential Invoice Number

(5) CITY's Purchase Order Number



(B) Total Agreement Amount

(7) Amount of this Invoice

(8) Total Billed to Date

(S) Total Remaining on Agreement

Billings that do not conform to the format outlined above shail be returned to CONSULTANT for
correction. CITY shall not be responsible for delays in payment {o CONSULTANT resulting
from CONSULTANT's failure to comply with the invoice format described below

Requests for payment shall be sent to

Gina Knepp, Program Manager
5730 24" Street, Bldg #1
Sacramento, CA 95822

CONSULTANT will invoice the CITY in accordance with the Milestone payment
schedule as defined in the SOW. The Milestones are subject to the acceptance
procedures set forth in Attachment 1 to Exhibit A. Each invoice will include an invoice
number and indicate the time period and Deliverable covered by the invoice. The CITY
will pay invoiced amounts that are not the subject of a good faith dispute within thirty
(30) days of receipt of an invoice

The CITY will not be billed or be liable for any charges other than those described and
authorized in this Agreement The CITY will only pay for Services actually performed.
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EXHIBIT C
CONSULTANT AND PROFESSIONAL SERVICES AGREEMENT

FACILITIES AND EQUIPMENT TO BE PROVIDED BY CITY

CITY shall [check one] Not furnish any facilities or equipment for this Agreement, or

__X__ furnish the following facilities or equipment for the Agreement, [/ist, if applicable)

Adequate working space for up to 4 peopie
Tier1 will be given free unescorted ingress and egress from at least 6am ~ 10pm Monday through
Saturday during the project. Tier1 agrees to abide by all City security and access rules
Tier! will have network and systems access Tiert staff will require internet access lines to receive
electronic mail and access external resources Internet access is available in the City's lab where un
filtered access to email and external resources is available from there. Otherwise, Tier1 staff must use
City approved workstations or laptops . If using personal laptops they must first be reviewed by City IT
staff before connecting to the City network, in this case the City is not responsible for configuration or
incompatibilities between City required client software (such as Netware or Groupwise) and any
software Tiert has on their machines. Access to "external resources" must be within reason and the
City is not responsible for incompatible configuration issues between the City's network and Tierl's
"external resources”
Tier! will have access to copy machine
City will provide access to Siebel/OneCity Development, Test and Production environments
o Tiert will have the proper rights necessary to these servers until the system is deployed
o Network will be installed and running in accordance with Siebel specifications
o VPN access to enable offsite access Tier1 will abide by City protocol regarding remote access
policies and procedures . The City is not responsible for troubleshooting or configuring the
remote network they are connecting from. The City is also not responsible for configuration or
conflict issues between the City's VPN Client software and any software on Tier1 personal
workstations/laptops.
o Siebel software disks, license keys, and manuals are available to Tier? when the project
commences
o Tiert personnel will comply with the City's Administrative Policy instruction (AP1) 30
o City will be responsible for general administration of all Siebel application servers including
backup, restorations, and performance tuning.
City is providing all hardware, operating software, database software, backup software, and Siebel
software (through separate contract with Oracle) for this project
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EXHIBIT D
CONSULTANT AND PROFESSIONAL SERVICES AGREEMENT

GENERAL PROVISIONS
1 independent Contractor.

A It is understood and agreed that CONSULTANT (including CONSULTANT'S employees) is
an independent contractor and that no relationship of employer-employee exists between the
pariies hereto for any purpose whatsoever  Neither CONSULTANT nor CONSULTANT'S
assigned personnel shall be entitied to any benefits payable to employees of CITY CITY is not
required to make any deductions or withholdings from the compensation payable to
CONSULTANT under the provisions of this Agreement, and CONSULTANT shall be issued a
Form 1099 for its services hereunder As an independent contractor, CONSULTANT hereby
agrees to indemnify and hold CITY harmless from any and all claims that may be made against
CITY based upon any contention by any of CONSULTANT'S employees or by any third party,
including but not limited to any state or federal agency, that an employer-employee relationship
or a substitute therefor exists for any purpose whatsoever by reason of this Agreement or by
reason of the nature and/or performance of any Services under this Agreement. (As used in
this Exhibit D, the term “Services” shall include both Services and Additional Services as such
terms are defined elsewhere in this Agreement )

