SUBMITTAL TO THE BOARD OF SUPERVISORS
COUNTY OF RIVERSIDE, STATE OF CALIFORNIA

ITEM: 3.6
(ID # 14259)

MEETING DATE:
Tuesday, March 23, 2021

FROM: ASSESSOR-COUNTY-CLERK-RECORDER:

SUBJECT: ASSESSOR-COUNTY CLERK-RECORDER: Approve the Master Services
Agreement with TTEC Digital, LLC for Amazon Connect Cloud-Based Contact Center
Implementation, Amazon Web Services, and Managed Services Program for $540,550 for one
year with the option to renew for up to four additional one-year periods for an additional
maximum aggregate amount of $520,000; All Districts [Total cost $1,060,550 - 100%
Department Funding]

RECOMMENDED MOTION: That the Eoard of Supervisors:

1. Approve the Master Services Agreement with TTEC Digital, LLC for Amazon Connect
Cloud-Based Contact Center Implementation, Amazon Web Services, and Managed
Services Program for an amount of $540,550 for one year with the option to renew for up
to four additional one-year periods for a maximum aggregate amount of $520,000 for a
total contract amount not to exceed $1,060,550 through March 8, 2026, and authorize
the Chair of the Board to sign the Agreement and Attachment | on behalf of the County;

2. Authorize the Purchasing Agent, in accordance with Ordinance No. 459, based on the
availability of fiscal funding and as approved by County Counsel, to sign amendments
that exercise the options of the agreement including modifications of the statement of
work that stay within the intent of the Agreement; and

3. Direct the Clerk of the Board to return two original copies of the signed Agreement to the
Assessor — County Clerk — Recorder’s Office.

ACTION: Policy

Douglas Tady, % DE; ggég'SSOWCO CL%C 332021

MINUTES OF THE BOARD OF SUPERVISORS

On motion of Supervisor Hewitt, seconded by Supervisor Perez and duly carried by
unanimous vote, IT WAS ORDERED that the above matter is approved as recommended.

Ayes: Jeffries, Spiegel, Washington, Perez, and Hewitt
Nays: None Kecia R. Harper

Absent: None Clerk of the Bogyd,
Date: March 23, 2021 By: /
XC: ACR Deputy
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SUBMITTAL TO THE BOARD OF SUPERVISORS COUNTY OF RIVERSIDE,

STATE OF CALIFORNIA
FlNANClAL DATA Current Fiscal Year: Next Fiscal Year: Total Cost: Ongoing Cost
COST $540,550 $130,000 $1,060,550 $0
NET COUNTY COST $0 $0 $0 $0

Adjustment: N
SOURCE OF FUNDS: 100% Department Funds Budget Adjustment: No

For Fiscal Year: 20/21 — 25/26

C.E.O. RECOMMENDATION: Approve

BACKGROUND:

Summary

The Assessor-County Clerk-Recorder (ACR) is proposing to modernize its call center. This
includes replacing its Interactive Voice Response (IVR) system with a new system to
improve customer service. The ACR requests approval from the Board of Supervisors to
contract with TTEC Digital, LLC to provide this new system. The new system is a Contact
Center as a Service (CCaaS) cloud solution built on the Amazon Web Services (AWS)
Connect platform.

The IVR cloud solution will deliver the following improvements:
* More reliable system, eliminating system crashes.
e Customer call-back features.
» Automated self-service functions with voice recognition.
* Ability to create and modify menus and messages internally.
* A combined (voice, text, and chat) interface.
e Scalability to meet call volume

The ACR's current IVR systems suffers from frequent crashes and requires vendor
involvement to modify menus and messages. The current system is inflexible and unable to
provide basic functions that customers expect from a modern call center.

If approved, TTEC Digital, LLC will build and deploy the new IVR system, handle ACR’s
AWS account and provide support and system enhancements.

Impact on Residents and Businesses

The ACR’s new call center solution will provide residents and businesses with a better
customer experience with fewer crashes, more functions, and more options to get their
questions answered.

Additional Fiscal Information
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SUBMITTAL TO THE BOARD OF SUPERVISORS COUNTY OF RIVERSIDE,
STATE OF CALIFORNIA

The cost for the first year of the contract is $540,550. This includes $410,550 to design,
build, and deploy the new IVR system, and up to $130,000 for support services and
licensing fees, as described below.

The annual support services and licensing fees include a cost of $44,566 for the Managed
Services Program, up to $2,400 for Screen Recording Licensing Fees, and up to $83,034 in
appliance fees from Amazon Web Services. The estimated annual cost of $130,000 is a
summation of these support and licensing costs based on the estimated number of agents and
hours that will be used with a maximum aggregate of $520,000 for the remaining four years
(years two through five).

Contract History and Price Reasonableness

The Purchasing Department on behalf of the ACR issued Request for Proposal (RFP) ASARC-
130 for Interactive Voice Response System. The RFP notification was viewed by 47 vendors,
with 17 vendors responding to participate in a bidder's conference, and a total of 4 bidders
submitting bid responses. The proposals were carefully reviewed by an evaluation team
consisting of personnel from the ACR. Each bid response was evaluated based on the criteria
set forth in the RFP: bidder proposal response, bidder qualifications/experience, bidder's
proposed implementation plan, overall cost to the County, references with demonstrated
success with similar work to the Scope of Services, bidders financial status,
clarifications/exceptions/deviations, and credentials/resumes/licenses/certifications.

The proposed best and final pricing from all responding bidders for the Contact Center Solution
and Managed Services Program ranged from $410,550 to $1,252,641, plus up to $130,000 in
AWS appliance fees, Licensing Fees, and Managed Services costs. Based on the overall
summation, it is recommended that the contract be awarded to TTEC Digital, LLC, as the
lowest, most responsive and responsible bidder for this project.

The request for an Interactive Voice Response System was reviewed and approved by the
Technology Standards Oversight Committee (TSOC) on October 7, 2020.

ATTACHMENTS:

Master Service Agreement for Amazon Connect Cloud-Based Contact Center
Implementation and Managed Services between County of Riverside and TTEC
Digital, LLC.

ATTACHMENT I: Scope of Work to Master Service Agreement

ATTACHMENT Il: Managed Services Program Document to Master Service
Agreement
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SUBMITTAL TO THE BOARD OF SUPERVISORS COUNTY OF RIVERSIDE,
STATE OF CALIFORNIA

ATTACHMENT lli: Payment Provisions to Master Service Agreement

TSOC Approval # PR2020-10864

cipal Manageme®! Analyst 3/15/2021

L i

Greq@’. Prla/?(os, Director County Counsel 371172021

[l L4
#ith, Chie? Tecgology Officer 3/9/2021 #ith, Chief Tecgology Officer 3/9/2021
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C DIGITAL SERVICES AGREEMENT

This Master Services Agreement (the "Agreement’) between the TTEC Digital, LLC. subsidiary or affifiate (as noted in the signature block) ("Contractor™), with offices at 9197 South
Peona Street, Englewood, Colorado 80112 ("Contractor’) and the County of Riverside, a political subdivision of the State of California (as noted in the signature block) {"County or
ACR"}, is entered into as of the date fully executed below (the "Effective Date") in accordance with the following terms and conditions as detailed in the attached Exhibits (collectively, the
“Agreement’}. More specifically, Attachment | includes a detailed Statement of Work ("SOW"). The Exhibits and Attachments include the following:

Exhibit A: Sales of Handware, Software Subscription Services and/or Pass-Through Maintenance Services

Attachment - Statement of Work (SOW)
Attachment II: Managed Service Program
Attachment Ill: Payment Provisions

1 Definitions.
11 "Authonzed User" shall mean an employee of County, or of a person to

whom County has outsourced services, who is authonzed to access the Services as
either a named or concurrent user. County shall be responsible for the acts and
omissions of its Authonzed Users as if they were the acts and omissions of County

12 "County Materials" shall mean County provided fools, software, databases,
hardware, design and data, and other County intellectual property, as well as any other
pre-existing or independently developed materials provided by County in connection
with County's use of the Services. County Materials are the Confidential Information of
County.

13 “Concurrent Users" shall mean the fotal number of individuals using the
Services (such as users in a CcaaS environment) within a predefined penod of time
(such as per user / per month)

14 *Documentation” means Contractor's documentation which is delivered or
made available to County as part of the Services under this Agreement.

15 “Named Users" shall maan specific named individuals (such as employees
of end user) or specific devices (such as lobby phones or fax machines) that are licensed
to use the Services (such as users of UCaaS IP phones)

16 *Contractor Materals” shall mean afl software, tools, methodologies,
processes, techniques, ideas, know-how, documentation, technical information,
technology, and other items whose Intellectual Property Rights belong to or are licensed
by Contractor and that are delivered to County or used by Contractor in providing the
Services.

17 *Confractor Qfferings" shall mean the Services, Contractor Materials and
Contractor Software

1.8 "Contractor Parbes" shall mean Contractor's subcontractors, agents and
affiliates

19 _ "Setvices" shall mean the applicable scope, services and/or deliverables
described in each applicable Statement of Work ("SOW") executed by the parties
pursuant to this Agreement.

1.10 "Thid Parly Materials® shali mean all software, products, fools,
methodologies, processes, programs, services, data, information, matenals, and other
ttems whose Intellectual Property Rights belong to a third parly.

i1 "TIEC Digital” shall mean TTEC's technology, cloud, T consulting and
strategic consulting businesses

112 “TIEC f£ngage” shall mean TTEC'S cusiomer experience services
including tumkey customer acquisition, customer care, revenue growth and digal trust
and safety services delivered aver muttipls channels.

2 Services.
21 Scope of Sexvices/Engagement. Contractor will provide services to County

(the “Services™), for which the scope, fees, pricing, and operational terms shall be
specifically described in mutually agreed statements of work executed by authorized
representatives of the parties, (each an "“SOW"),

22 County Requirements It is expressly understood that the Services fo be
performed under this Agreement are a collaborative undertaking between Contractor
and County and, as such, itwill be necessary for County to provide, at County's expense,
the County's requirements as provided in the applicable SOW.

23 P | . it 1s expressly understood that the
Services to be performed under this Agreement are a collaborative undertaking between
Contractor and County and, as such, it will be necessary for County to provide, at
County's expense, suitable information, telecommunications connections, elecricat
connections, equipment, and site and system access and facilities as are reasonably
necessary to enable Contractor to perform the Services, in addition to any resources
that are specified in the applicable SOW and/or on an as needed basis. County shall
promptly respond to any such request by Contracfor for personnel or information. County
acknowledges and agrees that Contractor's performance is dependent on and subject
to performance by County or third parties of their obligations associated with the
Services in a timely manner and is subject to any assumptions regarding the Services
referred to in the applicable SOW

24 Coniractor Affiliates. County acknowledges and agrees that the Services
may be performed by employess of ane or more direct or indirect affiliates of Contractor,
in which case Contractor shall remain responsible for such Services to the same extent

as if performed by rts employees.

25 County Decisions and Consents. Contractor shall be entitied to rely on, and
County shall be responsible for, all decisions, instructions and approvals of County
project, administrative and other personnel in connection with the Services. County
shall be responsible for procuring all County and/or third parly consents, ficenses,
approvals or permissions as may be necessary to enable Contractor to perform the
Services. in addition, the paries acknowledge that if strategic consulting Services are
provided to County, that the Services provided are advisory and/or demonstrative only
The decision as to whether and how to use the above Services, requires management
decision on the part of the County, taking account of facts and other information, some
of which may be unknown to TTEC

26 Use of Services. County will use the Services solely for its intemal business
purposes in accordance with this Agreement, and the applicable SOW and will not use
the Services in any manner that violates any applicable law or govemmental regulation
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3 Invoicing and Payment

31 Invoicing and Payment. Unless otherwise noted in a SOW, Contractor will
invoice Gounty on a monthly basis for the Services performed, products provided, and
expenses incurred in accordance with the terms of Attachment lil. Maximum payments
by County to Contractor Provider shall not exceed five-hundred forty thousand five-
hundred fifty dollars ($540,550) for the first year, and five hundred twenty thousand
doflars ($520,000) maximum aggregate for the remaiming four years (years two through
five), ncluding all expenses. County s not responsible for any fees or costs incurred
above or beyond the confracted amount and shall have no obligation to purchase any
specfied amount of services or products. Unless otherwise specifically stated in
attachment lil, County shall not be responsible for payment of any of Contractor's
expenses related to this Agreement. No pnoe increases will be permitted dunng the first
year of this Agreement. All price decreases (for example if Contractor offers lower pnces
to another governmental entity) will automatically be extended to County. County
requires written proof satisfactory to County of cost increase prior to any approved price
adjustment. After the first year of the Agreement, a minimum of 30-days advance notice
in writing is required to be considered and approved by County. No retroactive price
adjustments will be considered. Any price increases must be stated in a written
amendment to this Agreement. The net dollar amount of profit will remain firm during the
penod of the Agreement. Annuat increase shall not exceed the Consumer Price Index ~
All Consumers, Al tems - Greater Los Angeles, Riverside, and Orange County areas
and be subject to satisfactory performance review by the County and approved (if
needed) for budget funding by the Board of Supervisors. County shali pay all invoiced
amounts that are not subject to good faith dispute within thirty (30) calendar days from
the date of the invoice. Payment shall be made to Contractor only after services have
been rendered and acceptance has been made by County. Invoices shall be sent to the

following email addresses:
Ofeha Acosta@asrcikrec com
Frank Meza@asrclirec.com
kchandran@asrclkrec.com
bazrot@asrclkrec.com

Each invoice shall contain a minimum of the following information invoice number and
date; remittance address; billto and ship-to addresses of ordening department;
Agreement number (ASARC-20880-PSA-0002621, quantities; item descriptions, init
prices, extensions, sales/use tax {if apphicable), and an invoice total. Invoices shall be
rendered monthiy in amears. The County obligation for payment of this Agreement
beyond the current fiscal year end is contingent upon and limited by the availability of
County funding from which payment can be made. In the State of Califomia,
Govemment agencies are not allowed o pay excess interest and late charges, per
Govemment Codes, Section 926.10. No legal liability on the part of the County shall
arise for payment beyond June 30 of each calendar year unless funds are made
avallable for such payment. In the event that such funds are not forthcoming for any
reason, County shall immediately notify Contractor in writing; and this Agreement shall
be deemed terminated, have no further force, and effect County will not withhold any
undisputed fees. In the event that County disputes any charges contained in an invoice,
County shall tmely pay all undisputed fees and within 15 days from County's receipt of
the invoice provide a writien explanation of the basis for the dispute and the amount of
any fees withheld. The parties agree to undertake good faith negotiations within 15 days
from Contractor's receipt of such explanation to resolve such dispute, utihzing the

Change Control Process if needed.

