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FILE NO. 181037 RESOLUTION NO.

[Contract Agreements - Sapient Corporation and Carahsoft Technology Corporation -
Office of the Assessor-Recorder’s Property Assessment System Replacement Project -
Not to Exceed $21,414,700 and $14,432,762 Respectively]

 Resolution authorizing the Office of the Assessor-Recorder to enter into two

contracts: 1) an implementation services and ongoing support agreement with |
Sapient Corporation for a 12-year term, in an amount not to exceed $21,414,700;
and 2) a contract with Carahsoft Technology Corporation for licenses to Software
as a Service, with a 12-year term, in an amo_unt not to exceed $14,432,762; all to
implement and configure a comprehensive, fully-integrated Property Assessment
System, including all services related to delivery, installation, integration,
cusfomization, data conversion, training, documentation, deployments, and
project management, to réplace the obsolete legacy system currently in use; with

both contracts to commence upon Board of Supervisors and Mayoral approval.

WHEREAS, Charter, Section 9.118(b), requires the Board of Supervisors to
approve by resolution contracts estimated to exceed $10,000,000, or with a term
exceediﬁg ten years; and 4

WHEREAS, The Office of the Assessor-Recorder (ASR) conducted a
competitive solicitation throug.h a Request-for-Proposals (RFP) for development of the
new Property Assessment System, including all services related to delivery, installation,
integration, customization, data conversion, training, documentation, deployments, and
project management, to replace the obsolete legacy system curréntly in use; and

~ WHEREAS, Sapient, was the highest scoring responsive responsible RFP

proposer; and

Supervisors Tang; Cohen
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WHEREAS, ASR proposeé to award two contracts for the Property Assessment
System as follows: |

1) Sapient Professional Services Agreement: For a 12-year term, ata not to
exceed contract sum of $21,414,700, which includAes a 20% contingency amount, to
implement and configure the Salesforce SaaS platform into a compréhens'ive, fully-
integrated Property Assessment System; and

2) Carahsoft SaaS Agreement: For a 12-year term, at a not to exceed contract
sum of $14,432,762, which includes a 10% contingency amount, for Salesforce
Software as a Service, including optional enhanced implementation support and
training; and . |

WHEREAS, ASR’s proposed new Property Assessment System will 1)
modernize ASR’S‘ property assessment system and enhance the assessment of
approximately $3.2 billion in annual revenues, 2) improve the efficiency and
efféctivehess of City oberations, 3) support and deliver high quality and consistent -
customer service seamlessly, and 4) facilitate open and transparent City government
operations; and |

WHEREAS, The referenced contracts include price-holds, discounts, and/or
other terms sufﬁci.ent to justify thé price and term; and | _

WHEREAS, The two contracts in substantially final form are on file with the Clerk
of fhe Board of Supervisors in File No. 181037; now, therefore, be it

RESOLVED, That the Board of Supervisors authorizes the Purchaser and the
Office of the Assessor-Recorder to execute the twp contracts for the new Property
Assessment System, with the terms deécribed aboye, to commence following

enactmént of this Resolution; and, be it

Supervisors Tang; Cohen
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FURTHER RESOLVED, That within 30 days of the contracts being fully
: 'execut_ed by all parties, the Purchaser and the Office of the Assessor-Recorder shall

provide the final contracts to the Clerk of the Board for inclusion into the official file.

Supervisors Tang; Cohen‘ , ‘
BOARD OF SUPERVISORS 2976 Page 3
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BUDGET AND FINANCE COMMITTEE MIEETING ' - NOVEMBER 1,2018

VANOMTESTATEMENT

City Charter Section 9.118(b) states that any contract entered into by a department, board or
commission that (1) has a term of more than ten years or (2) requires expenditures of $10
million or more is subject to Board of Supervisors approval.

BACKGROUND

The City’s Office of the Assessor-Recorder (Assessor-Recorder), the Office of the'Cohtrollerb
(Controller), and the Treasurer and Tax Collector are responsible for administering property
assessment and taxation. The Assessor-Recorder is responsible for carrying out property
assessment related functions, such as identifying property ownership and assessing the value of
property. The Controller calculates tax rates and applies them to assessed values and the
Treasurer and Tax Collector is responsible for printing and mailing out the property bills, and
collecting property taxes. : 4

Current Systems

The Assessor-Recorder and the Treasurer and Tax Collector, along with the Controller, currently
have two systems to support property tax revenue. The Assessor-Recorder uses a primary
property assessment system EZ Access, which has been in place for approximately 20 years.
According to the Assessor-Recorder, data within the system is difficult to manipulate and lacks
transparency. Limitations in the old technology have forced the office to build multiple systems
outside EZ Access, creating a complex and inefficient system.

_ The Treasurer and Tax Collector, along with the Controllér, currently use Customer Information
Control System (CICSP) for official property taxation and billing that has been custom developed

* . over 50 years. However, the system runs on a computer programming language that is no

“longer supported. The office is unable to make changes to the system to adapt to new state and
local laws or in evolving ownership structures. Additionally, like the Assessor-Recorder’s
system, CICSP lacks audit trails and data validation. '

Planning and Procurement Phase

In FY 2014-15, the three departments decided to replace the two legacy systems. The Assessor-
"~ Recorder, Controller, and Treasurer and Tax Collector submitted a project proposal to the
Committee on Information Technology for approval and funding, which was approved in FY
2014-15. The .Committee on Information and Technology allocated $2.72 million funding over
three years for a planning and procurement phase. The departments hired Gartner Group, a
consulting firm, to (1) assess the California property assessment and tax system vendor market, -
(2) document future state business requirements, business process flows, and use cases, and
. (3) work with departments to identify areas of improvement in order to prepare for a large
system implementation. Gartner Group completed the majority of their work in October 2017.% -

t Gartner Group has one outstanding deliverable with the Assessor-Recorder, which is the creation of a data
dictionary that will be used during design and data conversion activities.

SAN FRANCISCO BOARD OF SUPERVISORS - BUDGET AND LEGISLATIVE ANALYST
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In 2015, the departments set up ongoing executive and steering committees to oversee cross-
d‘epartmental business process activities, including those related to the system
implementation. The committees made joint decisions during the planning phase, and will
continue to meet during the system implementation as the two systems go through integration
- activities.

The departments decided to issue two parallel solicitations, one from Assessor-Recorder, and
one from Treasurer and Tax Collector and the Controller. According to Ms. Rachel Cukierman,
Deputy Director of Administration and Finance at the Office of the Assessor-Recorder, issuing
two solicitations allowed the departments to evaluate systems that met their individual
business requirements, including the ability of the systems to fully integrate. This strategy was
chosen given the findings from the marketplace review by the Gartner Group. The
departments worked together to draft the request for proposals that described the Property
Tax System Replacement Project, including a joint system integration plan, and timelines that
“matched one another.

In 2017, the three departments issued two requests for proposals, developed in conjunction
with the consultant the Gartner Group. The proposals that were deemed responsive were
- scored based on written proposals and demonstrations and interviews. The written proposal
was evaluated by (1) vendor experience and qualifications, (2) business: functionality, (3)
technical functionality, (4) implementation, (5) maintenance and operations, and (6) cost. The
Assessor-Recorder received three proposals: Sapient Corporation, Infosys, and Thomson
Reuters Corporation. A panel composed of 19 subject-matter experts fromi the Assessor-
Recorder, the City Chief Information Officer, the Airport’s Chief Information Officer, and the
Treasurer and Tax Collector’s Director of Solutions Managemernt evaluated the proposals. The
proposals and scores are shown in Table 1 below. -

Table 1: Proposals and Scores for the Assessor-Recorder Property Assessment and Tax System

Criteria (and potential points) Infosys ' Sapient "Thomson Reuters -
Vendor Experience & Qualifications {100) 42 73 : 55
Business Functionality {300) 122 157 194
Technical Functionality (150) 76 : 117 : © 92
Implementation (250) 100 ' 171 o122
Maintenance & Operations (50) .31 26 35
Cost (150) 108 a8 ' 150
Subtotal, Proposal Phase (500) ' 479 642 648
Execution (210) . 142 162 113
Usability {90) . - 65 i 74 23
Interview (200) 152 : 175 i 89
Subtotal, Interview Phdse (500) . 358 411 225

Total (1500) : 837 : 1052 873

The Treasurer and Tax Collector and the Controller received three proposals: Grant Street
Group, Thomson Reuters Corporation and Ensono. Ensono’s bid was deemed .non-responsive
and did not advance to scoring. A panel composed of 19 experts from the Assessor-Recorder,

SAN FRANCISCO BOARD OF SUPERVISORS - BUDGET AND LEGISLATIVE ANALYST
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Controller, and Treasurer and Tax Collector evaluated the proposals. The proposals and. scores
are shown in Table 2 below.

Table 2: Proposals and Scores for the Treasurer and Tax Collector and Controller Tax System™*

Criteria (and potential points) Thomson Reuters Grant Street

. Group
Vendor Experience & Qualifications (10) 8.5 : 8.3
Business Functionality (45) 36.5 34.9
Technical Functionality (20) 14.6 17.3
Implementation (35) 27.0 28.7
Maintenance & Operations (10) 7.8 8.2
Cost (15) 15.0 8.0

Subtotal, Proposal Phase (135) 1095 105.5
Demonstration (100) 77.1 85.4
General Interview (32) 25.2 27.0
Technical Interview (18) 14.7 165

Subtotal, Interview Phase (150) 117.0 . 128.9

Total (285) 226.6 12344

*Reviewed numbers are rounded to the first decimal

The City determined that Sapient Corporation and Grant Street Group were the highest
responsive bidders and began to negotiate the contracts.

Sole-Source Contract with Carahsoft

In their proposal, the Sapient Corporation stated that the Assessor-Recorder should use the
Department of Technology’s current Enterprise License Agreement (ELA) with Carahsoft to
purchase the Salesforce licenses. After the Sapient Corporation was competitively selected,
Assessor-Recorder determined not to use the current ELA. According to Ms. Cuckierman, the
Assessor-Recorder wanted stronger insurance provisions for the system. In addition, and the
ELA expires in 2021 and the Assessor-Recorder wanted a long-term contract with set pricing.
The Assessor-Recorder received a sole source waiver from the Ofﬁce of Contract Administration
in order to enter into an agreement directly with Carahsoft. :

DETAILS OF PROPOSED LEGISLATION

File 18-1036 is a resolution.autho'rizing the Treasurer and Tax Collector and the Controller to
enter into a contract with Grant Street Group to implement and configure a comprehensive
fully-integrated property tax system for a not-to-exceed amount of $37,492,252 for a term of
ten years, from November 15, 2018 through November 14, 2028.

File 18-1037 is a resolution authorizing the Office of the Assessor-Recorder to enter into two
contracts:

1. A competitively bid contract with Sapient Corporation for the implementation services
and ongoing support agreement for a not to-to-exceed amount of $21,414,700 for a
term of twelve years, from November 1, 2018 through November 1, 2030.

SAN FRANCISCO BOARD OF SUPERVISORS : BUDGET AND LEGISLATIVE ANALYST
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2. A sole-source contract with Carahsoft Technology Corporation for Salesforce software
- as a service for a non-to-exceed amount of $14,432,762 for a term of twelve years, from
“November 1, 2018 through October 31, 2030.

Contract'Expenditures by Year

The three proposed contracts obligate the City to $73,339,713 over the next twelve years. The
approximate amount per year is shown in table 3 below.

Table 3: Estimated Contract Expenditures per Year

. Carahsoft Sapient Grant Street , Total

(File 18-1037) (FIE18-1037) (File 18-1036,

. Pending)
Year 1* ) $1,319,069 $3,474,096 $6,315,714 $11,108,879
Year 2 ’ 1,341,292 5,037,315 . 13,203,332 19,581,938
Year3d . \ 1,363,514 3,822,174 1,900,000 7,085,687
Year 4 825,023 815,999 1,966,500 3,607,522
Year5 866,254 . 587,000 2,035,328 3,488,582
Year 6 ' 908,521 587,000 2,106,564 3,603,085
Year 7 955,022 587,000 - 2,180,294 3,722,316
Year 8 1,002,757 587,000 2,256,604 3,846,361
Year9 1,052,936 587,000 2,335,585 3,975,521
Year 10 1,105,567 587,000 2,417,331 , 4,109,898
Year1l - 1,160,871 587,000 - 1,747,871
Year 12 1,218,869 587,000 - 1,805,869
Subtotal . 13,120,692 17,845,583 36,717,252 67,683,527

Contingency (10%) ° (20%)** (2%)*** : ‘

1,312,068 3,569,117 775,000 5,656,186
Total . $14,432,761 $21,414,700 . $37,492,252 $73,339,713

*The Saplent and Carahsoft contract years start from November 1, 2018 through October 31, 2019. The contract
years for the Grant Street Group start from November 15, 2018 through November 14, 2019.

** The contingency was determined by looking at other large IT implementations across the City. EP]C had a 12
percent contingency, FSP had a 20 percent contingency. Given the complexity of the implementation and the need
for the system to continue to meet changing state and local mandates, the Assessor-Recorder determined that a
20 percent contingency was appropriate. ' ‘ ’

*%* The contract with the Grant Street Group includes funds for title research, auction and additional professional .
services. Title research and auction costs may be cost recovery based on if the property is purchased through an
auction process. '

Sixty percent of contract éxpenditures (or $41.4 million out of $67.7 million) will be during the
implementation of the program, which is expected to occur between FY 2018-19 and FY 2021~
22, and the balance of contract expenditures are for ongomg support and maintenance of the
systems.

SAN FRANCISCO BOARD OF SUPERVISORS BUDGET AND LEGISLATIVE ANALYST
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FY 2018-22 lnformaﬁon & Communication Technology (ICT) Plan

The Property Tax System Replacement Project was recommended for funding under the FY
2018-22 ICT Plan, which was approved by the Board of Supervisors on April 25, 2017. According
to the plan, ‘the Property Tax System Replacement Project budget was $56 million over five
years for implementation.

The current budget for the project is $72.4 million over five years for implementation. This
includes the planning and procurement phase, data cleanup and conversion, city staff,
professional services, licenses and maintenance, and other operating expenses. According to
Ms. Cukierman, the $56 million budget was estimated in FY 2015-16, prior to the hiring of the
Gartner Group for the market scan, the issuance of the request for proposals, and the selection
of vendors. During the planning and procurement phase funded by the Committee on
Information and Technology, the estimates of the replacement systems increased to $72.4
million. ' '

The current estimated budget Q’f $72.4 million for the project over the next five years is shown
in Table 4 below. ' :

Table 4: Projected Budget for Property and Tax System from FY 2018-19 to FY 2021-22

. . TOTAL

Cross Department
Professional Services : 52,708,244

Cross Department Subtotal $2,708,244
Assessor Project '
Sapient Contract $15,075,103
Carahsoft Contract $4,848,899
Labor . . 511,598,066
Project Management . $1,575,000
Data Conversion $5,150,000
Integration Vendors $1,500,000 -
Training - $650,000 -
Hardware ' $600,000
Equipment & Office Supplies A : $112,000
Work Orders (CAT and DT) $1,000,464

Assessor Subtotal . $42,109,532
TTX/CON Project A
Labor $2,529,330
Project Management " $2,500,000
Grant St Contract . §21,460,867
Integration Vendors _ $850,000
Training ' $100,000
Equipment & Office Supplies ' $40,000
Work Orders (CAT and DT) . $100,000

TTX Subtotal $27,580,197
Total - $72,397,973

SAN FRANCISCO BOARD OF SUPERVISORS . BUDGET AND LEGISLATIVE ANALYST
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In addition, the Assessor-Recorder and the Treasurer and Tax Collector, along with the
Controller, have issued a request for proposals for project management services for the
[implementation of the project. The contract value is not to exceed $1.575 million and $2.5
million, respectively, over two years. These costs are reflected in Table 4 above.

The Assessor-Recorder, Treasurer and Tax Collector and the Controller are charging project
overhead costs, such as management time, facilities, human resource and IT activities to their
respective operating budgets. The total project budget currently sits within the Assessor
Recorder’s budget, to which the Treasurer and Tax Collector and the Controlier are charging
their project expense. The Board of Supervisors has appropriated $36,607,718 for the project
through FY 2019-20, as shown in Table 5 below.

Table 5: Yearly Allocation for the Property Tax Assessment System

Year Amount

Prior Years . $2,720,000
FY 2017-18 10,274,600
FY 2018-19 11,867,218
FY 2019-20 11,745,900

Total $36,607,718

$1,825,814 of the $2.72 million allocated by the Committee on Information.and Technology for
FY 2014-15 through FY 2016-16 has been spent and encumbered. The departments plan to
encumber the remaining funds for cross-departmental actlvmes .such as program qualltyv
assurance and project management.

Y CONSIDERATION:

Operational Savings

Section 26.1 of the Administrative Provisions of the Annual Appropriation Ordinance for FY

2017-18 and FY 2018-19 directs the Controller to apply operational savings from the offices of

the Assessor, Controller, and Tax Collector to the property tax system replacement project, in

ordér to minimize future -General Fund appropriations required for the project. Section 26.1

requires a report on these savings be provided to the Board of Supervisor's Budget & Finance

Committee and its Budget & Legislative Analyst's Office. As of June 1, 2018, a total of .
$5,011,795 in net operating savings was applied to the project at FY 2016-17.

Additional staff

The Assessor-Recorder plans to add 14 staff in FY 2018-19, of whom seven have been hired, and
an additional 3 staff in FY 2019-20 for a total of 17 new staff. In addition to the 17 new staff, the
Assessor-Recorder has work order with the Department of Bureau Inspection to fund four
pbsitions with subject-matter-expertisé in new construction for a total 21 positions in- the
Assessor-Recorder’s Office to support the property assessment and tax system.

The Treasurer and Tax Collector and Controller have five positions funded in their budgets to
support implementation of the property assessment and tax system.

SAN FRANCISCO BOARD OF SUPERVISORS BUDGET AND LEGISLATIVE ANALYST
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RECOMMENDATIONS

1. Request the Assessor, Treasurer-Tax Collector, and Controller to report to the Board of
Supervisors on total estimated costs for the new property tax and assessment system and
actions taken to contain these costs as part of the Board of Supervisors approval of the new
five-year ICT.plan in Spring 2019.

2. Approve the proposed resolution.

SAN FRANCISCO BOARD OF SUPERVISORS S BUDGET AND LEGISLATIVE ANALYST
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City and County of San Francisco
Office of Contract Administration
Purchasing Division
City Hall, Room 430
1 Dr. Carlton B. Goodlett Place
San Francisco, California 94102-4685

Implementation and Maintenance Services Agreement between the City andCounty of San
Francisco and

Sapient Corporation
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AGREEMENT

The Term (as defined below) of this Agreement shall commence on October 1, 2018, and this Agreement

is made in the City and County of San Francisco, State of California, by and between Sapient Corporation

(“Contractor”) and the City and County of San Francisco acting by and through its Office of the Assessor.
Recitals

WHEREAS, the Office of the Assessor (“Department”) wishes to obtain professional implementation
services for the Assessor Property Assessment Solution; and,

WHEREAS, this Agreement was competitively procured as required by San Francisco Administrative
Code Chapter 21.1 through a Request for Proposals (“RFP”) issued on October 26, 2017, in which the City
selected Contractor as the highest qualified scorer pursuant to the RFP; and

WHEREAS, the Local Business Entity (“LBE”) subcontfacting participation requirement for this
Agreemient is 4%; and v

WHEREAS, Contractor represents and warrants that it is qualified to perform the Work required by the
City as set forth under this Agreement; and

WHEREAS, approval for this Agreement was obtained when the Civil Service Commission approved
Contract number 47331-17/18.

Now, THEREFORE, the parties agree as follows:
| Article1  Definitions

The following deﬁnitions apply to this Agreement:

1.1. “Affiliate” means an entity directly or indirectly controlhng Contractor, under the
control of Contractor or under common control with Contractor.

1.2. "Agreement" means this contract document, including all attached appendices,
and all applicable City Ordinances and Mandatory City Requirements which are speclﬁcally mcorporated
into this Agreement by reference as provided herein.

1.3. “Annual Role Close” means the date(s) set forth in the Implementation Statement
of Work of each calendar year in which the City’s annual year end processing has been certified by the City
Controller.

1.4. “As-Needed Professional Services” means those services which shall be provided
by Contractor as requested by the City on a time and materials basis at the rate set forth in the
Implementation Statement of Work. For the avoidance of doubt, As-Needed Professional Services shall not
include the Work under the Maintenance Statement of Work or Implementation Statement of Work.

"~ 1.5. “Blackout Period” means ASR’s two peak periods - one for Personal Property
(April 1 — June 30) and one for Real Property (March 15 —June 15). During these times, ASR staff will be
less available for testing and training activities. However, ASR intends to have dedicated subject-matter-
experts that will work on the system implementation that will not be impacted by black-out dates.

1.6. "City" or "the City" means the City and County of San Francisco, a municipal
corporation, acting by and through both its Director of the Office of Contract Administration or the
Director’s designated agent, hereinafter referred to as “Purchasing.”

1.7. “City Program Budget Revision” means the City’s reallocation of contingency
amounts available with respect to this Agreement in accordance with Article 3 of this Agreement.
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1.8. "CMD" means the Contract Monitoring Division of the City.

1.9. “Contested Amount” means the amount of a charge from Contractor that the City
disputes in writing in good faith.

1.10. "Contractor" means Sapient Corporation, a Delaware corporation, with principal
place of business located at 131 Dartmouth Street, Boston, Massachusetts 02116, including its personnel.

1.11. “Controller” means the Controller of the City and County of San Francisco.

1.12. - "Deliverables" means Contractor's work product resulting from the Work that are

provided by Contractor to City during the course of Contractor's performance of the Agreement, the
Implementation Statement of Work including without limitation, custom configuration, components,
scripts, and other work product described in the Implementation Statement of Work and to all of which
the City receives an unlimited perpetual license.

1.13. “Documentation” means any written instructions, manuals, training materials, or
other documents or materials, including any technical data associated with the Deliverables in paper,
electronic, recorded or other format, relating to the functionality, operation, use, source code, data
structures, implementation, or maintenance of the Deliverables, which are provided by Contractor to City.

1.14. "Effective Date" means the date upon which the City's Controller certifies the
availability of funds for this Agreement as provided in Section 3.1.

1.15. “Formal Amendment” means a fully executed written amendment to this
Agreement that has been approved by each Party in accordance with the terms of Article 3 of the
Agreement. A Formal Amendment can either increase the guaranteed maximum price (“GMP”) or
reallocate contingency amounts.

1.16. “Implementation Statement of Work” means that statement of work attached to
this Agreement on Appendix A-1. ‘

1.17. "Mandatory City Requirements" means those City laws set forth in the San
Francisco Municipal Code, including the duly authorized rules, regulations, and guidelines 1mp1ementmg
such laws, that impose specific duties and obligations upon Contractor.

1.18. “Maintenance Statement of Work” means that statement of work attached to this
Agreement on Appendix A-2.

1.19. "Party" and "Parties" mean the City and Contractor either collectively or
individually.

120. “Program Error” means a reproducible error or defect in the Code that results in

the failure of the Deliverable to operate (including to produce output) in substant1al conforrmty to
descriptions of such operation in the Specifications for. the Deliverable.

1.21. “Reasenable Workaround” means a workaround of a Substantive Program Error
that the parties mutually agree does not materially decrease the general utility of the Deliverables as
described in the Specifications. If the parties do not agree, then an objective standard applies.

1.22. “Salesforce” means Salesforce.com, - Inc., located at The Landmark @
One Market, Suite 300, San Francisco, CA 94105, USA. '

1.23. “Specifications” means the descriptions of the operation, output, or interoperation
of the applicable Deliverables identified in the Documentation and Statement of Work for the release and
functions listed by Contractor as currently available.

CMS# Contract ID # 1000010122 : :
P-648 (11-17) 2 0f 26 October 1, 2018

2293



Agreement Page 8 of 989

1.24. “Statement of Work” means, individually or collectively as the context may
require, the Implementation Statement of Work and the Maintenance Statement of Work.

1.25. “Subcontract” means an agreement between a third party and Contractor pursuant
to which the third party (the “Subcontractor”) provides Work that are billed through directly to City. Any
Contractor Affiliate shall not be deemed a Subcontractor. Any individual member of the Contractor team
under contract with Contractor but not an employee of Contractor shall not be deemed a Subcontractor.

, 1.26. “Substantive Program-Error" means any Program Error that is classified by
Contractor as a P1 or P2 Defect, as defined the Implementation Statement of Work. A Substantive Program
Error may give rise to a warranty claim during the Warranty Period. If the parties disagree about whether
a Program Error is a Substantive Program Error, an objective standard applies.

1.27. “Uncontested Amount” means an amount charged by Contractor that is not then
a Contested Amount. '
1.28. “Warranty Period” meéns, for Phases 1, 2, and 3 set forth in the Implementation

Statement of Work, ninety (90) days after the date of Acceptance of the final Deliverable for each Phase,
provided, City may elect to allocate up to forty-five (45) days of the ninety (90) day Warranty Period
following the Annual Roll Close for each Implementation Phase. The City and Contractor will mutually
agree in writing to the reallocation of such Warranty Period as further detailed in the Implementation
Statement of Work. :

1.29. “Work” means the professional services provided by Contractor under this
Agreement. :

Article 2 Term of the Agreement
2.1 Term.

The term of this Agreement shall commence on [November 1], 2018, and expire twelve (12) years later on
[November 1], 2030, unless earlier terminated as otherwise provided herein.

22 Options.

The City has an option to extend the contract term for a maximum of five (5) additional years in any
increment agreed to by the Parties, by modifying this Agreement as provided in Section 11.5, “Modification
of this Agreement” and certifying any additional amount for such extension as provided in Section 3.4.

2.3 Effective Date.

This Agreement shall become effective when the Controller has certified to the availability of funds and
Contractor has been notified in writing.

Article 3 Financial Matters

3.1  Certification of Funds; Budget and Fiscal Provisions; Terminaﬁon in the Event
of Non-Appropriation.

This Agreement is subject to the budget and fiscal provisions of the City’s Charter. Contractor’s Work will
commence and related Charges will accrue only after prior written authorization certified by the Controller,
and the amount of the City’s obligation hereunder shall not at any time exceed the amount certified for the
purpose and period stated in such advance authorization. This Agreement will terminate without penalty,
liability or expense of any kind to the City at the end of any fiscal year if funds are not appropriated for the
next succeeding fiscal year, provided, the City shall pay Contractor for all Work provided through the
effective date of termination provided that funds were certified for such Work. If funds are appropriated for
a portion of the fiscal year, this Agreement will terminate, without penalty, liability or expense of any kind
at the end of the term for which funds are appropriated, provided, the City shall pay Contractor for all Work
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provided through the effective date of termination, provided that funds were certified for such Work. The
City has no obligation to make appropriations for this Agreement in lieu of appropriations for new or other
agreements. City budget decisions are subject to the discretion of the Mayor and the Board of Supervisors.
Contractor’s assumption of risk of possible non-appropriation is part of the consideration for this
Agreement. The City shall make best efforts to provide reasonable advance written notice to Contractor
upon learning that funding for this Agreement may be not be appropriated.

THIS SECTION CONTROLS AGAINST ANY AND ALL OTHER PROVISIONS OF THIS
AGREEMENT.

3.2 Guaranteed Maximum Costs.

The City’s payment obligation to Contractor cannot at any time exceed the amount certified by City's
Controller for the purpose and period stated in such certification. Absent an authorized Emergency per the
City Charter or applicable Code, no City representative is authorized to offer or promise, nor is the City
required to honor, any offered or promised payments to Contractor under this Agreement in excess of the
certified maximum amount without the Controller having first certified the additional promised amount and
the Parties having modified this Agreement as provided in Section 11.5, "Modification of this Agreement."

33 Compensation.
3.3.1 ] Paymeht.

Contractor shall provide an invoice to the City for Work on a monthly basis for Work completed in
accordance with the Acceptance Criteria set forth in the Implementation Statement of Work, in the
immediate preceding month, unless a different schedule is set out in Appendix B (Calculation of Charges)."
Payment for the Work provided under the Maintenance Statement of Work shall invoiced and paid annually
in advance of the provision of such Work, unless a different schedule is set out in Appendix B (Calculation
of Charges). To the extent the City requests Contractor to provide any As-Needed Professional Services,
payment for the As-Needed Professional Services shall paid on a time and materials basis monthly in
arrears. Payment shall be made within 30 calendar days of receipt of the invoice, unless the City notifies
the Contractor that a dispute as to the invoice exists in accordance with Section 11.6.1. In no event shall the
amount of this Agreement exceed $21,414,700 [TWENTY ONE MILLION AND FOUR HUNDRED AND
FOURTEEN THOUSAND AND SEVEN HUNDRED DOLLARS]. This amount shall include a
$3,569,117 contingency to be expended only at the request of the City and upon mutual agreement of the
Parties. The breakdown of charges associated with this Agreement appears in Appendix B, “Calculation ~
of Charges,” attached hereto and incorporated herein by this reference as though fully set forth herein. In
no event shall City be liable for interest or late charges for any late payments.

332 Payment Limited to Satisfactory Services. (Reserved — Contained in
Section 7 of the Maintenance Statement of Work).

333 Withhold Payments. (Reserved — Implementation Statement of Work
and Appendix B (Calculation of Charges).

334 Invoice Format.

Invoices furnished by Contractor under this Agreement must be in a form acceptable to the Controller and
the City, and must include a unique invoice number. Payment shall be made by the City as specified in
Section 3.3.6, or in such alternate manner as the Parties have mutually agreed upon in writing.

3.3.5 LBE Payment and Utilization Tfacking System.

Contractor must submit all required payment information using the online LBE Utilization Tracking System
(LBEUTS) as required by CMD to enable the City to monitor Contractor's compliance with the LBE
subcontracting commitments in this Agreement. Contractor shall pay its LBE subcontractors within three
working days after receiving payment from the City, except as otherwise authorized by the LBE Ordinance.
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The Controller is not authorized to pay invoices submitted by Contractor prior to Contractor’s submission
of all required CMD payment information. Failure to submit all required payment information to the
LBEUTS with each payment request may result in the Controller withholding 20% of the payment due
pursuant to that invoice until the required payment information is provided. Following City’s payment of
an invoice, Contractor has ten calendar days to acknowledge using the online LBEUTS that all
subcontractors have been paid. Contractor shall attend a LBEUTS training session. LBEUTS training
session schedules are available at www.sfgov.org/Ibeuts.

33.6 Getting paid for goods and/or services from the City.

a) All City vendors receiving new contracts, contract renewals, or contract
extensions must sign up to receive electronic payments through, the City's Automated Clearing House
(ACH) payments service/provider. Electronic payments are processed every business day and are safe and
secure. To sign up for electronic payments, visit www.sfgov.org/ach.

b) The following information is required to sign up: (i) The enroller must be
their company's authorized financial representative, (ii) the company's legal name, main telephone number
and all physical and remittance addresses used by the company, (iii) the company's U.S. federal employer
identification number (EIN) or Social Security number (if they are a sole proprietor), and (iv) the company's
bank account information, including routing and account numbers.

3.4 Contract Amendments; Budgeting Revisions.
34.1 Formal Contract Amendment.

Contractor shall not be entitled to an increase in the Guaranteed Maximum Price or an extension of the
Term unless the Parties agree to a Formal Amendment in accordance with the San Francisco Administrative
Code and Section 11.5 (Modifications of this Agreement).

342 Change Order.

The City shall have authority to use Contingency funds and/or obtain As-Needed Professional Services
without the execution of a Formal Amendment, to make changes to the work reflected in the
Implementation Statement of Work, Maintenance Statement of Work or Appendix B (Calculation of
Charges) in accordance with the terms of this Agreement (including such terms that require Contractor’s
agreement), not involving an increase in the GMP or the Term, by use of a written Contingency Change
Order.