B. It is further understood and agreed by the parties hereto that CONSULTANT, in the performance of
its obligations hereunder, is subject to the control and direction of CITY as to the designation of
tasks to be performed and the results to he accomplished by the Services agreed to be
rendered and performed under this Agreement, but not as to the means, methods, or sequence
used by CONSULTANT for accomplishing such results, TO the extent that CONSULTANT
obtains permission to, and does, use CITY facilities, space, equipment or support services in
the performance of this Agreement, this use shall be at the CONSULTANT'S sole discretion
based on the CONSULTANT’S determination that such use will promote CONSULTANT'S
efficiency and effectiveness Except as may be specifically provided elsewhere in this
Agreement, the CITY does not require that CONSULTANT use CITY facilities, equipment or
support services or work in CITY locations in the performance of this Agreement.

C. I, in the performance of this Agreement, any third persons are employed by CONSULTANT, such
persons shall be entirely and exclusively under the direction, supervision, and control of
CONSULTANT Except as may be specifically provided elsewhere in this Agreement, all terms
of employment, inciuding hours, wages, working conditions, discipline, hiring, and discharging,
or any other terms of employment or requirements of law, shall be determined by
CONSULTANT. It is further understood and agreed that CONSULTANT shall issue W-2 or
1099 Forms for income and employment tax purposes, for all of CONSULTANT'S assigned
personnel and subcontractors.
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D The provisions of this Section 1 shall survive any expiration or termination of this Agreement
Nothing in this Agreement shail be construed as to create an exclusive reiationship between
CITY and CONSULTANT. CONSULTANT may represent, perform services for, or be
employed by such additional persons or companies as CONSULTANT sees fit provided that
CONSULTANT does not viclate the provisions of Section 5, below

2. Licenses; Permits, Etc. CONSULTANT represents and warrants that CONSULTANT has all
licenses, permits, City Business Operations Tax Certificate, qualifications, and approvals of whatsoever
nature which are legally required for CONSULTANT to practice its profession or provide any services
under the Agreement CONSULTANT represents and warrants that CONSULTANT shall, at its sole
cost and expense, keep in effect or obtain at all times during the term of this Agreement any licenses,
permits, and approvals which are legally required for CONSULTANT to practice its profession or
provide such Services. Without limiting the generality of the foregoing, if CONSULTANT is an out-of-
state corporation, CONSULTANT warrants and represents that it possesses a valid certificate of
qualification to transact business in the State of California issued by the California Secretary of State
pursuant to Section 2105 of the California Corporations Code.

3. Time. CONSULTANT shall devote such time to the performance of Services pursuant to this Agreement as
may be reasonably necessary for satisfactory performance of CONSULTANT'S obligations under this
Agreement Neither party shall be considered in default of this Agreement, nor be entitled to additional
compensation, to the extent performance is prevented or delayed by any cause, present or future,
which is beyond the reasonable control of the party

4. CONSULTANT Not Agent. Except as CITY may specify in writing, CONSULTANT and CONSULTANT'S
personnel shall have no authority, express or implied, to act on behalf of CITY in any capacity
whatsoever as an agent CONSULTANT and CONSULTANT'S personnel shall have no authority,
express or implied, to hind GITY to any obligations whatsoever.