32 Expenses Unless otherwise noted in a SOW, County shall not reimburse
Contractor for any expenses.

VoiceFoundry
CONTRACT 1D, ASARC-20880-PSA-0002621

33 Taxes and Other Regulaiory Chames Al amounts payable under this

Agreement are exclusive of all taxes, levies, duties, tanffs, or other governmental or
regutatory charges or expenses or withholdings Contracior is required to collect or remit
fo applicable tax authorities including, without limitation, any value added fax,
withholding tax, sales, goods and services tax or customs duties (collectively, "Taxes").
County shall pay any and all applicable Taxes, however designated, incurred as a resuit
of or otherwtse in connection with this Agreement, the Services, or Products, excluding
Taxes based upon the net income of Contractor. If County asserts in writing that
specified amounts are not subject to Tax and provides Contractor with a valid exemption
certificate, Contractor will refrain from collecting and remitting Taxes with respect to such
specified amounts

34 Audit. Each party shall maintain complete records of its activities under this
Agreement for at least five (5) years following termination of this Agreement. Each party
agrees to aliow the other party, upon at least forty-eight (48) hours pnor wniten notice,
to audit such party's business records specifically relating to this Agreement as kept in
the normatl course of business to ensure compliance with the terms and conditions of
this Agreement. If the audit reveals that erther party has failed to comply with the terms
of this Agreement, such party shall immedately become compliant and reimburse the
other party for any unpaid amounts due and, if the noncompliance was material, the
reasonable cost of the audit. In the event that the audit reveals that a party owes the
other party money, whether or not such amounts were properly billed at the outset, the
owing party shall reimburse the other party for any amounts due. All audits shall be
conducted dunng the audied party's normal business hours, and each party may
conduct an audit no more than once per calendar year.

35 Cost of Living Adustment. Unless otherwise set forth in the SOW, the
following language shall apply to any TTEC Engage Services the pricing and rates set
forth in each Statement of Work or PCF shall be adjusted annually based on a mutually
agreed upon in-country/in-region index commencing on the first anniversary of the initial
operational date of the applicable Statement of Work or PCF, and annually thereafter
on the anniversary of such Statement of Work or PCF

36 Changes in_Cos e _to Changes Applicabie 2
Requirements. Unless otherwise set forth i the SOW, the following ianguage shall
apply to any TTEC Engage Setvices: If applicable law(s) or wage requirements for
personnel providing the Setvices matenally change dunng the term of this Agreement,
based upon empirical market documentation to be provided by TTEC, or any new law
or regulation 1 enacted that matenally impacts (either postively or negatively) the cost
of performing or receiving the Services, the Parties will negotiate in good faith to modify
the Agreement (inciuding the fees charged hereunder). If the Parties are unable to agree
upon an amendment to accommodate compliance with the new or amended law or
regulation, then the Party negatively and matenally impacted by the change shall have
the nght to terminate this Agreement or the affected Services immediately without
penalty, provided that such terminating Party shall provide as much advance notice of
such termination as practicable and mitigate the impact of such termination as much as
possible to the other Party.

4 Change Control

41 Changes in Cloud Services. Uniess otherwise set forth in the SOW, the
following language shall apply to any TTEC Digitaf Cloud Services. Contractor may
change or modify the Services at any time and Contractor will only be required to notify
County of a change or modification to the Services in advance if the change or
modification (i) is not within industrial standards and/or customary in the industry, and
(i) does not extend and/or enhance the functionalities or architecture of the Services. If
Contractor notifies County of a change as required In this Section and County does not
wish to use the Services after notification of such change, County may, within forty-five
(45) days of nofification provide Confractor with wnitten notice of termination of the
applicable SOW. If County provides no written notice to Contractor within such forty-five
(45) day period, County shall be deemed o have accepted such change and the
applicable SOW shall continue in full force and effect Nothing in this Section shall
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require Contractor to contmue to provide any portion of the Services if this would result
in Contractor violating the rights of any third party or any applicable law

42 Change Control Process. if County wishes to make a change to any of the
Sewvices, or Gontractor wishes to make any changes to the Services that will impact the
delivery or costto County of the Services (including the provision of any “New Services”),
such party shall submit to the other party a Project Change Form (a/l/a *Change Order*
or “Change Request’ or "PCF"), detailing the proposed change. No Project Change
Form will take effect uniess signed by both partes The parties wil negotiate the
proposed change and the Project Change Form in good faith. Neither party shall have
any obligation with respect to a change under this Section unless and until a Project
Change Form has been executed and delivered. Neither party shall unreasonably
withhold or delay its approval of a Project Change Form. “New Services shall be
defined as Services provided or to be provided by Contractor to County that (i) are
matenally different from the Services or represent significant curulative changes that
are not caused by Contractor (e.g. a new system or process introduced by County) or
are suggested by Contractor and approved by the County and that have a matenial effect
on the existing Sesvices, () require matenially different levels of effort, skill, resources
or expense from the Contractor, and (jif) for which there is no cument chamging
methodology or price. The Parties shall adhere to the following change request
procedures for any New Services, changes to existing Services, or where otherwise
required by this Agreement.

43 Issue Management County shall provide all necessary information to and
cooperate fully with Contractor fo facilitate the early identification and timely resolution
of issues related to work under this Agreement and/or a SOW. When an issue cannot
be resolved in a reasonable time, the parties will agree on an appropriate mechanism
and procedure for escalating and resolving the issue. To the extent an identified issue
I to be researched andfor a recommendation developed or reviewed by Contractor
personnel, appropniate mutually-agreed charges may apply to the time spent addressing
the issue. The issue management process may also result in a change to the scope of
the work as set forth in this Agreement.

51 The Parties acknowledge and agree that: (i) Contractor and its suppliers
shall retain all ight, title, and interest in and to the Contractor Offerings (including,
without limiiabon, any releases, bug-fixes, workarounds, updates, upgrades, denvatives
and/or modifications thereto and copies thereof) and refated documentation, and that
ownership of all patent, copynght, trade secret, and other inteflectuat property nghts
embodied therein or pertaining thereto shall be and remain the sole property of
Confractor, (i) all County Materials are and shall remain the property of Gounty. County
hereby grants to Confractor the right and ficense to reproduce, distribute, modiy,
perform, display and otherwise use the County Materials in connection with providing
the Contractor Offerings, and for analytic, statistical, security, quality control, and similar
purposes, including by using County Matenials in aggregate form (eg., to analyze
systems performance), (iii) they acknowledge that all third parties assert their retention
of all nght, tile, and interest in and to the Third Parly Matenals (including, without
limitation, any reeases, bug-fixes, workarounds, updates, upgrades, derivatives and/or
modifications thereto and any copies thereof) and related documentation, and that
ownership of all patent, copyright, trade secret, and other intellectual property nghts
theresn shall be and reman the sole property of the relevant third party.

52 Development Nothing in this Agreement shall preclude Contractor from
developing for itself, or for others, materials which are competitve with those produced
as a resutt of the Services provided hereunder, iespective of their simitanty to tems
which may be delivered fo County pursuant to this Agreement

53 Tragemarks Both parties acknowledge that any symbols, trademarks,
trade names, and service marks ("Trademarks") adopted by the other party or any third
party belong to either the other party or the relevant third party, respectively, and that
both parties shall have no nghts in such Trademarks of the other party or any third party,
except as approved by the relevant party or the relevant third parly, as the case may be,

VoiceFoundry
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54 Ownership of County Matenals. All County Matenals are and shall remain

the property of County. County hereby grants to Contractor the nght and license fo
reproduce, distnbute, modify, perform, display and otherwise use the County Matenials
in connection with providing the Contractor Offenngs, and for analytic, statistical,
security, quality control, and similar purposes, including by using County Matenals in
aggregate form (e.g., to analyze systems performance).

55 Restnictions on Use. County will not: (i) make Contractor Offerings or any
Contractor Confidential Information available fo anyone who is not an Authonized User
or any person that is located in an out-of-scope County location, except as expressly
permitted under this Agreement, (i) copy any portion of the Contractor Offerings or any
Contractor Confidential Information, except as expressly permitted under this
Agreement; (1) directly or indirectly, attempt to derive sotirce code or other trade secrets
from Contractor; (iv) decompile, reverse-engineer, adapt, alter, create denvative works
based on, modify, enhance, or translate the Contractor Offerings or any Contractor
Confidential Information in whole or in part, {v) resell, assign, rent, give, fransfer, pass
title fo, lease, copy, provide access to or sublicense (including without limitation on a
timeshare, subscription service, hosted seivice or outsourced basis) the Contractor
Offenngs, Contractor Confidental Information, or any Third Parly Materials to anyone
{for use in its business operations or otherwise and other than to provide access to the
foregoing to its Authonzed Users as expressly permitted by this Agreement); (vi) infinge
the inteltectual Property Rights of any entily; (vt} interfere with or disrupt the Contractor
systems used to host the Contractor Offenngs, other equipment or networks connected
to the Contractor Offerings, or disobey any requirements, procedures, policies or
regulations of networks connected to the Contractor Offerings made known to County;
(vii) obfuscate, remove, or alter any Contractor or Contractor licensor trademark, service
mark, trade name, logo, patent or copynight notice, confidentiality or proprietary legend,
or other notices or markings on the Confractor Offenings; or (vii) use the Contractor
Offenngs for any unlawful purpose or any purpose not expressly authorized in this
Agreement or the applicable SOW County shall take all necessary action {for example,
disabling passwords) fo ensure that any former employees and/or contractors do not
acoess or use the Contractor Offenngs

56 Third Party Software. County hereby acknowledges that use of the Services
described in this Agreement includes the use of Third Party Matenals provided by third
party licensors of Contractor. County's use of any such Thid Pary Matenals in
connection with the Services shall be govermned by the terms and conditions and/or end
user licensing agreement(s) ("Third Party Terms"} for the commesponding Third Party
Matenals and a copy of, or weblink to, such Third Party Terms shall be included in the
applicable SOW 1f required to be provided to County. Contractor may, from time to time
at its sole discretion, update or revise such Third Party Terms as deemed appropriate
or required by the third party licensors of Contractor . Any such update or revision to the
Third Party Terms shall be effective immediately upon notification of such changes to
County or upon posting of the changes 1o the applicable website contaming such Third
Party Temms. By continuing to use or receive the Services after the effective date of any
such update or revision, County agrees to be bound by the updated or revised Third
Party Temms. In the event that provides the Services to any Authorized Users, County
must ensure that each such Authonzed End User strictly complies with the terms set
forth in the Third Party Terms. County s responsible for use of the Services, including
the use of any Third Party Materials ufifized in connection with the Services, by any
Authorized Users to the same extent as if County was using the Services itself. Without
limiting any Third Party Terms, County further acknowiedges and agrees that it will not,
and will not allow any Authonzed User or other third party to: (a)resell, assign, rent, give,
transfer, pass tile to, lease, copy, provide access to or sublicense (including without
limitation on a timeshare, subscription service, hosted service or outsourced basis) any
Third Party Matenals to anyone (for use in its business operations or otherwise and other
than to provide access to such Third Party Matenals to its Authorized Users as expressly
permitted by this Agreement); (b) incorporate any Third Party Matenals into any of
County's products o services, (C) reverse engineer, decompile, disassemble, decipher,
decrypt, or otherwise seek to discover or obtain the source code to Third Party Materials;
(d) modify, adapt or create denvative works of any Third Party Matenals, (e) remove or
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obscure any proprietary or other notices of any third party licensors contained in any
Third Party Matenals (including any information or data generated by the Third Party
Matenats); (f) publicly disseminate information regarding the performance of the Third
Party Materials; (g) use the name, trademarks or logos of the third party ficensors of the
Third Party Materials, or (h) commit any act or omission with respect to the Third Party
Matenals that could resuit in damage to Contractor or its thind party's licensors'
reputations