3.5 Audit and Inspection of Records.

Contractor agrees to maintain and make available to the City, upon reasonable advance written notice and
during regular business hours, accurate billing and payment books and accounting records for the fees and
expenses relating to its Work. Contractor will permit City to audit, examine and make excerpts and
transcripts from such books and records, and to make audits of all invoices and financial, and/or other
records required under Administrative Code Section 21.34, related to all other matters covered by this
Agreement, whether funded in whole or in part under this Agreement. Contractor shall maintain such data
and records in an accessible location and condition for a period of not fewer than three (3) years after final
payment under this Agreement. To the extent required by applicable law or regulation, the State of
California or any Federal agency having an interest in the subject matter of this Agreement shall have. the
same rights as conferred upon City by this Section. Contractor shall include the same audit and inspection
rights and record retention requirements in any Subcontracts.

Any audit rights provided under this Agreement shall not permit the City to have any access to: (a) any
information of other customers of Contractor, any Contractor Affiliates, or a Contractor subcontractor who
is not providing services under this Agreement as defined above; (b) assets and equipment used by
Contractor which are used to provide services to other customers of Contractor that contains confidential
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information of such other customers; (¢) any personal information of Contractor employees, other than as
expressly provided in this Agreement; (d) time cards or records of employee time for Work not billed on
time and materials; or (e) books, records or information unrelated to this Agreement.

3.6 Submitting False Claims.

The full text of San Francisco Administrative Code Chapter 21, Section 21.35, including the enforcement
and penalty provisions, is incorporated into this Agreement. Pursuant to San Francisco Administrative Code
§21.35, any contractor or subcontractor who submits a false claim shall be liable to the City for the statutory
penalties set forth in that section. A contractor or subcontractor will be deemed to have submitted a false
claim to the City if the contractor or subcontractor: (a) knowingly presents or causes to be presented to an
officer or employee of the City a false claim or request for payment or approval; (b) knowingly makes,
uses, or causes to be made or used a false record or statement to get a false claim paid or approved by the
City; (c) conspires to defraud the City by getting a false claim allowed or paid by the City; (d) knowingly
makes, uses, or causes to be made or used a false record or statement to conceal, avoid, or decrease an
obligation to pay or transmit money or property to the City; or (e) is a beneficiary of an inadvertent

~ submission of a false claim to the City, subsequently discovers the falsity of the claim, and fails to disclose
the false claim to the City within a reasonable time after discovery of the false claim.

Article 4 Services and Resources
4.1 Services.
4.1.1 Implementation and Maintenance Services.

Contractor agrees to perform the Work provided for in the Implementation Statement of Work and
Maintenance Statement of Work. Officers and employees of the City are not authorized to request, and the
City is not required to reimburse the Contractor for, Work beyond the scope listed in Statement of Works
unless such Statement of Work is modified as provided in Article 3 of this Agreement (Contract
Amendments; Budgeting Revisions).

4.2 . Warranty.
42.1 Error Correction.

Contractor hereby assures the City that it is qualified to provide the Work required of it in the
Implementation Statement of Work and that during the Warranty Period when implemented and in
production use, the Deliverables will perform in substantial compliance with the Documentation and
Specifications set forth in the Implementation Statement of Work. Contractor will correct and/or implement
a Reasonable Workaround for any Substantive Program Error in the Deliverables that arise during the
Warranty Period. Following the Warranty Period, Substantive Program Errors and any other defects within
the scope of Contractor’s Work will be corrected under the Maintenance Statement of Work.

422 Exclusive Remedy.

If Contractor is unable to correct any Substantive Program Error arising in a Deliverable identified during
the Warranty Period and/or a Reasonable Workaround is not available or commercially feasible, Contractor
shall notify the City and may provide the City with a monetary credit or additional hours to be utilized at
the City’s discretion. Such credit or any additional hours shall be equal to the amounts paid for such non-
conforming Deliverable. The foregoing provisions of this paragraph constitute the sole and exclusive
remedy of City, and the sole and exclusive obligation of Contractor relating to any non-conforming
~ Deliverables. Any disagreements amongst the parties relating to a Substantive Program Error-or any other
warranty remedies shall be submitted to Dispute Resolution under Section 11.6 of this Agreement.
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4.2.3 Disclaimer.

EXCEPT AS MAY BE EXPRESSLY SET FORTH IN THIS SECTION 4.3, CONTRACTOR MAKES
NO REPRESENTATIONS OR WARRANTIES, EXPRESS OR IMPLIED, INCLUDING, BUT NOT
LIMITED TO, ANY IMPLIED WARRANTIES OF MERCHANTABILITY, AND FITNESS FOR A

PARTICULAR PURPOSE. CONTRACTOR. SPECIFICALLY DISCLAIMS ALL
REPRESENTATIONS AND WARRANTIES NOT EXPRESSLY SET FORTH IN THIS A‘GREEMENT.
4.2.4 Limitation.

Contractor shall have no obligation to make corrections, repairs or replacements to the Deliverables during
the Warranty Period resulting, in whole or in part, from (i) errors related solely to third party software that
the City introduces, which is not provided by Contractor under the terms of this Agreement, (ii) fault or
negligence of City, (iii) use of the Deliverables not authorized in writing by Contractor or in compliance
with the Documentation relating to such Deliverable, (iv) use of the Deliverable in a manner for which it
was not designed, including, without limitation, use of the Deliverable in connection with computer
hardware other than as specified in the related Statement of Work, (v) modifications of the Deliverable by
anyone other than Contractor or its employees or agents, or (vi) causes external to the Deliverable such as,
but not limited to, power failure or electric power surges.

4.3 Qualified Personnel.

Contractor shall utilize only competent personnel under the supervision of, and in the employment of,
Contractor (or Contractor's authorized subcontractors) to perform the Work. Contractor will comply with
the City’s reasonable requests regarding assignment and/or removal of personnel, but all personnel,
including those assigned at the City’s request, must be supervised by Contractor. Contractor shall commit
adequate resources to allow completion within the project schedule specified in this Agreement.

4.4 Acceptance Testing.
Acceptance Testing shall be performed as detailed in the Implementation Statement of Work.
4.5 Training.
Training shall be performed as detailed in the Implementation Statement of Work.
4.6 Disaster Recovery Plan. (Reserved)
4.7 Backup and Recovery of City Data. (Reserved)
4.8 Liquidated damages

Contractor agrees that to deliver certain Deliverables identified as a Milestone in the Implementation
Statement of Work. In the event of a failure to meet the Acceptance Criteria for the applicable Deliverables
identified as a Milestone, Contractor will be subject to the following financial consequences: (a) 1st

“Failure” — $0, (b) 2nd “Failure” - $0, (c) 3rd “Failure” $200, (d) 4th “Failure” - $450, (e) 5th Failure -

$600. For purposes of this Section 4.9, “Failure” shall mean an applicable Deliverables failure to meet the
Acceptance Criteria set forth in the Implementation Statement of Work and such failure is a result of errors
or omissions that are solely within the exclusive control Contractor.

Contractor agrees that the sums listed herein is not a penalty, but is a reasonable estimate of the loss that
City will incur based on the delay, established in light of the circumstances existing at the time this contract
was awarded. The liquidated damages shall be capped at five hundred thousand dollars ($500,000). Before
the assessment of liquidated damages, the Parties will conduct a root cause analysis to ascertain the cause
of the Failure of the applicable Milestone Deliverable. A sum representing the liquidated damages shall be
credited by Contractor to City as a non-transferable credit (not convertible to cash) that may be applied
forward to any additional Work performed under the Implementation Statement of Work or Maintenance
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Statement of Work (for clarity, liquidated damages, if any, shall be deducted from/credited against future
sums billed by and owed to Contractor). Should Contractor bring the project timeline set forth in the
Implementation Statement of Work back on schedule and achieve a subsequent Milestone Deliverable
without Failure, Contractor may request and in that instance the City shall release any Liquidated Damages
previously withheld. Liquidated damages shall be the exclusive remedy of the City for any such delays.
Liquidated damages shall not apply to delays that are not solely attributable to Contractor. For clarity,
liquidated damages shall not apply to delays or defects caused by the City or its personnel, third party
delays, or a force majeure event.

49  Delays.

In the event of a City caused delay or a change in the Assumptions set forth in a Statement of Work, then
Contractor may be entitled to an adjustment of the project timeline, contract price, or other modification as
mutually agreed to by the Parties. Any adjustment to the contract price that exceeds the GMP or a time
extension that exceeds the ten-year term, must be by Formal Amendment pursuant to Article'3 above. In
“the event of a City caused delay or a change in the Assumptions set forth in an applicable Statement of
" Work, Contractor will not be liable for failure to perform its corresponding responsibilities unless the parties

"agree otherwise in writing. Any disagreement regarding delay may be resolved pulsuant to the Dispute
Resolution Process set forth in Section 11.6 below.

4.10  Subcontracting.
4.10.1 City Approval.

Contractor may subcontract portions of the Work only upon prior written approval of City, which approval
will not be unreasonably withheld. Contractor is responsible for its subcontractors throughout the course of
the work required to perform the Work; provided, however, that Contractor shall have no responsibility for
any Subcontractor or other third party vendor whose Work are provided to the City with no markup. Any
disagreement about responsibility for Subcontractors may be resolved through the Dispute Resolution
Procedure set forth in Section 11.6 below. All Subcontracts must incorporate the terms of Article 10
“Additional Requirements Incorporated by Reference” of this Agreement, unless inapplicable. Neither
Party shall, on the basis of this Agreement, contract on behalf of, or in the name of, the other Party. Any
agreement made in violation of this provision shall be null and void.

4.102 Approved Subcontractors.

City's execution of this Agreement constitutes its approval of the subcontractors listed below, subject to
receipt of all requisite Certificates of Insurance from each such subcontractor.

1. Harher
2. FivePaths LLC
4.11  Independent Contractor; Payment of Employment Taxes and Other Expenses.
4.11.1 Independent Contractor. |

For the purposes of this Article 4, "Contractor" shall be deemed to include not only Contractor, but also
any agent or employee of Contractor. Contractor acknowledges and agrees that at all times, Contractor or
any agent or employee of Contractor shall be deemed at all times to be an independent contractor and is
wholly responsible for the manner in which it performs the services and work requested by the City under
this Agreement. Contractor, its agents, and employees will not represent or hold themselves out to be
employees of the City at any time. Contractor or any agent or employee of Contractor shall not have
employee status with the City, nor be entitled to participate in any plans, arrangements, or distributions by
the City pertaining to or in connection with any retirement, health or other benefits that the City may offer
its employees. Contractor or any agent or employee of Contractor is liable for the acts and omissions of
itself, its employees and its agents. Contractor shall be responsible for all obligations and payments, whether
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imposed by federal, state or local law, including, but not limited to, FICA, income tax withholdings,
unemployment compensation, insurance, and other similar responsibilities related to Contractor’s
performing services and work, or any agent or employee of Contractor providing same. Nothing in this
Agreement shall be construed as creating an employment or agency relationship between the City and
Contractor or any agent or employee of Contractor. Any terms in this Agreement referring to direction
from the City shall be construed as providing for direction as to policy and the result of Contractor’s work
only, and not as to the means by which such a result is obtained. The City does not retain the right to control
the means or the method by which Contractor performs work under this Agreement. Contractor agrees to
maintain and make available to the City, upon request and during regular business hours, accurate books
and accounting records demonstrating Contractor’s compliance with this Section in accordance with San
Francisco Administrative Code Section 21.34. Should the City determine that Contractor, or any agent or
employee of Contractor, is not performing in accordance with the requirements of this Agreement, the City
shall provide Contractor with written notice of such failure. Within five (5) business days of Contractor’s
receipt of such notice, and in accordance with Contractor policy and procedure, Contractor shall remedy
the deficiency. Notwithstanding the foregoing, if the City believes that an action of Contractor, or any agent
or employee of Contractor, warrants immediate remedial action by Contractor, the City shall contact
Contractor and provide Contractor in writing with the reason for requesting such immediate action.

4.11.2 Payment of Employment Taxes and Other Expenses.

Should the City, in its discretion, or a relevant taxing authority such as the Internal Revenue Service or the
State Employment Development Division, or both, determine that Contractor is an employee for purposes
of collection of any employment taxes, the amounts payable under this Agreement shall be reduced by
amounts equal to both the employee and employer portions of the tax due (and offsetting any credits for
amounts already paid by Contractor which can be applied against this liability). The City shall then forward
those amounts to the relevant taxing authority. Should a relevant taxing authority determine a liability for
past services performed by Contractor for the City, upon notification of such fact by the City, Contractor
shall promptly remit such amount due or arrange with the City to have the amount due withheld from future
payments to Contractor under this Agreement (again, offsetting any amounts already paid by Contractor
which can be applied as a credit against such liability). A determination of employment status pursuant to
the preceding two paragraphs shall be solely for the purposes of the particular tax in question, and for all
other purposes of this Agreement, Contractor shall not be considered an employee of the City.
Notwithstanding the foregoing, Contractor agrees to indemnify and save harmless the City and its officers,
agents and employees from, and, if requested, shall defend them against any and all claims, losses, costs,
damages, and expenses, including attorneys’ fees, arising from any determination of employment status
under this Section.

4.12  Assignment.

The Work to be performed by Contractor are personal in character and neither this Agreement nor any
. duties or obligations hereunder may be assigned or delegated (excluding Subcontractors approved under
Section 4.11) by Contractor unless first approved by City by written instrument executed and approved in
the same manner as this Agreement. Notwithstanding the foregoing sentence, Contractor may without
advance written approval, assign this Agreement in whole or in part to a Contractor Affiliate or to a
purchaser of all or substantially all of the assets of Contractor or a Contractor affiliate, on the condition that
the assignee agrees to comply and be bound by all terms of this Agreement and on the condition that
Contractor obtains subsequent written approval by written instrument executed and approved in the same
manner as this Agreement. Any purported assignment made in violation of this provision shall be null and
void. : '
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Article 5 Insurance and Indemnity
5.1 JInsurance.

5.1.1 Required Coverages. Without in any way limiting Contractor’s liability
pursuant to the “Indemnification” Section of this Agreement, Contractor must maintain in force, during the
full term of the Agreement, insurance in the following amounts and coverages:

: a) Workers® Compensation, in statutory amounts, with Employers’ Liability
Limits not less than $1,000,000 each accident, injury, or iliness; and

b) - Commercial General Liability Insurance with limits not less than
$1,000,000 each occurrence for Bodily Injury and Property Damage, including Contractual Liability,
Personal Injury, Ploducts and Completed Operations; and

c) Commercial Automobile Liability Insurance with limits not less than
.$1,000,000 each occurrence, “Combined Single Limit” for Bodily Injury and Property Damage including
Owned, Non-Owned and Hired auto coverage, as applicable.

d) Professional liability insurance, if applicable to Contractor’s profession,
with limits not less than $1,000,000 each claim with respect to negligent acts, errors or omissions in
connection with the Work.

e) Technology Errors and Omissions Liability coverage, with limits of
$10,000,000 each occurrence and each loss. The policy shall at a minimum cover professional misconduct
or Jack of the requisite skill required for the performance of services defined in the contract and shall also
provide coverage for the following risks:

@) Network security liability arising from the unauthorized access to,
use of, or tampering with computers or computer systems, including hacker attacks; and

(i1) Liability arising from the introduction of any form of malicious
software including computer viruses into, or otherwise causing damage to the City’s or third person’s
computer, computer system, network, or similar computer related property and the data, software, and
programs thereon.

1) Contractor shall maintain in force during the full life of the agreement
Cyber and Privacy Insurance with limits of not less than $10,000,000 per claim. Such insurance shall
include coverage for liability arising from theft, dissemination, and/or use of confidential information,
including but not limited to, bank and credit card account information or personal information, such as
name, address, social security numbers, protected health information or other personally identifying
information, stored or transmitted in electronic form. '

512 Commercial General Liability and Commercial Automobile L1ab111ty
Insurance policies must be endorsed to provide:

a) Name as Additional Insured the City and County of San Francisco, its
Officers, Agents, and Employees.

b) That such policies are primary insurance to any other insurance available
‘to the Additional Insureds, with respect to any claims arising out of this Agreement, and that insurance
applies separately to each insured against whom claim is made or suit is brought.

5.13 Contractors shall provide thirty (30) days’ advance written notice to the
City of cancellation for any reason, intended non-renewal, or reduction in coverages. Notices shall be sent
to the City address set forth in Section 11.1, entitled “Notices to the Parties.”
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5.1.4 ~ Should any of the required insurance be provided under a claims-made
form, Contractor shall maintain such coverage continuously throughout the term of this Agreement and,
without lapse, for a period of three years beyond the expiration of this Agreement, to the effect that, should
occurrences during the contract term give rise to claims made after expiration of the Agreement, such claims .
shall be covered by such claims-made policies.

5.1.5 Should any of the required insurance be provided under a form of coverage
. that includes a general annual aggregate limit or provides that claims investigation or legal defense costs
be included in such general annual aggregate limit, such general annual aggregate limit shall be double the
occurrence or claims limits specified above.

5.1.6 Should any required insurance lapse during the term of this Agreement,
requests for payments originating after such lapse shall not be processed until the City receives satisfactory
evidence of reinstated coverage as required by this Agreement, effective as of the lapse date. If insurance
is not reinstated, the City may, at its sole option, terminate this Agreement effective on the date of such
lapse of insurance.

5.1.7 Before commencing any Work, Contractor shall furnish to City certificates
of insurance and additional insured policy endorsements with insurers with ratings comparable to A-, VIII
or higher, that are authorized to do business in the State of California, and that are satisfactory to City, in
form evidencing all coverages set forth above Approval of the insurance by City shall not relieve or .
-decrease Contractor's liability hereunder.

. 5.1.8 - The Workers’ Compensation policy(ies) shall be endorsed with a waiver
of subrogation in favor of the City for all work performed by the Contractor its employees, agents and
ubcontractors

5.1.9 As appropriate, Contractor shall require that subcontractors provide all
necessary insurance, including Technology Errors and Omissions Liability Insurance and Cyber and
Privacy Insurance with limits of not less than identified above, and to name the City and County of San
Francisco, its officers, agents and employees and the Contractor as additional insureds.

5.2 General Indemnification.

52.1 Contractor shall indemnify and save harmless the City and its
officers, agents and employees from, and, if requested, shall defénd them against any and all third party
claims for loss, cost, damage, injury, liability and claims thereof for personal injury to or death, including
employees of Contractor or loss of or damage to tangible property, arising directly or indirectly from
Contractor’s performance of the Work provided under this Agreement, except to the extent that such
indemnity is void or otherwise unenforceable under apphcable law in effect on or validly retroactive to the
date of this Agreement and except where such loss, damage, injury, liability or claim is the result of active
negligence or willful misconduct of the City and is not contributed to by any act of, or by any omission to
perform some duty imposed by law or agreement on Contractor, its subcontractors or either’s agent or
employee. The foregoing indemnity shall include, without limitation, reasonable fees of attorneys,

-consultants and experts and related third party costs that the City necessarily incurs. For clarity, should the
City settle a claim that would trigger a Contractor indemnity obligation without Contractor’s consent,
Contractor’s indemnity obligation is waived.

522 In addition to Contractor’s obligation to indemnify the City,
Contractor specifically acknowledges and agrees that it has an immediate and independent obligation to
defend the City from any claim which actually or potentially falls within this indemnification provision,
while such claim is in effect, even if the allegations are or may be groundless, false or frandulent, which
obligation arises at the time such claim is tendered to Contractor by City and continues at all times
thereafter. ‘
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523 There shall be no limitation on the ability of either party to bring
an action arising from or relating to this Agreement except those set forth in California Law. "

524 Contractor’s indemnification obligation applies only if (i)
Contractor is notified in writing of the claim promptly following the City receiving the claim (for clarity,
the filing of a California Government Code claim in accordance with Sections 911, ef seq., is a jurisdictional
prerequisite to a third-party filing suit), and (ii) the City reasonably assists Contractor in obtaining
information about the facts underlying the claim. If Contractor agrees in writing to defend, indemnify, and
hold the City and its officers and employees harmless without a reservation of rights, Contractor may
request sole control over the defense subject to the City Attorney approval, which approval will not be
unreasonably withheld, with the exception that in any case a settlement calls for the payment of the City
~funds or action on the part of the City, such settlement would be subject to final approval of the City
Attorney and the San Francisco Board of Supervisors, each acting in its sole discretion.

53 Infringement Indemnification.

53.1 Contractor shall indemnify and hold the City harmless from all
third party claims and pay any related loss and liability including attorneys’ fees, court costs and all other
litigation expenses for any infringement of United States patent rights existing at the time of delivery of
each Deliverable, or any copyright, trade secret or any other proprietary right or trademark, and all other
intellectual property infringement claims of any person or persons in consequence of the use by City, or
any of its officers or agents, of Deliverables supplied by Contractor in the performance of this Agreement.
For clarity, should the City settle a claim that would frigger a Contractor indemnity obligation without
Contractor’s consent, Contractor’s indemmnity obligation is waived.

The infringement indemnity obligation shall not be applicable to the extent that an mfrmgement claim is
based solely upon:

(i) the City’s alteration, combination, or modification of the Deliverables, without
Contractor’s written consent;

(11) the City’s failure to use corrections or enhancements made available by Contractor,

(iii) the City’s instruction to Contractor to integrate or otherwise incorporate the
Deliverables with software or other third party materials procured by the City.

532 If any Deliverable is, or in Contractor’s opinion is likely to be,
held to be infringing, Contractor will at its expense and subject to the approval of the City either: (i) procure
the right for the City to continve using it, (ii) replace it with a noninfringing equivalent, (iii) modify it to
make it noninfringing, or (iv) direct the return of the item of Deliverable and refund to City the fees pa1d
for such Deliverable.

5.3.3 Contractor’s indemnification obligation in this Section 5.3 applies
only if (i) Contractor is notified in writing of the claim promptly following City receiving the claim (for
clarity, the filing of a California Government Code claim in accordance with Sections 911, ef seq., is a
jurisdictional prerequisite to a third-party filing suit), and (ii) City reasonably assists Contractor in obtaining
information about the facts underlying the claim. If Contractor agrees in writing to defend, indemnify, and
hold the City and its officers and employees harmless without a reservation of rights, Contractor may
request the sole control over the defense subject to City Attorney approval, which will not be unreasonably
withheld, with the exception that in any case a settlement calls for the payment of City funds or action on
the part of the City, such settlement would be subject to final approval of the City Attorney and the San
Francisco Board of Supervisors, each acting in its sole discretion.
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Article 6 Liability of the Parties
6.1 City’s Liability Limit. ' ‘ 4
6.1.1 CITY’S PAYMENT OBLIGATIONS UNDER THIS

AGREEMENT SHALL BE LIMITED TO THE PAYMENT OF THE COMPENSATION PROVIDED
FOR IN ARTICLE 3 OF THIS AGREEl\/[ENT

6.1.2 NOTWITHSTANDING ANY OTHER PROVISION OF THIS
AGREEMENT, IN NO EVENT SHALL CITY BE LIABLE, REGARDLESS OF WHETHER ANY
CLAIM IS BASED ON CONTRACT OR TORT, FOR ANY SPECIAL, CONSEQUENTIAL, INDIRECT
OR INCIDENTAL DAMAGES, INCLUDING, BUT NOT LIMITED TO, LOST PROFITS, ARISING
OUT OF OR IN CONNECTION WITH THIS AGREEMENT OR THE WORK PERFORMED IN
'CONNECTION WITH THIS AGREEMENT.

6.2 Contractor’s Liability Limit.

6.2.1 Disclaimer of Consequential Damages.

NOTWITHSTANDING ANY OTHER PROVISION OF THIS AGREEMENT, IN NO EVENT SHALL
CONTRACTOR BE LIABLE, REGARDLESS OF WHETHER ANY CLAIM IS BASED ON
CONTRACT OR TORT, FOR ANY SPECIAL, CONSEQUENTIAL, INDIRECT OR INCIDENTAL
DAMAGES, INCLUDING, BUT NOT LIMITED TO, LOST PROFITS, ARISING OUT OF OR IN
CONNECTION WITH THIS AGREEMENT OR THE WORK PERFORMED IN CONNECTION WITH
THIS AGREEMENT.

6.2.2 Liabﬂity for Contractor’s Services.

a) Implementation  Services. CONTRACTOR'S MAXIMUM
LIABILITY FOR ANY DIRECT DAMAGES ARISING UNDER OR IN CONNECTION WITH THIS
AGREEMENT OR THE WORK PERFORMED IN CONNECTION WITH THIS AGREEMENT UNDER
THE IMPLEMENTATION STATEMENT OF WORK AND FOR THE FIRST 18 MONTHS AFTER
PHASE THREE GO LIVE (INITIAL CAP PERIOD), SHALL BE CAPPED IN THE AGGREGATE AT
THE TOTAL, NOT TO EXCEED CONTRACT AMOUNT IDENTIFIED SECTION 3.3 (PROVIDED,
FOR PURPOSES OF THIS SECTION 6.2 THE NOT TO EXCEED CONTRACT AMOUNT SHALL
NOT INCLUDE THE CONTINGENCY AMOUNT IDENTIFIED IN SECTION 3.3). FOR PURPOSES
- OF THIS SECTION “PHASE THREE GO LIVE” SHALL MEAN THE PERIOD COMMENCING UPON
CITY’S ACCEPTANCE OF ALL DELIVERABLES FOR PHASE THREE SET FORTH IN THE
IMPLEMENTATION STATEMENT OF WORK.

b) Maintenance Services. FOLLOWING THE INITIAL CAP
PERIOD AND PROVIDED CONTRACTOR IS PROVIDING WORK UNDER THE MAINTENANCE
STATEMENT OF WORK CONTRACTOR’S MAXIMUM LIABILITY FOR ANY DIRECT DAMAGES
ARISING UNDER OR IN CONNECTION WITH THIS AGREEMENT SOLELY RELATED TO THE
WORK PERFORMED UNDER THE MAINTENANCE STATEMENT OF WORK SHALL BE CAPPED
IN THE AGGREGATE AT % OF THE TOTAL, NOT TO EXCEED CONTRACT AMOUNT
IDENTIFIED IN SECTION 3.3 (PROVIDED, FOR PURPOSES OF THIS SECTION 6.2 THE NOT TO
EXCEED CONTRACT AMOUNT SHALL NOT INCLUDE THE CONTINGENCY AMOUNT
IDENTIFIED IN SECTION 3.3).

c) EXCEPTIONS TO CAP ON DIRECT DAMAGES.
CONTRACTOR'S LIABILITY LIMIT FOR DIRECT DAMAGES SET FORTH IN SECTION 6.2.2(A)
AND (B) HEREIN SHALL NOT APPLY TO:

. i. DAMAGES CAUSED BY CONTRACTOR'S GROSS NEGLIGENCE (FOR
PURPOSES OF THIS SECTION, “GROSS NEGLIGENCE” SHALL MEAN A WANT OF EVEN
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SCANT CARE OR EXTREME DEPARTURE FROM THE ORDINARY STANDARD OF
CONDUCT) OR WILLFUL MISCONDUCT; CLAIMS THAT FALL WITHIN THE
INSURANCE COVERAGE OF THIS AGREEMENT;

ii. CONTRACTOR'S OBLIGATION TO INDEMNIFY AND DEFEND CITY
PURSUANT TO THE GENERAL INDEMNIFICATION AND INFRINGEMENT
INDEMNIFICATION PROVISIONS HEREIN;

iii. DAMAGES, INCLUDING ALL ASSOCIATED COSTS AND/OR
STATUTORY FINES, AND/OR PENALTIES, THAT ARISE FROM THE UNAUTHORIZED
USE OR DISCLOSURE OR FAILURE TO MAINTAIN CONFIDENTIALITY OF CITY’S
INFORMATION IN THE POSSESSION OR CONTROL OF CONTRACTOR RESULTING
FROM CONTRACTOR’S BREACH OF SECTION 13.1 (NONDISCLOSURE OF PRIVATE, .
PROPRIETARY, OR CONFIDENTIAL INFORMATION), INCLUDING, UP TO AN
AGGREGATE LIABILITY CAP OF $10,000,000; AND

iv. WRONGFUL DEATH CAUSED BY CONTRACTOR.
6.3 Liability for Use of Equipment.

The City shall not be liable for any damage to persons or property as a result of the use, misuse or failure
of any equipment used by Contractor, or any of its subcontractors, or by any of their employees, even
though such equipment is furnished, rented or loaned by the City.

Article 7 Payment of Taxes
7.1 Reimbursement by City.

Except for any applicable California sales and use taxes charged by Contractor to City, Contractor shall pay

all taxes, including possessory interest taxes levied upon or as a result of this Agreement, or the Work
~ delivered pursuant hereto. Contractor shall remit to the State of California any sales or use taxes paid by
the City to Contractor under this Agreement. Contractor agrees to promptly provide information requested

by the City to verify Contractor's compliance with any State requirements for reporting sales and use tax
paid by City under this Agreement.

7.2 Possessory Interest Tax.

721 Contractor acknowledges that this Agreement may create a

“possessory interest” for property tax purposes. Generally, such a possessory interest is not created unless

the Agreement entitles the Contractor to possession, occupancy, or use of City property for prwate gain. If
such a possessory interest is created, then the following shall apply.

722 Contractor, on behalf of itself and any permitted successors and
assigns, recognizes and understands that Contractor, and any permitted successors and assigns, may be
subject to real property tax assessments on the possessory interest.

7.2.3 Contractor, on behalf of itself and any permitted successors and
assigns, recognizes and understands that the creation, extension, renewal, or assignment of this Agreement
may result in a “change in ownership” for purposes of real property taxes, and therefore may result in a
revaluation of any possessory interest created by this Agreement. Contractor accordingly agrees on behalf
of itself and its permitted successors and-assigns to report on behalf of the City to the County Assessor the
information required by Revenue and Taxation Code Section 480.5, as amended from time to time, and any
successor provision.

7.2.4 Contractor, on behalf of itself and any permitted successors and
assigns, recognizes and understands that other events also may cause a change of ownership of the
possessory interest and result in the revaluation of the possessory interest. (see, e.g., Rev. & Tax. Code
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Section 64, as amended from time to time). Contractor accordingly agrees on behalf of itself and its
permitted successors and assigns to report any change in ownership to the County Assessor, the State Board
of Equalization or other public agency as required by law.

7.2.5 Contractor further agrees to provide such other information as
may be requested by the City to enable the City to comply with any reporting requirements for possessory .
interests that are imposed by applicable law.

Article 8 Termination and Default
8.1 Termination for Convenience
8.1.1 City shall have the option, in its sole discretion, to terminate this

Agreement, at any time during the term hereof, for convenience and without cause. City shall exercise this
option by giving Contractor.thirty ninety (90) days’ prior written notice of termination. The notice shall
specify the date on which termination shall become effective (the “Termination Effective Date™).

8.1.2 In the event City elects to terminate this Agreement, upon receipt
of the notice of termination, Contractor shall use reasonable efforts to commence and perform, with
diligence, all actions necessary on the part of Contractor to effect the termination of this Agreement on the
Termination Effective Date and to minimize the liability of Contractor and City to third parties as a result
of termination.

8.1.3 . Within 30 days after the Termination Effective Date, Contractor
shall submit a final invoice to City, which shall set forth any outstanding claim for payment.