5. Confiicts of Interest. CONSULTANT covenants that neither it, nor any officer or principal of its firm, has of
shall acquire any interest, directly or indirectly, that would conflict in any manner with the interests of
CITY or which would in any way hinder CONSULTANT'S performance of Services under this
Agreement CONSULTANT further covenants that in the performance of this Agreement, no person
having any such interest shall be employed by it as an officer, employee, agent or subcontractor,
without the written consent of CITY. CONSULTANT agrees to avoid conflicts of interest or the
appearance of any conflicts of interest with the interests of CITY at all times during the performance of
this Agreement

6. Confidentiality of CITY Information. During performance of this Agreement, CONSULTANT may gain
access to and use CITY information regarding inventions, machinery, products, prices, apparatus,
costs, discounts, future plans, business affairs, governmental affairs, processes, trade secrets,
technical matters, customer lists, product design, copyright, data, and other vital information (hereafter
collectively referred to as “City information”) which are valuable, special and unique assets of the CITY
CONSULTANT agrees to protect all City information and treat it
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as strictly confidential, and further agrees that CONSULTANT shall not at any time, either directly or
indirectly, divulge, disclose of communicate in any manner any City Information to any third party
without the prior written consent of CITY . A violation by CONSULTANT of this Section 6 shall be a
materia! violation of this Agreement and shall justify legal and/or equitable relief

7. CONSULTANT Information.

A CITY shall have full ownership and control, including ownership of any copyrights, of all
information prepared, produced, or provided by CONSULTANT pursuant to this Agreement. In
this Agreement, the term “information” shall be construed to mean and include: any and all work
product, submittals, reports, plans, specifications, and other deliverables consisting of
documents, writings, handwritings, typewriting, printing, Photostatting, photographing, compuier
models, and any other computerized data and every other means of recording any form of
information, communications, or representation, including letters, works, pictures, drawings,
sounds, or symbols, or any combination thereof CONSULTANT shall not be responsible for
any unauthorized madification or use of such information for other than its intended purpose by
CiITY.

B CONSULTANT shall fully defend, indemnify and hold harmless CITY, its officers and employees,
and each and every one of them, from and against any and all claims, actions, lawsuits of
other proceedings alleging that all or any part of the information prepared, produced, of

provided by CONSULTANT pursuant to this Agreement infringes upon any third party's
trademark, trade name, copyright, patent or other intellectual property rights CITY shall make
reasonable efforts to notify CONSULTANT not tater than ten (10) days after CITY is served with
any such claim, action, lawsuit or other proceeding, provided that CITY'S failure to provide such
notice within such time period shall not relieve CONSULTANT of its obligations hereunder,
which shall survive any termination or expiration of this Agreement.

C. All proprietary and other information received from CONSULTANT by CITY, whether received in
connection with CONSULTANT’S proposal to CITY or in connection with any Services
performed by CONSULTANT, will be disclosed upon receipt of a request for disclosure,
pursuant to the California Public Records Act; provided, however, that, if any information is set
apart and clearly marked “trade secret’ when it is provided to CITY, CITY shall give notice to
CONSULTANT of any request for the disclosure of such information. The CONSULTANT shall
then have five (5) days from the date it receives such notice to enter into an agreement with the
CITY, satisfactory to the City Attorney, providing for the defense of and complete
indemnification and reimbursement for all costs (including plaintiff's attorney fees) incurred by
CITY in any legal action to compel the disclosure of such information under the California Public
Records Act. The CONSULTANT shall have sole responsibility for defense of the actual “trade
secret” designation of such information.

D. The parties understand and agree that any failure by CONSULTANT to respond to the notice
provided by CITY and/or to enter into an agreement with CITY, in accordance with
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the provisions of subsection C, above, shall constitute a complete waiver by CONSULTANT of
any rights regarding the information designated “trade secret’ by CONSULTANT, and such
information shall be disclosed by CITY pursuant to applicable procedures required by the Public
Records Act

8. Standard of Performance. CONSULTANT shail perform all Services required pursuant to this
Agreement in the manner and according fo the standards currently observed by a competent
practitioner of CONSULTANT'S profession in California  All products of whatsoever nature which
CONSULTANT delivers to CITY pursuant fo this Agreement shall be prepared in a professional
manner and conform to the standards of quality normally observed by a person currently practicing in
CONSULTANT'S profession CONSULTANT shail assign only competent personnetl to perform