6. Confidentiality.
6.1 In the course of the Setvices, either party may provide certain of its

Confidential Information to the other. "Confidential Information” shafl mean any
information or data that is disclosed by or on behalf of a party (in such capacity, the
"Disclosing Party®) to the other party (in such capacity the "Receiving Party") under or
in contemplation of this Agresment or otherwise in connection with the Services and that
(a) ifin tangible form or other media that can be converted to readable form, is marked
confidential when disclosed, (b) if intangible, is clearty identified as confidential when
disclosed or (c) whether tangible or intangible, concems the Disclosing Party's past or
present vendors, customers, business partners, plans, strategies, financial condition,
software, product and service offerings, methodologies, models, architectures, or other
proprietary technology or intellectual property or should otherwise be reasonably
understood to be confidential or propnstary to the Disclosing Party given the nature of
the information and the context in which it was disclosed

6.2 Confidential Information shafl not include : {jj nformation that was known to
Receiving Party prior to receipt as demonstrated in written records; (1) information that,
at the time of disclosure to Receiving Party, was generally available to the public, or
which affer disclosure becomes generally available to the public, through no fault of
Recewving Party; (i) information that is hereafter made available to Receving Party from
any third party having a right to do so on a non-confidential basis; or (iv) information that
Is required by law, regulation, subpoena, government order or Judicial order to be
disclosed, provided recening Parly promplly notifies the Disclosing Party upon such
request for disclosure

6.3 Compelled Disclosure. Receiving Paty may disclose Confidential
Information of Disclosing Party to the extent Recewving Party is required to disclose such
Confidential information by court order or other legal or administrative process, provided
that the Receiving Party shafl (i) give the Disclosing Party timely notice (if permitted by
law) pror to disclosing such Confidential informaton, (ii) provide assistance as
reasonably necessary for the Disclosing Party to seek a protective order or similar
remedy to avoid or limit disclosure of the applicable Confidential Information, and (iii) in
the event a protective order or such similar remedy is not obtained, disclose only that
portion of the Confidential Information that its counsel advises it is legally required to
disclose and use commercially reasonable efforts to obtain confidential freatment for
that information

64 =2 nidential information. Each Receiving Party shall hold the
Disclosing Party's Confidential Information in strictest confidence and exercise at least
the same standard of care to prevent the disclosure of such Confidential information as
itexercises to prevent the disclosure of its own Confidential Information, but no less than
a reasonable standard of care.

65 The Recewing Party shall not. (i) make any use or copies of the Confidential
Information of the Disclosing Parly except as contemplated by this Agresment, (i)
acquire any nght in or assert any lien against the Confidential Information of the
Disclosing Party, (iii) self, assign, leass, or otherwise dispose of any Confidential
Information of the Disclosing Party to third parties, (v) commercially exploit such
information, including through derivative works, (v) reverse engineer, decompile or
disassemble any Confidential Information, or {vi) refuse for any reason (including a
default or matenial breach of this Agreement by the Disclosing Party) to retum promptly
to the Disclosing Party the Confidential information of Disclosing Party if requested to
do so

6.6 Upon expiration or termination of this Agreement, the party shall retum or
destroy, as the Disclosing Party may direct, all documentation in any medium that
contams, refers to, or relates to the Disclosing Party's Confidential information and may
retain one copy for archival purposes. In addition, the party shall take all reasonable
steps to make sure that its employees comply with these confidentiality provisions

3
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6.7 Confidentiality Period. The obligations imposed under this Section will
remain in effect with respect to specific Confidential Information for a period of three (3)
years from the date of disclosure of such Confidential Information with respect to
Confidential Information that does not qualify as a trade secret under applicable law and,
with respect to trade secrets, for so long as such Confidential information remains a
trade secret.

6.8 Data Prvacy. For the purpose of this Agreement "Data_Subiects” shall
mean entified or identifiable persons to whom Personal Data relates. For the purpose
of this Agreement “Personal Data” shall mean any information relating to an identified
or identifiable person. For the purpose of this Agreement “Data Protection L aws” shall
mean any applicable law or regulation conceming data protection that govems the
processing of Personal Data under this Agreement. County represents and covenants
that County or County's customers (as the case may be) has been (and shall be in the
future) provided with any and all notices to and received any and all consents from Data
Subjects to allow Contractor to perform the Services without violating the Data
Protection Laws. County agrees to indemnify and keep indemnified and defend at its
own expense Contractor against all costs, claims, damages or expenses incured by
Contractor or for which Contracior may become hable due to any fatture of County to
comply with any of its obligations under Data Protection Laws (including, but not limited
to, providing applicable notices fo County’s customers).

I Warranties and Disclaimers.
71 Limited Warranty. Contractor warrants that it will use commercially

reasonable efforts to provide the Services in a competent and workmanlike manner in
accordance with applicable industry standards. The wamanty shall not apply: (i) if the
Services are not used in accordance with this Agreement and any Documentation; (i) if
the defect is caused by any Third Party Materials not provided by Contractor as part of
the Services; or (iil) if the defect is caused by any County Matenials. Notwithstanding
anything else In this Agreement to the contrary, all equipment prowided by Contractor
for County to use to access the Services is provided “AS IS” without wamanty of any
kind

72 If the Services do not conform to the foregoing waranty, and County
provides notice of such defect within 30 days after the performance of the relevant
Services, then Contractor will use commercially reasonabie efforts to re-perform the
relevant Services in a matenally conforming manner. If Contractor is unable to re-
perform the relevant Services in a matenally conforming manner, Contractor will provide
County with a refund of the fees paid by County for the relevant, materiafly non-
conforming Services. The foregoing states County's exclusive remedy and Contractor's
entire liability in the event of a non-conformity with the warranty provided in this Section

73 THE WARRANTIES IN THIS SECTION ARE EXCLUSIVE AND EXPRESSLY
DISCLAIMED ALL OTHER WARRANTIES, WHETHER EXPRESS OR IMPLIED,
INCLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY, NON-
INFRINGEMENT, AND FITNESS FOR A PARTICULAR USE OR PURPOSE, OR ANY
WARRANTIES THAT THE CONTRACTOR OFFERINGS OR WORK PRODUCT WILL
BE ERRORFREE OR OPERATE WITHOUT INTERRUPTION; OR THAT THE
CONTRACTOR OFFERINGS OR WORK PRODUCT WILL PROVIDE ANY SPECIFIC
RESULTS OR MEET THE REQUIREMENTS OF COUNTY.

74 i by a or the ird Parties.
CONTRACTOR DOES NOT AND CANNOT CONTROL THE FLOW OF DATA TO OR
FROM CONTRACTOR'S NETWORK AND OTHER PORTIONS OF THE INTERNET.
SUCH FLOW DEPENDS IN LARGE PART ON THE PERFORMANCE OF INTERNET
SERVICES PROVIDED OR CONTROLLED BY THIRD PARTIES (SUCH AS
NETWORK CARRIERS). AT TIMES, ACTIONS OR INACTIONS OF SUCH THIRD
PARTIES CAN IMPAIR OR DISRUPT COUNTY'S CONNECTIONS TO THE
INTERNET (OR PORTIONS THEREOF).ACCORDINGLY, CONTRACTOR
DISCLAIMS ANY AND ALL LIABILITY RESULTING FROM OR RELATED TO SUCH
EVENTS. COUNTY IS SOLELY RESPONSIBLE FOR THE CONNECTION TO THE
SERVICES, INCLUDING THE INTERNET CONNECTION
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74 Toll Fraud. Contractor does not wamant that Products or Contractor
Offerings will prevent Toll Fraud. Prevention of Toll Fraud is the responsibility of County

The ferm “Toll Fraud® refers to the unauthorized use of telecommunications services or
facliies accessed through or connected to the Products

75 Wananties and Obligations unly. County represents and warrants
that (i it has the legal right and authortty, and will continue fo own o maintain the legal
right and authority, during the Term of this Agreement, to provide any County Matenals
as contemplated under this Agreement and combine them with the Contractor Materials
necessary for Contractor to provide the Contractor Offerings; (ii) the County Matenals
are free of all viruses, Trojan horses, and comparable elements which could hamm the
systems or software used by Contractor to provide the Contractor Offerings; and (iii) the
performance of its obligations and use of the Contractor Offenings will not violate any
applicable laws, regulations or any provision of this Agreement. County further
represents and warants that it shall use the Contractor Offerings, Contractor
Confidential Information and Third Party Matenals solely for its own intemal purposes
and that it shall not resell, assign, rent, gwe, transfer, pass titie to, lease, copy, provide
access o or sublicense (including without limitation on a timeshare, subscription service,
hosted service or outsourced basis) the Contractor Offenngs, Contractor Confidential
Infarmation or any Third Party Matenals to anyone (for use in its business operations or
otherwise and other than to provide access to the foregoing to its Authorized Users as
expressly permitied by this Agreement).

8 Indemnification.

8.1 Contractor shail indemnify and hold harmiess the County, its Agencies,
Districts, Special Distncts and Departments, their respective directors, officers, Board of
Supevisors, elected and appointed officials, employees, agents and representatives
(individually and collectively heremnafter referred to as Indemnitees) from any liability,
action, claim or damage whatsoever, based or asserted upon any services of Contractor
. its officers, employees, subcontractors, agents or representatives arising out of or in
any way refating to this Agreement, inciuding but not limited to property damage, bodily
injury, or death or any other element of any kind or nature. Contractor shall defend the
Indemnitees at its sole expense including all costs and fees (including, but not limited,
to attomey fees, cost of investigation, defense and settlements or awards) in any claim
or action based upon such acts, omissions or services.

With respect to any action or claim subject to indemnification herein by
Contractor , County shall, at thewr sole cost, have the nght to use counsel of their own
choice and shall have the right to adjust, settle, or compromise any such action or ciaim
without the prior consent of the County; provided, however, that any such adjustment,
seftiement or compromise in no manner whatsoever limits or circumscribes Contractor
indemnification to Indemnitees as set forth herein

Contractor's obbgations hereunder shall be satisfied when Contractor has
provided to County the appropriate form of dismissal relieving County from any liability
for the action or claim invoived

The speaified insurance limits required in this Agreement shall in no way
limit or circumscribe Contractor's obligations to indemnify and hold harmiess the
Indemnitees herein from third party claims.

8 Limjtation of Liabijity.

91 Neither party nor its affiliates, officers, employees, and agents, licensors
and suppliers, shall have any liability to the other party whether in contract, tort
{including, without kmitation, negligence) or otherwise for consequential, exemplary,
incidental, indirect or punitive loss, damage, expenses or for loss of business, data,
revenue, profits, or use.

9.2
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93 Contractor's liability for any failure to achieve service levels / performance
objectives shali be limited to those credils, as applicable, set forth in the appiicable
SOW,

94 The allocations of liability in this Section represent the agreed, bargained-
for understanding of the partes and Contractor's compensation hereunder reflects such
allocations. The limitations on liability and types of damages stated in this Agreement
are Intended by the parties to apply regardiess of the form of any lawsuit or claim a party
may bnng, whether in fort, contract or otherwise, and regardiess of whether any limited
remedy provided in this Agreement fails of its essential purpose.

10. Term and Tegmination.

10.1 Jerm. The initial term of this Agresment shall commence on the Effective
Date and shall continue for a penod of one (1) year ("Initial Term®) Upon compietion of
the initial Term, the Agreement shall renew for four consecutive one (1) year terms (each
a "Renewal Term"), unless terminated earfier. For purposes of this Agreement, Inital
Term and Renewal Term may collectively be referred to as "Term".

10.2 Termination for Breach. In addition to any other rights or remedies available
to the non-breaching party at law or in equity, either party may, upon five (5) days written
notice, terminate this Agreement or any SOW upon written notice to the other in the
event the other party materially breaches this Agreement or the appiicable SOW, or fails
to make progress that may endanger performance and does not immediately cure such
faiture. In the event of such termination, the County may proceed with the work in any
manner deemed proper by the County.