8.1.4 If the Agreement is terminated by the City for its convenience,
City shall pay to Contractor all expenses incurred during the notice period plus an amount equal to the
greater of either: (i) the actual fees incurred during the ninety day (90) termination notice period, or (ii)
three (3) times the average monthly fee for Work rendered during the last three (3) full months immediately
prior to the notice of termination. In no event shall City be liable for costs incurred by Contractor or any
of its subcontractors after the Termination Effective Date. Such non-recoverable costs include, but are not
limited to, anticipated profits on the Work under this Agreement, post-termination employee salaries, post-
termination administrative expenses, post-termination overhead or inabsorbed overhead, attorneys’ fees or
other costs relating to the prosecution of a claim or lawsuit, prejudgment 1nterest or any other expense
which is not reasonable.

- 8.15 In arriving at the amount due to Contractor under this Section,
City may deduct: (i) all payments previously made by City for the same Work covered by Contractor’s final
invoice; (ii) an amount contested under an applicable invoice which is properly disputed in accordance with
and subject to the dispute resolution langnage of Section 11.6; and (iii) any invoiced costs or expenses
excluded pursuant to the immediately preceding subsection §.1.4.

8.1.6 City’s payment obligation under this Section shall survive
termination of this Agreement. : ‘

8.2 Contractor’s Right to Suspend.

In the event that Contractor in its sole discretion determines that the City has failed to make any payments
set forth in Appendix B, or otherwise failed to fulfill its contractual obligations, Contractor may temporarily
suspend its performance of its Work. Contractor shall provide the City prompt written notice of the
suspension and shall provide the City with an opportunity to cure. During the cure period, Contractor shall
actively assist the City to return to contractual compliance. Promptly upon the City’s achievement of the
cure, Contractor shall resume contractual performance. If the Parties are unable to resolve the issue within
five business days, the matter shall be submitted to Dispute Resolution under Section 11.6 below.

A

8.3 Termination for Default; Remedies.
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8.3.1 ‘ The City may terminate this Agreement for material breach by
Contractor, by giving thirty (30) days’ prior written notice to Contractor. In such event, Contractor shall
have the right to cure the breach within the notice period. Each of the following may constitute an event of
default (“Event of Default”) under this Agreement:

a) Contractor fails or refuses to perform or observe any term, covenant or
condition contained in any of the following Sections of this Agreement:

3.6 Submiiting False Claims. 11.11 Compliance with Laws
4.13 Assignment 13.1 Nondisclosure of Private, Proprietary or .
Confidential Information

Article 5 | Insurance and Indemnity
Article 7 Payment of Taxes

b) Contractor fails or refuses to perform or observe any other material term,
covenant or condition contained in this Agreement, including any obligation imposed by ordinance or
statute and is incorporated by this reference herein, and such default continues for a period of thirty days
after written notice thereof from City to Contractor.

c) To the extent permitted by law, Contractor files, or consents by answer or
otherwise to the filing against it of a petition for relief or reorganization or arrangement or any other petition
in bankruptcy or for liquidation or to take advantage of any bankruptcy, insolvency or other debtors’ relief
law of any jurisdiction; (iii) makes an assignment for the benefit of its creditors; (iv) consents to the
appointment of a custodian, receiver; trustee or other officer with similar powers of Contractor or of any
substantial part of Contractor’s property; or (v) takes action for the purpose of any of the foregoing.

d) To the extent permitted by law, a court or government authority enters an
order (i) appointing a custodian, receiver, trustee or other officer with similar powers with respect to
Contractor or with respect to any substantial part of Contractor’s property, (ii) constituting an order for
relief or approving a petition for relief or reorganization or arrangement or any other petition in bankruptcy
or for liquidation or to take advantage of any bankruptcy, insolvency or other debtors’ relief law of any
jurisdiction or (iii) ordering the dissolution, winding-up or liquidation of Contractor.

8.3.2 On and after any Event of Default, the City shall have the right to
exercise its legal and equitable remedies, including, without limitation, the right to terminate this Agreement
or to seek specific performance of all or any part of this Agreement. Upon any termination, the City shall
pay Contractor Uncontested Amounts for Work performed in material conformance to the requirements of
- this Agreement up to and on the effective date of termination, in accordance with Section 3.3.1.. Any
contested amounts shall be subject to the dispute resolution language detailed in Section 11.6 below.

8.3.3 All remedies provided for in this Agreement may be exercised

individually or in combination with any other remedy available hereunder or under applicable laws, rules

- and regulations. The exercise of any remedy shall not preclude or in any way be deemed to waive any other

remedy. Nothing in this Agreement shall constitute a waiver or limitation of any rights that the City may
have under applicable law.

8.3.4 Any notice of default must be sent by registered mail to the
address set forth in Article 11. '

8.4 Non-Waiver of Rights.
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The omission by either party at any time to enforce any default or right reserved to it, or to require
performance of any of the terms, covenants, or provisions hereof by the other party at the time designated,
shall not be a waiver of any such default or right to which the party is entitled, nor shall it in any way affect
+ the right of the party to enforce such provisions thereafter..

8.5 Rights and Duties upon Termination or Expiration.

8.5.1 This Section and the following Sections of this Agreement listed
below, shall survive termination or expiration of this Agreement:

3.3.1 Payment 11.6 | Dispute Resolution Procedure
33.2 Payment Limited to Satisfactory 11.8 Agreement Made in California;
Services Venue ,
3.5 Audit and Inspection of Records 11.9 Construction
3.6 Submitting False Claims 11.9 Entire Agreement
Article 5 Insurance and Indemnity 11.11 | Compliance with Laws
Article 6 Liability of Parties 11.12 | Severability
Article 7 Payment of Taxes . 13.1 Nondisclosure of Private, Proprietary
or Confidential Information
8.1.6 Payment Obligation
852 Subject to the survival of the Sections identified in Section 8.4.1,

above, if this Agreement is terminated prior to expiration of the term specified in Article 2, this
Agreement shall be of no further force or effect.

8.6 Transition Period Following Termination of the Services.

Following the termination of this Agreement pursuant to Sections 8.1 or 8.2, upon the written request of
the City (which notice shall be delivered at least sixty (60) days prior to the effective date of termination
and commencement of transition services), Contractor shall continue to provide transition services and
reasonable assistance (collectively, “Transition Services”) to the City for a maximum period of twenty-
four (24) months following the effective-date of termination. The scope of the Transition Services, data
transfer services, and applicable cost shall be set forth in a statement of work mutunally agreed upon by the
parties. '

8.7 Rights In Deliverables
8.7.1 License to Deliverables.

Subject to the terms and conditions of this Agreement and upon the City’s Acceptance and payment of
undisputed invoices for each Deliverable, Contractor hereby grants the City a worldwide, perpetual, non-
exclusive, non-transferable, non-sublicenseable and royalty-free license and right to use all Deliverables
identified in the Implementation Statement of Work for Client’s own internal business purposes.

8.7.2 Shared Deliverables.

Subject to obtaining Contractor’s prior written consent, City may share or otherwise grant access to any
Deliverables (each a “Shared Deliverable™) with any other county located in California each a “Shared
County™), provided City is not selling or otherwise receiving any financial consideration from the Shared
County for the Shared Deliverable. Contractor’s consent will not be unreasonably withheld, provided it
shall not be deemed unreasonable for Contractor to withhold consent in the event (i) City intends to sell or
receive financial consideration for any Shared Deliverable or (ii) if City or a Shared County intend to
grant access to any Shared Deliverable to any additional third parties.

CMS# Contract ID # 1000010122
P-648 (11-17) 17 of 26 October 1,2018

2308



Agreeme'nt Page 23 of 989

- a) Such Shared Deliverables are provided to any Shared County on as “as- -
is” basis and Contractor makes no representation or warranty of any kind regarding shared Deliverables
and shall have no liability to any Shared County for use of such Shared Deliverable. In no event shall any
Shared County be deemed a third party beneficiary of this Section 8.7 or any of the representations,
warranties, covenants or other obligations of Contractor under this Agreement.

b) All rights not expressly granted by Contractor in this Agreement are
reserved by Contractor. To the extent that Contractor provides services to a Shared County, Contractor and
City may discuss whether City may leverage any materials created during Contractor’s engagement with

such Shared County, which may include a reduction or: discount on any fees payable under the Maintenance
Statement of Work.

8.7.3 Open Source Code.

City acknowledges and agrees and Contractor represents and warrants that Contractor has authority to use
Open Source Code in connection with the Work provided under this Agreement which shall be

. specifically identified in the relevant Statement of Work. Any Open Source Code provided to the City

~ shall remain the sole and exclusive property of the Open Source Code provider. Sapient represents and
“warrants that the use of any Open Source Code in connection with the Work provided under this
Agreement shall be in conformance with the applicable license terms for such Open Source Code. For
purposes of this Section, “Open Source Code” means any software code that contains or is derived in any
manner (in whole or in part) from any software that is distributed as free software, open source software,
shareware or similar licensing or distribution models.

Article 9 Additional Requirements Incorporated by Reference
9.1 Laws Incorporated by Reference. |

Contractor represents and warrants that it will comply with all laws and regulations applicable to the Work

provided under this Agreement. Subject to the foregoing, the full text of the laws listed in this Article 10,

including enforcement and penalty provisions, are incorporated by reference into this Agreement. The full

text of the San Francisco Municipal Code provisions incorporated by reference in this Article and elsewhere

in the Agreement ("Mandatory City Requirements") are . available at.
http://www.amlegal.com/codes/client/san-francisco_ca/

92 Conflict of Interest.

By executing this Agreement, Contractor certifies that it does not know of any fact which constitutes a
violation of Section 15.103 of the City’s Charter; Article HI, Chapter 2 of City’s Campaign and
Governmental Conduct Code; Title 9, Chapter 7 of the California Government Code (Section 87100 ef
seq.), or Title 1, Division 4, Chapter 1, Article 4 of the California Government Code (Section 1090 ef seq.),

and further agrees promptly to notify the City if it becomes aware of any such fact during the term of this
Agreement. '

93 Prohibition on Use of Public Funds for Political Activity..

In performing the Work, Contractor shall comply with San Francisco Administrative Code Chapter 12G,
which prohibits funds appropriated by the City for this Agreement from being expended to participate in,
support, or attempt to influence any political campaign for a candidate or for a ballot measure. Contractor
is subject to the enforcement and penalty provisions in Chapter 12G.

9.4 Reserved.
9.5 Nondiscrimination Requirements.

9.5.1 Non Discrimination in Contracts.
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Contractor shall comply with the provisions of Chapters 12B and 12C of the San Francisco Administrative
Code. Contractor shall incorporate by reference in all subcontracts the provisions of Sections12B.2(a),
12B.2(c)-(k), and 12C.3 of the San Francisco Administrative Code and shall require all subcontractors to
comply with such provisions. Contractor is subject to the enforcement and penalty provisions in Chapters
12B and 12C.

952 . Nondiscrimination in the Provision of Employee Benefits.

San Francisco Administrative Code 12B.2. Contractor does not as of the date of this Agreement, and will
not during the term of this Agreement, in any of its operations in San Francisco, on real property owned by
San Francisco, or where work is being performed for the City elsewhere in the United States, discriminate
in the provision of employee benefits between employees with domestic partners and employees with
spouses and/or between the domestic partners and spouses of such employees, subject to the conditions set
forth in San Francisco Administrative Code Section12B.2.

9.6 Local Business Enterprise and Non-Discrimination in Contracting Ordinance.

Contractor shall comply with all applicable provisions of Chapter 14B ("LBE Ordinance"). Contractor is
subject to the enforcement and penalty provisions in Chapter 14B. Contractor shall utilize LBE
Subcontractors for at least 4% of the Work except as otherwise authorized in writing by the Director of
CMD. Contractor shall incorporate the requirements of the LBE Ordinance in each subcontract made n
the fulfillment of Contractor’s LBE subcontracting commitments.

9.7 Minimum Compensation Ordinance.

Contractor shall pay covered employees no less than the minimum compensation required by San Francisco
Administrative Code Chapter 12P. Contractor is subject to- the enforcement and penalty provisions in
Chapter 12P. By signing and executing this Agreement Contractor certifies that it is in compliance with
Chapter.12P.

9.8 Health Care Accountabi]jty Ordinance.

Contractor shall comply with San Francisco Administrative Code Chapter 12Q. Contractor shall choose
and perform one of the Health Care Accountability options set forth in San Francisco Administrative Code
Chapter 12Q.3. Contractor is subject to the enforcement and penalty provisions in Chapter 12Q.

9.9 First Source Hiring Program.

Contractor must comply with all of the provisions of the First Source Hiring Program, Chapter 83 of the
San Francisco Administrative Code, that apply to this Agréement, and Contractor is subject to the
enforcement and penalty provisions in Chapter 83.

9.10  Alcohol and Drug-Free Workplace.

City reserves the right to deny access to, or require Contractor to remove from, City facilities personnel of
any Contractor or subcontractor who City has reasonable grounds to believe has engaged in alcohol abuse
or illegal drug activity which in any way impairs City's ability to maintain safe work facilities or to protect
the health and well-being of City employees and the general public. City shall have the right of final
approval for the entry or re-entry of any such person previously denied access to, or removed from, City
facilities. Illegal drug activity means possessing, furnishing, selling, offering, purchasing, using or being
under the influence of illegal drugs or other controlled substances for which the individual lacks a valid
prescription. Alcohol abuse means possessing, furnishing, selling, offermg, or using alcoholic beverages,
or being under the influence of alcohol. :

9.11 Limitations on Contributions.

By executing this Agreement, Contractor acknowledges that it is familiar with Section 1.126 of the City’s
Campaign and Governmental Conduct Code, which prohibits any person who contracts with the City for
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the rendition of personal services, for the furnishing of any material, supplies or equipment, for the sale or
lease of any land or building, or for a grant, loan or loan guarantee, from making any campaign contribution
to (1) an individual holding a City elective office if the contract must be approved by the individual, a board
on which that individual serves, or the board of a state agency on which an appointee of that individual
serves, (2) a candidate for the office held by such individual, or (3) a committee controlled by such
individual, at any time from the commencement of negotiations for the contract until the later of either the
termination of negotiations for such contract or six months after the date the contract is approved. The
prohibition on contributions applies to each prospective party to the contract; each member of Contractor’s
board of directors; Contractor’s chairperson, chief executive officer, chief financial officer and chief
operating officer; any person with an ownership interest of more than 20 percent in Contractor; amy -
subcontractor listed in the bid or contract; and any committee that is sponsored or controlled by Contractor.
Contractor must inform each such person of the limitation on contributions imposed by Section 1.126 and
provide the names of the persons required to be informed to City.

9.12  Slavery Era Disclosure. (Reserved)
9.13  Working with Minors. (Reserved)
9.14  Consideration of Criminal History in Hiring.

Contractor agrees to comply fully with and be bound by all of the provisions of Chapter 12T, “City
Contractor/Subcontractor Consideration of Criminal History in Hiring and Employment Decisions,” of the
San Francisco Administrative Code (“Chapter 12T7), including the remedies provided, and implementing
regulations, as may be amended from time to time. The provisions of Chapter 12T are incorporated by
reference and made a part of this Agreement as though fully set forth herein. The text of the Chapter 12T
is available on the web at http://sfgov.org/olse/fco. Contractor is required to comply with all of the
applicable provisions of 12T, irrespective of the listing of obligations in this Section. Capitalized terms
used in this Section and not defined in this Agreement shall have the meanings assigned to such terms in
Chapter 12T. '

The requirements of Chapter 12T shall only apply to a Contractor’s or Subcontractor’s operations to the
extent those operations are in furtherance of the performance of this Agreement, shall apply only to
applicants and employees who would be or are performing work in furtherance of this Agreement, and shall
apply when the physical location of the employment or prospective employment of an individual is wholly
or substantially within the City of San Francisco. Chapter 12T shall not apply when the application in a
particular context would conflict with federal or state law or with a requirement of a government agency
implementing federal or state law.

9.15  Public Access to Nonprofit Records and Meetings. (Reserved)
9.16  Food Service Waste Reduction Requirements. '

Contractor shall comply with the Food Service Waste Reduction Ordinance, as set forth in San Francisco

Environment Code Chapter 16, including but not limited to the remedies for noncompliance provided
therein.

9.17 Sugar-Sweetened Beverage Prohibition. (Reserved)
9.18  Tropical Hardwood and Virgin Redwood Ban.

Pursuant to San Francisco Environment Code Section 804(b), the City urges Contractor not to import,

purchase, obtain, or use for any purpose, any tropical hardwood, tropical hardwood wood product, virgin
redwood or virgin redwood wood product.

9.19  Preservative Treated Wood Products. (Reserved)
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Article 10 General ?rovisions

10.1  Notices to the Parties.

Unless otherwise md1cated in this Agreement, all written communications sent by the Parties may be by
U.S. mail or e-mail, and shall be addressed as follows:

To CITY:

Office of the Assessor-Recorder
Rachel Cukierman

1 Dr. Carlton B. Goodlett Place
City Hall, Room 190

San Francisco, CA 94102

e-mail: rachel.cukierman@sfgov.org

To CONTRACTOR:

- Sapient Corporation
Krishna Kosuri
350 Bush Street, Floor 17
San Francisco, CA 94104
e-mail: kkosuri@sapient.com
“with a copy to

Sapient Corporation

Attention: Legal Counsel ' .
131 Dartmouth Street, 3® Floor A
Boston, Massachusetts 02116

Any notice of default must be sent by registered mail. Either Party may change the address to which
notice is to be sent by giving written notice thereof to the other Party. If email notification is used, the
sender must specify a receipt notice.

10.2  Compliance with Americans with Disabilities Act.

Contractor shall provide the Work in a manner that complies with the Americans with Disabilities Act
(ADA), including but not limited to Title II's program access requirements, and all other applicable federal,
state and local disability rights legislation, provided, however, to the extent any amendment to any
applicable federal, state and local disability rights legislation have a material impact on the Deliverables,.
Work or the Contractor’s cost to provide such Deliverables and/or Work, the parties may execute a Formal
Contract Amendment or a Contingency Change Order to account for any additional costs and expenses
incurred in connection with such change in law.

10.3  Reserved.

10.4  Sunshine Ordinance.

' 104.1 Public Records Request:
Contractor acknowledges that this Agreement and all records related to its formation, Contractor's
performance of Work, and City's payment are subject to the California Public Records Act, (California
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‘Government Code § 6250 et. seq.), and the San Francisco Sunshine Ordinance, (San Francisco
Administrative Code Chapter 67). Such records are subject to public inspection and copying unless exempt
from disclosure under federal, state or local law.

10.4.2 Contractors Obligations:

If the Department receives a Public Records Request pertaining to Contractor, the Department will use its
best efforts to-notify Contractor of the Request and to provide Contractor with a description of the material
that the Department deems responsive and the due date for disclosure (“Response Date™). If Contractor
asserts that some or all of the material requested contains or reveals valuable trade secrets or other
information belonging to Contractor that is exempt from disclosure and directs the City in writing to
withhold such material from production (“Withholding Directive), then the City will comply with the
Withholding Directive on the condition that Contractor seeks judicial relief on or before the Response Date.
If any third-party initiates or threatens to initiate legal action to compel the production of Contractor’s
material, Contractor shall defend, indemnify and save harmless City and its officers, agents and employees
from any and all such third party claims. Should Contractor fail to seek judicial relief on or before Response
Date, the City shall proceed with the disclosure of responsive documents.

1043 Agreement not to Sue:

Tn the event that a disclosure occurs in response to a Public Records Request, Contractor agrees that it will
“not sue the City for damages in connection with the disciosure by the City of information that Contractor
asserts is exempt from disclosure, so long as such disclosure was inadvertent and the City uses reasonable
efforts to mitigate the effects of the inadvertent disclosure and/or uses reasonable efforts to retrieve the
information as appropriate.

10.5 = Modification of this Agreement.

This Agreement may not be modified, nor may compliance with any of its terms be waived, except as noted
in Section 11.1, “Notices to Parties,” regarding change in personnel or place, and except by written
instrument executed by the parties and approved in the same manner as this Agreement. Contractor shall
cooperate with Department to submit to the Director of CMD any amendment, modification, supplement
or change order that would result in a cumulative increase of the original amount of this Agreement by
more than 20% (CMD Contract Modification Form).

10.6  Dispute Resolution Procedure.

The Parties will attempt in good faith to resolve any dispute or controversy arising out of or relating to the
performance or receipt of services under this Agreement, including those related to non-payment or
disputed invoices, (“Disputes™) in accordance with the following escalation process. Upon written notice
by a party to the other party of a Dispute (“Dispute Notice”), such Dispute shall first be referred to
Contractor’s lead engagement partner or, principal, or managing director (or designee) and City’s Contract
Administrator (or designee), as defined in the Implementation Statement of Work. If they are unable to
resolve the Dispute within fifteen (15) days of the Dispute Notice, the Dispute will be escalated to
Contractor’s lead client service partner (or designee) and the Department’s Deputy Director of
Administration and Finance (or designee). If the Parties are still unable to resolve the dispute within fifteen
(15) additional days, then each party may resort to the formal dispute resolution procedure set forth in
Section 11.6.1(b) or, pursuant to San Francisco Administrative Code Section 21.36, Contractor may submit
to the Contracting Officer a written request for administrative review and documentation of the Contractor's
claim(s). Upon such request, the Contracting Officer shall promptly issue an administrative decision in
writing, stating the reasons for the action taken and informing the Contractor of its right to judicial review

' a) After the parties have exhausted the informal dispute resolution process
outlined in Section 11.6.1(a), then, if agreed by both Parties in writing, disputes may be resolved by a
mutually agreed-upon non-binding alternative dispute resolution process. If the parties do not mutually
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agree to an alternative dispute resolution process or such efforts do not resolve the dispute, then either Party
may pursue any remedy available under California law. :

b) The status of any Dispute or controversy notwithstanding, Contractor shall
* proceed diligently with the performance of its obligations under this Agreement in accordance with the
Agreement and the written directions of the City. Neither Party will be ent1t1ed to legal fees or costs for
matters resolved under this Section

10.7  Government Code Claim Requirement.

No suit for money or damages may be brought against the City until a written claim therefor has been
presented to and rejected by the City in conformity with the provisions of San Francisco Administrative
Code Chapter 10 and California Government Code Section 900, et seq. Nothing set forth in this Agreement
shall operate to toll, waive or excuse Contractor's compliance with the California Government Code Claim
requirements set forth in San Francisco Admmlstra‘uve Code Chapter 10 and California Government Code
Section 900, et seq.

10.8  Agreement Made in California; Venue.

The formation, interpretation and performance of this Agreement shall be governed by the laws of the State
of California. Venue for all litigation relative to the formation, interpretation and performance of this
Agreement shall be in San Francisco.

10.9  Construction.

All paragraph captions are for reference only and shall not be considered in construing this Agreement.
10.10 Entire Agreement.

This contract sets forth the entire Agreement between the parties, and supersedes all other oral or written
provisions. This Agreement may be modified only as provided in Section 11.5, “Modification of this
Agreement.”

10.11 Compliance with Laws.

Contractor shall keep itself fully informed of the City’s Charter, codes, ordinances and duly adopted rules
and regulations of the City and of all state, and federal laws in any manner applicable to Contractor’s

. performance of this Agreement, and must at all times comply with such local codes, ordinances, and
regulations and all applicable laws as they may be amended from time to time, provided, however, to the
extent any amendment to any applicable federal, state and local disability rights legislation have a material
impact on the Deliverables, Work or the Contractor’s cost to provide such Deliverables and/or Work, the.
parties may execute a Formal Contract Amendment or a Contingency Change Order to account for any
additional costs and expenses incurred in connection with such change in law.

10.12 Severability.

Should the application of any provision of this Agreement to any particular facts or circumstances be found
by a court of competent jurisdiction to be invalid or unenforceable, then (a) the validity of other provisions
of this Agreement shall not be affected or impaired thereby, and (b) such provision shall be enforced to the
maximurn extent possible so as to effect the intent of the parties and shall be reformed without further action
by the parties to the extent necessary to make such provision valid and enforceable.

10.13 Cooperative Drafting.

This Agreement has been drafted through a cooperative effort of City and Contractor, and both Parties have
had an opportunity to have the Agreement reviewed and revised by legal counsel. No Party shall be
considered the drafter of this Agreement, and no presumption or rule that an ambiguity shall be construed
against the Party drafting the clause shall apply to the interpretation or enforcement of this Agreement.
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10.14 Order of Precedence.

Contractor agrees to perform the services described below in accordance with the terms and conditions of
this Agreement, and the applicable Statement of Work. The terms of this Agreement are to be read and

interpreted together with all other documents, appendices, exhibits, and addenda attached to the Agreement
as a single agreement

10.15 Non-Selicitation.

Members of the City's project team agree not to solicit the employment of Contractor’s employees during
the Term of this Agreement, without the express consent of Contractor. Nothing in this Agreement can
prevent any employee from applying for any job in California and the City cannot and will not agree that it
would not hire a qualified applicant. However, Contractor may choose not to work with or provide training
for any former Contractor employee employed by City or working with City as an employee of a consultant
hired by City if such employee is hired less than .12 months after the date of the termination of such former
employee’s employment with Contractor.

Article 11  Department Specific Terms
11.1 ~ Third Party Beneficiaries.

No third parties are intended by the parties hereto to be third party beneficiaries under this Agreement, and

no action to enforce the terms of this Agreement may be brought against either party by any person who 1s
not a party hereto.

Article 12 Data and Security

12.1  Nondisclosure of Private, Proprietary or Confidential Information.
12.1.1 Private Information.

This Agreement requires the City to disclose “Private Information" to Contractor within the meaning of
San Francisco Administrative Code Chapter 12M, which may include, names, addresses, marital status, and
social security numbers. The specific type of Private Information to be received by Contractor shall be
further detailed in the Implementation Statement of Work and subcontractor(s) shall use such information
only in accordance with the restrictions stated in Chapter 12M and in this Agreement and only as necessary
in performing the Work. Contractor is subject to the enforcement and penalty provisions in Chapter 12M.
The parties shall meet and confer annually regarding any changes in Private Information to be received by
Contractor. Changes shall be documented in writing through a modification to the Implementation
Statement of Work or Maintenance Statement of Work, executed by both parties. Contractor shall make
any commercially reasonable modifications to the Deliverables as required to account for any modifications
to the scope of Private Information to be received by Contractor. Any change that requires material increase
in scope or effort which will require billable hours will be processed through a Change Order.

12.1.2 Confidential Information.

In the performance of Work, a party (“Receiving Party’) may have access to the other party’s (“Disclosing
Party™) proprietary or confidential information, the disclosure of which to third parties may damage the
Disclosing Party. If the Disclosing Party discloses proprietary or confidential information to the Receiving
Party, such information must be held by Receiving Party in confidence and used only in performing the
Agreement, except as required by law, professional rule or regulation. Receiving Party shall exercise the
same standard of care to protect such information as a reasonably prudent contractor would use to protect
its own proprietary or confidential information.
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12.1.3 PCI and PHI Information.

Should the Agreement require future disclosure of Personal Health Inforrriation (“PHI”) or Payment Card
Industry (“PCI”) information, the Parties shall enter into a formal Amendment to the Agreement to add PCI
requirements and/or a Business Associate Addendum (“BAA”), as appropriate.

12.2 Payment Card Industry (“PCI”) Requirements. (Reserved)
' Article 13 MacBride And Signature

13.1  MacBride Principles -Northern Ireland.

The provisions of San Francisco Administrative Code §12F are incorporated herein by this reference and
made part of this Agreement. By signing this Agreement, Contractor confirms that Contractor has read and
understood that the City urges companies doing business in Northern Ireland to resolve employment
inequities and to abide by the MacBride Principles, and urges San Francisco companies to do business with
corporations that abide by the MacBride Principles.
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IN WITNESS WHEREOQF, the parties hereto have executed this Agreement on the day first mentioned
above.

CITY CONTRACTOR

Recommended by: ‘ SAPIENT CORPORATION
‘ Nams: en@fg/rteé

Rachel Cukierman - Titler Chief Financial Officer

Deputy Director of Administration and Finance :
Supplier ID: -

Approved as to Form:

Dennis J. Herrera
City Attorney

‘By:

Louise S. Simpson
Deputy City Attorney

Approved:

Jaci Fong :
Director of the Office of Contract Administration, and
Purchaser

Appendices
A-1:  Implementation Statement of Work
A-2  Maintenance Statement of Work
B: Calculation of Charges
C: Auto Insurance Waiver
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Appendix A-1
Implementation Statement of Work
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APPENDIX Al - IMPLEMENTATION STATEMENT OF WORK
Property Assessment Solution
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7.3 Deployment Bill of Materials (for each major Release (e.g. R1, R2, R3) 94
7.4  System Deploymeht _ : 94
7.4.i Resources During Deployment 94
7.4.2  System Incident and Corrective Action Reports : 95
7.4.3  System Defect Resolution Reports ' 95

8  Disaster Recovery ‘ 96
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9  Upgrades, Patches and Fixes

9.1

System Documentation During Warranty

10 Project Closeout

10.1
10.2
10.3
‘10.4

Exhibits

Documented Implementation Project Closeout
Lessons Learned

Analysis of User Adoption

- Support Transition Plan

Exhibit 1 — Contingency Change Order Template

Exhibit 2 — Sample Deliverable Acceptance Criteria Document (DAC)

Exhibit 3 — Private or Confidential Information
Exhibit 4 — City Standards

Application Development Specifications:

b.

Application Security Requirements

Training Requirements

Outsourced (Third Party Contractor) Development

Open Source Software

97
97
99
99
99
99

100

102
103
106
107
108
108
108
109
109
109

Application Development and Testing (will be documented and reviewed with ASR as part
of the design and testing strategy documentation)

Vulnerability Analysis and Testing

Documentation and Source Code

Exhibit 5 — Project Staffing Chart

_Exhibit 6 — Requirements

Exhibit 7 — Software and Hardware Components

Exhibit 8 — Requirements Traceability Matrix Example

Exhibit 9 — User Story Example

Exhibit 10 — Functional Design Document Sample

Exhibit 11 — Technical Design Document Sample

Exhibit 12 — Data Mapping Sample

Exhibit 13 — Schedule (high—level timelines with milestones)

Exhibit 14 — Organization Chart ,

109
109 -
110
111
112
113
114
115
116
117
118
119

- 120

6|Page

2324



Agreement Page 39 of 989
APPENDIX AL ~ IMPLEMENTATION STATEMERNT OF WORK

1 General Provisions

This Implementation Statement of Work (SOW) is based on the RFP requirements and Contractor
responses (as described in Exhibit 6).

1.1 Definitions

The definitions applicable to this Appendix can be found in Article 1 (Definitipns) of the T&C
" agreement. '

1.2 Schedule

The Schedule (high-level timelines with milestones) in Exhibit 13 will serve as the master schedule
for the Property Assessment Solution implementation from the Effective Date until a detailed
project plan is delivered in Definition Phase 0. The Scheduie along with the project pian wiii be
updated and revised as a deliverable in Phase 0 as mutually agreed upon between Contractor
and ASR, then maintained and modified as agreed by both parties throughout the
Implementation and Post Go-Live Support.

The project plan will include the Salesforce upgrades that are co-ordinated and tested by
Contractor. Inaddition, it includes the Open Source software upgrades that are co-ordinated and
- tested by Contractor where necessary.

Contractor will work with ASR and make best efforts to use the latest version of Open Source
software used on the project.

op2 |/
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Roles and Responsibilities

7|Page
2325




pi

lmplmentaion Shedule 1.

APPENDIX A1 — IMPLEMENTATION STATEMENT OF W

detailed project plan
during the Definition
Phase 0.