Services pursuant o this Agreement CONSULTANT shall notify CITY in writing of any changes in
CONSULTANT'S staff assigned {o perform the Services required under this Agreement, prior to any
such performance in the event that CITY, at any time during the term of this Agreement, desires the
removal of any person or persons assigned by CONSULTANT to perform Services pursuant to this
Agreement, because CITY, in its sole discretion, determines that such person(s) is not performing in
accordance with the standards required herein, CONSULTANT shall remove such person(s)
immediately upon receiving notice from CITY of the desire of CITY for the removal of such person(s)

9. Term; Suspension; Termination.

A This Agreement shall become effective on the date that it is approved by both parties, and
shall continue in effect until both parties have fully performed their respective obligations under
this Agreement, unless sooner terminated as provided herein

B CITY shall have the right at any time to temporarily suspend CONSULTANT'S performance
hereunder, in whole or in part, by giving a written notice of suspension to CONSULTANT. if
CITY gives such notice of suspension, CONSULTANT shall immediately suspend its activities

under this Agreement, as specified in such notice.

C CITY shall have the right fo terminate this Agreement at any time by giving a written notice of

termination fo CONSULTANT If CITY gives such notice of termination, CONSULTANT shall

immediately cease rendering Services pursuant to this Agreement. Hf CITY terminates this
Agreement.

1. CONSULTANT shall promptly deliver to CITY copies of all information prepared
pursuant to this Agreement

2 CITY shall pay CONSULTANT the reasonabie value of Services rendered by CONSULTANT
prior to termination, provided, however, CITY shall not in any manner be liable for lost
profits which might have been made by CONSULTANT had the Agreement not been
terminated or had CONSULTANT completed the Services required by this Agreement.
in this regard, CONSULTANT shall furnish
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tq CITY such financial information as in the judgment of the CITY is necessary for CITY
to determine the reasonable value of the Services render by CONSULTANT The
foregoing is cumulative and does not affect any right or remedy which CITY may have in
law or equity

10. Indemnity.

A. Indemnity. CONSULTANT shall fully indemnify and save harmless, CITY, its officers and
employees, and each and every one of them, from and against all actions, damages, costs,
liability, claims, losses, judgments, penalties and expenses of every type and description,
including, but not limited to, any fees and/or costs reasonable incurred by CITY'S staff attorneys
or outside attorneys and any fees and expenses incurred in enforcing this provision (hereafter
collectively referred to as “Liabilities”), to which any or all of them may be subjected, to the
extent such Liabilities are caused by or result from any negligent act or omission or willful
misconduct of CONSULTANT, its subconsultants, subcontractors or agents, and their
respective officers and employees, in connection with the performance or nonperformance of
this Agreement, whether or not the CITY, its officers or employees reviewed, accepted or
approved any service or work product performed or provided by the CONSULTANT, and
whether or not such Liabilities are litigated, settled or reduced to judgment

B. Obligation to Defend. CONSULTANT shall, upon CITY'S request, defend at CONSULTANT'S sole
cost any action, claim, suit, cause of action or portion thereof which asserts or alleges Liabilities
to the extent such Liabilities are caused by or result from any negligent act or omission or willful
misconduct of CONSULTANT, its sub-consuitants, subcontractors or agents, and their
respective officers and employees, in connection with the performance or nonperformance of
this Agreement, whether such action, claim, suit, cause of action or portion thereof is well
founded or not.

¢ insurance Policies. Intellectual Property Claims. Except as may be expressly provided in this
Section 10, the existence or acceptance by CITY of any of the insurance policies or coverages
described in this Agreement shall not affect or limit any of CITY'S rights under this Section 10,
nor shall the limits of such insurance limit the liability of CONSULTANT hereunder. This
Section 10 shall not apply to any intellectual property claims, actions, lawsuits or other
proceedings subject to the provisions of Section 7 B, above. The provisions of this Section 10
shall survive any expiration or termination of this Agreement

11. Insurance Requirements. During the entire term of this Agreement, CONSULTANT shall
maintain the following insurance.

A Minimum Scope of insurance. Coverage should be at least as broad as:

(1) Insurance Services Office Form No. CG 0001 (Commercial General Liability),
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(2} Insurance Services Office Form No. CA 0001 (Ed 1/87) (Automobile Liability, Code
“any auto”),

(3) Workers' Compensation as required by the Labor Code of the State of California, and
Employers’ Liability Insurance.