10.3 Termination for insolvency. Either party may demand assurances or may
terminate this Agreement or a SOW by written natice to the other party as follows: (i)
upon the discovery, upon information and belief, that the other party has become
insolvent (ily the institution by or against the other party of receivership, or bankruptcy
proceedings, or any other proceadings for the setiiement of such party's debts; or (ii)
upon the other party making an assignment for the benefit of creditors

104 Termingtion for Copvenience. The County may terminate this Agreement
without cause upon 30 days written notice served upon on Contractor stating the extent
and effective date of termination. Upon such termination, the County will pay for all
services rendered up fo the effective date of termination and pay all pre-paid out of
pocket costs of Contractor

105 Duties upon Termination. In the event of any termination or non-renewal
pursuant to this Section, County shalf pay Contractor for all Services rendered, Products
ordered and expenses incumed by Coniractor up to the effective date of termination and
each parly shall promptly, upon written request, retum to the other Confidential
Information of the other held by each for the purposes of and in connection with this
Agreement. After receipt of the notice of termination, Contractor shall:

1051 Stop all work under this Agreement on the date specified in the notice of
termunation; and

1052 Transfer to County and deliver in the manner as directed by County any
matenals, reports or other products, which, if the Agreement had been completed or
continued, would have been required to be fumished fo County.

1. General Provisions.

111 Disputes and Mediation Upon the occumrence of any dispute, controversy
or claim ansing under or in connection with this Agresment (including disputes as to the
creation, validity, interpretation, breach or termination of this Agreement) that have not
been resolved at the working level, despite diligent good faith efforts by the day-to-day
account managers of the Parties (a “Dispute”), each of the Parties will refer to the senior
management of the parties who is not involved in the general operation of the Services
related to the Dispute and whose task it will be to meet for the purpose of endeavoring
toresolve the Dispute. The designated executives will initially meet within ten (10) days
of the commencement of the Dispute and then shall diligently meet thereafter as often
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as necessary fo negotiate in good faith a resolution of the Dispute. All proposals,
discussion and information exchanged dunng this informal process will be considered
settlement discussions and proposals and will be inadmissible in any subsequent
proceedings (legal, administrative, or otherwise).. Prior to the filing of any legal action
related to this Agreement, the parties shall be obligated to attend a mediation session
in Riverside County before a neutral third party mediator. A second mediation session
shall be required if the first session is not successful. The parties shall share the cost of
the mediations. Neither party may unreasonably withhold, condition or delay consent to
the selection of mediator.  The parties agree to be represented at the mediation
meeting by indwiduals with full decision-making authority regarding the
Dispute. Notwithstanding he above, nothing in this Section will prevent either party from
resorting to judicial proceedings if interim relief from a court is necessary to prevent
senous or irreparable injury to one party or to others, or a complaint must be filed pnor
to the running of the applicable statute of imitations.

112 Chotce of Law / Venue

1121 Choice of Law / Venue. This Agreement shall be govemed in all respects
by the following goveming laws without regard to any conflicts of law principles,
decisional law, or statutory provision that would require or permit the application of
another jurisdictions' substantive law

1122 If the applicable TTEC entity is incorporated in the United States, then the
laws of the State of California shall govem.

1123 The patties agree that the United Nations Convention on Contracs for the
Intemational Sale of Goods is specificalty excluded from application to this Agreement
Notwithstanding anything n this Agreement to the contrary, Contractor may seek
injunctive or other equitable refief in any court of competent junsdiction fo protect any
actual or threatened: (i) misappropriation or infringement of its Intellectual Property
Rights or those of its licensors or (ji) breach of Contractor's confidentiality rights, and
County hereby submits fo the exclusive jurisdiction of such courts and waives any
objection on the basis of improper venue, inconvenience of the forum or any other
grounds. In any action or suit to enforce any right or remedy under this Agresment or to
interpret any provision of this Agreement, the prevailing party shall be entitied to recover
its costs, including reasonable atfomey's fees Except for actions for nonpayment,
breach of confidentiality, or breach of Contractor's or Third Party propriefary nights, no
action, regardiess of form, anising out of this Agreement may be brought by either party
more than 3 years after the cause of action has accrued

13 F JURY - IF THE PARTIES CHOICE OF LAW IS A
COMMON LAW JURISDICTION, THE PARTIES HERETO, AFTER CONSULTING (OR
HAVING HAD AN OPPORTUNITY TO CONSULT) WITH COUNSEL OF THEIR
CHOICE, KNOWINGLY AND VOLUNTARILY WAIVE ANY RIGHT TO TRIAL BY JURY
IN ANY ACTION OR PROCEEDING RELATING TO THIS AGREEMENT, INCLUDING
ANY LITIGATION REGARDING THE ENFORCEMENT OF THIS AGREEMENT OR
ANY SOW OR ANY RELATED AGREEME

114 Publicly. Contractor shall have the right to include in its marketing
materials: (7) the type of Services provided to County; and () to display County's name
and fogo.  Contractor shall not indicate County’s endorsement of the Services without
County's prior written consent. In addition, County agrees, from time to time, to act as
a reference for Conractor related to the Services provided under this Agreement.

115 Relationship of the Partigs. It is agreed that Contractor is an independent
contractor and that no relationship of employer-employee exists between the parties
Contractor and its employees shall not be entitied to any benefits payable to employees
of County, including but not limited to, workers' compensation, retirement, or health
benefits. County shall not be required to make any deductions for Contracior's
employees from the compensation payable to Contractor under this Agreement.
Contractor agrees to hold County harmiess from any and all claims that may be made
against County based upon any contention by any person or other party that an
employer-employee relationship exists by reason of this Agreement. Contractor agrees
to indemnify and defend, at its sole expense and cost, including but not limited, to
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atiomey fees, cost of investigation, defense and settlements or awards, Cou_nty, its
officers, agents, and employees in any legal action based upon such alleged existence
of an employer-employee relationship by reason of this Agreement.

116 Notices. Alf notices and other communications required or permitted under
this Agreement shall be in writing and shafi be deemed given the first business day after
being delivered by an intemationally -recognized overnight courier delivery setvice to
the other party to the addresses set forth below, or to such other address or individual
as the parties may specify from time to fime by wntten notice to the other party. Al
notices shall be sent o the Parties' addresses as stated on the signature page.

17 Mamtenance Services. If Confractor's premise based maintenance
services andfor Manufacturer's pass-through maintenance services are purchased by
County under this Agreement, for the first renewal term County shail have the right to
renew any or all of the above maintenance sefvices for the same term and for the same
fees, subject to: (i) a change in fees due to a change in the scope of the above
maintenance services provided; and/or (ii) an increase in the fees equivalent to the
increase 1 the United States Consumer Price index from the first month to the final
month of the initial term, and/or (iif) an increase in the fees equivalent to the increase in
the Manufacturer's and/or supplier's pnces to Contractor by more than the increase in
the United States Consumer Price Index from the first month to the final month of the
initial term. For each renewal term thereafter, County shall pay Contractor's then-
applicable renewal fees for such maintenance services.

118 Employee Non-Solicit Duning the period beginning with the Effective Date
and ending one (1) year after all Services have been performed, neither party will
(directly or indirectly), without the written consent of the other party, solicit, entice or offer
smployment or engage as a consultant any employee of the other who was substantially
involved in providing, receiving, or evaluating Services. The foregoing shall not apply to
non-targeted solicitations contained in pertodicals, on web sites or in other media of
general communication or to the extent that any such employee has ceased fo be
employed by a Party for at least one (1) year prior o being solicited

19 Force Majeure Neither party shall be liable for any delay or failure In
performing its obligations under this Agreement, or for any loss or damage resulting
therefrom, due to causes beyond its control, including, but not limited to, acts of God,
the public enemy, major equipment failures, cyber-attacks, inability to obtain matenals
or services, failures of telecommunications / intemet prowders, riots, sirikes, avil
commotion, fires, pestilence, natural catastrophes, epidemics, fluctuations or non-
availability of electrical power, or govemment demands/requirements. In the event of
such failure or delay, the date of delivery or performance shall be extended for a penod
not to exceed the duration of the failure or delay; provided, that the party affected by
such delay is using commercially reasonable efforts to mitigate or eliminate the cause
of such delay or its effects. Each party shall notify the other in wnfing promptly of any
failure or delay in, and the effect on, its performance.

11.10 Hazardous Materials / Hazardous Conditions. County is responsible for
notifying Contractor of the presence of any hazardous materials and/or hazardous
conditions on County's premises prior to the commencement of any Services by
Contractor . County shalf be responsible for the removal of any such hazardous
matenals and/or comrection of any hazardous conditions that affects Contractor's
performance of Services. Contractor's Services wifl be delayed until County removes or
comects such hazardous matenals/hazardous conditions and Contracior shall not be
liable in any way as a result of said delays

11N Integration / Merger.  This Agreement, including all SOWs/PCFs executed
pursuant to this Agreement, contains the entire agreement between the parties and
supersede all pnor agreements, arrangements and communications, whether oral or
writlen, with respect to the subject matter of this Agreement, with the exception of
Contractor's Response to the County’s RFP, ASARC-130, which is incorporated herein
by reference

1112 Headings. Section headings are for convenience only and are not a part
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hereof

1113 Order of Precedence In the event of a conflict between any term of this
Agreement, a SOW or a PCF, the following order of precedence shall apply (i)
Agreement, (i) SOW, and (ji) PCF

11.14 County Purchase Orders. The terms and conditions of any purchase order,
acknowledgment or other similar form issued by County is intended solely for
administrative convenience and no term or condition therein shalf after, amend or affect
any provision of this Agreement even if signed by either or both parties

1115 Amendment. This Agreement, including any SOWs and Attachments, may
not be modified or amended except in writing signed by a duly authonized representative
of the Party to be charged.

1116 Non-Waiver. Netther party shall be desmed to have waived any provision
hereof, or any nght hereunder, unless such waiver is in a writing executed by a duly
authonized representative of such party. No waiver by either party of any provision
hereof or nght hereunder shall constitute a subsequent waiver of such provision or such
nght, or a waiver of any other provision or nght.

1147 No Third Party Beneficianes. Neither this Agreement nor the provision of
the Services shall be construed to create any duty or obligation on the part of Contractor
to any third parties. This Agreement does not provide any third party with any nght,
privilege, remedy, claim or cause of action aganst Contractor, its affiiates, officers,
employees, agents, and contractors.

11.18 Assignment. This Agreement may not be assigned be either party without
the prior approvat of the other, except that no such approval shall be required for
assignment in the event of a transfer in a (i) transaction involving a change in controt of
a party hereto or (i) sale or other disposition of all or substantially alt of the assets of the
business or operations of a party hereto directly related to this Agreement. Contractor
may also assign this Agreement to an affiliated company without County's prior written
approval. This Agreement will be binding upon and inure to the benefit of the parties and
their respective representatives, successors and permitted assigns. Notwithstanding,
TTEC may delegate or subcontract the performance of ali or any portion of the Services,
without prior written consent from the County to either TTEC subsidiaries or affiliates or
to TTEC's standard subcontractors; provided however that TTEC will not, as a result of
any subconiracting amangement, be refieved of any of its obligations under this
Agreement and shall continue to be responsible for any subcontractor acts or omissions

Contractor may provide the Services through any of its "Related Entities”, each of which
shall be refered to as “Contractor” for purposes of the Services that it provides under
this Agreement. “Related Entity” as used in this Agreement, shall mean any corporation,
partnership, LLC or other entity which Contractor or Contractor's hoking company
controls or which controls Confractor . For purposes of this paragraph, “control’ shall
mean an ownership interest in excess of 50%.

1119 Required Filings Etther Party may make disclosures or fiings required to
comply with applicable laws, including fiings with regulatory agencies, such as the
United States Securties and Exchange Commission, or disclosures or filings required
to comply with the rules of a national secunties exchange or automated quotations
Systemns such as the National Association of Securities Dealer's Autometed Quotations
{NASDAQ); and either Party may include the other Party's name and a mutually agreed
factual description of the work performed under this Agreement in employee
communications, in its list of references, in the experience segment of proposals to third
parties, in intemal business planning documents, in its or its Affiliates’ annual report to
stockholders, and whenever required by reason of legal, accounting, or regulatory
requirements

1120

are, coltware, Software S fio; I0BS o
Through Maintenance Services. The parties agree that the ferms and conditions for
sale of hardware, software, sofiware subscription services andior pass-through

as

VoiceFoundry
CONTRACT ID: ASARC-20880-PSA-0002621

maintenance services shall be noted in Exhibit A fo this Agreement and said Exhibit A
is fully incorporated into this Agreement.