2. Contractor will be
responsible for
maintaining and
modifying the

Contractor will develop a

1.3 Critical Milestoneé

Critical Milestones for the project are listed as follows. Milestone dates are based on the
Definition Phase starting on November 12, 2018. Milestone dates are subject to change based

on a mutually agreed-to project plan and schedule:

 Critical

) mitesto |

. Critical Milestone

Acceptance of all Phase 0 Definition
Deliverables

Implementation Schedule

~ Planned |
- Duration |

6 months

Go-Live of Phase 1 Unsecured Implementation
Warranty Period

90 days - split
to cover the roll
close

Go-Live of Phase 2 Secured Implementation

- Warranty Period

90 days’ - split

to cover the roll
close

ervice Implementation Deliverables

Go-Live of Phase 3 Appeals, Web Portal,
Customer Service Implementation Warranty
Period

90 days - split
to cover the roll
close

Liquidated damages apply to Critical Milestone Numbers 1, 2, 4, and 6.
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1.4 Deliverables
1.4.1 Deliverable Acceptance Process

The parties acknowledge that the approval process set forth herein will be facilitated by ongoing
consultation between the parties, visibility of Parent and Child DAC Deliverables, and
collaboration on key decisions. Any material change to this process must be in writing and
executed by both Parties as a revision to this SOW.

1.4.2 Deliverable List

Each Deliverable identified in the SOW and/or Appendix B (Calculation of Charges) must have
either a Parent or Child DAC.

1.4.3 Parent and Child Deliverables Per Phase

'DAGs. The Parties agree, in each Phase, to identify Parent and Child DACs for all Deliverables for
that Phase. For clarity, there may be no Child DAC Deliverables in some instances.

Parent DAC Deliverables. Parent DAC Deliverables are defined as Deliverable identified for
payment in the Appendix B (Calculation of Charges). Approval of a Parent DAC Deliverable will
provide a basis for ASR’s payment of that Parent Deliverable.

Conditional Parent DAC Deliverable Approval. Upon written request by Contractor, ASR may
provide conditional approval of a Parent DAC Deliverable. Such conditional approval may provide
" a basis for ASR’s payment of that Parent DAC Deliverable as mutually agreed by the Parties.
Conditional approval of a Parent DAC Deliverable will not relleve Contractor’s obligation to obtain
final approval of each Parent DAC Deliverable.

Child DAC Deliverables. Child DAC Deliverables are defined as those Deliverables that must be
approved before approval and payment of a Parent DAC Deliverable. Approval of Child DAC
Deliverable will not provide a basis for ASR’s payment of that Child Deliverable.

Child DAC Deliverable Swaps, etc. ASR and Contractor may mutually agree to swap,\move, add,
or delete Child DAC Deliverables. '

1.4.4 Deliverable Acceptance Criteria
Acceptance of all Deliverables identified in the SOW and/or Appendix B (Calculation of Charges)

will be granted if the mutually agreed upon Delivery Acceptance Criteria (“DAC”) are confirmed
by Contractor and ASR.

9)Page
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The Parties will use their best efforts to mutually complete the DAC for each Deliverable at least
30 days before the scheduled start date for each Deliverable. If this schedule is not met, then
upon written notice, Contractor and/or ASR may unilaterally develop the DAC, subject to
subsequent approval by the other Party.

The timeline for completing the DAC for each deliverable will be incorporated into the project
schedule and managed by-both ASR and Contractor during the course of the project.

1.4.4.1 Delivery

Upon delivery of a Deliverable (Parent or Child) from Contractor, including written notice that
the Deliverable satisfies its Acceptance Criteria, ASR will review or perform Acceptance Tests on
the Deliverable, as applicable, to determine whether the Deliverable conforms to the DAC
mutually agreed to by ASR and Contractor. ASR will provide acceptance for a Deliverable per the
DAC.

A Deliverable must address all components required by the DAC.
1.4.5 ASR Review Period

Written Deliverables: The ASR Review Period for Written Deliverables shall be five (5)
business days, unless otherwise agreed in writing by the Parties. ASR may request interim
submission of lengthy Written Deliverables.

Non-Written Deliverables: The ASR Review Period for Non-Written Deliverables shall
depend upon the appropriate review process for such Deliverable as mutually agreed in writing
by the Parties. In no case shall the ASR Review Period for a Non-Written Deliverable exceed five
'(5) business days.

ASR Approval or Deficiency Notice: The ASR must notify Contractor in writing by the end
of the ASR Review Period either stating that the Deliverable is approved or must provide a notice
of deficiencies. If ASR delivers to Contractor a written notice of deficiencies, Contractor must
correct such deficiencies as defined in section 1.4.6 Deficiency Correction.

Conditional Approval: Should ASR exceed the ASR Review Period for a Deliverable,
Contractor may submit an invoice, as appropriate, and seek conditional approval of such
Deliverable pursuant to Section 1.4.3, above, which approval will not be unreasonably denied.

J

Delay: Should either Party cause a delay to the Project Schedule, the Parties may conduct
a root cause analysis to determine the cause of the delay. A delay may give rise to liquidated
damages and/or a Contractor Contingency Change Order request.
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1.4.6 Deficiency Correction

If ASR provides Contractor with a written notice of deficiencies, Contractor shall resubmit after
correcting all deficiencies identified. The ASR Review Period for deficiency correction shall be
two (2) business days, unless otherwise agreed in writing by the Parties.

1.4.7 Conditional Approval.

ASR may, but shall not be required to, conditionally approve in writing a Deliverable that contains
deficiencies. In any case, Contractor will be responsible for.correcting deficiencies that remain
outstanding before final acceptance of such Deliverable.

1.5 Contingency Change Order

In all cases in this Appendix A1 where the possibility of fees for additional products, services or
usage is referenced (i.e,, fees for items and services not licensed or committed as of the Effective
date), such additional fees are subject to the terms of Article 3 (Financial Matters) of the
Agreement. - '

Both parties agree that any changes to scope or Implementation Schedule will be assessed and
documented with a Contingency Change Order which specifies the anticipated impact to the
project in terms of change in scope, schedule, effort, and/or price. A Contingency Change Order,
including zero-dollar changes, may be triggered for the following:

1. Change in scope (i.e. new or changed requirements (functional or technical), custom
development items, integrations, conversions)
2. Change in requirements (e.g. due to legislative changes or otherwise)
Change in specifications of systems requiring integration with the new Property
Assessment solution (e.g. switching out integration types)
Change to custom developed components of solution (i.e. code changes)
Change in timeline that impacts the critical milestone dates
“Changes in services, including changes to Third Party Software and Data.
Additional products such as future/optional products and service items

w

Nou e

Other changes or activities not mentioned above will be mutually agreed upon between ASR and
Contractor as to whether a Contingency Change Order is required.

The following activities will not trigger a Contingency Change Order:

1. New Releases or upgrades to existing licensed modules

Defect fixes

3. Support for business activities occurring on the live system (e.g., portions of the system
that may be gone live)

™

11| Page
2329



Agreement Page 44 of 989
APPENDE AL ~ IMPLEMENTATION STATEMENT OF WORK

4, Prioritizatio’n/r‘eprioritization of mutually agreed-to scope and product backlog by the ASR
Product Owners and Project Manager :

Where a change is needed, the Contractor. will create a Contingency Change Order (Exhibit 1 ~
Contingency Change Order Template) for review by ASR. If Contractor commences work without
an approved Contingency Change Order, then it is accepted as scope of work as defined in
agreed-upon SOW. ASR will also fill out any required ASR forms to trigger a Contingency Change
Order. '

1.5.1 Contingency Change Order (CCO) Process

The following process shall be used for scope, schedule or cost changes. Changes that revise the
program budgets to include use of ASR contingency funds are subject to certification of funds by
the Controller. o

1. Contractor must'develop" each CCO request using the template (Exhibit 1 — Contingency
Change Order Template). Each Contractor CCO request must detail impacts to ASR
technical and functional requirements, cost, schedule and resources.

2. ASR’s response to each Contractor requested CCO shall either:
a. Approve the CCO

b. Disapprove the CCO
c. Request additional information

3. CCOs and their disposition shall be documented by ASR in Appendix B (Calculation of
Charges). ' ’

4. CCO’s must be executed by the ASR Project Director and the Contractor’s designated
project representative. CCO’s are subject to the Controller’s certification of funds.

1. Approved CCOs shall become Changes to the SOW.

Any change that increases the guaranteed maximum price or the contract time must made by
Formal Amendment to the Contract in accordance with Article 3 (Financial Matters).

2 Summary of Scope

The Implementation Statement of Work (SOW) outlines the scope of the Contractor’s services to
perform the Planning, Analysis, Design, Build, Test, Deploy and Post Go-Live tasks of the project
(Work or Services) and the mutual agreement of the parties’ respective responsibilities for the
Project.
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The Property Assessment Solution will be developed to meet the requirements in the Functional,
Technical in the Requirements matrix (Exhibit 6) and Joint System Integration Plan. ASR and
Contractor will validate and refine the Requirements during Phase 0 — Definition. Both parties
agree that any changes in Requirements will be assessed and documented with a Contingency
Change Order Request where applicable, which specifies any impact to the project in terms of
change in scope (additions, exchanges, or reductions), schedule, effort and/or price.

This Appendix Al- Implementation Statement of Work (SOW) outlines the scope of Contractor’s
services to perform the following 4 Phase implementation and warranty:

2.1 System Modules Functionality

The Definition Phase (Phase 0), which is 6 months in duration, will enable the Contractor and ASR
to confirm, understand and prioritize the requirements to finalize the project plan.

Subsequently, the Contractor will design, configure, develop, implement, integrate, migrate data
and go live with the following modules:

Modules
Phase 1 - Unsecured
| Property Implemeritation A. Unsecured Property
B. Business Personal Property includes vessels, secured
(approximately 12 months in and unsecured accounts and (new electronic BPP
duration - to be confirmed statement filing and processing portal)
during Phase 0) C. Roll Management (Note: Time sensitive and highest

priority for roll close by June 30th)

Possessory Interest

Exemptions

Audit

Dashboards/Reporting

Prototype (this will occur in the early part of phase 1)

ToOmmo

Phase 2 - Secured Property

Implementation A.. Ownership and Transfers
B. Real Property
(approximately 12 months in C. Parcel Management
duration - to be confirmed D. Roll Management
during Phase 0) E. Exemptions
F. Dashboards/Reporting
13|Page
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Phase 3 — Appeals, Customer
Support and Miscellaneous A. Appeals
Items B. Web Portal
- C. Customer Service
(approximately 6 months in D. Dashboards/Reporting
duration, to be confirmed E. Remaining items from the requirements gnd (-),
during Phase 0) " appended to this document in Exhibit 6.

2.2 Business Reporting Functionality

Contractor will develop reports and dashboards to fulfill the requirements as listed by ASR in
Exhibit 6 as part of the RFP process. Based on subsequent discussions, both ASR and Contractor
believe that Salesforce’s native reporting/dashboard capablhtles will sufficiently fulfill the
requirements in Exhibit 6. :

Contractor will also provide the appropriate training to enable ASR to create their own new
reports and dashboards.

2.3 External System Integrations

Contractor will perform activities to implement system integrations between the PAS system and
the following systems:

PAS will integrate with:

ASR’s Geographic Information System (GIS).

ASR’s Recorder System

ASR’s Document Management System (DMS)

City's Enterprise Address System

Controller/Tax Collector system, to send secured property data to it
Controller/Tax Collector system, to send unsecured property data to it
Planning Department, to export Parcel Data Characteristics to it
Internal ASR Department, to export data {Parcel, Non-Private ownership)
Port Authority system, to import data from it

10 Business Tax System, to import data from it

11. ASR’s Bl/Analytical tool

©®NDU R WN R

PAS will have the capability to integrate with:

12. City's Identified Print/Mail Vendor(s) as contracted.
13. State’s Board of Equalization (BOE)

14| Page
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14. City’s Assessment Appeals solution.

15. US Census Bureau System (to validate census tract).

16. Postal Service System {to validate address) or a vendor provided address verification
module (such as pitney bowes). '

17. City's DocuSign system

For these systems (12 to 17), the contractor will also provide information as how to actually make
the interfaces work (for future) using the capabilities that are delivered currently.

PAS - Temporary Integrations

A One way data transfer from ASR system to EZ for the purpose of reporting/read only
within legacy system. The interface will be decommissioned post the last phase of
implementation. If during define/design, a need for a temporary two way data transfer is
identified to achieve this purpose, it will be included in the design and implementation.

B. Outbound interfaces between ASR and legacy Controller/Tax Collector system until the
new Property Tax system will be live.

The following is a high level diagram of the proposed integration architecture (will be revisited
with ASR during Definition/Design):

Integration Architecture

2.4 legacy Data Migration

15|Page
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Contractor will support the migr‘ation of data into the system. Data migration and related
activities will occur during each of the Phases. Contractor responsibilities are detailed later in
this document.

2.5 Solution Training, User‘Adoption and Change Management

Contractor will provide training and change management towards a successful user adoption of
the solution. Further details on this can be found under section 4.2.12 (Change Management)

3 Implementation Sequence
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Deliverables

Activitles
i 1+ |2: Project Team Onboarding: ™.

8. ‘Migration Strategy

1. Project Initiation/Kickoff

{1, Setup Environments . .

*- {2. Product Backlog Prioritization”

;|3 Analysis and Design

3. Quarterly Planning

" Business Process Review 14 Springs - s .
User Roles / Stenarios .~ " Planning ) -
- Réquiraments Analysis - - . 'Grooming
Business Rules Definition ‘Development
* Analysis ofinterfaces - Testing/QA
Design Workshops . Dembo / Review -
-7 "Functional Design Doc SystemTest:
" Technical Design Doc " * CUAT

- Epics / User Stories creation

5. Integration with other Systems "'

;.. Settingup Envitonments *

- Interface Analysis and Design -

“7 4. Proof of Concept discussion:

Build {Regularand Temp '

15, Project Planning i QA L
I6. Project Schedule - " SystemTest L
- [7. Master Testing Strategy . - ; LUAT o 5
8. Intégration Strategy it - -~ |6, Data Cleansing/Migration -~

..Develop the Strategy

1. Kick Off Presentation (SOW_4.1.2.

,.

Synergize with Sprints

“ls. Deployment to Production -

Data Mapping -

Document

Data Migration (Execution)

- Data Migration (Reconciliation) -

7. End of Phase -Full UAT (Sprints,

| Integration and Data Migration)
+{8.UserTraining - S

10. Post Go-live support

1. Environments Established
(SOW_4.12)

11. Phase Closure {including Lessons | :
“|learned) . <

1. User Stories Developed

(configuration and code)

1.User Stories Developed
{configuration and code)

2. Project Work Plan and Schedule (SOW_4.2.5)

2, User Stories and plan confirmed
{SOW_5.1.4)

2,Test Plan (SOW_5.3.1)

2.Test Plan {SOW_5.3.1)

3. Functional Design Document (SOW_4.4.6)

3, User Stories Developed
{configuration and code}{SOW_5.1.2)

3, Test Scenarios, Test Cases and
Test Scripts (SOW_5.3.8)

3, Test Scenarios, Test Cases and
Test Scripts {SOW_5.3.8)

4. Technical Design Document (SOW_4.4.7}

4, Test Plan (SOW_5.3.1)

4, Documented System Test
Results (SOW_5.3.8)

4, Documented System Test Results
(SOW_5.3.8)

S. Integration Specs Document {SOW_4.6.2)

5.Test Scenarios, Test Cases and
Test Scripts (SOW_5.3.8)

S5.Training Plan {SOW_6.1)

5. Training Plan {SOW_6.1)

6. System Architecture Document (SOW_4.4.1)

6. Documented System Test Results
(SOW _5.3.8)

6.Training Manuals, Guide and
Materials (SOW_6.2)

6. Training Manuals, Guide and
Materials (SOW_6.2}

7. Data Conversion Plan (SOW_4.8.2)

7.Training Plan {SOW_6.1}

7.System implementation Plan
(SOW_4.10)

7.System Implementation Plan
(SOW_4.10)

8. Project Scope {Product Backiog and MVP}
(SOW_4.3.1)

8, Training Manuals, Guide and
Materials (SOW_6.2)

8. System Maintenance, Support
and Transition Plan {SOW_11.4)

8. System Maintenance, Support
and Transition Plan (SOW_11.4}

9. Risk Analysis and Management Plan {SOW_4.2.9)

9. Integration {SOW_4.6.1)

9.Release Readiness Evaluation
and Reports {(SOW_7.1)}

9. Release Readiness Evaluation
and Reports (SOW_7.1}

10. Communication Plan (SOW_4.2.13)

10. Data Migration (SOW_4.8.2)

10. Project Status Reporting
(SOW_4.2.6)

10. Project Status Reporting
{SOW_4.2.6)

11. Closure Approach Definition {SOW_4.2.14)

11. System implementation Plan
{SOoW_4.10)

11. Data Conversion,
Synchronization and Reporting

11. Data Conversion,
Synchronization and Reporting

12. Database Design {First Draft - Logical Level with Key

12. System Maintenance, Support

12, Database Development

12./Database Development

Entries, Relationships, Attributes) (SOW_4.4.7) and Transition Plan {SOW_11.4) (SOW 4.4.7) (SOW_4.4.7)
13, Project Status Reporting (SOW_4.2.6) 13, Release Readiness Evaluation 13. Security matrix Documentation! 13, Security matrix Documentation
and Reports {SOW 7.1} {SOW_5.1.6} {SOW_5.,1.6)

14, User Story Acceptance Criteria i.e. “Definition of
Done” {SOW_5.1.5)

14. Project Status Reporting
(SOW_4.2.6)

14, Change Mgmt Plan
(SOW_4.2.12)

14, Change Mgmt Plan
(SOW_4.2.12)

15. Data Mapping (initial draft) (SOW_4.6.2)

15. Managed prototype / Proof of
Concept {earlyin Phase 1}(SOW_4.7)

15. Help Desk scripts (SOW_7.3)

15, Help Desk scripts (SOW_7.3)

16. Database Development
(SOW_4.4.7)

16. Updated Entity Relationship
Diagram for Phase 2 {SOW_4.4.7}

16. Updated Entity Relationship
Diagram for Phase 3 {SOW 4.4.7)

17. Security matrix Documentation
(SOW_5.1.6)

18. Change Mgmt Plan (SOW_4.2,12)

19, Reports (SOW_4.}

20. Help Desk scripts (SOW_7.3)

21. Updated Entity Relationship

Diagram for Phase 1 (SOW_4.4.7)
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4 Definition Phase (Phase 0)

This phase will enable Contractor and ASR to confirm, understand and prioritize the requirements
~ tofinalize the project plan. Additionally, the following subsections highlight key activities within
this phase. ‘

4.1 Project Initiation

A Project Initiation meeting or meetings (Project Kick-Off) to formally notify all Assessor-Recorder
and Contractor team members and stakeholders that the Project has begun and to ensure all
team members have a shared understanding of their roles and the contract requirements. ASR
shall select the location of the Project Kick-Off(s). ASR and the Contractor shall coordinate a
mutually agreeable date and time for the Project Kick-Off meeting to occur no more than 30
calendar days after contract execution, unless otherwise approved by ASR.

4.1.1 Project Initiation Plan

The Contractor shall plan the Project Initiation meeting with the ASR Project Manager. The
Contractor shall prepare draft material at least 48 hours in advance of the meeting and work with
ASR to develop a shared agenda. '

4.1.2 Project Kick-off Presentation

The ASR Project Manager will finalize the agenda of one or more Project Kick-Off Presentations
and facilitate any questions. The Contractor shall present a portion of the agenda items at
meeting(s) to adequately provide ASR and Contractor team members and Project stakeholders
with an overview of the Project approach and expectations. The Contractor shall present and
facilitate a discussion at minimum, information about the following, which shall later be detailed
in the Project Management Plan: ' ' '

Project Scope

Vision of Success

Critical Success Factors

Implementation Methodology, Strategy and Approach (including Agile processes, data
migration, integration, phases) '
Change Management

Budget/Cost Management

Risk Management Strategy

Quality Management Strategy

Communication and Status Repdrting Approach —including performance measurements
and critical success factors '

10. Introduction of Contractor key personnel their roles and responsibilities

W R

© 0N oW
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11. Reporting structure to ASR
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12. Overall Project approach and high-level schedule including slated completion of key

deliverables

13. Overview of Contractor’s Project management processes including initiating, planning,

executing, controlling, and closing each phase of the contract

The Contractor shall be prepared to answer questions that arise during the meeting. Any
decisions or agreements from the Kick-off Meeting will be documented by the Contractor and
submitted to ASR Project Manager for review and acceptance. Any proposed changes to the
scope and/or requirements must go through the established ASR change control process.

Roles and Responsibilities

Project Kick-Off Meeting

Contractor shall plan the
Project Initiation meeting
with ASR Project
Manager. Contractor
shall prepare draft
material for Project Kick
Off meeting and develop
a shared agenda.

Support and-participate in

the Project Kick-Off(s)

meetings

Setup location for the
Project Kick-Off(s)
meeting.

. Support and participate in

the Project Kick-Off(s)
meetings

ASR Project Manager will
review and approve
material developed by
Contractor.

. ASR Project Manager will

finalize the agenda for
one or more Project Kick-
Off presentations.

Project Kick Off Agenda

Contractor shall present a
portion of the agenda
items during the Kick Off
meeting

ASR Project Manager will

-approve the portion of

the agenda items the
Contractor will be kicking
off.

Kick Off meeting
decisions/agreements

Contractor will document
any decisions or
agreements from the
Kick-off meeting and
submit to the ASR Project
Manager for review and
acceptance.

ASR Project Manager will
review and approve
documented
decisions/agreements
from the Kick-off meeting.

I3
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4.2 Project Management

The Contractor Project Manager shall be responsible for providing project management services.
The Contractor Project Manager will generate and provide project management analysis and
information to the ASR Project Director, ASR Project Manager and ASR Product Owners and
Executive Steering Committee. '

4.2.1 Project Team Overview

The Project Team will consist of the ASR Project Director, ASR Product Owners, ASR Project
Manager, ASR Project Leads, ASR BAs, ASR IT SMEs, ASR Business SMEs, Contractor Program
Manager, Contractor Project Manager, Contractor Technical Architect, Contractor BAs,
Contractor Developers, and as appropriate, other resources team members, administrative staff
who represent ASR, Independent Validation and Verification (IV&V) and Contractor. The IV&V
will be selected by ASR to assist with project management, oversight and related activities. In
addition, the ASR’s project team will include a Salesforce Technical Architect (from Salesforce).
Contractor will collaborate with IV&V and Salesforce Technical Architect to support related
activities. '

4.2.2 Project Governance & Escalation Management

Project Governance

The project governance structure identifies how the projecf should be governed and organized,
including executive management, project management and project team personnel. The
structure also provides direction for project management, timely decision-making and ultimately,
project success. '

Escalation Management

The Contractor, working with ASR, will define a clear escalation path upfront in the project and
make it visible to the entire project team so that there is buy-in from everyone in the project
team and the escalation chain, at all levels. We will also leverage consensus and clear goals to
empower teams such that escalation is less likely to slow or stall the team while they are gated
by a decision. Depending on the type and priority of escalation, the escalation person couid be
from anyone in the project team. The escalation management process includes the following
steps:

Formation of escalation team

1.

2. Development of the action plan

3. Execution of the action plan

4. Post-action plan monitoring
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There will be several levels of accountability defined with client-level, solution-level and process-
level ownership and an ability to resolve escalated issues. Typically a detailed escalation matrix
is prepared during the project initiation phase and shared with the entire project team.

The following diagram depicts the initial governance and escalation structure as mutually agreed
to by ASR and Contractor:

Ve
i Projéct Goveinahes Structure. |

g\sé Qrojec}t:-l‘.’iamrér

A brief description of ASR and Contractor project team responsibilities in terms of governance
and escalation are provided here: ‘ '

1. Executive Steering Committee (ESC) - The ESC members will include department heads
from ASR, Contractor and Salesforce, and potentially other City Departments. = The
committee will have responsibility for overseeing the strategic governance and ASR-wide
deliverables for the project as a whole and major and significant changes (in terms of
functionality, schedule and cost) to the project will be approved by this committee.

2. An Independent Validation and Verification (IV&V), along with the Contractor, will
report to the ASR Deputy Director of Administration and Finance (ASR Program Manager)
with the responsibility for advising the ESC of significant risk factors that could jeopardize
the project's delivery, schedule and cost. This group will ensure the project is aligned with
Project Management best practices and aligned for project success.
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3. Decision Review Board (DRB) - this board, comprised of ASR business unit managers, will
be responsible for reviewing, validating and providing guidance on business design
related decisions. They will identify potential areas of concern and provide
recommendations. They will communicate design related decisions to their teams and
act as change advocates. "

4. . Project Team — The Project Team will comprise of the ASR Project Director, ASR and
Contractors Project Managers, ASR Product Owners, Team/Track Leads, Architects, other
project team members such as Contractor Developers, ASR and Contractor Business
Analysts, and administrative staff. All ASR and Contractor project members who work
closely together on a daily basis, and will identify any issues or decision that should be
escalated to the Project Team Leaders.

a. ASR Project Director — The ASR Project Director will support the Executive
Steering Committee, Decision Review Board, ASR Project Manager and ASR
Product Owners with interactions with the ASR's Subject Matter Experts. The ASR
Project Director will meet with the Executive Steering Committee to discuss status
and high priority risks/issues, and potential changes in scope. The ASR Project
Director will also have approval authority on customizations and changes to scope
which can be delegated as appropriate. The ASR Project Director escalates issues
to the Executive Steering Committee when needed.

b. ASR Product Owner - The Product Owners will be responsible for.the design,
usability, and quality of the system and is a key decision maker on priorities and
design decisions, and works to ensure that all stakeholders, including project
SME’s, are aligned at each stage of the development lifecycle, as this role is
representing the end user’s needs. This role will be responsible for understanding
and defining the vision of a product from the point of view of the end user. This
role is responsible for ensuring the business requirements are satisfied. In
addition, this role is collaborative and influential and bridges the gap between the
end user and project team and represents the voice of the customer by prioritizing
business requirements and Board of Equalization (BOE) rules to ensure that the
project team is delivering necessary functionality to all end users. This role will be
responsible for reviewing/approving overall business process alignment and
change management program, overseeing overall functional capabilities. The ASR
Product Owners, with input from the Team/Track Leads, will prioritize business
needs and approve, reject, or escalate requested customizations and changes to
scope. The Product Owners will also oversee the project's change management
program and ensure that overall change management goals are achieved. Major
and significant changes (in terms of functionality) to the project will be vetted by
the Product Owners. The Product Owner will collaborate with the ASR and
Contractor Project Managers to confirm the impact of changes on schedule and
cost. ‘
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c. ASR and Contractor Project Managers - these roles are responsible for project
operations and will be identifying, tracking, and escalating risks and issues to the
ASR Project Director where appropriate. They are responsible for managing
scope, budget and schedule.

d. Team/Track Leads — provide daily program oversight over specific teams. They
also provide status and escalation of major Contingency Change Order requests to

the Project Managers. They will meet with the Project Managers on a weekly
basis. - '

e. Salesforce Technical Architect - The Technical Architect will report to the Project
Director and will validate the technical architecture of PAS. They will ensure the
design is scalable and leveraging Salesforce best practices.

4.2.3 Project Oversight
ASR and Contractor will provide oversight for the entire project as described below:

1. ASR Project Manager and Contractor Project Manager will o‘peratev as peers and
collaborate to fulfill project management services.

2. Allissues and decisions that cannot be resolved or made by the ASR's Product Owners wﬂl
escalate to the ASR Project Manager who will then make the required decision or escalate .
further to the ASR Project Director or Executive Steering Committee, which is the final
authority. The ASR Project Director and ESC will be responsible for making consultations
within ASR as needed. , ‘

3. ASR Project Manager review and approval will be required to close milestones and to
begin work on the next milestone. ‘

4. The ASR Project Director, ASR Project Manager, ASR Product Owners, and Contractor
Project Manager will meet monthly with the Decision Review Board and Executive
Steering Committee, and may meet more frequently when necessary to review milestone
completion. ,

5. The ASR Project Director and Contractor Project Director/Manager will set the agenda for
all Executive Steering Committee Meetings. _

6. Contractor's Project Manager and designated Contractor executives will attend Executive
Steering Committee and/or Decision Review Board Meetings and present status, provide
analysis and recommendations related to needed decisions or issues requiring resolution,
and answer questions that may arise during the course of the meeting. Other Contractor
personnel may attend if needed to provide background, analysis, or a presentation on a
topic scheduled for a particular meeting. However, the ASR reserves the right to hold
meetings or to discuss a particular topic without Contractor personnel or representatives
in attendance. In such situations, Contractor’s Project Manager will be notified.
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4.2.4 Project Management Plan

The Contractor shall provide a set of documents that, when taken together, constitute the Project
Management Plan that describes how the project objectives shall be met and provides a road
map for executing the Project. The approach shall be consistent with the Project Management
Institute (PMI) Project Managemént Methodologies stated in the Project Management Body of
Knowledge (PMBOK) or equivalent. The Contractor shall use ASR’s central repository (Jira and
potential other repositories) for all Project artifacts and required documentation identified in the
contract. The Property Assessment Solution Project Management Plan shall be maintained and
kept accessible in the central repository for Project artifacts.:

The Property Assessment Solution Project Management Plan shall address the initiating,
planning, controlling, executing, and closing of activities and processes. At a minimum, with the
support of ASR staff, the Contractor shall include the following components in the Plan, as
~ defined, and in accordance with the contract requirements.

4.2.5 Project Plan and Schedule

The Contractor shall build out and further define the planned Project schedule that was provided
during the Request For Proposal (RFP) process during the Definition Phase 0. The Contractor shall
deliver a baseline Project Plan and Schedule, including a Work Breakdown Structure (WBS), Gantt
chart(s), and a Project calendar in Microsoft Project and/or agreed-to tools. The Contractor shall
document any Project plan or schedule changes from the plan submitted with the Contractor’s
original proposal. The Contractor shall provide a Project Plan and Schedule to include:

1. Identification of the resources to be provided by ASR, together with the scheduled dates
those resources will be required

2. All City holidays and periods that will be observed by the Contractor staff, periods during
“which the ASR has advised that ASR resources will be unavailable to the Contractor (e.g.,
blackout periods)

3. A WBS that encompasses all activities from Project Initiation and Planning to Project
Closeout. The WBS shall define the Project’s overall objectives by identifying all Project
tasks and deliverables. Work Breakdown Structure, with indication of Deliverables /
Constraints / Dependencies / Assumptions. This WBS is the Baseline Project Schedule and
shall include: '

a. A consolidated view of the activities, activity descriptions, and activity durations
assigned to ASR, the Contractor, and their sub-contractors:

b. A fully loaded staffing plan, Contractor, and ASR, including all resources identified
to each Project activity/task

c. Alist of deliverables tied to Project milestones
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d. A methodology for tracking the actual Project schedule against the baseline
Project schedule

e.  ldentification and tracking of Deliverable acceptance periods

f. Identify Project Dependencies

4. Identification of all tasks of the Project, and any proposed sequences of phased

functionality (as mutually agreed upon by Contractor and ASR), the duration of the
Phases, and the duration of the Project

5. ldentification of the critical path activities of the Project, and the criteria used to identify
those activities '

6. Description of corrective action activities to address schedule variances during the life of
the Project; how they are identified and tracked to completion

7. Process, roles, and responsibilities required to making changes to the Project schedule

8. Assignment of resources to the schedule and approach for managing staff and/or

equipment availability to ensure completion of deliverables in accordance with contract
terms and on schedule

The Project Plan and Schedule, once accepted by ASR, will form the baseline plan and schedule
for the overall Project. The Contractor shall maintain and update applicable portions of the
Project schedule weekly to reflect the current status of the Project with a comparison made to
the initial (as provided in this response to this RFP) and baseline Project schedules.

The Project Schedule shall be consistent with available ASR resources. These resources will be
identified by ASR and communicated to the Contractor prior to Schedule development. ASR shall
have direct electronic access to the Project schedule as well as all deliverables and working
papers for immediate review and coordination of schedules and plans via an agreed sharing and

planning tool (ASR currently uses SharePoint and other data sharing methods (e.g., shared
drives)).