(4) Professional Liability (Errors and Omissions) insurance against loss due to error, omission
or malpractice if specifically required in the Scope of Services (Exhibit A).

B Minimum Limits of insurance. CONSULTANT shall maintain fimits no less than.

(1) Commercial General Liability; $1,000,000 combined single limit per occurrence for
bodily injury, personai injury and property damage

(2) Automobile Liability. $1,000,000 combined single limit per accident for bodily injury and
property damage.

(3) Workers' Compensation and Employers’ Liability. Workers' compensation limits as required
by the Labor Code of the State of California and Employers’ Liability limits of $1,000,000
per accident

(4) Professional Liability (Errors and Omissions). $1,000,000 combined single limit per
occurrence if specifically required in the Scope of Services (Exhibit A).

C Deductibles and Seli-Insured Retention’s. Any deductibles or self-insured retentions must be
declared to and approved by the CITY.

D Other Insurance Provisions: The policies are to contain, or be endorsed to contain, the following
provisions:

(1) General Liability and Automobile Liability Coverages.

(a) CITY, its officials, employees and volunteers shall be covered as additional
insureds as respects. liabiiity arising out of activities performed by or on behalf of
CONSULTANT, products and completed operations of CONSULTANT, premises
owned, leased or used by CONSULTANT. The coverage shall contain no
special limitations on the scope of the protection afforded to CITY, its officials,
employees or volunteers

(b) CONSULTANT'S insurance coverage shall be primary insurance as respects CITY,
its officials, employees and volunteers  Any insurance or self-insurance
maintained by CITY, its officials, employees or volunteers shall be in excess of
CONSULTANT'S insurance and shall not contribute with it
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(c) Any failure to comply with reporting provisions of the policies shall not affect
coverage provided to CITY, its officials, employees or volunteers.

(d) Coverage shall state that CONSULTANT'S insurance shall apply separately to each
insured against whom claim is made or suit is brought, except with respect to the
limits of the insurer’s liability

{2y All Coverages:

Each insurance policy required by this Agreement shail be endorsed to state that
coverages shall not be canceled except after thirty {30) days prior written notice has
been given to CITY In addition, CONSULTANT agrees that it shall not reduce its
coverage or limits on any such policy except after thirty (30) days prior written notice has
been give to CITY and CITY approves the reduction in coverage or limits
CONSULTANT further agrees that it shall not increase any deductibles or self-insured
retentions on any such policy except after thirty (30) days prior written notice has heen
given to CITY and CITY approves such increase

E Acceptability of Insurers; Insurance shall be placed with insurers with a Bests’ rating of no
less than AVIl  This requirement may, however, he waived in individual cases for Errors and
Omissions Coverages only, provided, however, that in no event shall a carrier with a rating
below B.1X be acceptable

F Verification of Coverage. CONSULTANT shall furnish CITY with certificates of insurance showing
compliance with the above requirements and with original endorsements effecting all coverages
required by this Agreement. The certificates and/or endorsements shall set forth a valid policy
number for CITY, and shall indicate the Issue Date, Effective Date and Expiration Date The
certificates and endorsements for each insurance policy shall be signed by a person authorized
by the insurer to bind coverage on its behalf The certificates and endorsements shall be
forwarded to the CITY representative named in Exhibit A.

G Payment Withhold. CITY shall withhold payments to CONSULTANT if the certificates of insurance
and endorsements required in subsection F, above, are canceled or CONSULTANT otherwise
ceases to be insured as required herein

12. Equal Empioyment Opportunity. During the performance of this Agreement, CONSULTANT, for
itself, its assignees and sUCCESSOrs in interest, agrees as follows:

A Compliance With Regulations. CONSULTANT shall comply with the Executive Order 11246
entitied "Equal Opportunity in Federal Employment’, as amended by Executive Order 11375
and 12086, and as supplemented in Department of Labor reguiations (41 CFR Chapter 60),
hereinafter collectively referred to as the “Regulations”.