121 Insurance. Without timiting or diminishing the Contractor’s obligation to
indemnify or hold the County harmiess, Contractor shall procure and mamtain or cause
to be maintained, at its sole costand expense, the following insurance coverages during
the term of this Agreement. As respects to the insurance section only, the County herein
refers to the County of Rwerside, its Agencies, Districts, Special Distncts, and
Departments, therr respective directors, officers, Board of Supervisors, employees,
elected or appointed officials, agents, or representatives as Additional Insureds

11211  Workers' Compensation. If the Contractor has employees with permanent
residence in the State of Califomia, the Contractor shall maintain statutory Workers'
Compensation Insurance (Coverage A) for those employees as prescribed by the laws
of the State of Califomnia. Policy shall include Employers' Liability (Coverege B) including
Occupational Disease with limits not less than $1,000,000 per person per accident The
policy shail be endorsed to waive subrogation in favor of the County of Riverside

11212  Commercial General Liabilty. Commercial General Liability insurance
coverage, inciuding but not imited to, premises liability, unmodified confractual liability,
products and completed operations liability, personal and advertising mjury, and cross
liability coverage, covenng claims which may anse from or out of Contractors
performance of ifs obligations hereunder. Policy shall name the County as Additional
Insured. Policy’s limit of liabilily shall not be less then $1,000,000 per occurrence
combined single fimit. If such insurance contains a general aggregate limit, it shall apply
separately fo this Agreement or be no less than two (2) fimes the occurrence limit.

11213  Yehide Liabilily. If vehicles or mobile equipment are used in the
performance of the obligations under this Agreement, then Contractor shall maintain
liability insurance for all owned, non-owned or hired vehicles so used in an amount not
less than $1,000,000 per occurrence combined single fimit. If such insurance contains
a general aggregate limit, it shall apply separately to this Agreement or be no less than
two (2) imes the occurrence limit. Policy shall name the County as addibonal Insured.

11214  Commercial General Liabilty Comercial General Liability insurance
coverage, including but not limited to, premises fiabilty, contractual kability, and
products and completed operations fiability, covering claims which may anse from or out
of Contractor’s performance of its obligations hereunder. Policy shall name County as
additional Insured. Policy's imit of liability shall not be less then $1,000,000 per
occurrence combined single limit. If such insurance contains a general aggregate limit,
it shall apply separately to this Agreement or be no less than two (2) times the
occurrence linit

1215  CyberLibility Contractor shall procure and maintain for the duration of the
contract insurance against claims for injunes to person or damages to property which
may anse from or in connection with the performance of the work hereunder by
Contractor , its agents, representatives, or empioyees. Contractor shall procure and
maintain for the duration of the contract insurance claims ansing out of their services
and including, but not limited to loss, damage, theft or other misuse of data, infringement
of intellectual property, invasion of pnvacy and breach of data. Contractor shall procure
and maintan cyber liability insurance, with limits not less than $2,000,000 per
occurrence or claim, $2,000,000 aggregate. Coverage shall be sufficently broad to
respond to the duties and obligations as is undertaken by Confractor in this Agreement
and shall include, but not limited to, claims involving infningement of intellectual property,
including but not limited to infingement of copynght, trademark, frade dress, nvasion of
privacy violations, information theft, damage fo or destruction of electronic information,
release of private information, atteration of electronic information, extortion and network
security. The policy sall provide coverage for breach response costs as well as
regulatory fines and penalties as well as credit monitoring expenses with limits sufficient
fo respond fo these obligations.

11216  if Contractor maintains broader coverage and/or higher himits than the
minimums shown above, County requires and shall be entitied to the broader coverage
and/or higher limits maintained by Contractor. Any available insurance proceeds in
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Sales of Hardware, Software, Software Subscription

Services and/or Pass-Through Maintenance Services,
1. County desires that, from time to time, Contractor order hardware, software, County may access or receive information hereunder relating to the Products and o

software subscription services, pass-through cloud services and/or pass-through
maintenancs services (the “Products”) from various third party manufacturers (including,
but not imited to, vanous Products from Cisco Systems, Inc., Calabrio, Inc., Vennt
Amencas Inc, inContact, Inc; NICE Ltd.; and Nuance Communications, Inc) (the
‘Manufacturer’) on its behalf. Accordingly, the parties agree that the following terms
and conditions shall solely apply for the safe of Products:

2 Bill of Materials and Orders Upon County's request, Contractor may
provide County with a Bill of Materials ("BOM") noting Product quantities and pricing
which is vald for 30 days from issuance. This BOM is not an offer.  If the BOM is
acceptable to County, County may issue an order (such as the issuance of a purchase
order) to Contractor (*Order’), referencing the BOM and this Agreement, which
Contractor may accept of reject in its sole discretion. Once issued by County, any Order
will be non-cancelable without the prior wnitten consent of Contractor . The terms and
conditions of any Order, acknowledgment or other similar form issued by County is
intended solely for admmistrative convenience and no term or condition therein shall
alter, amend or affect any provision of this Agreement even if signed by sither or both
parties. An omission of reference to this Agreement in the Order will not affect the
apphication of this Agreement to such Order

3 Products  County acknowiedges and agrees. (i) they have received,
accepted and agreed to be bound by the Manufacturer's End User Licanse Agreement
(the “EULA"), and (ii) they have received, accepted and agreed o be bound by the
Manufacturer's applicable terms and canditions for the software subscription services,
hardware andlor pass-through maintenance services purchased by County (the
*Manufacturer Terms"), and {iii} that Contractor is not a party and is not a third party
beneficiary of the EULA or the Manufacturer Terms. County further agrees that (i) for
Manufacturer shipped Products, to Manufacturer's then-cument Product shipment
policies (including such Manufacturer's policies covering any risk of loss and transfer of
fitle); and (i) for Contractor shipped products shipping cost, transfer of fitle and risk of
loss shall be FOB Ongin. 1f, after three (3) attempts to deliver and/or install the Products
at the location specified by County, County is unable or unwilling to accept delivery
and/or instaliation, Contractor may, at its option, cancel the applicable order and invoice
Gounty (and County shall pay for): (i) the full purchase price for the ordered Products;
(i) any applicable configuration/instaliation fees; and (i) any applicable cancellation
charges. Upon payment in full of such full purchase price, Contractor shalf deliver any
purchased Products to County in the form and condition in which such Products exist at
the time of cancelation.

4 PRODUCT _WARRANTIES. COUNTY ACKNOWLEDGES THAT
CONTRACTOR IS NOT THE MANUFACTURER OF ANY OF THE PRODUCTS AND

ANY PRODUCT WARRANTIES ARE PROVIDED SOLELY BY THE
MANUFACTURER, AND CONTRACTOR MAKES NO WARRANTIES WHATSOEVER,
INCLUDING ~ WITHOUT  LIMITATION, TITLE, INFRINGEMENT, THE
MERCHANTABILITY OF THE PRODUCTS OR THEIR FITNESS FOR ANY
PARTICULAR PURPOSE, AND ANY IMPLIED WARRANTIES THAT MIGHT ARISE
THROUGH USAGE OF TRADE, COURSE OF DEALING, OR COURSE OF
PERFORMANCE.  CONTRACTOR SHALL HAVE NO DUTY TO DEFEND,
INDEMNIFY, OR HOLD HARMLESS COUNTY FROM OR AGAINST ANY DAMAGES
OR COSTS INCURRED BY COUNTY ARISING FROM THE INFRINGEMENT OF
PATENTS OR TRADEMARKS OR THE VIOLATION OF COPYRIGHTS BY
PRODUCTS.  FURTHERMORE, NOTHING IN THIS AGREEMENT SHALL BE
CONSTRUED AS EXPANDING OR ADDING TO ANY WARRANTY IN ANY
MANUFACTURER LICENSE AGREEMENT.

5 Manufacturer Confidential Information. County hereby acknowledges that

Manufacturer which is of a confidential and proprietary nature (“Manufacturer
Confidential Information®). Such Manufacturer Confidential Information may include, but
15 not imited to, trade sacrets, know how, invention techniques, processes, programs,
schematics, Manufacturer software source documents, data, financial information, and
sales and marketing plans. Although copynghted, the Products (including any updates)
are unpublished and contam proprietary information of Manufacturer and its suppliers,
and therofore shall be deemed to be Manufacturer Confidential Information
notwithstanding any failure to mark it so. County shall at alf tmes: (i) keep in frust and
confidence al such Manufacturer Confidential Information, (i) protect the confidentiality
of such Manufacturer Confidential Information with the same degree of care which it
uses to protect its own confidential information; provided, however, that it shall use at
least reasonable care, and {iii) not use such Manufacturer Confidentia! Information in
any way for its own account or the account of any third party other than as authorized
under this Agreement Counly shall also not disclose any such Manufacturer
Confidentiai Information without Confractor's and Manufacturers written consent.
County further agrees to immediately retum to Contractor all Manufacturer Confidential
Information (including copies thereof) in County’s possession, custedy, or control upon
termination of this Agreement at any time and for any reason. County will indemnify
Contractor and Manufacturer for unauthonzed disclosures of Manufacturer Confidential
Information by County, its agents and representatives

6. Trademarks. County acknowledges that any symbols, trademarks, trade
names, and service marks ("Trademarks") adopted by a Manufacturer to identify the
Products, belong to Manufaciurer, respectively, and that County shall have no nights in
such Trademarks, except as approved by Manufacturer, as the case may be, in writing

7 Export/ Use [ Resale Unless otherwise agreed to in wrting, Contractor
will not deliver Products outside of the United States of America. County also specifically
acknowledges and agrees that Contractor shali have no responsibility whatsoever with
respect to customs and export and import requirements of any country into which any
Products will be imported following delivery of such Products by Contractor to County.
County also certifies that the Products provided hereunder are for commercial use and
are not pnmartly for personal, family or household use. County certifies that the Products
acquired hereunder are intended for County's use in the ordinary course of County's
business and not for the purpose of resale. County agrees that County may not re-sell
or assign any Products without the prior written consent of Contractor . Any such
fransfer or assignment shall require such transferee to execute a written mstrument in
form and substance acceptable to Contractor whereby such transferee agrees {0 abide
by the terms and conditions of this Agreement and the terms and conditions of the
aforementioned end user license agreement, if applicable

TTEC Confidential and Restricied ® 2020 TTEC Holdings, Inc.
TTEC ID 0000018747
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CONTRACT ID: ASARC-20880-PSA-0002621

Attachment 1
Statement of Work

prepared for

This Statement of Work (“SOW”) is entered into between County of Riverside, Assessor — County Clerk — Recorder
(“Customer” or “ACR”) and TTEC Digital, LLC dba VoiceFoundry (“VoiceFoundry” or “Contractor”) and shall be effective as
of March 9, 2021. This Statement of Work (“SOW”) and the Services and Deliverables hereunder shall be governed by the
terms and conditions set forth in the Master Services Agreement (the “Agreement”) between ACR and contractor. If there
is a confiict between the SOW and the Agreement, the Agreement will control with respect to the subject matter thereof,
unless expressly amended in this SOW. Capitalized terms used in this SOW have the meaning attributed to them in the
Agreement.

Contracting Entity (“County” or “ACR”) County of Riverside, Assessor-County Clerk-Recorder
Provider Contracting Entity (“Contractor”) | TTEC Digital, LLC dba VoiceFoundry

Decument Number Riverside County SOW

Version 1.5

Project Name Amazon Connect Implementation
The parties agree as follows:

Summary & Description of Services

ACR is looking to undertake a project to evaluate Amazon’s cloud-based contact center solution — Amazon Connect.
ACR'’s intent is to:

Deploy Amazon Connect instance to support 36 ACR agents

Provide design and deploy IVR self-service applications

Develop a simple customer database record to display caller information on incoming call

Build out dashboards for Agents and Supervisors

TTEC ID 0000018755
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CONTRACT ID: ASARC-20880-PSA-0002621

Provide Agent training, UAT, and go-live support to deploy the new solution

Project Prerequisites / Dependencies / Assumptions
The details for this SOW were based upon the following sct of assumptions:

Questionnaire in Appendix C must be completed.

Caller inputs within the IVR will support DTMF (touchtone) for menu sclections in Phase 1, and migrate to Lex
NLU for Phase 2.

ACR will provide the prompts in the form of wav files or text files for Polly text-to-speech (TTS) playback for all
languages within the Connect Contact Flow.

ACR will provide the necessary permissions, and access to, Amazon Web Services for VoiceFoundry personnel
to configure, test, and develop the Amazon Connect system.

ACR will provide all files and content, per design requirements, to support Holiday requirements within the
Contact Flows.

ACR’s agents will use stated supported browser versions of Chrome and/or Firefox.

ACR is responsible for their VDI and networking infrastructure.

Calls transferred to external numbers are not tracked by Amazon Connect and will not have associated historical
data or real-time tracking.

Overview of Deliverables for Each Phase

Phases

Features

Phase 1 - Initial Migration Simple contact center functionality

DTMF IVR tree migration

Resp-Org phone numbers to Connect
Skills-based routing

Amazon Connect reporting

Default queue management

Standard agent interface (CCP)

Phase 2 — Enhancements and Integrations Lex-enabled IVR flows

Advanced queue flows and routing
Addition of chat and SMS channels
Alerts/Messaging

Additional CCP functionality

API Integration to ACR systems
Advanced Reporting and Analytics
Self-service options

TTEC ID 0000018755
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Description of Services — Phase 1 Breakdown
Contractor will provide the following services

Description

Security Design Review

Amazon Connect deployment.
* Provide assistance to ACR to implement security plans as a result of the requirements gathering session.
®  Topics should at least include:
®  Access Control
®  Authentication and Authorization
e SSO
e Audit Logging

*  Conduct design review session to discuss ACR’s security requirements and best practices as it relates to user level access and

Contact Center Setup and Configuration

®  Conduct detailed design review session to define contact center setup and configuration requirements.
*  Create of new Amazon Connect instance including all required baseline AWS accounts and services.
" Contractor to provide professional services to support user authentication via Azure AD.