The Project Plan will outline a plan for the entire project, including: project management
activities, tasks, schedules, dependencies, critical paths, responsible parties, roles and
responsibilities, detailed staffing plan, Deliverables, estimated work effort, duration, start and
end dates, and milestones. The Project Schedule will be in Microsoft Project.

Throughout the project, Contractor's Project Manager will be responsible for monitoring and
updating the project schedule on a weekly basis with input from the ASR Project Manager, and
revising and developing further detail as appropriate.
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The Project Plan will not be used to manage the day-to-day tasks of each project team member.’
The Project Plan will be supplemented by tools that are mutually agreed upon between ASR and

Contractor, including document management and tracking inventories. Where possible,

duplication in tracking activities will be minimized to provide the team with an efficient and

effective approach to managing deliverables and status. The Contractor and ASR Project

Managers will be responsible for day-to-day management of their team. The Contractor and ASR

Project Manager will break day-to-day oversight down into manageable tasks and will assign .
those tasks to team members. The respective team members will report status, risks, and issues

to the Project Managers (ASR and Contractor). The Project plan will be updated whenever there

is a key change and ‘at the end of each phase by the Contractor’s Project Manager with the

support of the ASR’s Project Manager. '

4.2.6 Project Status Reporting
Project Status reporting prepared by the Contractor will include the following items:
1. Scope, Budget and Schedule Baselines

During the project definition phase, Contractor and ASR will discuss and agree on
standard format / template for status reports, including tangible and appropriate metrics.
The following metrics will be included at a minimum:

Earned value analysis (EVA) as a tool for monitoring Pro;ect progress
Burn rate report :

Schedule Performance Index

Budget to Actuals

Float

Latest Start and Latest Finish

Critical Path Task

@ thO OO0 T

2. Agreed-to information regarding the project, status, and accomplishments.

3. Agreed-to status meetings (e.g. daily scrums, sprint review, sprint retrospectives). ASR -
Project manager needs to be invited for all the SCRUM ceremonies (Sprint Planning, Daily
standups, Sprint Demo, Sprint Retrospectives) and will attend those meetings as much as
possible, subject to time zone and project needs.

The Contractor shall be required to provide, at minimum, a Weekly Status Report. The report
shall address overall Project status against the current and baseline (if different) Project schedule.
It shall cover progress against plans for the previous review period and identify work planned for
the next work period, or longer if circumstances dictate. The periodic Status Report shall address
issues and concerns, action items, and other pertinent information needed by the Contractor or
requested by ASR as necessary and applicable to that Project task or phase. The presentation of
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the Status Reports shall be written and/or oral. Contractor Project management staff are
expected to attend all Status Report meetings unless otherwise decided by ASR.

The Weekly Status Reports shall include a minimum of the following elements:

Milestones reached

Schedule Performance

ASR Approved Scope Changes

Risks/problems identified and a detailed report of the planned or completed mitigation

thereof

Milestones not met on schedule

Milestones or critical path items expected to occur during the next month

7. Alisting of departures from the Project Schedule with explanations of causes and effects
~ on other areas, and remedies to achieve realignment 4

8. Changes to project objectives, scope, schedule, or budget

9. Alisting of tasks completed since the last report

10. Updates for previously delayed tasks '

11. Any other topics that require attention from the ASR Project Manager and/or ASR

Governance Structure . '
12. Action items and follow-up to action items

BwN e

o v

Weekly status meetings will be held on a date/time that works for both ASR and the Contractor:
The Project Team Leaders and Team Leads as needed from Contractor and the ASR will attend
those meetings. ASR and Contractor will collaborate and drive the meeting. Contractor will

capture the meeting minutes and discuss the appropriate distribution list with ASR. The weekly
status report will drive the discussion.

The ASR Project Manager and ASR Product Owners will be empowered to make decisions on
scope on behalf of ASR. If needed, escalation to the Project Director, Decision Review Board or
Executive Steering Committee will occur when specific decisions are required or need to be
validated, particularly if they relate to considerable changes in scope, schedule, or budget.
Appropriate representation from ASR and Contractor will attend these meetings. The ASR Project
Director with the support of the ASR Project Manager, Contractor Project Manager and Product
Owners will be responsible for the development of the Steering Committee and Decision Review
Board presentations and will drive the meetings. The Contractor Project Manager, ASR Project
Manager and Product Owner will provide assistance in developing the presentation.

4.2.6.1 Schedule Updates

Contractor will provide updates to the Schedule on a weekly basis throughout the project to
accurately reflect the status of activities, tasks, events, Services, and projected completion dates
for such activities, tasks, events and Services. Any such update changes must be agreed upon by
the ASR prior to their final incorporation into the Schedule. Changes to the phased milestones
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dates (e.g., Phase 0, 1, 2 and 3) will follow the Contingency Change Order process. Contractor
shall collaborate with the ASR’s Project Manager to confirm the Schedule contains all Contractor

tasks and is accurate.

 Roles and Responsibilities

 Topic
System
Implementatio
n Strategy

1. Contractor will develop a System

Implementation Strategy.

ASR Project Manager will review
and approve the System
Implementation Strategy with
buy-in' from the ASR Product
Owners. '

Communicatio
n Plan

Contractor will develop a
Communication Plan.

ASR Project Manager will review
and approve the Communication
Plan.

Weekly Status
Report

Contractor shall be required to
provide, at minimum, a Weekly
Status Report.

Contractor will create status
report template.

‘Conduct weekly status meeting

Provide input and attend
Executive Steering Committee &
Decision Review Board meetings
& presentations

ASR Project Manager will review
and approve
ASR Project Manager will create

Executive Steering Committee &

Decision Review Board
presentations

ASR Project Director will approve
Executive Steering Committee &
Decision Review board

presentations

Status Report
Meetings

Contractor Project Manager is
expected to -attend all Status
Report meetings and collaborate
with ASR Project Manager on
updates.

ASR Project Manager is expected
to attend all Status Report
meetings and collaborate with
Contractor Project Manager on
updates.

Project Plan
Updates

Contractor will maintain and
update the project plan on a
weekly basis.

. ASR Project Manager will provide

updates to Contractor Project
Manager on  activity and
responsibilities of ASR.

4.2.7 Project Resourcing

During Phase 0, Contractor and ASR will work together to make appropriate finalization to the
ASR team structure and Contractor will work collaboratively with ASR to keep the charts updated
if they change during implementation.

4.2.7.1 Staffing Levels
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The projected staffing estimate is included in Exhibit 5 (Project Staffing Chart) provides the

-required staffing levels for Contractor and ASR per role and per phase. This document also
outlines the projected staffing levels for each role on the Contractor and local business enterprise
(LBE) Subcontractor teams. Contractor is responsible for ensuring delivery of implementation
regardless of Contractor staffing levels.

Staff that is required to fix items from a previous phase should not be pulled off the next phase
to resolve to the extent possible. : ' .

Contractor will staff the project with additional resources as necessary to complete the
responsibilities as outlined in the SOW.

4.2.7.2 Staffing Experience

In addition, the Contractor staff will include Solution Engineers and Consultants with experience
on the Salesforce platform. ‘

4.2.7.3 Resource Location

Contractor resources. will perform work at ASR locations in San Francisco and Contractor
locations in the US and India. No Private or Confidential Information or Production Data may be
transmitted to or stored offshore.

4.2.7.4 Team Membership

The Contractor shall define and document their planned Team Membership that is aligned with
the proposed Project Schedule. The Contractor shall identify the roles and responsibilities for
staffing all Project actjvities, including identifying the resources the Contractor and ASR will
provide to successfully fulfill the requirements of the RFP.

Contractor shall define and maintain an Organization Chart. A projected Organization Chart is
“included within Exhibit 14 (Organization Chart) that defines the breakdown of team members
for Contractor, ASR and local business enterprise (LBE) Subcontractor team members engaged in
project and support delivery.

4.2.7.5 Key Personnel
The following Contractor resources are Key Personnel and will be on-site in San Francisco,
‘California during key phases of the project. Contractor will confirm resources 30 days prior to

the agreed-to start date of the project:

1. Client Partner — Krishna Kosuri
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Role: 10 - 15 years experience partnering with client and working on key programs. Ensure
the appropriate roles and resources are allocated to the team. Ensures ASR's expectatlons :
are being met or -exceeded. Escalation point for help and support.

Project Manager — Sheri Yam

Role: 8 - 10 years experience in project management. Creation and maintenance of
project plan. Iteration Planning. Status reporting. Risk & lIssue Tracking. Backlog
Management with the Client Product Manager. Offshore Communication Management.

~ Functional Lead -— Joe Hamlet

Role: 8-10 years experience leading functional aspects of a system implementation.
Primary facilitator of analysis and design sessions. Provide guidance and direction to team
of onshore/onsite Business Systems Analysts. Provide quality assurance on deliverables.
Provide subject matter expertise on the appropriate use of the Salesforce platform.

Legacy System SME — John Bodden, James Agnew
Role: Experience in Legacy System. Provide subject matter expertise re: the legacy system
as needed. Ensure data from legacy system is properly transitioned to new solution

Offshore Application Development Lead — Gajendra Singh Rao

Role: 8 - 12 years experience 'in building and integrating systems. Provide oversight,
guidance, and direction for all application development activities and team members.
Evaluate and ensure the appropriate levels of throughput from the team. Facilitate scrum
meetings. Escalation point for resolution of technical issues.

Solution Architect — TBD
Role: 8 - 12 years experience in building customer facing systems. Generate and maintain
overall solution architecture that fulfills business needs. Ensure team understands and

_ fulfills solution architecture. Provide assistance during issue resolution. Provide subject

matter expertise on the appropriate use of the Salesforce platform.

Lead Property Assessment SME — Alan Petersen

Role: Expertise in the Property Assessment space. Provide subject matter expertise on
business capabilities and functions during analysis and design discussions. Review and
provide feedback on analysis and design-related deliverables. Assist team during QA
activities to ensure solution fulfills business needs and requirements.

Cost/Budget Breakdown

Contractor will provide a breakdown of costs/budget in preparation for the Executive Steering
Committee meetings.
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4.2.9 Risk Management

Contractor will lead risk management activities and tracking with the active participation of the
ASR in the process. The Contractor Project Manager will develop and maintain a Risk
Management Plan that shall include a Risk Register. The Risk Register will identify key risk
elements and rank these risks based on the probability of occurrence and impact should the risk

element be realized. The Risk Register will also include mitigation measures to monitor identified
risks.- '

The Contractor Project Manager will update the Risk Register to report on the status of identified
risks and any proposed or implemented risk mitigation activities. The updated Risk Register shall
be reviewed on a monthly basis, unless a risk element occurs, in which case it shall be reflected
. in the updated risk register which shall be provided as part of the weekly status report.

The Risk Management Plan will include the following: |

Identification of Project risks
Assessing the severity and probability of each identified risk
Identifying the potential impact of each identified risk, develop risk response plans for

each identified risk, and how a risk will be reassessed once a response is received or put
in motion

4. Providing guidance for assessing the efficacy of risk mitigation actions
5. Description of work products and processes for assessing and controlling risks
6. Detailed escalation mechanisms for risks
7. Risk and Issues Log, to be updated weekly
8. Risk and Issue Escalation Plan
9. lIssues and Action Item Process that describes how unanticipated issues, action items, and
tasks are assigned to a specific person for action and are tracked to resolution, and
documents the following:
Description of Issue and/or Action Item
b. Priority of Issue and/or Action Item
c. Status of Issue and/or Action Item (e.g. open, pending, under investigation,
resolved) '
d. Plan for resolution
e. ldentification of individual responsible for resolution, including anticipated use of
ASR staff or other resources '
f. Targeted resolution date
g. Actual resolution dates
h. Resolution action
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4.2.10 Issue Management

Contractor will lead issue management activities with the active participation of the ASR in the
process. The Contractor Project Manager will develop an Issue Management Plan with input
from the ASR Project Manager. The Plan shall identify the processes for issue identification,
tracking, resolution, and approval if required. The Plan also incorporates the incident
management procedures as they relate to the problems and issues. It addresses responsible
parties and specific steps to address issues or disputes that arise throughout the implementation.

Issues that arise during the project will be logged in the Issue Tracking Tool {potentially JIRA)
reviewed and monitored on a weekly basis. The Project Team will lead the implementation of an
issue management process that focuses on early issue identification, tracking and reporting,
prioritizing and analyzing, escalation and prompt resolution procedures. The Contractor Project
Manager and ASR Project Manager will agree upon open “Critical” and “High” issues that should
be included as a subsection on the weekly track status reports.

4.2.11 Quality Management

Contractor’s Quality Assurance approach combines leading industry practices with internal
proprietary practices that provide:

1. Tools to evaluate quality and monitor performance

2. Processes that help to provide an early warning/detection system to identify and address
issues ‘

3. Standard quality methodologies and performance metrics

4. Quality reviews throughout the lifecycle

The approach includes layers of quality review, client satisfaction surveys and adherence to
quality guidelines and standards.

The Quality Assurance approéch includes the following major activities: 4

Develop quality guidelines for development and testing” =~ -

Conduct monthly Process and Project Quality Assurance (PPQA) reviews

Conduct annual client satisfaction survey

Conduct Expectations Management sessions with ASR Managers

Work with ASR Departments to ensure adoption of and adherence to project QA standards.

VR W e

4.2.12 Change Management

4.2.12.1 Project Change Management
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The Contractor must detail the approach and plan to meet the complex Change Management
needs and associated tasks that are part of a large scale system implementation Project.

4.2.12.2 People Change Management

The People Change Management team will be responsible for activities that will help to prepare
the ASR Departments and users for transition to and the use of the new System. It includes
activities in the following areas:

e Communications

e ASR Readiness, including existing and new roles

e Knowledge Transfer/Readiness of Support Team

& Training

The Change Management team will be comprised of representatives from the ASR project team
and Contractor. '

Maijor Activities

The Change Management team will utilize the Contractor’s SuccessPath Change Management
methodology uses a four step process which will look to build an agency paradigm of change for
ASR. SuccessPath will consider the traditional areas of Change Management including
communication, adoption and acceptance through its Plan and Execute stages. Additionally,
additional stages will be added before and after traditional change management best practices
to enhance the adoption, and ultimate success. Contractor Change Management Lead will work
closely with the ASR’s Project Manager and ASR Product Owners to carefully assess all the

opportunities to promote successful change, while addressing the defined areas where change
will be challenging.

Level Settingfor Change and lts Qutcome

At the beginning, Contractor will execute a Level Set stage with ASR, which defines baselines,
ground rules and key players who are instrumental for change. In the final stage, our Evolve stage,
Contractor looks at performance and adoption. This is executed at defined milestones after the
implementation has been completed.

The following approach will be adopted:

33|Page
2351



Agreement Page 66 of 983
APPENDIX AL ~ IMPLEMENTATION STATEMENT OF WORK

1. Simplistic: Contractor will create plans and artifacts with ASR ina simple and digestible
way to ease the change process. ' '

2. Repeatable: Contractor will work with ASR to make the change processes repeatable to
enhance productivity for the ASR during the change and its various phases.

3. Defined: Change will be defined at the start of the broject by the Contractor working with
~ ASR; ground rules will be established so that the type of change is understood. How the
application will be used will also be clearly understood to increase the adoption rate.

4. Involved: Contractor will encourage ASR users to be involved early, rather than when the
application is released, to help them feel like a valued part of the process rather than a
recipient. .

5. Assured: Milestone-based health checks will be performed throughout the process to
ensure change and adoption are occurring in concert with the implementation.

SuccessPath’s Four Steps

Contractor’s SuccessPath Change Management methodology transitions through four steps to
meet the needs of change, training and adoption success.

Level Setting Stage
This initial strategy phase will focus on aligning business goals with project goals, and will define
the expectations both at a managerial and end user level.

Planning Stage

Working with the ASR Project Manager and ASR Product Owners, Contractor’s Change
Management Lead will lead this phase to define ASR plans and team optimization. Different areas
of change management will be specified and planned for, including communication, training,
resistance, and overall change management.
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Execute Stage

This is the stage where all the careful team planning will come to fruition. After working jointly
with the ASR Project Manager and ASR Product Owners to discover and plan for managing the

change process, Contractor will move through the execution of each of the plans, as exemplified
below.

Evolve Stage

In the Evolve phase, Contractor will work jointly with the ASR Project Manager and ASR Product
Owners to evaluate the status of success of the project via usage and performance metrics. If
deemed necessary by the ASR team, Contractor will also fulfill advanced training needs and
perform adoption and performance health checks at defined milestones following the release.

Roles and Responsibilities

pi ontra
Assess all the | 1. Contractor’s Change | 1. ASR Project Manager will review
| opportunities | Management Lead will assess all and approve opportunities to
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to  promote the opportunities to promote promote change and where change

successful change and define areas where will be challenging.

change change will be challenging.

Level Set stage | 2. Contractor will execute a Level | 2. ASR Project Manager will review
Set stage to define baselines, and approve. :

ground rules and key players who
are instrumental for change.

Planning Stage | 3. Contractor will define ASR plans-| 3. ASR Project Manager will review

and team optimization. This and approve.
includes planning for
communication, training,
resistance and overall change |-
management.
Execute Stage | 4. Contractor will execute change | 4. ASR Project Manager will review
: management plan- and approve.
Evolve Stage 5. Contractor will evaluate the | 5. ASR Project Manager will review
status of success of the project and approve.
via usage and performance
metrics.

4.2.13 Communication Plan

- The Contractor shall fully define and document the Communication Plan that describes the
Contractor’s roles and responsibilities regarding communications with the Contractor’s
immediate Project team, subcontractors, and ASR including:

Communication protocols
Communication mode and format
Communication content
Communication frequency
Audiences

moow>

The following diagram generally describes the Contractor’s approach towards the project
communication framework which is defined during the project initiation with ASR:
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Contractor’s methodology is designed to facilitate continuous customer engagement and full
transparency among all the stakeholders to demonstrate visible progress throughout the lifecycle
of a project. Contractor will establish regular communications and meetings with key client
stakeholders to review scope, discuss risks and resolve issues. This includes regular
communications and meetings with the ASR Project Director, Decision Review Board, ASR,
Program Manager, and Executive Steering Committee.

Regular status reporting will provide for:

1. Visibility into the speed of execution and accomplishments to date

2. Ability to influence the direction of the project in real time and correct
miscommunications

3. Visibility into important issues and their resolution

Some of the Contractor’s key activities to ensure full transparency of status of delivery for ASR
includes: ‘
1. Coordinate the overall project communication plan }
2. Develop and implement a communication plan which includes defining integrations,
meeting schedules, reports schedules, standards and communication prerogatives

3. Collect and distri_bute information through established and defined communication
channels

4. Provide a first escalation point for the project

5. Enable agreement on empowerment and escalation practlces and indicators of progress
in making timely decisions

6. Ensure alignment of teams and stakehoiders around the path to successful compietion
and actions needed to stay on track

The folIOng approaches will be used to effectively manage the Contractor’s team and ensure
ASR is properly informed of the project status as well as issues and risks:
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1. Team meetings once or twice daily to review status and schedules as well as team morale
~and synergy :

2. Client workshops and checkpoints to review requirements, functionality, scope, usability
and technology, and to validate decisions that have been made by team segments

3. Weekly status reports and client checkpoints to review current project status, open
issues, next steps and risks : '

4, Executive Steering committee/governance/Decision Review board meetings once or
twice per month to review the project status including scope, issues, the project plan and

other critical topics : ‘

4.2.14 Closure Approach

The Contractor shall define and document the Closure Approach (for any proposed Phases, the
Implementation work, and the Project) in accordance with the requirements of this RFP.

Roles and Responsibilities

| Pojct Work Plan

Contractor will create the
project work plan.

ASR Project Manager will
assist with the creation of
the project work plan and
ultimately approve this
deliverable.

Monitor and update the
Project Work Plan

Contractor will routinely
monitor and update the
project work plan. -

ASR Project Manager will
assist with routine

. monitoring and updating

of the project work plan

Capture actual hours

Contractor will capture
actual hours worked and
estimates to completion

ASR Project Manager will
review and approve.

Project Metrics

Contractor will report on
project work plan metrics
(includes tracking of
customization)

. ASR Project Manager will

review and approve.

Property Assessment Solution
Project Management Plan

Contractor will provide a
set of documents that will
constitute the Property
Solution Project
Management Plan (see
section 6.1.1.3)
Contractor shall use ASR’s
central repository (ASR’s

ASR Project Manager will
review and approve
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SharePoint) for all Project
artifacts and require
documentation identified
in the contract.

Project Status

Contractor shall

document and distribute
‘a project status report

6. ASR Project Manager will
contribute to the creation of
the Project Status report
based on ASR’s "
responsibilities

| Team Membership

Contractor shall define
and document their
planned Team
Membership that is
aligned with the proposed
Project Schedule

7. ASR Project Manager will
review and approve. ASR
Project Manager will
define and document the
ASR team structure to
support the Contractor
team and also complete
the ASR project
responsibilities.

Project Plan

Contractor shall deliver a
baseline Project Work
Plan and Schedule,
including a Work
Breakdown Structure
(WBS), Gantt chart(s), and
a Project calendar via
Microsoft Project and/or
agreed-to tools.

8. ASR Project Manager will
review and approve

Change Management Plan

Contractor must detail
the approach and plan to
meet the complex Change
Management needs and
associated tasks that are
part of a large scale
system implementation
Project.

9. ASR Project Manager and
ASR Product Owners will
review and approve

Contingency Change Order
Request Approach

10.

Contractor will confirm
understanding of existing
Contingency Change
Order request process.

10. ASR Project Manager will
review existing
Contingency Change
Order Request process
with Contractor and ASR
Product Owners.

Closure Approach

11.

Contractor shall define
and document the

11. ASR Project Manager will
review and approve
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Closure Approach (for any

proposed Phases, the
Implementation work,
and the Project) in
accordance with the
requirements of this RFP.

Risk Management Plan

12.

Contractor will create the
Risk Management Plan

12.

ASR Project Manager will
assist in creation of risk
management plan. ASR
Project Director will
ultimately approve.

Risk Tracking ’

13.

Contractor will create risk
tracking document.

13.

ASR Project Manager will
assist in creation of risk
tracking document and
ultimately approve.

Risk Tracking Review

14.

Conduct Risk Tracking .
Document review
meeting on at least a
monthly basis

14.

ASR Project Manager will
collaborate and support
the review meeting.

Identify risks and mitigation

15.

16.

17.

18.

Contractor will identify
risks and mitigation
activities

Contractor will prioritize
risks with ASR.
Contractor will execute
mitigation plan with ASR.
Report on major risks in
the weekly status report

15.

16.
17.

18.

ASR will identify risks and
mitigation activities
ASR will prioritize risks.
ASR will execute
mitigation plan.

Report on major risks in
the weekly status report

Risk Management Plan

19.

Contractor will create the
Risk Management Plan

19.

ASR Project Manager will
assist in creation of risk
management plan. ASR
Project Director will
ultimately approve.

Issue Management Plan

20.

Contractor will create the
Issue Management Plan.

20.

ASR Project Manager will
assist in creation of Issue
Management Plan and
ultimately approve.

Issue Tracking Tool

21.

Contractor will create the
issue tracking tool.

21.

ASR Project Manager will
assist in creation of issues
tracking document and

ultimately approve.
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Identify issues and
resolutions

22.

23.
24,

25.

Contractor will identify
issues and resolution
activities

Contractor will prioritize
issues.

Contractor will execute
resolution plan.

Report on major issues in
the weekly status report

22.

23

25.

ASR will identify issues
and resolution activities

. ASR will prioritize issues.
24,

ASR will execute
resolution plan.
Report on major issues in
the weekly status report

Quality reviews

26.

Contractor to conduct
quality reviews per the
project plan.

26.

27.

ASR to assist with quality
reviews per the project
plan.

Respond to the annual
client satisfaction survey

4.3 Reaquirements Analysis

4.3.1 Requirements & Business Process Review

Contractor will work with ASR project team to review the business requirements and business
~ process flows during the Definition Phase to confirm understanding of ASR needs. Contractor will
_provide the following deliverables as outputs of this review process:

1. Requirements grid updated with details, such as granularity and dependency references
2. Process flow diagrams updated with details such as granularity on lower processing
3. Creation of Story Epics

4.3.2

Requirements Traceability Matrix (RTM)

The Contractor shall provide a Requirements Traceability Matrix that will ensure traceability and
fulfillment of ASR’s specific functional, non-functional, and contractual requirements as outlined
in the RFP. As part of each User Story, Contractor will associate the requirement(s) and epics the
User Story fulfills. In addition, the Requirements Traceability Matrix will identify the test case
document reference. See Exhibit 8 for an exarhple of the Requirements Traceability Matrix
format. As part of the requirements review process, Contractor will produce a detailed report
with this information for ASR to confirm that all requirements are being addressed. This
information is also tracked in Jira/Confluence, which allows for easy reporting and identification
of specific requirements as part of the Build Phase. Whether the requirement is related to a User
Story in a Sprint or in the Product Backlog there is visibility back to the original requirements.
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Roles and Responsibilities

1. Contractor will dep and 1. ASR Project ager will review
Traceability maintain a Requirement and approve.
Matrix Traceability Matrix

4.4 System Design
4.4.1 Architecture Design Review

Contractor will perform an architecture design review during the Definition Phase. Contractor
will provide the following deliverables as outputs of this review process:

1. Architecture diagram updated with details confirming design
2. ldentification of environments required for development and testing

Contracto .
1. Contractor shall develop a System
Architecture document

S
1. Salesforce Technical Architect
from Salesforce and ASR Project
Manager will approve the System
Architecture document,

| System
Architecture

4.4.2 Systems Analysis & Design Methodology (SADM)

The system will be designed, to the extent possible, to allow for legislative changes to be a simple
configuration or business rule changes with minimal code changes.

The Contractor shall provide a documented design approach and methodology to be followed
when designing any new functionality to be developed, or to guide the configuration of the
" existing packaged system product. The document shall also identify the approach to conduct
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knowledge transfer and provide hands-on experience for identified ASR staff during the course
of the SDLC. The development of the methodology shall consist of the following tasks:-

1. Develop a draft Systems Analysis & Design Methodology document that identifies the
process to manage any necessary functionality/capability development and configuration
activities based on functional and technical specifications. The methodology shall clearly
define the inputs and outputs for the design process, define the expected deliverables for
the development team, and define the roles and responsibilities of the design team

2. Review draft methodology with the appropriate stakeholders '

3. Prepare final methodology document

4.4.3 Design Workshops

In order to ensure that the Contractor fully understands the System requirements, the Contractor
shall conduct and lead design sessions with appropriate staff from ASR. The Contractor shall
conduct Joint Application Design (JAD) sessions to fully explore and understand existing Property
Assessment System component functionality that the Contractor shall be leveraging for the new
system, and to identify any gaps that the Contractor shall address in order to comply with the
requirements identified in this SOW and the contract. Based upon the outcome of the JAD
sessions, the Contractor shall document in detail the design, development, and configuration
actions necessary to fully meet Property Assessment System requirements.

4.4.4 Joint Application Design (JAD) Sessions

A series of Joint Application Design (JAD) sessions will be conducted for each functjonal area.The
steps used to prepare and conduct the JAD will be as follows:

@ - Contractor business analysts will prepare a schedule of JAD sessions organized around the
identified business processes. This inventory of business processes becomes the foundation
for the organization and scheduling of the Joint Application Design sessions.

e ASR will identify the appropriate ASR JAD participants and send invitations with sufficient
lead time. While preparing for the JAD sessions, the audience will be identified and
invitations sent out in advance. The ASR Product Owner and ASR Project Manager will want
to identify a mix of JAD participants that represent a variety of ASR Department needs,
including both functional and technical SMEs from the ASR Departments. '

e Contractor will prepare for the JAD sessions, leveraging existing To-Be process
documentation. The teams will review existing process documentation to become familiar
with current ASR processes and work done to date to identify and document To-Be business
processes. Contractor will update existing To-Be process documentation as necessary (e.g.,
To Be process flow diagrams, and To Be use cases documentation or User Stories). The
teams will prepare agendas and scripts to plan and prepare for how the functionality will
be demonstrated to the participants and how the user stories will be reviewed. The
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Salesforce environment and supporting documentation will be used to support the To-Be
processes. ‘ '

®. Contractor will conduct the JAD sessions and identify gaps between the requirements, To-
Be business processes and delivered functionality. The Functional Team will use the live
software and the configuration to explain how the business processes work in the delivered
environment. The applicable user stories will be reviewed, and gaps will be identified.

4.4.5 Fit/Gap Analysis

e Document possible solution options for the identified gaps. After a JAD session is complete,
the team will review the gaps and identify possible solution options for resolving the gaps.
Possible solutions may include a business process change, a modification to the user story,
a work around, a policy change or a modification to the software. :

® For gaps where modifications are proposed, estimate the modification effort and prioritize
the modification. For gaps where modifications are proposed, the teams will estimate the
modifications. The ASR Product Owners will assign a priority to the modifications along
with any appropriate justification for the modification.

e Contractor will document the results of the fit/gap analysis.

The proposed modifications arising from the JAD process will follow the standard documentation
and approval process as described in this document. Approved modifications will be documented
in the inventories of reports, interfaces, conversions, extensions, and workflows (RICEW objects)
needed to meet the System requirements. The inventory of approved modifications will become
the basis for the modification designs and build documents to be developed throughout the
course of the Project.

At the end of the phase, the Project Work Plan will be updated to reflect any scope changes.
4.4.6 Functional Design Document (FDD) -

Prior to the creation of detailed design or the start of any development/configuration, the
Coritractor shall develop and provide a comprehensive Functional Design Document to ASR,
based on the requirements in the contract and interviews with ASR management and operations
staff. The purpose of this document is to demonstrate that the Contractor has a strong
understanding of the Property Assessment System requirements and a well-defined vision of how
the Property Assessment System should be designed, developed, configured, and implemented.
This document shall include all System requirements that have been included in this Scope of
Work and address how they will be designed and developed.

The Functional Design Document should incorporate plans for the first functionality to be
designed, developed, and deployed as a managed prototype phase. The managed Proof of
Concept (POC) may include data migration and potential interfacing with other systems. ASR will
review the managed POC experience and outcomes to ensure the established plans and approach
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for implementing the system appropriately address ASR’s holistic needs. Any resulting areas for
improvement should be addressed before beginning full system design and
development/configuration.

The Contractor shall Iead and facilitate the process for developing the Functlonal Design
Document. This process should: :

Provide a detailed description of the business processes and the functionality the
Property Assessment System will provide, including a validation of the functionality
described in the Property Assessment System “Future State” Workflows (Assessor Process
Flows) and Use Cases (Assessor Use Cases) as well as the Property Assessment System
response matrices (Functional and Technical) (all in Exhibit 6) '
Provide a detailed description of all workflows identified during the planning phase of the
Project .

Perform on-site interviews with key ASR stakeholders to understand how the desired
functionality will be translated into software requirements

Conduct joint meetings with ASR’s Project team and Subject Matter Experts (SMEs) to
validate the desired functionality

Analysis of existing artifacts and working documents/systems to identify legacy business
rules, formulas, and decision support rules embedded in current systems and tools
Develop functionality groupings and provide a description with a detailed breakdown of
functionality by proposed grouping and any proposed implementation phases

Review draft functional design document with the appropriate stakeholders, allowinvg
time for those stakeholders to return comments or clarifications

Prepare final functional design document based on updates from" approprlate
stakeholders

- When functional design document is accepted by ASR, Contractor will update as needed

the workflows, use cases, and requirements

The Contractor shall provide a Functional Design Document that will include the following
sections below. Please see Exhibit 10 for a sample representation of this deliverable.