B Nondiscrimination; CONSULTANT, with regards to the work performed by it after award
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and prior to compietion of the work pursuant to this Agreement, shall not discriminate on the
ground of race, color, religion, sex, national origin, age, marital status, physical handicap or
sexual orientation in selection and retention of subcontractors, including procurement of
materials and leases of equipment CONSULTANT shall not participate either directly or
indirectly in discrimination prohibited by the Regulations

C Solicitations for Subcontractors, Including Procurement of Materials and Eguipment. In ail
solicitations either by competitive bidding or negotiations made by CONSULTANT for work to
be performed under any subcontract, including ali procurement of materials or equipment, each
potential subcontractor or supplier shall be notified by CONSULTANT of CONSULTANT'S
obligation under this Agreement and the Regulations relative to nondiscrimination on the
ground of race, color, religion, sex, national origin, age, marital status, physical handicap or
sexual orientation.

D Information and Reports. CONSULTANT shall provide all information and reports required by the
Regulations, or by any orders or instructions issued pursuant thereto, and shall permit access
to its books, records, accounis, other sources of information and its facilities as may be
determined by the CITY to be pertinent to ascertain compliance with such Regulations, orders
and instructions Where any information required of CONSULTANT is in the exclusive
possession of another who fails or refuses to furnish this information, CONSULTANT shall so
certify to the CITY, and shall set forth what efforts it has made to obtain the information.

E Sanctions for Noncompliance. In the event of noncompliance by CONSULTANT with the
nondiscrimination provisions of this Agreement, the GITY shall impose such sanctions as it may
determine ta be appropriate including, but not limited to:

(1) Withholding of payments {0 CONSULTANT under this Agreement until
CONSULTANT compiies,

(2) Cancellation, termination, or suspension of the Agreement, in whole or in part.

F Incorporation of Provisions. CONSULTANT shall include the provisions of subsections A
through E, above, in every subcontract, including procurement of materials and leases of
equipment, unless exempted by the Regulations, or by any order or instructions issued
pursuant thereto  CONSULTANT shall take such action with respect to any subcontract or
procurement as the CITY may direct as a means of enforcing such provisions including
sanctions for noncompliance, provided, however, that in the event CONSULTANT becomes
involved in, or is threatened with, litigation with a subcontractor or suppiier as a result of such
direction, CONSULTANT may request CITY to enter such litigation to protect the interests of
CITY

13. Entire Agreement. This document, including all Exhibits, contains the entire professional services
agreement between the parties and supersedes whatever oral or written understanding they may have
had prior to the execution of this Agreement No alteration to the terms of this Agreement shall be valid
unless approved in writing by CONSULTANT, and by CITY, in accordance with applicable provisions of
the Sacramento City Code
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14. Severability. |f any portion of this Agreement or the application thereof to any person or
circumstance shall be held invalid or unenforceable, the remainder of this Agreement shall not be
affected thereby and shall be enforced to the greatest extent permitted by law.

15. Waiver. Neither CITY acceptance of, or payment for, any Service or Additional Service performed by

CONSULTANT, nor any waiver by either party of any default, breach or condition precedent, shall be
construed as a waiver of any provision of this Agreement, nor as a waiver of any other default, breach
or condition precedent or any other right hereunder

16. Enforcement of Agreement. This Agreement shall be governed, construed and enforced in accordance

with the laws of the State of California. Venue of any litigation arising out of or connected with this
Agreement shall lie exclusively in the state trial court or Federal District Court located in Sacramento
County in the State of California, and the parties consent to jurisdiction over their persons and over the
subject matter of any such litigation in such courts, and consent to service of process issued by such
courts

17. Assignment Prohibited. The expertise and experience of CONSULTANT are material considerations for

this Agreement CITY has a strong interest in the qualifications and capability of the persons and
entities who will fulfill the obligations imposed on CONSULTANT under this Agreement. In recognition
of this interest, CONSULTANT shall not assign any right or obligation pursuant to this Agreement
without the written consent of the CITY Any attempted or purported assignment without CITY'S
written consent shall be void and of no effect.