*  Contractor to provide consultative services to support agent connectivity.

®  Setup inbound configuration to route calls according to the customer Contact Flow requirements.

®  Creatc and configure Hours of Operation.

language requirements.
¢  Configuration of required Routing Profiles and Queues. Expected Queues are as follows:
—  Spanish Write
— Spanish Read
—  Assessment
— Valuation
— Title
— Recording
— Certified
— Homeowner Exemptions
— Disable Veteran
— Mapping
—  Clerk
— Business Personal Property
®  Assign agents to Routing Profiles based upon skillsets. Expected Routing Profiles are as follows:

—  Spanish Write
— Spanish Read
— Assessment
— Valuation
— Title
— Recording
—  Certified
— Homeowner Exemptions
— Disable Veteran
— Mapping
—  Clerk
— _Business Personal Property

*  Create and configure Amazon Connect Routing Profiles and Call Queues to support Customer skills-based routing and

TTEC ID 0000018755
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Description

®  Assign hours of operation to queues.
®  Create and configure:

®  Security profiles for agents, supervisors, managers, and administrators.

®  Quick Connects to support transferring calls.

®  Agent status indicators to track Agent states.

®  Agent hierarchy to reflect Customer management structure for report filters.
®  Create and configure customer wav files and text messages to support:

®  Customer Hold Music (wav file)

®  Whisper Messages

®  Prompt

Amazon Connect DTMF IVR/Contact Flows

*® Conduct a detailed design review session to define Amazon Connect Contact Flow requirements.

®  Provide professional services to develop the required Amazon Connect DTMF IVR call flows based upon the customer
provided inbound and outbound provided call flows and/or requirements.

®  Create inbound Amazon Connect Contact Flows to greet callers and route to the correct agent group based upon the
number dialed, language selected, and menu tree selection.

e  Self-Service options out of scope for Phase 1.
® English and Spanish languages are in scope, utilizing Text-To-Speech (TTS).
¢  Create outbound Amazon Contact Flows to support outbound agent calls.
® Incorporate queued callback into the quene flows.
Recording and Reporting

*®  Configure and setup call recording for all agents within Amazon Connect solution.
®  Configure system for 100% recording of inbound and outbound calls
¢  Ensure all announcements are configured to inform customers “all calls will be recorded”.
®  Ensure all recordings will be encrypted at rest.
®  Call Recordings should be saved for 90 days, and then an additional 3 years in cold storage.
ACR will utilize the out of the box dashboards that Amazon Connect provides as part of Phase 1, without any customization.

Migrating to Multiple Environments

*  Provide support services during the migration of Customer’s Amazon Connect applications and related AWS Services to the
following environments:

®  Dev/Test
®  Training/UAT
®  Production

User Acceptance Testing, Migration, and Go-live Support
® Testing — contractor shall provide full support of Customer Application, Integration, and Customer Application testing.

*®  Go-live — contractor shall provide full go-live support during start-up and migration.

Training/Knowledge Transfer Sessions

® Contractor shall provide remote training and knowledge transfer sessions for ACR and its representative that detail
Amazon Connect enhancements and new functionality to enable ACR’s representatives to successfully use the
Amazon Connect solution and integrations.

TTEC ID 0000018755
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Description
®  This shall include, at minimum:

A single remote Amazon Connect representative and supervisor train-the-trainer sessions with up to five participants
A single remote administrator and knowledge transfer session with approximately five participants covering advance
configuration and custom applications

®  Topics shall include, at minimum:

e  Agent Training

Supervisor Training

Admin Training

Quick Reference guides where appropriate

Contractor Project Management

*  Primary point of contact for all contractor stakeholders related to this project and facilitator for development team.
Coordinates internal contractor resources and manages projects based on time, scope, and budget.

Provides change orders to project scope along with schedule and costs.

Act as the single point of contact for all project related tasks (discovery, planning, testing, etc.).

TTEC 1D 0000018755
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Description of Services — Phase 2 Breakdown
CONTRACTOR shall provide the following services

Description
Amazon Connect and Amazon Lex IVR/Contact Flows
* Conduct a detailed design review session to define Amazon Lex and Amazon Connect Contact Flow requirements.
®  Provide professional services to reconfigure the IVR call flows to incorporate Amazon Lex for call routing instead of DTMF
(touchtone).
*®  English and Spanish languages will be supported for Lex.
®  Allow users to request information in FAQ style format, with the ability to send them text links for questions such as:
How to change/update name for the property
How to apply for homeowner exceptions
How to apply for Disable Veteran Exceptions
How to apply for Parent child exclusions
Request for Business Personal Property instructions and forms
Request a list of recording fee cost
Request instructions on document recording
®  Request parcel information
® Callers should be able to authenticate in various ways depending on the line of business that they called in to. Multiple data
dips may be necessary per phone call interaction if the caller needs help with each.
¢  Aumentum Property Tax — with 9-digit numeric PIN or APN
¢ Eagle Recorder — with Name, 11-digit Marriage ID, 9-digit FBN
® Mailtracking — with 3- or 4-digit check number and dollar amount
®  Create outbound Amazon Contact Flows to support outbound calls.
®  All callers will be offered an NPS style (“scale of 1-10) survey as a post call process on Agent Disconnect. Selections will be
displayed as Contact Attributes.

*  Provide professional services to develop the required functions to support the customer Amazon Lex Bots and Amazon
Connect Contact Flows.

In order to enable self-service options in the IVR, ACR’s respective systems must return certain data via API:
® Data returned from Aumentum System to include:

Current assessed property value

Property ownership name

Homeowner exemption status

Disable veteran status

Parent child exclusion status

®  Data returned from Eagle Recorder to include:

® Marriage license processed validation
®  Data returned from Mailtracking to include:
e FBN processed validation
®  Status of recorded document/check receival
®  Status of prop 60/90 (processed/not processed)

Holiday and Emergency Hours and Situational Messages
* Deploy and configure holiday and emergency schedule and situational application for the administration and management of
holiday and emergency hours and situational messaging
®  Create and configure Amazon Cognito to support authentication of users via Azure AD to create and modify Holiday
and Emergency hours and Situational messaging.
® Deploy and configure DynamoDB to support the Holiday and Emergency hours and Situational Messaging application.

6
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Description

® Configure holiday and emergency schedules.
®  Configure situational messaging.
® Deploy and configure Lambda functions to support the ability to check for holiday and emergency hours and situational
messaging from within an Amazon Connect Contact flow.
® Incorporate Lambda functions within the contact flows to support holiday and emergency hours and situational
messaging.
®  Support default error handling

Reporting

®  Deploy ElasticSearch/Kibana stack for customized reporting. VoiceFoundry has a standard set of visualizations in to the
Contact Center, but some additional customization is expected to ensure all needed metrics are displayed in a single view

®  Assist ACR in the creation of a near-real time wallboard that contain the following metrics by agent/queue as relevant:

Current calls in queue

Average wait time

Average talk time

Abandoned percentage

Calls answered

Total calls received

Calls handled for the day

Sum of agents on an active call

Sum of agents available for calls

Sum of agents logged in but unavailable for calls

Average speed of answer

Agent hold times

Contact transfers

Agent queue occupancy

Queue wait times

Chat: Handle Count, Abandon Count

SMS: Handle Count, Abandon Count

Sum of Queued Callbacks

Agent Desktop — CCP Wrapper
Agents must see additional contact center information relevant to themselves and their current caller, including:
® Internal directory (with click to call)
= Call history for that day, can be stored in browser
* Active queue list — the current queues the agent is servicing
* (Call detail display, information discovered via data dip in the IVR, if available
Queue
Caller name
Date/time of last interaction
Last interaction description
Email
PIN
e  Unique identification number
= Freeform note field for each call
® Send SMS to customer or another phone number, with list (template) of standard messages to choose from
including:
e Prop 60, Prop 6090

TTEC ID 0000018755
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Description

®  Veterans Exemptions
Homeowners Exemptions
Homeowner information
Ceremonies
Vital Records
Fictitious Business information
RIVCO ACR forms/documents
Websites
e Surveys
* FAQ/Script Directory based on caller’s question which will give the agent the appropriate verbiage to answer the
caller with. The agent is expected to type their question, list should include:
Who is the Riverside County Assessor-County Clerk-Recorder?
Who do I contact to report fraudulent recordings?
Who must file a Fictitious Business Name statement?
Who are the Riverside County Board of Supervisors?
What is my property value?
What does the County Clerk do?
What exemptions and tax relief are available to me?
‘What does the Assessor do?
What do I need to know about marriage licenses and ceremonies?
What do I need to know about fictitious Business Names?
What does the Recorder do?
When are the important dates related to Fictitious Business Names?
When are offices open for services? Administer
When are important dates related to property values, statements and taxes?
Where is the nearest Assessor-County Clerk-Recorder's Office?
Where do I pay my Property Taxes?
Why did I receive a Supplemental Assessment?
Why does my assessed value increase every year?

Omni-channel
® Create chat IVR experience for end users

®  Authentication must occur in a similar manner to a voice call (outlined above in Phase 2 IVR)
® Incoming chat users will also be presented with a text-based version of the same F AQ bot used for voice calls.
®  Customers and Agents may send and receive messages in plain text only.
® Present customers with an NPS-style, post-chat survey on Agent Disconnect in a similar manner to voice calls.
Results to be saved as Contact Attributes of the interaction.
* Provide a customer front end UI for end users to be able to chat with a live agent

®  Chat window will be provided as an iframe to ACR, who will in turn task their IT department (or similar) to embed
this iframe where desired on their website.

SuiteCRM Infrastructure Installation
* Deploy SuiteCRM to ACR’s environment. SuiteCRM (a fork of SugarCRM) is an open-source CRM that can run
on an EC2 instance, providing the capability to store customer information in an easily searchable format.
® AnEC2 AMI is available on the AWS Marketplace ( ittps://aws.amazon.com/marketplace/pp/Bitnami-Suite CRM-
Certified-by-Bitnami/BOONN SWPN6)
® CONTRACTOR shall be responsible for deploying the CRM to ACR’s Amazon Connect environment, ensuring login
capabilities, and data dip capability to look for a customer via phone number.

* Note: The Amazon Connect CCP (softphone) will not be embedded in to SuiteCRM as part of this project.

8
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Description

Screen Recording
* Provide Screen Recording Windows application to ACR, who will distribute it to their agent’s workstations.
®* Deploy screen recording infrastructure to ensure 100% of calls are being recorded.
* Recordings will be stored for 90 days at standard access and moved to cold storage after that for an additional
period of 3 years.
* Deploy web application UI to search and view screen recordings for all agents. Search criteria includes:
e Contact ID
®  Agent username

®  Queue
¢  Routing Profile
® Date

Integrate Azure AD for sign on to view screen recordings.

Migrating to Multiple Environments

®  Provide support services during the migration of Customer’s Amazon Connect applications and related AWS Services to the
following environments:

®  Dev/Test
¢ Training/UAT
e  Backup

®  Production

User Acceptance Testing, Migration, and Go-live Support

®  Testing — contractor to provide support of Customer Application, Integration, and Customer Application testing. This is in
addition to the standard Unit Testing that occurs for any code development.

Migration and Go-Live Support — contractor to provide support for contact center migration.

Go-live — contractor to provide full go-live support during start-up and migration.

Training/Knowledge Transfer Sessions

®* CONTRACTOR shall provide remote training and knowledge transfer sessions for ACR and its representative that
detail Amazon Connect enhancements and new functionality to enable ACR’s representatives to successfully use
the Amazon Connect solution and integrations.

= This shall include, at minimum:

® Asingle remote Amazon Connect representative and supervisor train-the-trainer sessions with up to five participants;
and

® A single remote administrator and knowledge transfer session with approximately five participants covering advance
configuration and custom applications
® Training topics to include:
®  Agent and Supervisor Training
— Functions and Features
— Call back
—  Transfer
— Contact/Call Flows
— Queues/Routing Profiles
— Hierarchy/Quick Connects
—  Omni Channel (Chat, text)
\_ — Agent User Interface

TTEC ID 0000018755
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Description

Reporting

Skills Based Routing

Call Recording

SuiteCRM training restricted to:
O Adding new customer to platform
o [Editing existing customer account information
©  Making notes on a customer account

Administration and Support Training

System Configurations
User Configurations
Reporting Configurations
Security Profiles

Contact Flows
Queues/Routing Profiles
Hierarchy/Quick Connects
Custom Integration

Call Recording

Trouble shooting

®  Application and Technical Training

Cloud Services and Infrastructure
Security Configurations

System Integrations

Contact Flows

Voice Recognition/Response

Contractor Project Management

Primary point of contact for all CONTRACTOR stakeholders related to this project and facilitator for development team.
Coordinates internal CONTRACTOR resources and manages projects based on time, scope, and budget.