1. The business processes and the functionality the Property Assessment System will
provide (by phase, if relevant to the proposed approach) '

2. Details on the requirements supported by the proposed Property Assessment System, any
existing ASR system componénts that may be leveraged to meet requirements, and which
System requirements/components will be newly developed based on a business process
gap analysis

3. Business rules definition.

4. Reporting capabilities and pre-built reports. Identifying reporting and dashboard needs.

5. User profiles and security role permissions.

6. System functionality included in Exhibit 6 - Requirements Response Matrices. This would
be leveraged as input into the Requirements Traceability Matrix.
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System overview diagrams illustrating which system components provide what
functionality, linking back to the workflows, use cases, and functional requirements.

A maintainable list of workflows mapped to business processes and use cases mapped to
System requirements.

User integration screens for the system. »

Identification of functions or user roles that initiate workflow receives the workflow, and
any processes that occur as a result of the workflow.

List of assumptions made during the design as well as recommended next steps and
required actions that shall be confirmed by ASR before development/conﬂguratlon.

A comprehensive list of functional specifications to implement the functionality required.
Recommendations on how to close specific gaps that require changes to ASR’s business
processes, including database diagrams, workflow diagrams, process flows, and/or use
cases.

A breakdown of the functionality by any proposed Phases, including temporary
integrations, data migration approach

Any initial concepts for screen design, potentlally including storyboards and the expected
flow of work relative to the screens :

Description of a proposed managed prototype phase to vahdate the solution and
implementation approach ~

Defines a conceptual architecture that will produce a design to fulfill Property Assessment
System stakeholder’s functional expectations

Defines a logical architecture model, including defined integrations, data field definitions,
and validation rules

Defines the data architecture model

The conceptual, logical, and physical architecture shall fulfill functional requirements

The Contractor will produce user stories for each custom Extension and Workflow object that
was approved at the end of the Definition Phase. The designs include comparing the ASR’s
specifications to the abilities delivered in the standard appllcatlon and validating design plans
with project stakeholders.

Functional Design Specification documents will include the following sections below. Please see
Exhibit 10 for a sample representation of this deliverable.

1. Document History

2. Category of customization (i.e. report, interface, conversion, extension, workflow)

3. Application Overview, including Workflow, Business Process Impacts and Processing
Overview

4. Application Flow Diagram

5. Legacy System, Conversion, Configuration, Change Management Security, and Technical
Impacts (if any)

6. Related Work Units (if any)

7. Testing Scenarios
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The Contractor shall support the user review and acceptance process throughout the software
development lifecycle and shall maintain the Functional Specifications and Functional Design
Document throughout the Project—appropriately updating the document when any System
design changes occur. ASR acceptance of the initial Functional Design Document is required
before system development/configuration can begin.

After each completed impléementation of a functionality set, and upon final Property Assessment
System delivery, the Contractor shall assemble, update, and provide an updated Functional

Design Document and Technical Design Document to ASR. The document components shall
include at a minimum: '

1. Updated user stories and mapping to Functional Requirements
2. Updated Technical Specification in the Technical Design Document

4.4.7 Technical Design Document (TDD) .

The Contractor shall develop the Technical Design Document (TDD) based on outputs from the
technical design sessions conducted with the Contractor and ASR.

The TDD shall provide a complete and comprehensive technical explanation of how the System
will provide the performance, functionality, scalability, supportability, and operations specified
in the Requirements and the Functional Design Document (FDD) deliverable, including, as
applicable, details of processes, visual displays and estimates of transaction and data volumes,
and including the database logical and physical model and the associated data dictionary.

The Contractor shall complete the following tasks during the development of the TDD:

1. Based on the FDD, conduct joint meetings with ASR’s Project team and SMEs to validate
~and refine the technical design specifications '
2. Develop detailed technical design specifications-
3. Review draft technical design specifications with the stakeholders, allowing time for those
stakeholders to return comments or clarifications

The Contractor will provide the Technical Design Document to include a minimum of the
elements described above and the following components:

Detailed description of System architecture
User Integration Design

Data Migration Design

Logical Architecture Diagram

Physical Architecture Diagram

Entity Relationship Diagrams

Data Flow Diagrams

Data Dictionary

O N RN R
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9. Processing controls

10. Processes to manage System lnstallatlon and conﬁguratlon

11. Security controls

12. Provides a detailed list of all the proposed production environment platforms, including
Hardware, OS, Networking, and 3rd party systems/tools/utilities, etc.

13. Describes how the architecture design features ensure that the System can scale as
needed for future transaction volumes, storage requirements, and System usage
expansions over the next 10 years

14. Describes how the System will ensure performance based on expected data and user
loading, target source systems and target platforms (including any relevant “failover”
design specifications)

15. Defines a physical architecture that defines the various integration capabilities of the
proposed system and how they shall be implemented. This shall also include details
around the integration layers, potentlally using web services and various other integration
technologies

List of assumptions made during the technical design as well as recommended next steps and
required actions that shall be confirmed by ASR before the development. The Functional Design
Document (FDD) and the TDD shall be the documentation used by the Contractor during System
Development.

The Contractor will produce Technical Design documents for the modifications approved during
the Definition Phase 0. Unlike Functional Design Specifications documents, these. detailed
(technical) designs are intended as technical specifications that can-be éxecuted by application
developers/business analyst. Technical Designs will include the following sections listed below.
-Please see Exhibit 11 for a sample representation of this deliverable.

e Description of Program Flows
® Description of Custom Objects

After each completed implementation of a functionality set, and upon final Property Assessment
System delivery, the Contractor shall assemble, update, and provide an updated Functional
Design Document and Technical Desugn Document to ASR. The document components shall
include at a minimum:

1. Updated user stories and mapping to Functional Requirements
2. Updated Technical Specification in the Technical Design Document

4.5 Security Configuration
The Contractor will design security functionality within the solution that provides application

controls to prohibit unauthorized use of the system, maintain system process controls, and log
transactions. In addition, the system will provide security to limit availability to application
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“functionality, software screens, data records, data elements, and date element values where
appropriate. The Security Team will comply with applicable ASR and City IT Security Policies.

4.5.1 Security Approach

The security approach will define the high-level approach the Project team intends to use
towards the security of the application, its supporting architecture, and remote access.

4.5.2 Data Masking and Encryption

The Contractor will work with ASR on Data Masking, Encryption and obfuscation (if and where
necessary). Encryption controls and other data security controls must be adequately supplied to
protect Social Security Numbers (SSN) when in-use, in-transition and at rest. We should not

display SSNs visually, whether on a computer monitors, on printed forms, or on other system
output. ‘

if Data Obfuscation is necessary, the City will provide the licenses.

4.5.3 Security Design & Build

During the Phase 0 Definition of the project, the security profiles for the user roles will be defined
by members of the Functional Team. This includes defining the user’s roles and permissions in

the System, and similar configurations in other application components such as Business
Intelligence.

The technical architecture security'compohents will be defined by members of the Technical
Team. This includes the design of how the new System applications will authenticate against-
current ASR security, and securing the system components across the application tiers, as well as

single sign-on design options. .
During the Phase 1, defined security roles and permissions will be implemented in the

application’s test environments. Preliminary unit testing of this setup will be performed at this
time.

Security of the infrastructure components will be built out during this phase.
4.5.4 Security Design Document (SDD)

The Contractor will produce Technical Design documents that defines the details of security and
privacy management for the proposed Property Assessment System, including:

A. Security and privacy policies
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B. Logical security controls (e.g. privacy, user access and authentication, user permissions,
user authorization) o

C. Technical security controls and security architecture (e.g. communications, hardware,

~ data, physical access, software, operating system, encryption)

D. Security processes (e.g. security assessments, risk assessments, incident response)

Description of how the System will function in the ASR networking environment while

adhering to all ASR security requirements

F. The technical approach to satisfy the following, as- apphcable to the proposed Property
Assessment System and the system delivery model (the Contractor shall indicate items
that do not apply to its proposed delivery model in the assumptions section):

m

Network segmentation

Perimeter security

System security and data sensitivity classification

Intrusion management

Monitoring and reporting

Host hardening

Remote access

Encryption

ASR-wide active directory services for authentication

Integration security

Security test procedures

Managing network security devices

Security patch management

Detailed diagrams depicting all security-related devices and subsystems
and their relationships with other systems for which they provide controls
e Secure communications over the Internet

4.6 Integration Design

The Integration Team, comprised of resources from the Functional and Technical teams, will be
responsible for the design, configuration, and testing of interfaces to and from the System,
including: requirements validation, design specifications, build test, unit test, and system test
based on the Interface Specifications deliverable.

The Integration Team will be comprised of representatives from the ASR and Contractor. Other
ASR Department system’s functional and technical resources will also play an active role in
defining and developing interfaces from ASR Department based systems to and from the System.
The Interface Team will collaborate and identify required ASR Department interfaces and map
data elements between the ASR Department systems and the proposed System file layouts.
Contractor will be responsible for building the interface extract/import programs with support
from ASR resources on how to connect to ASR Department based systems. ASR and Contractor
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resources will collaborate on integration testing to ensure data is properly flowing between the
proposed System and ASR Department based systems. .

The Controller/Tax Collector is in the process of implementing a new system. Therefore, we will
need to initially integrate with the existing Controller/Tax Collector system until they transition
to the new system. After the Controller/Tax Collector transitions to the new system, we will
develop a new integration with their new system.

Since we are performing a phased implementation, we may need to interface with the existing
EZ Access system to synchronize some tables. Details of this scope will be confirmed during Phase
0 (Definition). '

The integration for all systems to the extent possible will be utilizing web services from a defined
data source. This will allow a more transactional application that will support dynamic reports
and dashboards. In any instance that requires a data file transfer, Contractor will discuss this
need and obtain approval from the ASR Technical Architect and ASR Project Manager before
implementing the architecture.

4.6.1 Integration Strategy

The Integration Team will create an Integration Strategy that defines the fundamental concepts
and activities related to interfacing between the System and retained legacy systems or other
external systems. The Contractor will create an Integration Strategy document that is expected
to address, at a minimum, the following:

1. The assumptions made when developing the Integration Strategy.

2. Opportunities for consolidation or integration; for example, recommendations for
additional modules and/or configurations and retiring interfaces that supply data which can
be retrieved from the System by other means (e.g. data downloads).

3. Revised interfacing requirements based on the adopted implementation strategy.

4. ldentification of risks with mitigation strategies.

5. Installing, maintaining and operating for the duration of the Project, tools to support the
design, development, and testing of interfaces.

6. An error correction methodology for rejected interface data that ensures that data is not
lost (i.e. an online suspense file) - this methodology will be worked on for each interface by
the ASR and Contractor. : ‘

7. Definition of the formats and protocols that should be observed between ETL components
for example Comma Separated Value (.csv) or Extensible Markup Language (XML).

8. Audit controls (validation only) that are expected to be built into the interface processing
to ensure completeness and accuracy of transferred data.

9. Standards for transactions to/from the City Department admmlstratlve systems not
replaced by the new System and for temporary interfaces to/from legacy systems required
as a result of the agreed deployment approach.
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10. Communication and coordination methodology to be used with City Departments and
- external entities.

4.6.2 Integration Specifications

The Contractor shall develop an Integration Specifications and Design Document that includes,
at a minimum, integration-relevant architecture models and integration management
specifications pertaining to the use of the Contractor’s system. The document shall provide
insight on how different integration technologies can be used together. The Contractor should
leverage the ASR’s Joint System Integration Plan in developing the Integration Specnﬁcatlons and
Design Document.

The Contractor shall provide ASR with the Integration Specifications and Design document, and
shall provide support, guidance and knowledge transfer to ASR for integration technologies. The
document deliverable should include:

1. Identifying integration requirements, specifications, and designs that will involve both
internal and external partners and ensuring that the new System is sufficiently scalable
and flexible to support the number of integrations that will be required. Integration
requirements shall also include defining what communications shall be asynchronous
versus synchronous

‘a. These integration requirements must include specifications regarding the
temporary integrations that will be necessary for each/any proposed phases of
the project. 4 .

2. Identifying security requirements, specifications, and designs that shall include
encryption, authentication, data protection, and constramts on performing certain
operations

3. ldentifying performance requirements, specifications, and designs that may include the
expected response time for system tasks, failover support for systems, and hours of
availability

4. ldentifying operational requirements, specifications, and designs that may include server
needs, scalability requirements, hosting requirements, monitoring, load balancing,
failover, fault recovery, accounting and metering

5. Identifying the intended methods for confirming successful interfacing between systems,
and the methods of reconciling integrated data _

6. If SOA based, include a centralized electronic catalogue of services to identify, manage,
and track all available services in use and services dependencies on other services

7. Clear identification of why the system uses a service, database link, point-to-point
integration, or other type of integration between data points

A key integration for the Property Assessment System will be with the new Property Tax System
that is currently planned to be simultaneously implemented by the Controller and Treasurer &
Tax Collector offices. The Contractor will collaborate with the Property Tax System vendor in
developing and implementing these integration specifications.
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Contractor will produce an Integration Desngn Specification that comprises of functional and
techmcal design specifications. -

Functional Specifications

Functional Design Specifications for each Interface in scope (as described in Appendix Al above).
The designs include comparing the City’s specifications to the abilities delivered in the standard
application, and validating design plans with project stakeholders.

Functional Design Specification documents will include the following sections:

e Document History

e Category of customization (i.e. report, interface, conversion, extension, workflow)

e Application Overview, including Business Process Impacts and Processing Overview

e Application Flow Diagram ‘

e Requirements Traceability Matrix (RTM) Cross Reference

® Legacy System, Conversion, Configuration, Change Management, Securlty, and Technical
Impacts (if any)

e Related Work Units (if any)

@ Testing Scenarios

Technical Specifications

The -Interface Team will produce Technical Design documents for the interfaces in scope (as
described in Appendix Al above). Unlike Functional Design Specifications documents, these
detailed (technical) designs are intended as technical specifications that can be executed by
application developers, Technical Designs include the following sections not included in the
Functional Design Specification: ‘

1. System/Data Flow Diagram

2. Technical requirements and standards for interfaces to/from external systems (including
error handling mechanism)

3. Data mapping between proposed System and City Department based systems.

Roles and Responsibilities

Interface Specifications, 1. Contractor wili be 1. ASR Product Owners and
design, configuration and responsible for the design, ASR Project Manager will
testing ' configuration, testing and approve interface
testing of the interface specifications and test
(minus testing in the results.
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external (non ASR) and
downstream systems).
2. Contractor will develop

the interface specification.

This includes the mapping
of data elements between
the ASR Department
Systems (i.e. via files
extracts etc.) and the
proposed ASR System
working with ASR team

2. ASR will be responsible for
coordinating, fulfilling
planning, designing,
implementing and testing
capabilities with external -
(non ASR)and other
downstream systems

3. ASR will be working with
Contractor on the
mapping of data elements

_between the ASR
Department Systems (i.e.
via files extracts etc.) and
the proposed ASR System
working with ASR team-

4. It is assumed that all the
system(s) which
integrated with Property
assessment system have
ability to push data out of
their system (via File
Transfer, Web Service,
Messaging, etc). Similarly
it has been assumed that
systems which are
expected to consume the

-data/file from Property
Assessment system will
write their respective
scripts/jobs to consume
the data/file

City Department SMEs

3 Conduct and facilitate
meetings with City
Department’s SMEs to
identify interface
requirements.

5 Provide Subject Matter
Experts (SMEs) for each City
Department system’s
interface.

Document Requirements

4. Document requirements
for each inbound and
outbound interface
routine

6. ASR Product Owners and
Project Manager will
review and approve.

Support 5. Support ASRin 7. Provide SMEs to support
identifying potential
required modifications to
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existing systems based on
phased implementation
approach.

Synchronization of tables in
EZ Access

6. Develop routines to
synchronize EZ Access
tables to Property
Assessment Solution due
to phased - '
implementation. The
synchronization
specifications will be
developed working with
ASR.

8. ASR Product Owners and
Project Manager will
review and approve.

Integration Test Conditions

7. Develop high level test
conditions and expected
results for the proposed
System and interfaces
to/from ASR Department
based systems.

9. ASR Product Owners and
Project Manager will
review and approve.

10. ASR will be responsible
for coordinating, fulfilling
planning, designing,
implementing and testing
capabilities with external
(non ASR)and other
downstream systems

City Department Based
System APIs

8. Leverage technical means
(e.g. APIs, flat files, or
otherwise) provided by ASR
resources to integrate
to/from City Department
based systems.

11. ASR will be responsible
for coordinating, fulfilling
planning, designing,
implementing and testing
technical means (e.g. APIs,
flat files, or otherwise) to
enable integration with ASR
Department based systems.

Functiona
Specification

Specifications for each interface

rovide Subjec
(SMEs) for each ASR Department

atter Experts

S (both inbound and outbound). system’s interface.
2. Product Owners will review and
approve.
Testing Plan Testing for approved ASR Project Manager will review

interfaces.

-and approve.

Layouts Develop Interface layouts for . ASR Project Manager will review
data to be loaded into the and approve.
System, and for the data extracts
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to be provided to external

handling mechanism) for data
upload and data extract work
units assigned to Contractor.

. systems.
Technical 4. Produce Technical Design | 4. Provide Subject Matter Experts
Specifications documents  (including  error (SMEs) for each ASR Department

system’s interface. |

Technical
Specifications

5. Prepare Technical Design
deliverable to City Departments
stakeholders and answer ASR
Department questions.

5. ASR Salesforce Technical
Architect and ASR Project
Manager to review and approve

" Technical Design deliverable.

Data
Mapping

6. Develop and document data
mapping and logic based on fields in
proposed Property  Assessment
system.

6. ASR Product Owners, ASR SME,
ASR Salesforce Technical Architect
and-ASR Project Manager will review
and approve. Develop and document

data mapping and logic based on
fields in external systems.

4.7 Managed Proof-of-Concept

Create and fulfill a plan for the first functionality to be desighed, developed, and deployed as a
prototype during a mutually agreed to timeframe and environment during Phase 1. The
prototype may include functionality that is mutually agreed-to including enablement of business
capabilities, data migration and the potential to interface with other systems.

4.8 Data Migration Strategy

Contractor will work with ASR to complete data migration activities. In the Definition phase, the
Contractor will produce the Migration Strategy and Migration Plan deliverables:

4.8.1 Migration Strategy

The Contractor, in working with ASR, is responsible for creating a Migration Strategy document
that defines a high-level data mapping between the legacy system and the new system, as well
as a high-level migration approach. ' '

The Migration Strategy document will include the following components:

1. Assumptions made in developing the Migration Strategy. (ASR and Contractor)

2. Confirmation of which applications are expected to be retired or retained based on the
adopted implementation plan. (ASR and Contractor)

Identification of historical data required to be migrated. (ASR)

4. lIdentification of risks with mitigation strategies. (ASR and Contractor)

w
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5. Pre-migration activities such as archiving, purging, and cleansing of legacy data. (ASR)

Identification of historical or legally constrained data that cannot be cleansed (ASR)

7. Strategy/approach to handle scenarios of historical or legally constrained data that cannot
be cleansed (ASR and Contractor) o

8. An error handling and reporting methodology for rejected migration data, for example an
online suspense file that will ensure that data is not lost. (ASR and Contractor)

9. Definition of the data formats and protocols that are expected to be observed between ETL
components for example Comma Separated Value (.csv) or Extensible Markup Language
(XML). (Contractor)

10. Communication and coordination methodology to be used with .AASR Departments and
other external parties. (ASR and Contractor)

11. Plan for migration testing and reconciliation (ASR and Contractor)

o

4.8.2 Migration Plan

The Contractor must support the design, support, maintenance, test, and execution of data
migration processes to enable the migration of legacy system(s) data into their proposed system.
The Contractor must work with ASR to recommend data migration strategies and develop a Data
Migration Plan that will facilitate migrating the current data in a seamless and timely manner.
The plan should include a detailed data roadmap for successful population of data staging tables.
These strategies must take into consideration the impacts on the business processes and staff
resources. ASR expects data migration responsibilities to be as follows:

1. ASR will be responsible for making the legacy systems available for data migration,
extracting data, performing data cleansing, and populating data staging tables.
Contractor will participate in discussions with ASR related to legacy extract requirements
including fields and format to ensure the scope of functionality is supported in the new
system. The Contractor will be responsible for providing detailed data migration staging
tables aligned with their proposed system’s data structure and values (the Contractor will
not be responsible for the accuracy of legacy systems data).

2. The Contractor will be responsible for loading the populated staging tables into the
proposed Property Assessment System database and resolving any exceptions. The
Contractor will be responsible for performing data testing to confirm successful
conversion, and provide detailed reports to ASR ”

3. ASRwill be responsible for the final validation and approval of converted data. Contractor
will provide the reconciliation reports defined by ASR. '

The Contractor will provide ASR with the Data Migration Plan document, and shall provide
support, guidance and knowledge transfer to ASR for data migration.

4.9 Test Strategy
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The purpose of the Master Testing Strategy is to outline the approach and methodclogy for
fulfilling testing activities and associated deliverables required to be performed by the
Contractor. A separate and complete set of testing as outlined below shall be required for each
module of functionality that will be put into production. Complete testing to the satisfaction of
ASR shall also be required for every System integration that is built and put into production. The
testing functions of the Project shall be iterative and span the entire length of the Project.

The Contractor shall p'rovide the Master Testing Strategy deliverable, which shall, at a minimum,
include:

The test methodology to be employed for overall system testing

The automated method of populating the test systems with data
Identification of the software-based tracking system that will be employed
Identified strategies for each type/level of Project testing:

AW E

Unit and integration testing
System testing

End-to-end testing

User acceptance testing
Performance and load testing
System regression testing
Security testing

e a0 o

The Contractor shall be responsible for populating the test environment(s) with baseline ASR data
necessary to ensure the validity of the testing for all phases of testing. Assessor-Recorder staff
shall not be required to manually enter baseline data to pre-populate the test environment for
any test phase. The Contractor shall use an automated test management tool suite to manage,
assess, track, and perform the required test and deployment support activities. It is expected
that the Contractor shall either utilize a vendor’s product to support the testing methodology or
a Contractor’s existing requirements management tool.-

The Contractor shall have a software-based defect tracking system capable of providing an
acceptable level of detail and reporting, as agreed upon with the Assessor-Recorder Project
Management staff and, at a minimum, facilitating the following functions:

1. Capture — Details about each defect will be recorded when the defect is discovered,
including a description, symptoms, sequence of steps to re-create it, type, and severity

2. Review and assignment — Project management shall be able to review all open issues and
assign a priority level and resources responsible for resolution

3. Estimate and resolution — Those assigned to resolve the defect shall be able to record an
estimated duration and delivery date, and provide adequate explanation upon resolution

4. Track status and history — A complete history of each defect shall be maintained so that
the life cycle of each defect can be tracked and reported on
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5. Management reporting — The defect tracking system shall prowde recurring reports to
Project management throughout the Project

4.10 System Implementation Strategy

The Contractor shall document and provide ASR with the System Implementation Strategy. The
document shall include the strategy for the implementation of all proposed property assessment

functionality and any proposed phases to ensure all functionality required of the System is
included.

The System Implementatlon Strategy shall also identify any techmcal challenges and include the
deployment schedule of the proposed functionality.

The Contractor shall provide a System Implementation Strategy document to include, at a
minimum, the following components:

Project implementation plan, by property assessment functionality and/or phases
Target end-user population included in the PmJect by plan time frame

Deployment schedule, by plan time frame

Technology components required for the Project, by functionality and/or phases
Identification of the source systems to be integrated, by functionality and/or phases This
will include temporary integrations if applicable.

6. ldentification of technical challenges that both the Contractor and ASR must overcome to
implement the system ‘

LA A\

4.11 Development Standards Definition

The Contractor shall define and document the Software development standards which will also
incorporate standards from ASR. The Software development standards will create uniform
coding habits among software personnel to allowing reading, checking and maintaining
configuration and programming code easier. In addition, the Contractor will define and
document screen design standards. This will allow for uniformity in the look and feel of the
system. Some of the Software development standards that will be document includes:

Naming Conventions

Library Standards

Coding Rules

Rules Engine Standards

SQL Standards

Documentation Standards
Screen Design Standards
Mobile Device Design Standards
Commenting Standards

o RNV R WN e
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10. Performance guidelines
11. List of common abbreviations to use when creating new elements

Roles and Responsibilities

Topic Contrac
Master 1. Contractor shall develop a 1. ASR Project Manager will approve
Testing Master Testing Strategy. the Master Testing Strategy
Strategy document.
Development | 2. Contractor shall define and 2. ASR Project Manager will review
Standards document the Software - and approve. ‘
Document development standards.

4.12 Environments Planning

At minimum, the following functions/activities will be supported within an agreed-to number of
environments for the Property Assessment Solution and related integrations. Environments will
not be shared for more than one function if there is risk of said function being fulfilled
successfully. The appropriate access and permissions will be established for each role accessing
the following Salesforce based environments: S

1) Development (for Developers)

2) Testing (for Sapient)

3) Testing (for ASR QA)

4) Conversion (Includes both Cleansing and Migration)

5) UAT

6) Staging

~7) Training

8) Production

The following environments will be leveraged for integration purposes:
e Development

Testing

UAT (Testing, Training, includes Data Migration)

Performance

Production

This list of environments will be supported by the agreed-to licensing between ASR and
Contractor. Salesforce will have three releases per year. Contractor will include the latest
releases within the ASR solution.

ASR will be responsible for provisioning, providing req‘uired‘access, maintaining and supporting
the integration environments (Exhibit 7) for all phases of the project per the project schedule.
The environments provided will meet the uptime and performance requirements needed during
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the development, testing and productlon phases as mutually agreed to by ASR and Contractor
during the Definition Phase

The environments will be refreshed with configuration, code and data on a schedule that is
mutually agreed to by ASR and Contractor during the definition phase. The schedule will ensure
that activities including testing and training are properly supported and completed successfully.

Refreshes may occur on a quarterly basis or on an as needed basis as mutually agreed to by ASR
and Contractor.

5 Implementation Phases (Phase 1, 2 and 3)

.. The implementation of the Property Assessment Solutionis broken out into three logical -
production releases: Phase 1, 2, and 3. While ASR and Contractor will confirm the exact
capabilities to be delivered within each phase during the Definition phase, the expected following
is a proposed summary of capabilities for Phases 1, 2, and 3:

1. Phase 1 — Unsecured Property Implementation — Contractor must develop, implement,
integrate and go live with the following modules in Phase 1:

~ Unsecured Property

Business Personal Property

Roll Management

Possessory Interest

Exemptions

Audit

Dashboards/Reporting

Integrations

Data Migration

Managed Proof of Concept

job]

S T@The 20T

2. Phase 2 — Secured Property Implementation - Contractor must develop, implement,
integrate and go live with the following modules in Phase 2: '
a. Ownership and Transfers
Real Property
Roll Management
Parcel Management
Exemptions
Dashboards/Reporting
Integrations
Data Migration

S@ 0 a0 T

3. Phase 3 —Appeals, Customer Support and Miscellaneous Items - Contractor must develop,
implement, integrate and go live with the following modules in Phase 3:
a. Appeals
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Web Portal

Customer Service

Dashboards/Reporting

ltems remaining within Requirement Response Matrices that have not been
implemented (See Exhibit 6)

P oo T

5.1 System Development

Contractor will utilize agile development techniques Wthh enable productive feedback cycles,
and enable Contractor to produce working prototypes and to demo application functlons shortly
after completing the initial application design.

This is a high-level diagram outlining the project tasks utilizing Contractor’s ‘Value Path’ hybrid-
agile development technique: A

Review:

(TERATIVE DEVELGE

System dévelopment including configuration efforts shall be guided by User Stories, the Product
Backlog, the Sprint Plan, and the Sprint Goal. Unless otherwise agreed to in writing by ASR, the
Contractor will not initiate development and/or configuration activities until ASR has formally
approved FDD, TDD, and SADM deliverables.

5.1.1 Methodology

Prior to the development cycles, the Contractor is responsible for documenting and reviewing
the system development methodology with ASR. The documentation is expected to include:
1. Description of formal process to review, provide feedback and approval on development
submitted to ASR by the Contractor
2. -Contractor methodology standards for development, configuration, test, and delivery
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3. Standards and processes to manage the early identification and remediation of defects in
project deliverables

4. Achange methodology process and change control standards, criteria and process for the
development, configuration, test, and delivery of all work products
Description of secure coding tools, methods, and standards
Description of identified required system development and testing tools (i.e., defect
tracking tools, etc.)

7. Description of testing standards

5.1.2 User Stories

The Contractor is responsible for leveraging ASR requirements and design inputs {such as the
requirements grid, JAD sessions, ASR SME/Product Owner/BA et al input, design documents, etc.)
to create and refine user stories that enable the Contractor’s developers to build the features
and functionalities of the system.

- User story definition will consist of:

e User story in standard format
Associations to related user stories or tasks
® Acceptance criteria
o Completion of unit testing will be an acceptance criterion of all user stories
Story points/estimation ranking
e Story priority ranking

The Contractor is also responsible for providing the following, along with user stories:

e Grouping stories by Epics where applicable
e Test cases and test scripts

User stories will be created prior to each of the sprints by Contractor, prioritized on the Product
Backlog by the ASR Product Owners, and the Contractor development team will move user stories
into the Sprint Backlog. ASR Product Owners are responsible for confirming the completion of a

user story. The Contractor is responsible for updating the traceability in the RTM upon the
completion of a user story.

5.1.3 Product Backlog

The Contractor Business Analysts and ASR Product Owners will collaborate to generate the
Product Backlog. The Contractor Business Analysts will document the agreed-to Product Backlog,
including a list of user stories with ID# and backlog ranking. The ASR Product Owners will be
responsible for prioritizing/re-prioritizing the user stories on the Product Backlog based on
considerations such as business value, risk, dependencies, readiness, desired launch date, etc. as
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determined by ASR. The Contractor, through working with ASR Product Owners, will be
responsible for other backlog refinement, such as adding estimates and detail.

5.1.4 Sprint Plan

Contractor will work with ASR to perform Sprint Planning. The deliverables within the sprint
* planning process are: :

Setting a prioritized sequence of Sprint themes

Outline of goals for each Sprint

Time-boxed dates for each Sprint

Selection of product backlog items for each Sprint Backlog

5.1.5 Sprints

ASR and Contractor will confirm and agree to an appropriate sprint duration. The Contractor
responsibility within sprints is to select user stories for the sprint and convert user stories
selected for sprint into working software. This includes the fulfillment of user story acceptance
criteria including unit testing. In addition, each iteration ends with an inspection of the team’s
increment to assess progress, as well as an updated backlog for the next iteration. The Contractor
team will also be responsible for preparing a system demo to the Product Owners (and others as
needed) that gives an integrated view of the new features delivered in the sprint.

The Sprint mini-retrospective is the ‘adjust’ step for the overall sprint. Here, the ASR and
Contractor team will evaluate the process. The team will collectively identify new problems and
their causes and create improvement stories that enter the team backlog for the next iteration.
Before the next planning cycle begins, the backlog is refined to include the decisions from the
" iteration review and retrospective. The ASR Product Owners edit and re-prioritize new and old
backlog items as needed. '

5.1.6 Software Conﬁguratioh Management

The Contractor will be responsible for the tracking and controlling of changes in the software,
which includes configuration identification, configuration control, configuration auditing, and
build management.

The Contractor will use Bitbucket (version control) and Gearset (release management) for.
Software Configuration Management. Contractor shall provide designated ASR users with the
appropriate access to these tools. The Contractor shall provide all data from Salesforce to ASR at’
the conclusion of the project in a non-proprietary format.