18. Binding Effect. This Agreement shall be binding on the heirs, executors, administrators, successors and

assigns of the parties, subject to the provisions of Section 17, above



EXHIBITE

REQUIREMENTS OF THE NON-DISCRIMINATION IN EMPLOYEE BENEFITS CODE

INTRODUCTION

The Sacramento Non-Discrimination In Employee Benefits Code (the "Ordinance”), codified as Sacramento
City Code Chapter 3 54, prohibits City contractors from discriminating in the provision of employee benefits
between employees with spouses and employees with domestic partners, and between the spouses and
domestic partners of employees

APPLICATION

The provisions of the Ordinance apply to any contract or agreement (as defined below), between a Contractor
and the City of Sacramento, in an amount exceeding $25,000.00. The Ordinance applies to that portion of a
contractor's operations that occur. (i) within the City of Sacramento, (ii) on real property outside the City of
Sacramento if the property is owned by the City or if the City has a right to accupy the property, or (iii) at any
location where a significant amount of work related to a City contract is being performed

The Ordinance does not apply. to subcontractors or subcontracts of any Contractor or contractors, to
transactions entered into pursuant to cooperative purchasing agreements approved by the Sacramento City
Council, to legal contracts of other governmental jurisdictions or public agencies without separate competitive
bidding by the City, where the requirements of the ordinance will violate or are inconsistent with the terms or
conditions of a grant, subvention or agreement with a public agency or the insiructions of an authorized
representative of any such agency with respect to any such grant, subvention or agreement; to permits for
excavation or street construction, or to agreements for the use of City right-of-way where a contracting utility
has the power of eminent domain.

DEFINITIONS
As set forth in the Ordinance, the following definitions apply.

“Contract” means an agreement for public works or improvements to be performed, or for goods or services to
be purchased or grants to be provided, at the expense of the City or to be paid out of moneys deposited in the
treasury or out of the trust money under the control or collected by the City "Contract” also means a written
agreement for the exclusive use (“exclusive use” means the right to use or occupy real property to the
exclusion of others, other than the right reserved by the fee owner) or ocoupancy of real property for a term
exceeding 29 days in any calendar year, whether by singular or cumulative instrument, (i) for the operation or
use by others of real property owned or controiled by the City for the operation of a business, social, or other
establishment or organization, including leases, concessions, franchises and easements, or (i) for the City's
use or occupancy of real property owned by others, including leases, concessions, franchises and easements

“Gontract” shall not include. a revocable at-will use or encroachment permit for the use of or encroachment on
City property regardiess of the ultimate duration of such permit, excavation, street construction or street use
permits, agreements for the use of City right-of-way where a contracting utility has the power of eminent
domain, or agreements governing the use of City property that constitute a public forum for activities that are
primarily for the purpose of espousing or advocating causes or ideas and that are generally protected by the
First Amendment to the United States Constitution or that are primarily recreational in nature

“Contractor” means any person or persons, firm partnership or corporation, company , or combination thereof,
that enters into a Contract with the City. "Contractor” does not include a public entity

“Domestic Pariner” means any person who has a currently registered domestic partnership with a



governmental entity pursuant to state or local law authorizing the registration

‘Employee Benefits" means bereavement leave, disability, life, and other types of insurance, family medical
leave, health benefits, membership or membership discounts; moving expenses, pension and refirement
benefits, vacation, travel benefits, and any other benefit given to employees,. ‘Employee benefits” shall not
include benefits to the extent that the application of the requirements of this chapter to such benefits may be
preempted by federal or state