Provides change orders to project scope along with schedule and costs.
Act as the single point of contact for all project related tasks (discovery, planning, testing, etc.).

Resporg/Porting Plan

A detailed resp-org plan coordinated with AWS Telco team will be finalized during project kick off. The high-level
considerations and process are described below. It’s estimated that this process will take 8-12 weeks to successfully
complete.

Current numbers expected are:

O 0 0 0O 0 0 ©

Call Center: 951-955-6200

DVT: 951-955-7006

HOX: 951-955-7007

Escape: 951-955-6247

Title: 951-955-0400

Assessor: 800 696-9144

County Clerk-Recorder: 951-486-7000

10
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ACR will be responsible for next best action on all numbers not identified to be ported or not in use.

® AWS Telco group to provide a confidence level of working with that telco provider to come back with how many
numbers can we port at once

* Identify how many carriers and resellers are under contract that will require execution of LOA’s

* AWS to provide (up to 24 hours in advance) up to 1000 numbers to get Amazon Connect flows updated so when
Telco’s start porting numbers, we won’t get a fast-busy signal.

® Note: We may also want to look at call forwarding as an option but won’t know that until we get your details and

AWS involved. This is an option for telco’s who AWS believes are “hard to work with” and require a smaller set

of numbers because there frankly not very organized.

AWS Porting Instructions (Best Practices)

When you port your current phone number into Amazon Connect, we provide any possible assistance. However, many of
the steps are performed by telecommunications carriers. We collect the information necessary to verify that you are
authorized to port the numbers that you request. We pass that information on to your existing carrier, and coordinate with
the new carrier to get your number ported. Each carrier has their own process and requirements for number porting. Your
number cannot be ported until your current carrier verifies that you own and are authorized to port the numbers requested.
Your current carrier must approve the request to port your number before the new carrier can provision the number. After
that is complete, the Amazon Connect team can start configuring your Amazon Connect instance to use the ported
numbers. The steps in the porting process are as follows:

1. Submit a support ticket to port your number.

2. Confirm number portability. The Amazon Connect team confirms whether the numbers that you request can be ported
from your current carrier. We then contact you with next steps, or notify you that the requested numbers cannot be ported.

3. Complete the Letter of Authorization/Agency (LOA). When you complete the LOA form, the information you provide
must match the information on file with your current carrier. If the information does not match, it may delay the porting of
your number. The LOA form authorizes your current carrier to release your number and allow it to be ported. If your
number can be ported, we provide you with an LOA form appropriate for the type of number to port. There are different
forms for local, Direct Inward Dial (DID), and toll-free numbers. If you are porting multiple numbers from different
carriers, fill out a separate form for each carrier.

On the LOA form, include the following:

* The numbers to port

* Information about your current carrier, such as a phone bill

* Contact information for the person authorized to make changes to your phone service 4.

To get the port started, the Amazon Connect team submits the LOA to the carrier for Amazon Connect on your behalif.
The new carrier works with your current carrier to move your current number over to their service. This step typically
takes 3—5 business days. If your current carrier is able to validate and approve your request, they provide a date for the
number to be ported to Amazon Connect. If your current carrier rejects the request to port your number due to the LOA
not having correct or complete information, the Amazon Connect team contacts you and requests a new LOA to submit to
the carrier. When we receive a date from your current carrier. we start adding the numbers to your Amazon Connect
instance about a day before the scheduled date.

To port your current phone number to Amazon Connect
1. Log in to the AWS Management Console (https://console.aws.amazon.com/console) using your AWS account.

11
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2. In the upper right corner of the page, choose Support, Support Center.

Services v  Resource Groups v * L Admiry ¥ Oregon “ag, Suppoft

AWS Management Console

Documentation
Trawung

N Other Resources
AWS services

3. On the AWS Support Center page, choosc Create case.

4. Choose Technical Support.

5. Under Case classification, do the following:

a. Choose service as Connect (Contact center).

b. Choose category as Phone Number Porting.

c. Choose the required severity.

d. For Contact Center Instance ARN, enter the instance ARN (also called the instance ID). For
instructions on how to find your instance ARN, see Find your Amazon Connect instance ID/ARN.
Enter the subject.

f. Under Case description, Use case description, include as much information as possible about your
request, including phone number(s) to be ported, your current carrier, and the contact information for the
person authorized to make changes to your current phone service. If you don't know all of these details,
you can leave information out.

6. Expand Contact options, and then choose your Preferred contact language and Contact methods.
7. Choose Submit.

o

Out of Scope
The below-mentioned items are considered out of scope for this project:
e Agent/Supervisor Messaging Application
CRM Lite (Customer Management Store)
Script/Text Template Management Web Application (UI front end)
Standard CRM integration
Supervisor Barge In, Whisper to Agent, or viewing Agent’s desktop screen in real time
Automated Outbound Dialing
Workforce Management Integration
Virtual Desktop Integration (VDI) Support
PCI or Secure IVR Requirements
Call Quality Analytics
‘Complete Network Assessment
Web Scheduled Callback
UX/UI Consultation Services

[ The remainder of this page is intentionally left blank]
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CONTRACT ID: ASARC-20880-PSA-0002621

Acceptance

This Statement of Work (“SOW™) is entered into between County of Riverside, Assessor — County Clerk — Recorder
(“Customer” or “ACR”) and TTEC Holdings, Inc. and shall not be effective until the latter date of signature by the parties
(“Effective Date™). Prior to the Effective Date, scope and pricing shall remain valid for a maximum of thirty (30) days from
the Statement of Work creation date and may be subject to change after expiration of that period.

The signatures below represent ACR’s approval for contractor to commence work on this project as defined within this
SOW and an agreement to pay all fees incurred in the delivery of such work. contractor must receive this signed
Statement of Work, along with a Purchase Order, before any work on the project can be scheduled. Any changes to this
SOW arc subject to Change Control and must be mutually agreed upon in writing by the parties using contractor’s
standard Change Request Process. The contractor Project Manager will be responsible for logging and tracking the
progress of all Change Requests. Change Requests will be performed by contractor on a time and materials basis at the
published rates unless otherwise mutually agreed.

The signatures below represents ACR’s approval for contractor to commence work on this project as defined within this
SOW and an agreement to pay all fees incurred in the delivery of such work.
This SOW is governed by the terms of the Master Service Agreement between ACR and contractor dated

The signature below represents ACR’s agreement to payment terms contained in the document Riveside County Attachment
HI Payment Provisions.

SOW number: Riverside County SOW

Karea J w MW’%

Karen Spiegel, Chair Name Steven Pollema
Board of Supervisors Title COO
MAR 2 3 2021 Mar 10, 2021

Date Date
ATTEST: APPROVED AS TO FORM:
Kecia Harper Gregory P. Priamos
Clerk of the Board County Counsel
By: l-j@}/( Vit %@AQ By: s, Gowze
Deputy Synthia M. Gunzel

Chief Deputy County Counsel
13
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Appendix A — Change Order Form

This change request is for existing project #

Account ACR Client
Name: Contact:
Tracking Information
Requested By: (PM)

Date of Request: Account Executive:

Description of Change

(Example) The following change is incorporated into existing Statement of Work #

Additional Cost: Additional Effort (Hours):
Signature (PM):

Authorized
Signature:
Client Completion

By signing the box below, I am indicating full acceptance of the proposed solution. I accept that this Request represents
additional cost and may cause revisions to the current Project Schedule. ACR agrees to increase PO# by
the amount needed to cover this Change Request.

Client Signature:
Name:
Position: Date:
Phone Email:
Number:

14
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Managed Services Program Contract ID: ASARC-20880-PSA-0002621

This Managed Services Program (“MSP” or “Program”) is entered into between The County of Riverside, a
political subdivision of the State of California (“ACR”) and TTEC Digital, L.L.C dba VoiceFoundry '
(“VoiceFoundry” or “Contractor”) and shall be effective as of date executed below. This MSP and Services and
Deliverables hereunder shall be governed by the terms and conditions set forth in the Master Services
Agreement (the “Agreement”) between ACR and TTEC Digital, LLC dba VoiceFoundry. If there is a conflict
between the MSP and the Agreement, the Agreement will control with respect to the subject matter thereof,
unless expressly amended in this MSP. Capitalized terms used in this MSP have the meaning attributed to them
in the Agreement.

Project Summary

This Managed Services Program outlines the Program enabling contractor to provide ACR with ongoing
consulting, development, troubleshooting, and administrative support for their Connect solution sold by
contractor, and related custom applications created by contractor.

Program Overview

The Program wraps a professional and cost-effective management process around the ACR’s Amazon Connect
environment. Specific benefits could include:

A dedicated Account Manager

Expert, Planned System Maintenance and Administration

24/7 System and Application Support

A Flexible Staff Extension — Bundled Professional Service Hours
Scheduled Monthly Meetings to Review and Coordinate Activities
Continuous Access to a Team of Experts (Contact Center, IVR, CTI)
Forward Planning Participation

A Robust, Web-Based Program Portal and Management Process
Adaptability to Changing Business & Technical Needs.

© VoiceFoundry Veloeoundry
Page | 2
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Managed Services Program Contract ID: ASARC-20880-PSA-0002621

MSP Overview
The following highlight the program Tiers of the Managed Services Offering.

Maintenance & Support Tier
The Maintenance & Support Tier wraps a professional and cost-effective management process around
COUNTY’s solution environment. Specific benefits include:

e 24x7 Service Desk

e Tier 3 (specialized)

e Service Requests/Bundles
e Projects/Training

Operational Support Tier
The Operational Support Tier wraps a professional and cost-effective management process around
COUNTY’s solution environment. Specific benefits include:

24x7 Service Desk

Tier 2 (in depth)

Tier 3 (specialized)
Proactive Monitoring
Vendor Management
Service Requests/Bundles
Projects/Training

Shared account management

Premier Managed Service Tier
The Premier Managed Services Tier wraps a professional and cost-effective management process ACR’s
solution environment. Specific benefits include:

24x7 Service Desk

Tier 1 (basic)

Tier 2 (in-depth)

Tier 3 (specialized)
Proactive Monitoring
Incident Management
Change Management
Problem Management
Process Improvement
Service Requests/Bundles
Projects/Training

Peak staffing (priority)

A Named Technical Account Manager (“TAM”)

Program Components
The following sections describe the primary components of the Program.

1. Systems Covered
The following system features are included as part of this Program.
a. Single agency deployment of Amazon Connect.
b. Amazon Connect Contact Center setup and configuration or Users, Routing Profiles, and Queues.
¢. Custom developed solutions including Lambda’s, Redshift, Dynamo DB, etc.

2. Technical Account Manager
The TAM will act as ACR’s primary liaison for the term of this program. ACR’s TAM is a Senior Resource
who is well versed in contact center technologies and becomes an extension of your Business and

@ amazxon oo
WebServices  [otaonk
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Managed Services Program Contract ID: ASARC-20880-PSA-0002621

3.

Technology teams.

e The TAM will be the primary point of contact for ACR under this agreement and will be responsible for
managing/facilitating the Managed Services program and resources.

e The TAM will be responsible for managing and documenting Application Changes and Improvements, and
for working with ACR to prioritize and schedule those changes.

e The TAM will provide formal release management to include establishment of release schedule, ‘mini’
project management and formal implementation planning review.

® The TAM will schedule and facilitate change control meeting attendance and/or facilitation (by TAM). An
appropriate VoiceFoundry team member will be made available to attend via phone ACR change control
meetings on a monthly basis.

¢  Contractor shall maintain a centralized, document management repository for all ACR documentation
(environment and application documentation, historic release information, status reports, etc.) on the Program
Portal.

® ACR’s Technical Account Manager will establish a recurring monthly meeting to review administration and
support activities, as well as plan the utilization of your monthly service hours. Each month, the TAM will
supply ACR with a Report Card detailing significant issues, their resolutions, uptime percentage, and other
general indicators of how well ACR systems have been running.

Proactive Monitoring

Contractor will implement a process to send system and existing “pre-coded” application alerts directly to
contractor Helpdesk staff. On notification, contractor staff will proactively begin diagnosing the problem and
working toward a resolution. ACR staff will also be notified by these alerts; however, contractor may address

system issues with or without ACR involvement. When necessary, contractor will escalate support requests
to ACR staff.