{
1

Roles and Responsibilities
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1. ASR Project Manager will review

Developm System Development and approve.
ent Methodology.
Methodol
ogy A

lterative 2. Contractor will develop prototype | 2. ASR Product Owner will provide
Prototype from User stories. feedback on the prototype.’
/Sprint " :
Demos

Configuration | 3. Contractor will configure or code | 3. ASR Project Manager will review
/Code the system to fulfill user stories at the end of the phase

User Stories

4, Contractor will document user
stories based on input from ASR

4. ASR Product Owners will provide
input for the user stories and
ultimately approve.

Product
Backlog

5. Contractor will document product
backlog based on input from ASR

5. ASR Product Owners will own the
product backlog and prioritize and
confirm the user stories that will
be included in each sprint

Sprint Plan

6. Contractor will document sprint
plan based on input from ASR

6. ASR Product Owners will provide
input for sprint plan based on
priorities established within the
product backlog

Fit/Gap
Analysis
on
lterative
Developm
ent

7. Perform a Fit/Gap Analysis of the
System software, and validate
reports, interfaces, conversions,
extensions, and workflows
(RICEW) needed to meet the ASR
requirements.

| 7. ASR Product Owner and ASR
Project Manager will review and
approve.

Update To Be
Process
Flows

8. Update To-Be Business Process
Flows

8. ASR Project Manager and ASR
Product Owner will review and
approve,

Update roles
affected

9. ldentify and document the roies
affected by the business '
processes designed during the
Joint Application Designs. Create

‘Responsible/Accountable/Consult

9. ASR Project Manager and ASR
Product Owner will review and
approve.
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ative/Informed (RACI) chart that
will serve as the basis for the
security matrix and appropriate
access to the system.

confirm the scope of the solution,
interfaces, and data migration
efforts.

Validate 10. Validate existing System" 10. ASR Project Manager and ASR
Requirem requirements by mapping Product Owner will review
ents requirements to Epics and mapping of requirements, user
mapping Epics to user stories. stories, and business processes
Identify any gaps in requirements and approve. ASR Product
and work with ASR Product Owners will review and approve
Owners to confirm plan for plan for addressing any gaps'in
addressing gaps. requirements.
Workshops 11. Conduct workshops to drive and 11. ASR will participate

5.2 Data Migration

5.2.1 Migration Design and Synchronization Specifications

The following is a high level graphic depiction of the Contractor’s proposed approach to manage

data migration:

The Contractor will work with ASR to perform necessary data migration and synchronization work
to implement the system. The Contractor is responsible for developing a detailed plan and will
collaborate with ASR to validate all data was successfully migrated to the new system.
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"The Contractor will produce functional design specifications for each migration work unit that is

approved at the end of the Analyze & Map phase. The designs include file structure and data
mapping for each migration. '

The Contractor will also produce technical design specifications to be executed by the

development/migration teams. The technical design documents will include the following
sections: '

Program Flows
Program Pseudo Code
Error Logic

Custom Objects

Rl

Each step in the process is explained in detail below.
1. Planning

Contractor will work with ASR to identify the data that will be migrated. Contractor will map
existing data to the new database. Existing data will be from multiple sources (not just the -
existing EZ Access system). ASR and Contractor will jointly develop a plan for data migration and
transformation that includes the sequence for data migrations. This will allow for potential data
dependencies in the data relationships. Contractor will identify the dependencies by examining
the data model and identifying the object relationship, then determine the correct order of
operations. for the Data Synchronization. In addition, Contractor will identify data integrity
constraints. '

2. Analyzing and Mapping the Transformation
Contractor will be responsible for the data mapping in the Data Transformation process. Data
mapping from the old to new system will consider all data used by the ASR office. This includes
data that is not stored in the existing EZ Access system. The data mapping document will include
data types and characteristics. '

3. Extraction from Source
ASR will extract data from source system. Contractor will perform data loads to the new system.
Loads will occur in both the test, staging and production system. This will allow testing to occur
with migrated data. In addition, this will validate the data migration process.

4. Data Cleansing and Transformation

The Contractor is responsible for designing and building any/all ETL logic required to translate
the data from ASR provided data files to the Contractor’s Staging Tables.

67| Page
2385



Agreement Page 100 of 989
APPENDIX AL ~ IMPLEMENTATION STATEMENT OF WORK

The Contractor is responsible for providing the Staging Area, all Staging Tables, populating the
Staging Tables based on the data files provided by ASR, and for maintaining the tables once
translated and populated. Contractor will assist ASR with best practices and advice with the
cleansing process. ASR is responsible for fulfilling all data cleansing activities.

5.2.2 Migration Testing

Contractor will perform up to a maximum of 3 loads of full data (and an additional 3 loads of full
data only if necessary, within the planned project schedule) into each applicable table within the
new solution. The data migration planning/scheduling effort will be a priority within the upfront
* project plan activity. A full load will be defined as:

e A full volume data load that has been successfully loaded with no priority 1 or
priority 2 defects in migration scripts and whereby we can articulate the deltas.

O In the scenario of any priority 1 or priority 2 defects in migration scripts
that prevents the users from reviewing accurate reconciliation reports and
completing data correction (if necessary), the contractor working with ASR
will do additional partial load(s) of the impacted data to produce the .
reconciliation reports. Each data element is validated for acceptable data
values. Contractor will report exceptions to the data validation rules during
dry runs for correction. Data that fails purification is not converted into the
proposed system, but identified as a conversion failure for further analysis.

"o Partial data loads as necessary to fix and validate the resolution of priority
1 or priority 2 defects in migration scripts defects mentioned above
0 Where the Product Owner has approved the load

At the end of Data Migration, there will be no Priority 1 or Priority 2 defects due to data quality
(ASR) or Data Migration Scripts (Contractor).

Contractor will provide ASR with an .xls or .csv formatted template for each object. Contractor
will pre-populate these spreadsheets with data from the ETL programs. For objects that have
multiple record types, it may be necessary to prepare a template for each record type. The
templates will indicate:

A. Required fields for each object.

B. Legacy System ID (foreign key) fields to create a permanent reference between the legacy
system record and the Salesforce record. This will help ASR build custom reports to
validate the migrated data. Optionally, the field can be designated as an External ID field
that will be indexed. S

C. Comments on the fields that will be used to establish relationships to other records. For
example, there could be separate Account and Contact templates, and the Account Name
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field in the Contact file should match the Account Name field in the Account file in order
to ensure that the data is properly related post-migration.

D. Field Type indicators to ensure that data can be properly cleansed to match the data
validation rules that will be enforced in Salesforce. For example, email addresses and Date

fields need to be verified. If the fields in the templates are not formatted properly, the
import will fail with errors.
E. Indication of source field names.

See Exhibit 12 for a sample data mapping templates.
Contractor will provide proper guidance to ensure the process goes smoothly.

ASR will be responsible for data cleansing including the provision of tools or solutions designed
to aid with this activity.

5. Importing into Sandbox

The Contractor is responsible for loading all populated Property Assessment System Staging
tables or spreadsheets into the proposed system database, and managing/tracking the Data
Migration process and progress, including reconciliation of the data migration iterations.
Contractor team will work with the ASR to resolve any issues that are identified during the test
upload. Contractor will develop reconciliation reports (see Exhibit 12 for some anticipated
reconciliation reports) with input from ASR to validate the data was migrated successfully. Once
all of the errors are corrected, Contractor will load all of the records, share the success and error
files with ASR, and invite ASR to validate the data in the test environment.

6. Validation

Once the data is loaded into the Property Assessment System database, the conversion of data
shall be thoroughly tested and verified as successfully converted, without significant discrepancy.

The Contractor is responsible for testing the conversion of legacy data from the point of
populating Property Assessment System staging tables to completed conversion. The Contractor

is responsible to work with ASR to :dentn‘y any root-cause issues preventing data migration from
being fully successful.

The Contractor will assist in the validation and reconciliation process. This includes the
development of reconciliation reports. If any issue or errors are identified, the Contractor team
will develop a resolution plan and ensure that the Data Migration Plan is updated to incorporate
the process changes that will be requtred to ensure a successful Produc’non Data Transformation,
Migration, and Synchronization.

Once data has been tested by the Contractor, ASR will perform final data validation and approval.
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ASR is responsible for the final validation and approval of converted data. The Contractor shall
support Assessor-Recorder staff by providing easy access and issue identification reporting tools.
Issues identified will be referred back to the Data Test activity Task for correction

'5.2.3 Production Load

Importing into Production

Per the agreed-to data migration plan, the ASR will run an extraction of legacy system data, re-
populate the templates and perform any necessary transformations. Contractor’s team will load

the data in the Production environment.

ASR will validate the data has been successfully

migrated to the Production environment. Contractor will ‘assist with addressing any errors
incurred as a result of data migration in the Production environment.

Roles and Responsibilities |

Topic
Data Migration
Plan

1. Contractor will document the
data migration plan

. ASR will provide input to the
data conversion plan. ASR
Project Manager will approve the
data migration plan.

Software 2. Contractor shall provide a ASR Project Manager will
Design software design approach and approve the Software Design
Methodology methodology. : Methodology document.
JAD Sessions 3. Contractor will lead and facilitate | 3. ASR Project Manager will
the Joint Application Design approve plans for the Joint
(JAD) sessions. Application Design (JAD)
. sessions.
Functional 4. Contractor will develop the ASR Project Manager will
Design Functional Design Document. approve the Functional Design
Document Document.
User Story 5. Contractor will document the ASR Product Owners will
User Stories. approve the User Stories.
Converting 6. Contractor will convert the User . ASR will provide feedback on the
User Storiesto |  Stories to Working Software User Stories
Working (prototypes).
Software

iterative Design
and
Development

7. Contractor will incorporate
feedback from ASR and refine
the User Stories and Working
Software

. ASR will provide feedback on the

User Stories. Product Owners
will approve User Stories.

70| Page

2388




Agreement Page 103 of 989

APPENDI AL ~ IMPLEMENTATION STATEMENT OF WORK

ASR Project Manager will

and
Synchronizatio
' n Specifications
and Design
Document

Migration and Synchronization
Specifications and Design
Document.

Technical 8. Contractor will develop a 8.
Design Technical Design Document approve the Technical Design
Document Document
Integration 9. Contractor will develop the 9. ASR Project Manager and
Specifications Integration Specifications and Product Owner will approve the
and Design Design document. document.
Document ‘ ,
Data Migration | 10. Contractor will support the 10. ASR will develop extracts from
Extracts process of extracting Legacy the Legacy system.
system data.
Data Migration | 11. Contractor will be responsible for | 11. ASR Project Manager and
Mapping & providing detailed data Product Owners will approve the
Staging Tables migration staging tables. In data migration staging tables and
addition, Contractor will provide mapping.. '
details mapping of Legacy data ’
to the new system, :
Data Migration | 12. Contractor will be responsible for | 12. ASR will be responsible for
Loading loading and populating staging loading and populating data
tables into the proposed from the Legacy system and
Property Assessment system. other data sources into the
This includes testing to confirm staging tables (area).
successful conversion. ASR Project Manager and
- Product Owners will approve
converted data within the
proposed Property Assessment
system.
Data Migration | 13. Contractor will support the 13. ASR Project Manager and
Reconciliation reconciliation process of Product Owners will provide final
migrated data. This will include validation and approval of
the creation of success/error converted data. ASR is
_reports. responsible for cleaning the data
including programs and tools to
: aid with this activity.
Data Migration | 14. Contractor will develop a Data 14. ASR Project Manager and

Product Owner will approve the
Data Migration and
Synchronization Specifications
Design Document.

5.3 Testing

71| Page

2389




Agreement Page 104 of 989
APPENDIX AL - EM%EME%?&TEG% STATEMENT OF WORK

5.3.1 Testing Plan

The purpose of the Testing Plan is to ensure that the Contractor has identified the major system
testing activities and associated deliverables required to be performed by the Contractor. A
separate and complete set of testing as outlined below shall be required for each module of
functionality that will be put into production. Complete testing to the satisfaction of ASR shall
also be required for every system integration that is built and put into production. The testing
functions of the Project shall be iterative and span the entire length of the Project.

The Contractor shall provide a Testing Plan that includes the elements here and a detailed
schedule for each of the activities to be completed within the test phase, including the individuals
(named and role) responsible for the completion and or approval of each actnv:ty Activitiesin the
Test Plan shall include at a minimum:

Definition of the Test Phases and Objectives

Entrance Criteria for the Test Phases

Exit Criteria for the Test Phases '

Key ‘milestones (i.e. relationship in terms of timeframes days, weeks/ months, to

predecessors and successor tasks) assoc1ated with each Testing Phase, including:
a. Test Case Approval

Test Environments Readiness

Test Start and End dates

System Baseline Configuration Established

System Development Freeze Date(s) :

Required Approval Dates for Test Cases, Entrance and Exit Criteria, etc.

Regression Testing start and end dates

Test Results Review Meeting Completion

System Release Promotion Go/No-Go Decision

Hwn P

S@E e a0 T

5.3.2 Test Data

Contractor will define the test data needs for populating the test environment(s). ASR will provide
data extracts from the existing system(s). The Contractor is responsible for populating the test
environment(s) with baseline ASR data necessary to ensure the validity of the testing for all
phases of testing. ASR staff shall not be required to manually enter baseline data for any test
phase.

- If there is specific customized data beyond the baseline that is desired for User Acceptance
Testing (UAT), ASR will be responsible for loading or entering additional data.

ASR will review and provide feedback on Test Data coverage.

5.3.3 Test Automation and Management Tool
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The Contractor shall use Selenium, an automated test management tool suite, to manage, assess,
track, and perform the required test and deployment support activities. Contractor will develop
test scripts and process test for the application. These tests will be automated and provided to
ASR to enable future testing of the software upgrades that occur 3 times per year and any
unscheduled software upgrades. Contractor will maintain the automated tests and
documentation when changes, edits, updates are made to the application to allow these tests to
continually used for testing updates.

5.3.4 Defect Tracking

The Contractor shall leverage ASR provided Confluence/JIRA. Contractor will provide ASR with
an acceptable level of detail and reporting, as agreed upon with the ASR Project Management
staff and, at a minimum, provide the following functions:

1. Capture — Details about each defect will be recorded when the defect is discovered,
including a description, symptoms, sequence of steps to re-create it, type, and severity

2. Review and assignment — Project management shall be able to review all open issues and
assign a priority level and resources responsible for resolution ‘

3. Estimate and resolution — Those assigned to resolve the defect shall be able to record an
estimated duration and deIiVery date, and provide adequate explanation upon resolution

4. Track status and history — A complete history of each defect shall be maintained so that
the life cycle of each defect can be tracked and reported on

5.3.5 Unit Testing

As Contractor completes project work during sprints, the Contractor’s team will ensure that the
work fulfills the user stories that were agreed upon and that all system errors or defects listed as
Priority 1 and 2 are addressed. This testing, along with the validation reviews with the project
stakeholders, provide the baseline for system testing of the completed work. Contractor’s
developers and/or Contractor’s quality assurance resources will conduct unit tests on the code
they create. Contractor consultants will perform requirements testing to validate that the code
and configuration meet functional requirements. When muitiple related requirements are
completed, Contractor’s consultants will conduct system tests in order to validate logical
processes and workflows. After the Contractor completes the Unit, Contractor will provide
results to the ASR team during the appropriate scheduled review meetings (as part of scrum call).

5.3.6 Integration Testing
5.3.6.1 Integration Build and Unit Test
The Contractor team will code and unit test interfaces having an approved Interface Technical

Design Document. The scope of unit testing is to test each piece in the interface work unit (e.g.,
line of code) that has more than one possible outcome, including error processing. A detailed
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set of test conditions and expected results will be created in close collaboration with the City
based on the original design and functionality of the program as stated in the functional design
documentation. ASR and Contractor will collaborate and perform a comparison of the actual
results against the expected results. Any discrepancies discovered will be resolved and the
program will be re-tested. '

5.3.6.2 Integration Test Planning

ASR and Contractor will collaborate to fulfill integration test plahning that includes the following
components: ‘ '

1. Definition of the test approach including methodology, standards, and structure of the
test effort : : ‘
2. Definition of test conditions including impacted systems, expected results
3. ldentification of data requirements including the creation or mining of data, maintenance
and refreshing of data, use of transactional data
a. For inbound interfaces, ASR Departments (or appropriate external entity) will
provide the transactional files. For outbound interfaces, the City System will
provide the transactional files. Where possibie, the outbound interfaces will use
data from the inbound interfaces to generate the outbound transactions.
4. Definition of test scripts

5.3.6.3 Integration Test Execution

Integration test execution using test scripts will begin once the test preparation exit criteria are
met, and will end once test execution exit criteria are met.

The ASR Project Manager will coordinate with owners of external systems to send and receive
files from the ASR System. For outbound integrations to external entities, ASR will coordinate
with the testing team and external entity to execute and validate the results of the testing. City
Departments will be notified when discrepancies occur while processing their files. The Interface
team tester will send the related error file from the ASR System to the Staging area so that City
Departments can pick up the file and review the errors. Errors in the error file will contain the
field name in error and a system message describing the error.

Contractor and ASR will collaborate to execute test scripts, process files in the ASR System
document the actual results and. validate the actual results against the expected results, and
provide the source department with the test results and any error files. Errors in the error file
will contain the field name in error and a system message describing the error. Unexpected
results will be logged in defect tracking until resolved.
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5.3.7 Performance Testing :

The Contractor shall perform Performance Testing. Performance Testing shall include both stress
and load testing to verify System performance. Results of Performance Testing will be provided
via Salesforce’s Trust.com site: https://trust.salesforce.com/en/. ASR shall provide final
acceptance of the proposed system’s performance. ASR and Contractor and Salesforce will work
together on the defining the performance metrics as part of the test plan. If the performance
metric requirements are not satisfied, the Contractor is responsible for working with Contractor
Resources (Design, Configuration and Custom Code) ASR (Integration and Connectivity

Hardware/Software) and Salesforce (Product) in fine tuning the system to meet the performance
metric requirements.

5.3.8 System (QA) Testing

The System Testing is aimed at proving that the System meets the stated requirements and
objectives by validating the total system in real world scenarios using ASR data.

1. Entry Criteria — The feature set, although largely defined and static, may still not be
completely finalized. All features that have not yet been implemented are prioritized in
case postponement of certain features is desired by ASR. The software has been unit
tested, and there is a high level of confidence the completed software is ready

2. System Test Execution —The System Testing shall utilize Assessor-Recorder data, and shall
be performed by the Contractor or an ASR approved third party. The System test shall be
intended to demonstrate the critical business functions of the System and the overall
effectiveness of the user-facing aspects. The Contractor shall provide and ASR shall
accept the System Testing plan before it is executed. System testing will be fulfilled by
the appropriate number of sprints within the sprint plan. At a minimum, the Contractor
shall incorporate the following activities during System Testing:

a. Demonstrate Critical Business Function Scenarios {as defined by and approved by
ASR) ~ data and processes must be fully integrated across functional areas and
~ that integration fully demonstrated
Transaction Testing
Error Message Testing
Documentation of Test Results
Testing of agreed-to reference material provided by ASR that will accessible within
the solution
f.  Demonstrate the complete sequence of functional business tasks (as defined and
approved by ASR) , ‘
g. End-to-end business process testing (as defined by the detailed business
requirements and approved by ASR) :
h. Report generation and printing .
i. Integration testing (all integrations included in the module/system) - Note: ASR
will be responsible for all test planning, test execution and validation of
downstream/external systems according to the project timelines

P oo T
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j. Demonstrate the complete sequence of functional business tasks (as defined and
approved by ASR)
Usability/Integration Testing
Reliability Testing
. Performance Testing (stress, load testing)
Security Testing
System recovery and restoration Testing
Regression Testing '
User Role Testing
Data Migration Validation

ey

A -

3. Exit Criteria — The results of the System Testing are to be presented to ASR for approval
before the development/configuration System status can be promoted to UAT stage for
end user testing. This presentation shall take the form of a live demonstration of System
functionality if requested by ASR.

5.3.8.1 Test Scenarios, Test Cases, and Test Scripts

The Contractor shall consult with the relevant ASR SMEs to develop comprehensive System Test
Scenarios, System Test Cases and System Test Scripts that test each user story in a logical and
business process-oriented manner. Development shall occur in consultation with the relevant
ASR SMEs for each area.

1. To ensure comprehensive test coverage of each and every user story and that the System
has been thoroughly tested, the Contractor shall provide the developed System Test
Scenarios, System Test Cases, and System Test Scripts as well as Data Sheets. Additionally,
the Contractor will: Provide an organized catalog of all of the Test Scenarios, Test Cases,
and Test Scripts

5.3.8.2 Test Results

Test results will be compared with the current system to the new system process where
applicable per the test plan (e.g., roll close, input from business users on additional key activities).

5.3.8.3 Results Documentation

The Contractor shall provide comprehensive Documented System Test Results for each test event
identified in this SOW for ASR review and approval. Test Results shall include all of the test
activities identified above, with the following components for each test event: '

1. Test coverage matrix for each test phase identified above {excluding Unit Testing)
2. Completed Systems requirements vs. functionality tested matrix for each phase and for
the final System delivery
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a. Defect reports
b. Monthly test issues and mitigation reports
c. Test phase final results report and corrective action(s) plan

5.3.8.4 Regression Testing

The Contractor shall perform Regression Testing for each phase and throughout the testing
process to verify System integrity after functional improvements or fixes have been made as a
result of System lntegratidn and User Acceptance test activities. Contractor will use automated
scripts for Regression testing to the level mutually agreed to by Contractor and ASR. Regression
Testing shall be designed to confirm that fixes have not created any new problems and that the
results are as planned. The results will also define the System baseline configuration to be
released to ASR. The Contractor team shall document all tests performed and provide the results
to ASR. It shall be the responsibility of the Contractor to ensure all automated test scripts have
been assessed to ensure their proper function.

5.3.9 User Acceptance Testing (UAT)

The purpose of User Acceptance Testing (UAT) is to confirm that the System is developed
according to the Assessor-Recorder’s business functionality, performance, technical
requirements, and that it is ready for enterprise deployment and operational use.

1. Entry Criteria —Prior to moving from System Testing to UAT, the System’s feature set shall
be fully defined and static. The final release version shall have been built from source
control. This final version shall have passed a formal Contractor quality assurance
acceptance test. Converted ASR data shall be used for UAT

a. Priority Levels — The requirements for release to UAT shall be zero Priority 1 and
zero Priority2 defects. ASR and Contractor Project managers will meet and
mutually agree on an acceptable level of Priority 3 defects in order to move
forward. Defect levels of Priority are defined as: '

i. Priority 1 (P1) Show Stopper: The Deliverable cannot provide core
functionality and/or the system has stopped working unless the issue is
resolved.

ii.  Priority 2 (P2) High: A major function of the Deliverable produces the
wrong resuit and there is no acceptable workaround. An acceptabie
workaround is one that does not pose a significant risk to ASR operations,
will not cause missed SLAs and must have a reasonable level of effort
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ii.  Priority 3 (P3) Medium: The Deliverable is operable with only moderate
deficiency and a work-around exists

iv.  Priority 4 (P4) Low: Functionality of the Deliverable is not affected, and
only minor, cosmetic changes are required - '

2. PreTest

The Contractor and ASR shall perform the following activities prior to User Acceptance and
Reliability Testing (UAT): ’

Development of the overall UAT Testing plan and schedule (ASR working with
Contractor) :

Build the UAT System release (Contractor) -

Install and configure the UAT release System components and database(s) on the

designated testing environments (Contractor)

Develop and provide the required UAT Testing documentation (e.g. end user

guides, systems administration manuals, user help files) and provide to ASR for

approval for use during UAT activities (Contractor)
Load database(s) with complete and validated production-ready datasets
(converted ASR data) (Contractor) '

Ensure security roles are in the testing environments (Contractor)

Develop comprehensive UAT scripts (ASR)
Ensure Service Level Requirements are met by system functions (excluding ASR
load testing for transaction volumes) (Contractor)

3. Conduct UAT—There are a number of activities that the Contractor and ASR must perform
for the completion of UAT. At a minimum, the following activities shall be performed:

a.

@ o a0

Identification and allocation of the required ASR and Contractor resources to
support UAT activities (Contractor/ASR) }

Fulfillment of UAT scripts (ASR) - features will be tested during the sprints.
Additionally the collective set of features and functionality will be tested during
the stabilization sprints (formal UAT) and prior to go-live.

Logging of issues within the defect management tool (ASR)

Re-testing of UAT scripts upon resolution of defects (ASR) _

Development of the defect resolution management plan (Contractor)

.Review and acceptance of the defect management plan (ASR)

Compilation of all relevant information needed to permit ASR to validate that the
System meets all functional, operational, performance, and support

‘requirements. This shall include:

i.  The Project statement of work (ASR)
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ii.  Functional Design Document (Contractor/ASR)
ii.  User Stories (Contractor/ASR)
iv.  Requirements Traceability Matrix (Contractor)
v.  End-user documentation (user manuals, systems administration
procedures, and training documents) (Contractor)
vi.  End-user documentation will include work flows diagrams (Contractor)
_vii.  UAT Testing plan (ASR)
viii. Compiling and evaluating the UAT Testing results (ASR with assistance
from Contractor) : _
ix.  ASR approval of the UAT results and corrective actions (ASR)
x.  ASR acceptance of the overall System and its readiness for production
deployment (ASR)

As defined in the test plan, Contractor shall respond to all problem/error reports
via the agreed-to test acceptance criteria and within the overall agreed-to testing
timeframe by the Contractor and ASR. The acceptability of remedial fixes will
depend on the nature of the probiem and be mutually agreed upon by the
Contractor and ASR. When UAT tests are rerun, the reruns shall be treated as any
other UAT test activity and documented accordingly.

Software shall be feature complete. Changes taking place must be considered by
ASR a low risk to the underlying stability of the software. The software shall have
been rigorously tested by the Contractor’s quality assurance before being
provided to ASR, and there shall be a high level of confidence the software is
working as customers will expect.

4. Exit Criteria ~The requirements for release from UAT are zero Priority 1 and zero Priority
2 identified defects. The ASR Project Manager, ASR Product Owners, and Contractor
Project Managers will meet and mutually agree on an acceptable level of Priority 3 defects
in order to move forward. Defect levels of priority are as defined above

a.

All known problems are to be reviewed by ASR Project Manager, ASR Product
Owner and any additionally designated staff. Supporting materials such as release
notes, user manuals, and training manuals shall be in final form and shall also been
verified by the Contractor’s quality assurance or other appropriate reviewers.
Customer support (if applicable) shall be fully prepared to support the product at
this point '

The Contractor shall present in person the results of the completed User
Acceptance Testing process to ASR after review by ASR Project Manager and ASR
Product Owner. The Contractor shall also prepare a report detailing any remaining
defects of all severities and the expected impacts of each, and deliver the report
at the same time as the presentation. ASR will review the results and approve or
reject the completion of the UAT phase. ’
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5.3.10 Testing of Software Upgrades

" Contractor will develop, document and execute the test plan for software upgrades. The ASR
Project Manager will approve the document. '

5.3.11 Testing and Acceptance

As is the case with very complex computer software, the Custom Developed solution is likely to
contain some errors. In accordance with the roles and responsibilities in Appendix Al, both
Contractor and ASR must test for errors both in the Custom Developed solution and in any
Updates-as delivered.

Contractor’s testing of the Custom Developed solution will include using reasonable efforts to
test and perform quality assurance reviews of the Custom Developed solution (including any
subsequent releases, Updates, patches or bug fixes) for errors before delivering it to ASR. As part
of its Services under this Agreement, Contractor staff will also provide the testing Services
described under this Appendix Al (Implementation Scope of Work).

ASR is responsible for all final validation of the Custom Developed solution for ASR’s production
system, including any configurations and modifications. ASR also will instruct ASR’s employees
and Affiliate Users using the Custom Developed solution to be vigilant in identifying Program
Errors and in reporting any Program Errors detected to Contractor both during the Warranty
Period and thereafter. Any procedures, rules or guidelines for workflows or content incorporated
into or provided with the Custom Developed solution are provided as examples of potential use
only, and ASR must test and validate that all such materials are both correct and in accordance
with ASR’s requirements and procedures in ASR’s environment before any use.

Roles and Responsibilities

Test Plan 1. Contractor will provide a Test 1. ASR Project Manager will review
Plan. and approve.

2. Contractor will be responsible for
populating the test
environment(s) with baseline ASR
data to ensure validity of the
testing for all phases of testing.

3. Contractor shall use an automated
test management tool suite
(Selenium) to manage, assess,
track, and perform the required
test and deployment support
activities.
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4. Contractor shall leverage ASR
provided Confluence/JIRA.
Contractor will provide ASR with an
acceptable ‘level of detail and
reporting, ,
Unit and 5. Contractor consultants will ASR team will perform Unit and
Integration perform user story testing within Integration Testing related to
Testing each sprint to validate that the changes to
code and configuration meet downstream/peripheral systems
functional requirements. ASR personnel will be made
6. Contractor’s consultants will available for training sessions.
conduct system tests in order to '
validate logical processes and
workflows.
7. Contractor will train key ASR
personnel on the new system’s
capabilities.
System 8. Contractor will develop ASR (not end Users) will
Testing comprehensive System Test participate in the System testing
Scenarios, System Test Cases and with the Contractor.
System Test Scripts : ASR will review the system test .
9. Contractor will perform system results.
testing. .
User 10. Contractor will support UAT ASR will perform UAT. ASR End
Acceptance activities as defined in the test Users will compare System’s
Testing plan functionality, features and
11. Contractor will document all tests performance to the ASR
performed and provide the Requirements, Design document
results. and document UAT exit criteria.
| Performance | 12. Contractor will perform ASR Project Manager will approve
Testing performance testing. performance test results.
13. Contractor will provide test
results.
System, 14. Contractor shall perform ASR Project Manager will approve
Regression Regression Testing. regression test results
Testing 15. Contractor will provide test
results.
System Test | 16. Contractor will support the ASR SME will provide input with
Scenarios, development of comprehensive the development of the test
Test Cases UAT Scenarios, UAT Test Cases scenarios, test cases and test
and Test and UAT Test Script by: scripts.
Scripts
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- Handover all
System/Integration
Test documents
- Contractor will conduct
two sessions for ASR on
the process for
creation of automated
test scripts in Selenium
and clarify questions.
- Contractor will provide organized
catalog of all test scenarios, test
cases and test scripts.

10. ASR will develop comprehensive
UAT Scenarios, UAT Test Cases
~ and UAT Test Scripts

Documented | 17. Contractor will provide 11. ASR Project Manager will approve
System Test comprehensive Documented documented System Test results.
Results System Test Results. '

Automated 18. Contractor will develop and 12. ASR Project manager will approve
Test Tools maintain automated test scripts. “the automated test scripts.

Test Plans 19. Contractor will develop, document | 13. ASR Project Manager will approve
for Software | and execute the test plan for software | the document.

Upgrades upgrades. '

1. Code and unit test each interface

SR ,

1. Provide Subject Matter Experts
(SMEs) for each ASR Department
system’s interface to provide

 sample input/output files/data
and to test (as appropriate).

2. Provide access to systems which
require direct integration with
property assessment system as
necessary to complete the build

3. Confirm actual matches
expected results within City

Department based systems.

Code Review

2. Conduct a code review to confirm
proper coding standards are
followed to meet City security
standards ~

E=N

. Participate in code reviews to
ensure City security standards
are met.

5. Invite other City participants to

participate in the code review to

ensure City security standards
are met.
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Test Plan

Scripts

&

. Develop plan & scri'pts to test the

actual and expected results within
the proposed System and
integration with ASR Department
based systems.

. Work with ASR to determine if

additional sample data is needed
besides the input/output files and
data '

ASR will be responsible for
coordinating, fulfilling planning,
designing, implementing and
testing capabilities with external
(non ASR) and other downstream
systems

Provide sample input/output
files/data for  testing (as
appropriate)

Test Execution

Complete testing responsibilities
within ASR by recording actual
results and comparing to
expected results. If actual and
expected results match, indicate
test as ‘pass’. If actual and
expected results do not match,
log issue within agreed-to test
tracking tool.