CONTRACTOR’S OBLIGATION TO PROVIDE THE CITY WITH DOCUMENTATION AND INFORMATION

Contractor shall provide the City with documentation and information verifying its compliance with the
requirements of the Ordinance within ten (10) days of receipt of a request from the City Contractors shall
keep accurate payroll records, showing, for each City Contract, the employee's name, address, Social
Security number, work classification, straight time pay rate, overtime pay rate, overtime hours worked, status
and exemptions, and benefits for each day and pay period that the employee works on the City Contract.
Each request for payrolf records shall be accompanied by an affidavit to be completed and returned by the
Contractor, as stated, attesting that the information contained in the payroll records is true and correct, and
that the Contractor has complied with the requirements of the Ordinance A violation of the Ordinance or
noncompliance with the requirements of the Ordinance shali constitute a breach of contract

EMPLOYER COMPLIANCE CERTIFICATE AND NOTICE REQUIREMENTS

(a) All contractors seeking a Contract subject to the Ordinance shall submit a completed Declaration of
Compliance Form, signed by an authorized representative, with each proposal, bid or application. The
Declaration of Compliance shall be made a part of the executed contract, and will be made available for public
inspection and copying during regular business hours.

(b) The Contractor shall give each existing employee working directing on a City contract, and (at the time of
hire), each new employee, a copy of the notification provided as attachment “A "

(c) Contractor shall post, in a place visible to all employees, a copy of the notice provided as attachment ‘B ”



Attachment A

YOUR RIGHTS UNDER THE CITY OF SACRAMENTO’S NON-DISCRIMINATION IN EMPLOYEE
BENEFITS CODE

On. . .. ... . (date), your employer (the "Employer”) entered into a contract with the City of Sacramento
(the “City"y for .. . (contract details), and as a condition of that contract, agreed to abide
by the requirements of the City's Non-Discrimination In Employee Benefits Code (Sacramento City Code
Section 3 54)

The Ordinance does not require the Employer to provide employee benefits The Ordinance does require that
if certain employee benefits are provided by the Employer, that those benefits be provided without
discrimination between employees with spouses and employees with domestic partners, and without
discrimination between the spouse or domestic partner of employees

The Ordinance covers any empioyee working on the specific contract referenced above, but only for the period
of time while those employees are actually working on this specific contract

The included employee benefits are.

- Bereavement leave

- Moving expenses

- Disability, life and other types of insurance
- Pension and retirement

- Family medical leave benefits

- Health benefits

- Vacation

- Membership or membership discounts

- Travel benefits

- Any other benefits given to employees

(Employee Benefits does not include benefits that may be preempted by
federal or state law )

If you feel you have been discriminated or retaliated against by your employer in the terms and conditions of

your application for employment, or in your employment, or in the application of these employee benefits



You May . ..

Submit a written complaint to the City of Sacramento, Contract Services
Unit, containing the details of the alleged violation. The address is.

City of Sacramento
Contract Services Unit

9151 St., 2nd Floor
Sacramento, CA 95814

Bring an action in the appropriate division of the Superior Court of the

State of California against the Employer and obtain the foliowing
remedies:

- Reinstatement, injunctive relief, com

pensatory damages and
punitive damages

- Reasonable attorney’s fees and costs



- Bereavement leave

- Moving expenses

- Disability, life and other types of insurance
- Pension and retirement benefits

- Family medical leave

- Vacation

- Heaith benefits

- Travel benefits

- Membership or membership discounts

- Any other benefits given to employees

If you feel you have been discriminated against by your employer

You May . ..

Subrnit a written complaint to the City of Sacramento, Contract Services Unit,
containing the details of the alieged violation The address is

City of Sacramento
Contract Services Unit
9151 St, 2nd Ficor
Sacramento, CA 85814

If you feel you have been discriminated or retaliated against by your employer in the terms and conditions of your
application for employment, or in your employment, because of your status as an applicant or as an employee protected
by the Ordinance, or because you reported a violation of thig Ordinance

You May Also . ..

Submit a written complaint to the City of Sacramento, Contract Services Unit, at the same address, containing the details
of the alfeged violation