The following will be monitored:

® Connect concurrent calis
Connect throttled calls
Lambda errors
Lambda execution duration
Connect missed calls
Connect To instance packet loss

4. Flexible Staff Extension
This is a flexible program component designed to accommodate changing business needs without having to
issue a Purchase Order or separate Statement of Work for every change. Typical uses for these hours include
application changes, voice recordings, ad hoc reports, and miscellaneous consulting; however, any
VoiceFoundry-offered service is eligible under this program.
® Each month ACR’s service account will be credited with hours based on the MSP terms referenced on Riverside
County Attachment 3 — Payment Provisions. Additional hours over and above the included/bundled hours will
be charged at $300 per hour.
®  Unused hours will not be refunded; however, hours can be used in a flexible, 3-month utilization window
allowing ACR to apply “unused” hours from the previous month or borrow hours out of the subsequent month
to deliver application and system changes.
® Contractor will introduce a proven change control process for managing changes requested under this program.
This process is fully automated via contractor’s Program Portal and can be self-contained or integrated into
your existing change control process.
Support Hours vs Flexible Staff Extension Hours:
1. Managed Service/Support. This is the agreed ongoing service and support program and includes initial
problem triage, troubleshooting, trouble ticketing with AWS, and regular account reviews/reporting, etc.
2. Flexible Staff Extension. These are the “included” hours and can be used for any changes to the current
platform, enhancements to the platform, or for problem resolution, etc.
5. Forward Planning
At ACR’s request, contractor shall make expert resources available to participate in ACR’s forward planning
O omm
© VoiceFoundry -
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Managed Services Program Contract ID: ASARC-20880-PSA-0002621

or strategic steering committee meetings. contractor can add significant value to ACR’S planning process by
relaying best practices and current technology trends employed by other contractor customers or ACR.

6. Web Portal o
The Program is Support with contractor’s enhanced Program Portal. Features of this website include.

¢ Hot Line Support — ACR will contact contractor for all incidents affecting the production status of
ACR systems. contractor will respond to calls for service within the timeframes outlined in the SLA.

® Trouble Ticket Management ~ Contractor’s online support gives ACR the ability to open trouble
tickets over the Internet and then track the ticket through resolution. ACR trouble tickets are also
archived on the Client Services website, giving both parties an understanding of how well contractor
is maintaining ACR system.

® Application Enhancement Management — This includes the ability to request, schedule and manage
enhancement requests over the Internet.

® Documentation Hosting — All documents related to ACR’s environment (including up-to-date call
flows) will be hosted via contractor’s website.

¢ Project Management Tools — These tools include issue-management and web-based access to project
management documents.

Service Level Agreement

For Support issues reported by ACR, once received a qualified resource will begin the process of verifying the
issue and determining the level of severity. Once determined a notice will be sent giving initial assessment of the
issue and identify the level of severity.

Severity Response Times Description
General Guidance < 24 hours response ACR has a general development question or
wants to request a feature.

System Impaired <12 hours response Non-critical functions of ACR application are
behaving abnormally, or ACR has a time-
sensitive development question.

Production System Impaired < 4 hours response Important functions of ACR’s application are
impaired or degraded.

Production System Down <1 hour response ACR’s business is significantly impacted.
Important functions of ACR’s application are
unavailable.

Support Severity Level Examples
¢ Production System Impaired
o ACR’s experiencing call quality issues
o Amazon Connect service impaired but calls can still be routed to an agent or ACR can still receive
informational messages/prompts
o ACR’s backend endpoint (e.g. data lake / database, etc.) is unavailable
© Amazon Lex service experiences delays in responses

®  Production System Down
o Calls into Amazon Connect ring busy or ring no answer
© All Amazon Connect agents unable to login / accept calls
© Amazon Lex service is unavailable

Voice Foundry Responsibilities
The following sections detail a comprehensive set of available activities. Actual activities may be performed by
either party and will be agreed to by ACR and contractor

The Program will be delivered via three primary processes:
e Operations Support

@ aMAZON  Fatiec
WEBSEIICES [\t
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Ongoing Consulting and Development
* Relationship Management

1. Operations Support
The following sections detail the Operations Support process. Where applicable contractor shall:
® Setup general alerting
o Setup contractor notification of critical solution components
® Preventative Maintenance
o Perform and document solution health checks as needed including, but not limited to:
* Reviewing/evaluating log files
= Solution documentation
¢ Provide Hotline Support
o Enable 24x7 hotline support for emergency maintenance
o Enable ticket notification and tracking

2. Ongoing Consulting and Development
The following sections detail the Ongoing Consulting and Development process. As part of this process
contractor shall:
¢ Provide Services under monthly Bundled Hours
o Provide any services for work on ACR projects, systems, or applications (e.g. consulting,
application enhancements, voice recordings, CTI configuration, etc.)
o Deliver inside three-month revolving utilization window
© Schedule via Technical Account Manager (no SOW/PO required)
® Provide formal status tracking via Program Portal.
o Deliver Projects (Peak Demand Staffing)
o Used for any work that is estimated to exceed monthly consulting budget
o Provide priority staffing over non-MSP projects
o Attempt to ensure continuity of staff

3. Relationship Management
The following sections detail the Relationship Management process. As part of this process contractor shall:
® Named Technical Account Manager
©  Senior VoiceFoundry Resource that provides a single point of contact for continuity of
service
o Intimate knowledge of ACR, applications, processes, projects, etc.
o Typically functions as Project Manager, Business Analyst and/or Technical
Analyst/Architect for projects.
o Formal Monthly Status Reports & Review with ACR.
® Execute Change Management processes
© Provide formal release management to include establishment of release schedule, ‘mini’
project management and formal implementation planning review.
o Management and Tools to support ACR’s UAT Cycles
® Provide Documentation Management
o If desired, maintain centralized, document management repository for all ACR
documentation (environment and application documentation, status reports, etc.) on Program
Portal for immediate ACR access
® Participate in Forward Planning Sessions
o Conduct a formal review of consulting hours usage
o Conduct annual application and system review with to align with ACR’s budget cycle
* Review system architecture for adequate capacity/redundancy
* Review Hotline calls/First Response pages over the past year; identify areas for
improvement

Project Prerequisites / Dependencies / Assumptions
This Statement of Work is based on the following assumptions:
¢ The prices quoted do not include applicable taxes, travel, shipping, or expenses. Contractor shall be
reimbursed for all reasonable travel and expenses and will adhere to the published ACR’s travel policies

@ amazon
webserwoes | | i
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if applicable.

® Contractor assumes that ongoing appropriate Amazon access will be provided by ACR to MSP and
Support staff.

* Contractor and ACR acknowledge that this MSP accurately reflects the parties’ pre-engagement
understanding of the project as of the date of its signing. None of the parties are responsible for errors in
or omissions to the information supplied by the other party upon which it reasonably relied.

Program Termination

Either party may terminate this agreement by providing written notice of termination at least 60 days prior to the
term renewal. If early termination is requested, the contract will remain in effect until the end of the term. The
County of Riverside agrees to all fees through the remaining period; VoiceF oundry agrees to provide the
contracted services through the remaining period.

Acceptance

This Managed Services Proposal (“MSP”) is entered into between County of Riverside, Assessor ~ County
Clerk — Recorder MSP,(“ACR”) and VoiceFoundry and shall not be effective until the latter date of signature
by the parties (“Effective Date”). Prior to the Effective Date, scope and pricing shall remain valid for a
maximum of thirty (30) days from the Statement of Work creation date and may be subject to change after
expiration of that period.

The signatures below represent ACR’s approval for VoiceFoundry to commence work on this project as defined
within this MSP and an agreement to pay all fees incurred in the delivery of such work. VoiceFoundry must
receive this signed Statement of Work, along with a Purchase Order, before any work on the project can be
scheduled.

The signature below represents ACR’s agreement 1o payment terms contained in the document Riveside County Attachment
HI Payment Provisions.

MSP Number: County of Riverside, Assessor — County Clerk — Recorder MSP

\S :
7227 Y GRS N Steve Pollemmn
Steve Pol ema Mar 10, 2021 13:58C57)

Karen Spiegel, Chair U Name Steven Pollema

Board of Supervisors Title COO

Date Date
ATTEST: APPROVED AS TO FORM:
Kecia Harper Gregory P. Priamos
Clerw Board County Counsel

‘ =2 .y
A Rissr—
" (i N
Deputy Synthia M. Gunzel
Chief Deputy County Counsel
18 amazon |
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Attachment Il

Payment Provisions and Project Fees

Contractor shall provide the following resources to ACR to perform the Services and contractor

represents and warrants that such Personnel meet or exceed the applicable position descriptions set forth
in this SOW.

Total Fees
Phase 1 $60,000
Phase 2 $350,550
Screen Recording Licensing Fees (per agent. $10
per month)

Payment Terms

Invoices shall be sent based on the following schedule:
» Fixed fee items will be invoiced on a Per Phase basis as follows:
o Fifty percent (50%) of the fixed fees will be invoiced upon execution of this SOW
o Twenty-five (25%) of the fixed fees will be invoiced upon delivery of code for User
Acceptance Testing
o All remaining fixed fees will be invoiced upon deployment into the production
environment and taking production traffic or if no issues have been reported over two
weeks of User Acceptance Testing
o Screen Recording Licenses will be billed on an annual basis.
* Managed Service fees will be invoiced upon deployment of services into the production
environment

* AWS Service fees will be invoiced monthly based on usage consumption in accordance with the
following Amazon Connect Pricing Sample Calculator:
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Amazon Connect Pricing Sample Calculator
*** THIS IS NOT A QUOTE - Actual usage pricing may vary ***

Payment terms are governed by the Master Services Agreement (MSA) between contactor and ACR and

arc incorporated by this reference. Orders will be processed upon receipt of funds. All amounts quoted are
in (USD). ACR is responsible for payment of any shipping and all taxes (if applicable). All Travel
Expenses (if applicable) are billed at cost with ACR’s pre-approval.

Any changes to this SOW are subject to Change Control and must be mutually agreed upon in writing by
the parties using contractor’s standard Change Request process (see Appendix A). contractor’s assigned
Project Manager will be responsible for logging and tracking the progress of all Change Requests.

The primary goals of the Milestone Acceptance Process will be the following:

in each Phase of the project

L ]
phase
[
deliverable
®
®

Managed Service Program Pricing:
The pricing below represents support for the environment described within this document. It assumes the
agent population is no greater than 36 agents. If the agent population increases, additional fees may apply.

Receive approval of Milestone

Fully Managed
Services Tier
Program Yearly Cost $44.566.00
MSP Hours Included Monthly 13
MSP Hours Included Yearly 156

Ensure completeness, consistency, and accuracy of the deliverables within a specific project
Provide reviewers with a common understanding of acceptance criteria and the scope of the

Complete, submit and execute Milestone Acceptance documents for the Milestones included

Pricing Inputs [ Monthly Charges i
NA PSTN [From IAD)- Minutes VR (time spent in IVR) Value |Pariod |Per Month |Minute Usage S Y !
Toli Free in $0.0120{ | inbound To!l Free Mins 0 Month 0} | Total VR Mins FLE0000 E
DIDiIn $0.0022] | inbound DID Mins 160,000 | Month 160,000} | Total ACD Mins 30000 }l
DD Out 50,0048 | Number of inbound Cails 23,000 | Month 23,[!03’ Total Minutes 300000 !
Lambda Invacations per Cal! 3 A G ct Service Charge i
PSTN - Numbers || Application $5.400.00
Toll Free $1.86) i
DID $0.093 Telephony Charges
Tolt Free Numbers $18.60;
Storage - S3 ACO {when talking te agent or in queue) DID Numbers $2.79,
GB/Month J $0.023 | tnbound Toll Free Mins 12,000 | Month 12,000{ | Tol! free In 5144.00
Recording MB per Min 2|| inbound DID Mins 12,000 | Month 12,000{| DID In $378.40
Lambd Outbound Mins 6000 | Month 6,000 | DID Out $28.80
Per Reguest® J $0.0000252| | % of Mins recorded 100%
Ancillary Service Charges 1
{Appli - Minutes |PST™N Recording Storage {53} §1.35,
Application per minute [ $0.018}| QTY Toll-Free Numbers 10 Lambda Functions $1.74
QTY DID Numbers 30 Lex Costs 5368.00]
LEX Chat $240.00
Per Speech Request $0.00400f |LEX Period  Per Montn
Per TXT request $0.00075| | Avg. Voice Utterances Per Call 4 92000
Taxes $0.001
~ Lambda cost assumes 3
seconds @ 512MB per
invocation without free tier.
Total Monthly $6,583.68
#*% Note ***
Actual cost rmay vary depending on other service integration
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The Managc.d Services Program shall renew annually based on the terms and conditions set forth in the
Master Service Agreement. All fees are due at the coverage start date and will be invoiced upon approval
of the agreement. CONTRACTOR reserves the right to request an increase in pricing after the first year of

the contracted term to adjust for inflation. Any pricing changes will be provided for approval by ACR 60
days prior to term renewal.

ACR may use all Add, Moves and changes (156) hours throughout a twelve-month period without the loss
hou_rs throughqut the length of the agreement. ACR will need to provide contractor with a 21-day advance
notice of a project start date to consume the hours provided in the MSP. If at the end of the program contract

term, ACR has Added, Moves and Changes hours left over they must be used within 90 days of the contract
expiration.