ASR Project Director will approve
test results.

ASR will be responsible for
fulfilling or coordinating testing |
responsibilities within external
systems by recording actual
results and comparing to
expected results. If actual and
expected results match, indicate
test as ‘pass’. If actual and
expected results do not match,
log issue within agreed-to test
tracking tool.

6 Project Training

The overall objective of the Property Assessment System training is to provide all staff with the
skills, knowledge, and incentives that will enable them to more efficiently and effectively use
Property Assessment System in the most productive manner. The Property Assessment System
training must provide the following beneflts

1. Encourage adoption of the Property Assessment System

2. Increase collaboration and coordination among programs through use of the Property
Assessment System
3. Provide ASR the ability to efficiently and effectively assume training responsibilities
subsequent to implementation
4. Understand the husiness reengineering and assouated benefits and organizational

changes that must occur as a result of the new System

5. Ensure that all users gain an overall understanding of Property Assessment System
functionality and use
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The Contractor shall provide professional-level training staff specializing in business systems
training to work with Office of the Assessor- Recorder staff to develop and implement a Training
. Plan for the Project, provide/deliver initial training (with ASR), provide/deliver train the trainer
training and associated material to enable ASR to conduct post go-live/on-going training curricula
and material, develop reinforcement training material, and evaluate the effectiveness of the
Property Assessment System training. ASR Product Owner and Project Manager shall have
approval over Contractor-provided staffing used for training and over the format/content of the
training to be given. *

A “Training Team” consisting of a Contractor’s training specialist, other Contractor staff, and ASR
staff who shall participate in various Phases of the Project to gain an understanding of System
design and functionality. The Team shall have direct access to the Project test systems in order
to map workflows and copy system screens, outputs, and other materials needed to produce the
documentation necessary for staff training. The Contractor professional training staff shall
provide all user training specified in this SOW.

Although ASR staff will participate in decisions on Training Plans and materials, the Contractor is
_solely responsible for creating those plans and materials, implementing the Training Plan, and
delivering the training for the duration of'the contract. The Contractor shall:

1. Provide effective training on the required knowledge, skills, and abilities necessary to use
and administer the proposed Property Assessment System

2. Provide timely training which ensures transition from training to actual operations and
application to staff work '

3. Provide necessary reinforcement training following initial training per the Training Plan
and schedule ,

4. Ensure that there is easy access to training on the part of trainees

5. Be responsible for the development of user training curricula, schedules, training
materials and training evaluation materials in accordance with the accepted Training Plan

6. Be responsible for assisting ASR with the setup and maintenance of an online training
environment that allows trainees to access the new System

7. Be responsible for conducting face-to-face, hands-on, user training in logical groupings at
locations determined by ASR, and for managing all training planning and logistics in
coordination with ASR K '

8. Develop on-line instruction material (with input from ASR) and as Help pages for external
ASR stakeholders regarding access to the customer service capabilities and functionality
in Property Assessment System ‘

9. Be responsible for coordinating training efforts with ASR’s SMEs who will provide policy
and practice support during the training sessions

10. For those users engaged in UAT, training shall be provided prior to UAT for those users to
ensure a complete understanding of the system prior to testing. For all other users,
training shall be provided per the Training Plan and schedule prior to deployment and
must comprehensively address all System operations as well as security considerations
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11. Development of self-paced training materials - available in an online repository. The
intent is not to create an LMS. ‘

12. Provide/deliver the training with ASR for the go live.

13. Provide/deliver the train the trainer sessions for future ongoing training

In addition to focusing on the navigation and functional use, the user training shall also focus on
how the System is integrated into the day-to-day work of end users, including any newly
introduced business processes and/or workflows related to ASR’s business processes. To the
fullest extent possible, the training classes shall consist of trainees with similar job duties and
materials and the training approach should reflect a user-specific focus, including the use of user=
specific case scenarios. User training sessions are expected to focus on how staff will utilize the
system to meet the objectives of their typical responsibilities.

User engagement and adoption is critical to the success of the Project. As such, Contractor shall
organize training in an interesting, non-technical manner to keep the trainees’ attention.
Innovative training aides, case studies, scenarios, humor, gamification, and other learning tools
that will engage the users and support information retention are encouraged.

If the implementation of Property Assessment System is delayed after initial training has been
completed, the Contractor shall provide refresher training.

Contractor will train key ASR personnel on the new system’s capabilities per the Training Plan.
6.1 Training Plan

The purpose of the Property Assessment System Training Plan is to identify the activities and
define the curricula necessary to support Assessor-Recorder staff’s adoption and effective use of
the Property Assessment System. The Contractor’s developed Training Plan shall include the
delivery of user training, as well as the training of Assessor-Recorder staff to assume future on-
going training responsibilities. The Plan document shall state the purpose and scope of the
Training Plan that meets the requirements of this contract.

The Contractor shall provide a Training Plan that meets the requirements described above and,
at a minimum, the following compadnents to be approved by ASR’s Project Manager and ASR
Product Owner: : ,
1. Detailed description of the training model for adult learners ‘ ‘
2. Flow diagrams (work flow diagrams, process diagrams, etc.) and detail for the training
curriculum for each functional area and integration into the end-to-end business process
3. Specific training curricula targeted and delivered to the different users in a manner that
meets their specific needs including, but not limited to:
a. Property Assessment System User training — shall focus on hands-on Property
Assessment System usage to enable users to accomplish their day-to-day activities
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Security administrator training — shall include instruction regarding use of query
and custom reporting tools in order to monitor and research patterns of Property
Assessment System use. This training shall enable security administrators
effectively and efficiently fulfil their job duties to monitor and investigate system
access, including, but not limited to, inappropriate access to records by users,
identification of transactions performed by specific users, inappropriate extracts
or downloads of data by users, and other patterns of use that may require
intervention or corrective action

Property Assessment System Supervisor training — shall mclude courses identical
to the Property Assessment System users as well as a separate training course that
focuses on supervisory job functions such as assignments, approvals, controls and
reports _
Administrative and management staff training — shall have a management—
oriented training course, including but not limited to development of basic
dashboards created from pre-made modular content and an overview of the
feporting and analytic capabilities of Property Assessment System, as well as use
of Property Assessment System for decision support so that administrative and
management staff have an understanding of what kinds of analysis they can assign
Power Users to perform

Analyst training — shall focus on hands-on Property Assessment System usage to
generate basic reports and use analysis features and use of Property Assessment
System for decision support for both programs and executive management staff
Power User training — These users will perform advanced analysis of the aggregate .
data. Power User training shall focus on hands-on use of the business intelligence
tools in Property Assessment System including, but not limited to custom query
and development of specific business area analytics. Contractor shall ensure
Power Users are made familiar with the Property Assessment System data model
so that they may perform their job functions effectively and efficiently. Because

‘most Power Users have specialized analytic software, training shall include any

necessary instruction a Power User will need in order to transition data from
Property Assessment System to analytic software

Trainer training — Contractor shall train individuals identified by ASR to become
future trainers so that ASR may effectively and efficiently assume training
responsibilities after the Property Assessment System implementation
Configuration Training — Contractor shall train individuals identified by ASR to be
able to make configuration so that ASR may effectively and efficiently assume
configuration responsibilities after Property Assessment System implementation
Constituents/Customer training — Contractor shall provide on-line training
material to instruct Assessor-Recorder customers regarding accessing their own

information through Property Assessment System and using features to

participate in the management of their services. Customer training shall be
developed to be self-service based, online, and incorporate the development and
use of quick reference guides and frequently asked questions. Quick reference
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guides and frequently asked questions will leverage the Knowledge component
provided by the Salesforce platform.

j.  Technical Administrator training — Contractor shall provnde technical level training
to instruct Assessor-Recorder Property Assessment System administrators and
technical staff regarding Property Assessment System capabilities, operations,
workflow, and System administration

k. Report Development training. This would include the development of report
queries and ad hoc queries ‘

4. Training Materials Development Plans

a. Detailing the Role of the ‘Training Team’

b. Documentation style standards for the development of training material (e.g.
document format, references, acronyms, font)

c. Plan for review of training material

d. Apmommtopmnmwmngmmteﬂmgnmnmgma&ndswnhhamwgcuﬁomem

e. Approach to modifying or adjusting training materials based on the results of the
Evaluation of Training Effectiveness

~ f. Job Aids/Tip Sheets or User Guides

Training Equipment Plans (including plans for training facilities and equipment)
Contractor shall provide Documented Evidence of Successful End-User Training at the end
of each phase of training. Evidence shall include at a minimum:

a. Tracking of employee attendance and completion of training course and modules

7. Training Methodology and Delivery Plans:

a. ldentification of the training mix including, but not limited to, web-based learning,
in-person learning, learnmg -labs, and informal learning. Contractor will work with
ASR customize each training to fit ASR’s needs:

i. Train the Trainer - up to 2 sessions will be conduded for each
module/function and will be recorded

ii. Direct End-User Training - Up to 2 sessions will be conducted for each
module/function and will be recorded -

iii.  Administrator Training

iv.  Salesforce Online Self-Paced Training

b. - Identification of plan to motivate and engage Property Assessment System users
to learn about and use the system and complete the training :

c. The logistical plan for preparing and delivering the training solution including, but

~ not limited to:

i.  End-user support website

ii.  Web-based navigation training

iii.  Training enroliment process

iv.  Tracking of users’ completion of training

v.  Training locations and proximity to ASR
8. Trammg Schedule and timeline of training development, delivery, and evaluation.
9. Plan for Evaluation of Training Effectiveness at the end of each training.
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a. Contractor Evaluation of training effectiveness shall be based on the Contractor’s
ValuePath methodology.

b Plan shall include how Contractor will address any deficiencies in the proficiency
of the current cohort of trainees based on the results of the evaluation of training
effectiveness

c. Plan shall include how Contractor will modlfy or adjust trammg approach based
_on the outcomes of the Evaluation

While the training plan will include the appropriate details on timing and scheduling of activities,
the following is a high-level summary of key milestones and related timing:
e Identify ASR trainers - during Definition Phase :
O This enables ASR trainers to be engaged throughout a project and have them
understand the solution that is being built
e Define Training Approach - during Design Phase
O This enables details for producing the training sessions, materials, and
formats/channels.
® QOutline Curriculum Map - during Build Phase
o This represents an outline of the training modules that will be produced and
related training courses.
e Attend UAT - during Validation Phase
o This enables the training team to better understand the end-users and prepare
realistic training scenarios.
e ' End-User Training & Train-the-Trainer Training - during Vahdatlon Phase
o This enables the end users to effectively use the solution and ASR to have the
appropriate means for training ASR staff after the implementation and on an
-ongoing basis. ‘

6.2 Training Manuals, Guides and Materials

Contractor shall develop training materials in such a way as to allow for the capability of training
to continue beyond initial deployment. Ownership of delivered and accepted training materials
shall transfer to the ASR at the time of acceptance.

All training material shall have a consistent look and feel and shall be provided in a soft copy
format so that ASR may easily make modifications to the materials if necessary. All training
materials shall be maintained to reflect the latest version of Property Assessment System and the
changes resulting from evaluations and use during acceptance, testmg, and implementation. All
training material shall be maintained on-line.

The Contractor shall be responsible for developing and providing training materials and for
training ASR staff on System operation. The Contractor shall employ professional-level training
staff (not technical staff) to prepare training and user materials. ASR shall have approval over the
format/content of the training to be given. ASR and Contractor staff shall work together to
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develop the format/content for the training and user materials that the Contractor shall produce.
These materials shall be provided to ASR in soft copy. ASR must accept these materials before .
they are distributed to ASR staff for use.

Training Manuals, Guides, and Materials shall include, but not be limited to:

1.

Instructor/Trainer guides shall provide the ability for ASR staff to perform all training
activities initially provided by the Contractor on an ongoing and continuing basis
Trainee packages shall provide the trainees exercises and usable examples with which to
practice the lessons provided during formal training (for all user training types, including
end users, power users, administrators, and any others mentioned in the sections above)
System user’s manual shall provide non-technical Property ‘Assessment  System
information as related to business functions in the explanation of Property Assessment
System features, functions, modules and tools and the detailed procedures for using the
proposed Property Assessment System
a. The System user manual shall be designed for ease of use so that any user,
regardless of his or her function, can readily locate, identify, understand and use
the information
b. The manual shall include copies of all screens with instruction on the use and
function of each, including the definition of all data elements. System user manual
shall include a catalog of all reports, forms, letters, and other system-generated
documents (generated either automatically by the system or by the user)
c. The manual shall include workflow diagrams that enable the user to understand
the flow of activities necessary to perform business functions
d. The manual shall include a description of the problems and issues that may arise
while using the Property Assessment System and the procedures for resolution
Desk aids shall provide, at a minimum, quick access to solutions and information which
users most frequently need {including Frequently Asked Questions, etc.)
User tips which shall be designed as short message reminders about short-cuts, features,
and other relevant information to promote end-user adoption and use of the Property
Assessment System o _
Quick reference guides that provide a concise bundle of condensed notes about various
system functions
ASR to develop cross walks of prior functionality / activities to current functionality /
activities as needed

Training Materials

Additionally, for each completed functionality set to be deployed, the Contractor must provide
documentation in the form of “step-by-step manuals.” This documentation shail inciude the
following types of information:

For a business user audience —

A list of all included documentation and its use (i.e., use, configuration, administration, etc.)
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A description of how to use the System based on user roles and responsibilities

A description of all screens and how they are interrelated

A list of prebuilt reports and their descriptions ’

A description of the key data tables, elements, and their contents _

A description of all help and navigation functions and how to use them, including
informational graphics and story boards '

A description and diagram of the workflows

For a technical user audience —

A complete list of error messages, their descriptions, and how to resolve the errors

How to troubleshoot common System problems

How to perform ASR-specific system maintenance functions

A listing of key logs and guidance for interpretation

Key System capaASR management considerations

Key security management functionality and security matrix

Documented process for creating, changing, or deleting user Property Assessment SYstem
accounts ‘

Documented process for managing user roles & privileges

Contact information for receiving support

Where to find disaster recovery and business continuity information related to the System

A listing of integrations and how to troubleshoot communications problems

System flow diagrams, data flow diagrams, system integration diagrams, and workflow
diagrams

6.3 Knowledge Transfer

Contractor’s Knowledge Transfer plans identify the specific roles that would be required to
support and maintain the system. Contractor will be responsible for creating the plan and for
ascertaining the level of support the ASR should anticipate to provide support, maintenance and
enhancements to the system. The Knowledge Transfer plan will also identify the appropriate
number and type of sessions conducted (e.g functional, technical). This information will be
necessary to determine the specific skill sets, time commitment and cost to enable knowledge
transfer to the appropriate ASR personnel.

Once the plan has been established, the following actions and meetings will be established to
ensure that knowledge is adequately transferred to ASR employees:

A. Technical knowledge transfer will be done throughout the project as part of our design
review process as well as during admin training.

B. ASR IT staff and Contractor will jointly determine a schedule to facilitate technical KT
sessions. '

C. Contractor will record design review sessions for distribution to ASR IT resources to
review.
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. Contractor technical staff will do a comprehensive technical review of the solution, code,
architecture, configuration with ASR IT resources. ‘
Contractor will conduct a basic training for the designated system administrator covering
key functions such as adding new users, more in-depth report generation, and changing
security profiles. In addition, monitoring interface routines, obsolete user accounts, etc.
Contractor will conduct a training session focused on core administration (addi'ng users,
security setup, modifying page layouts, change sets, etc). '

. Contractor will conduct a training session focused on reporting and dashboards (focusing
on making updates, training ASR users on how to author/modify their own reports).

. Sessions will be recorded and made available for distribution and archiving.

Contractor will conduct a training session(s) focused on maintain and developing both
workflow and business rules (will include overview of current configuration and
customizations). ‘

ASR Product Owners will be primary leads to foster knowledge transfer for business units
for business processes. Contractor will use train-the-trainer approach as appropriate to
train Product Owners so they are experts in functionality and usability to continue

knowledge transfer to SMEs and staff.

6.4 Ongoing Training

If additional training (including refresher training) can be completed within the project plan with
existing Contractor training resources it will be provided at no additional cost. Contractor and
-ASR will mutually agree that the additional training will not disrupt originally planned training
activities. If not, training will be provided at Contractor’s standard training rates.

Roles and Responsibilities

Training Plan Contractor will develop a training ASR Project Manager and ASR
plan Product Owners will review and
approve.
Project Contractor shall provide ASR will participate in the project
Training professional level training staff training.
specializing in business systems
_training.
Training Contractor will develop training ASR Product Owners will approve
Manuals, materials in such a way as to allow the training materials.
Guides  and for the capability of training to
Materials continue beyond initial
’ deployment.
Knowledge Contractor will develop and ASR will participate in the
Transfer execute the Knowledge Transfer knowledge transfer.
plans '
]
91| Page

2409



Release

APPENDIX

Contractor will develop a Release

Agreement Page 124 of 989

Al —~ IMPLEMENTATION STATEMENT OFWORK

ASR Project Manager and ASR

Readiness Readiness Evaluation Report Project Director will review and
Evaluation approve.

Report

Documentatio | 2. Contractor will develop | 2. ASR Project Manager will review

documentation in the form of
“step by step manuals”.

nin the form'of
“step by step
manuals”

and approve the documentation.

7 Release Management

7.1 Release Readiness Evaluation and Report

The Contractor shall develop and provide a Release Readiness Evaluation and Report for each
major release (R1, R2, R3) of software provided to ASR. The Contractor should assume ASR will
employ a structured Release Management process during the testing and deployment of System
components that will be led by the Assessor-Recorder’s Project Manager.

The report shall consist of an updated Release Readiness notification and updated
documentation to describe all required System operational activities—including guidance on
System maintenance and enhancement practices, tools, and approaches. The report must
encompass System functionality from a remote user’s perspective, an ASR business user’s
perspective, and from an information technology and system operations/Administrator
perspective.

The Contractor shall provide a Release Readiness Evaluation and Report for each release of
software provided to ASR. The Release Readiness Evaluation and Report shall include an overall
assessment of the state of the software being considered for release and an analysis (in writing)
as to whether it meets the exit criteria contained in the appropriate Test Plan as well as the
_ Release Criteria documented below.

Release Test Coverage Matrix and Results

Release Functionality

Release Integrations and Data Stores

Release Hosting Requirements, if applicable

Release Support and Maintenance Requirements

Release Test Strategy and Plan

Release regression test results

Release Report of defects or punch list

Data Migration and Integration Readiness
10. Change Readiness Assessment Complete

" 11. Communication Plan Fulfilled

© ®NO VAW R
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12. Detailed Step-by-Step Cutover Plan & Schedule (Go-Live Checklist)

a. the specific time frame and activities associated with the full functionality roll-out
of each functionality grouping, any other proposed Property Assessment System
phases, and the overall complete roll-out of all functionality into the production
environment

13. Go-live plan including major tasks for each phase
14. Points-of-contact to include individual names and contact information for key/critical
personnel from the Contractor, and Assessor-Recorder

a. All critical resources (Contractor, ASR, and/or any identified third parties) have

- been identified and are available to support deployment activities
15. Security Matrix confirmation
16. Go/No-go criteria and rollback/contingency considerations & plan. .

a. Communications have been developed, documented, and provided to
stakeholders informing them of the deployment process and status '

b. Contingency plans are in place to deal with System Deployment issues that may
arise

17. A detailed back-out and recovery Process has been documented that will be triggered if
the release to production fails. The back-out and recovery process shall ensure that the
old System is maintained and restored if necessary and all data remains available to ASR
users with no impact to their job function or activities '

Management Reporting — The defect tracking system shall provide recurring reports to ASR
Project Manager throughout the Project. The release management plan shall document any
software development needs and how the Contractor’s release activities and processes shall be
managed, tracked, and audited (from both a Project management and configuration control
perspective), to ensure the delivered Property Assessment System and components meet the
quality standards and requirements required by the contract. In addition, the plan shall provide
a comprehensive explanation of how the Contractor will integrate its software release process
into any ASR release schedules or processes.

7.2 Technical Change and Release Management
As part of the proposed Property Assessment Solution, the Contractor shall be responsible for
Technical Change and Release Management activities. These include all tasks required to manage
and document {e.g. through impact analysis, version control, library management, turnover
“management, build management, parallel development) changes to the system and any of the
system components being developed. Change and Release Management also includes all tasks
required to appropriately manage and document changes to the underlying System development
environment components. Contractor activities shall include the following:

1. Library Management—the classification, control, and storage of the physical components
- of the System
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2. Version Control—the maintenance, tracking, and auditing of modifications to a System’s
components over time, facilitating the restoration of the System to prior development
stages '

3. Turnover Management—the automated promotion of software changes across different
phases of the life cycle (e.g. development/configuration, unit test, systems test, and
production), including management of the approval process, production turnover, and
software migration control

7.3 Deployment Bill of Materials (for each major Release {e.g. R1, R2, R3)
In preparation for System deployment, the Contractor shall ensure that the system can be
assembled and installed in the proposed environment. The specific items that the Contractor
shall deliver will be documented in a Deployment Bill of Materials. The Bill of Materials shall
contain all the information required to assemble the system and supporting infrastructure in
order to place the new System into production for each major release (R1, R2, R3). This would
include all of the migrations within a given release. The Contractor shall include the following
components in the Deployment Bill of Material (for each phased release if applicable, or for the
entire System when fully completed):
1. * Alist of all components comprising the System
2. Alist of all executables necessary to make the System operational
3. All technical documentation including specifications, installation guides, systems
administration manuals, and test plans :
4. Level 1 and Level 2 help desk scripts (or any variation of scripts as agreed upon with ASR
in the final contract) '
Standard and customizable features including a 'how to customize' guide
A list of all COTS software required by the System to make it operational including
database engines, operating systems (and associated releases or service packs),
compilers, configuration management software, editors, testing software and integration
engines (as applicable, depending on the proposed solution delivery model)
7. A.list of support functionality required to make the System operational including
LAN/WAN connectivity, Internet/Intranet cohnectivity

7.4 System Deployment . :

The Contractor shall deploy the Property Assessment System in accordance with the Deployment
Plan deliverable. The Contractor shall track and monitor progress towards the Deployment Plan
deliverable and identify, escalate, and resolve issues and risks in accordance with the Project
. Management Plan. '

7.4.1 Resources During Deployment

Contractor’s project team will be available during deployment activities. The project team will
work with ASR during the project to ensure that our deployment support meets ASR’s needs.
Deployment support will include the following:
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1. As part of the Communication Plan, Contractor will articulate what the deployment
plan is prior to go-live, frequent status updates during deployment, and post-
deployment communications to ensure end users are aware of the channels
available to them to gain support and issue resolution.

2. During deployment, Contractor will have a combination of onshore and offshore
resources available to support deployments around the clock. This will enables the
Contractor to ensure that data loading activities, and those activities that take
longer can be running around the clock ensuring minimal impact to ASR Users.

3. Contractor will create posters, and other physical communication mechanisms to
ensure people are aware of status and the support that is available to them.

7.4.2 System Incident and Corrective Action Reports

The Contractor shall document all incidents and defects that occur during System Deployment
that are part of the defined system scope and communicate with ASR within a reasonable, agreed
upon time frame. The System Incident Report must contain the priority of the incident as
identified in the final contract’s Service Level Requirements, a description of the incident,
incident resolution status, and the proposed course of action for remedying all open incidents.

7.4.3 System Defect Resolution Reports

All within scope defect resolution requests that occur during the sign off period must be
documented and communicated with ASR within a reasonable, agreed upon time frame. The
Defect Resolution Report must contain the description of the maintenance request, resolution
status, and the proposed course of action for remedying all open defect resolution requests.

All changes and fixes will be implemented based on a mutually agreed upon schedule. Changes
will go through all phases of testing by the Contractor and ASR. The Contractor shall document
the test results and provide them to ASR for approval before a decision is made to put a new
release into production. At the conclusion of any Property Assessment System changes, the
Contractor shall update all required system documentation as appropriate and provide it to ASR.

The Contractor shall provide System Incident and Defect Resolution Reports to ASR that include
the elements described above.

Roles and Responsibilities

Project Team
Availability

1. Contractor’s project team will be
available during deployment
activities. ‘

1. ASR Project Manager will review
and approve.
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System Defect
Resolution
Reports

2. Contractor will provide a System
Defect Resolution Reports.

2. ASR Project Manager will review

and approve.

Roles and Responsibilities

Deployment Contractor will provide a detailed ASR Project Manager will review
Plans Deployment plan. and approve the Deployment plan.
Deployment Contractor  will provide a| 2. ASR Project Manager will review
Bill of Deployment Bill of Materials ~ and approve.
Materials ‘
Production Contractor will develop a| 3. ASR Project Manager will review
Support Production Support staffing plan. and approve.
staffing plan ,
Help  Desk Contractor will use a help desk ASR Project Manager will review
Issue issue management software suite the contents of the help desk issue
Managemen to collect and track all issues. management software suite on a
t Software ' regular basis.
System Contractor will document all ASR Project Manager will review
Incident incidents and defects that occur and approve system incident
Report during System Deployment report during system deployment.
Defect Contractor will document all defect ASR Project Manager will review
Resolution resolutions that occur during the and approve. ‘
Report sign off period.
Updated Contractor will assemble, update | 7. ASR Project Manager will review
system and provide an updated Complete and approve.
design System Design requirements and
documents specifications after each
implementation of a functionality
set.
System Contractor will execute the ASR Project Manager will approve
Deployment deployment of the Property the execution of the deployment.
Assessment System.

8 Disaster Recovery

The Contractor will provide Disaster Recovery (DR) guidance and participate in execution (if
necessary) in accordance with the ASR's disaster recovery plan. The DR plan should include
testing of the disaster recovery capabilities for production prior to going live for each phase. The
ASR will be responsible for planning and executing the disaster recovery testing.
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9 Upgrades, Patches and Fixes

Contractor will establish criteria and plan for coordinating environment software upgrades.
These upgrades include, but not limited to:

A. Patches & Fixes
B. Applying software upgrades

Work products will be created explaining the related approach, activities, procedures, tools, and
templates. These work products include:

1.” Configuration migration procedures

2. Object/code migration procedures

3. Methodology for developing and applying software patches and fixes
Throughout the Project, the Contractor will apply fixes, patches and bundles as needed, when
available from Salesforce and in consultation and coordination with the overall project team.
Fixes, patches, and bundles will not be applied after the start of testing and before the end of
production stabilization, except for when the fix, patch, or bundle addresses a particular critical
or high priority defect and has ASR Project Manager approval.

Roles and Responsibilities

Environment 1. Contractor will provide an | 1. ASR Project Manager will review

Software Environment Software Upgrade and approve.
Upgrades Plan

9.1 System Documentation During Warranty

At the completion of the Project, the Contractor shall conduct a review with ASR and identify any
and all documentation that must be updated from the master list of deliverables in Section 5 as
a result of changes during the 90 day warranty period. The Contractor shall update the
documentation and provide it to ASR for review and Final Acceptance.

1. Functional Design Documentation
2. System Maintenance, Support, and Transition Plan

The Contractor shall also transfer all finalized required documentation to ASR. The format and
transfer medium will be jointly agreed to between ASR and Contractor. The Contractor shall
provide the following documentation to ASR: ,
1. Statement of known System limitations, defects, issues that could impact operations,
and/or existing System workarounds
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9.1.1.1 Warranty Support for Each Phase

During the Warranty Period for each Phase, Contractor’s Project Team shall:

1. Closely monitor the newly deployed System and user activity

2. Assign appropriate resources to resolve issues

3. Rapidly detect and escalate issues as required and quickly resolve and communicate

resolution

4. Provide onsite support during the first roll close

Before Final Acceptance the Contractor and ASR will jointly assess the status of the

implementation and review the status of outstanding issues.

Roles and Responsibilities -

_Topi tractor. ASR .
Final Contractor  will update all | 1. ASR Project manager will review
acceptance documentation and provide it to and approve.
sign off ASR for review and final "

acceptance.

Declaration of
Original Work
(DOW)

Contractor will provide a written
declaration stating it has delivered
a satisfactory license to all
software in the system..

ASR Project Manager will review
and approve.

Statement of
Limitation and

Contractor  will provide a
statement -~ of know system

ASR Project Manager will review
and approve.

days before
Final
Acceptance

before final acceptance.

. Defects “limitations, defects, issues that

could impact operations and/or

existing system workarounds. .
Production Contractor  will provide ASR Project Manager will monitor
Support for 90 production support for 90 days production support activities and

escalate issues to the Contractor if
necessary.

Status
assessment

Contractor and ASR will jointly
assess the status of the

implementation and review the |

status of outstanding issues and
adherence to SLRs. -

ASR will jointly assess the status of
the implementation and review
the status of outstanding issues
and adherence to SLRs.
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10 Project Closeout

The pufpose of Implementation Closeout activities is 'to identify the conclusion of the
Implementation Project and gather the required approver signatures. This document will signify
that all required deliverables for the Implementation Project have been completed and approved

with the date of approval for each deliverable indicated. The document shall also list the status
of each of the Exit Criteria.

10.1 Documented Implementation Project Closeout

The Contractor shall provide Documented Implementation Project Closeout to include, at a

~minimum, the elements described above and the following components:

1. ASR validation that all exit criteria have been met for the Implementation Project,
inclusive of any/all proposed phases of delivered functionality

2. ASRvalidation that all deliverables for contracted requirements, functionality, and system
capabilities have been provided, accepted, and placed in the PrOject Artifact repository.
(ASR’s SharePoint and/or Confluence/JIRA)

3. ASR validation of the User Story Traceability Matrix (aka, Requwements Traceability
Matrix-RTM)
ASR validation of the proposed system via completed User Acceptance Testing
ASR validation of the complete and accurate management of defect and issue tracking
Contractor completion of warranty period, inclusive of successful roli close

Roles and Responsibilities

Implementatio | 1. Contractor will provide | 1. ASR Project Manager will review -
n closeout documented Implementation and approve Implementation
report Project Closeout report. Project Closeout report.

10.2 Lessons Learned

The Contractor will close each major phasé by conducting a “Lessons Learned and Project
Closure” meeting with all necessary stakeholders. This is where any remaining issues will be
addressed, and we can discuss any follow-on requirements at this time.

10.3 Analysis of User Adoption

Post Go-Live as part of our Change Management process, a Sapient Change Manager will conduct
an analysis of user adoption and usage. Validation of user adoption will occur and strategies will
be recommended to improve adoption. Sapient will create reports in Salesforce based on Change
Management Workshop defined baselines. These reports will help identify adoption metrics to
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assist Change Managers in proactively providing end-user support. The currently performance
(metrics) will be compared against the baseline (created in the level set stage) and will be
evaluated for usage, performance, operations and adoption.

Sapient’s SuccessPath Change Management methodology uses a four step process which will
look to build an agency paradigm of change for ASR: ’

Evolve Stage ,

In the Evolve phase we will work jointly with the ASR Project Manager to evaluate the status of
success of the project via usage and performance metrics. This is executed at defined milestones
well after the implementation has been completed. ‘

gt thiss bty

Contractor will prbvide ASR with a designated Post-Live Lead, a leadership contact to guide -
ongoing improvement and facilitate connections to the programs from which ASR would benefit
most.

Roles and Responsibilities

Post-Live 1. Contractor will rowde 1. ASR Prect Managerwnllrevne.

Improvements recommendations for post-live
improvements '

10.4 Support Transition Plan

The Contractor shall provide a written plan for the maintenance, supbort, and transition of the
System into the Production Environment. The Contractor shall provide support, guidance and
knowledge transfer to ASR for integration technologies to be used by the System ongoing. The
plan should align with the proposed delivery model.
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The following documentation, at a minimum, shall be prepared by the Contractor and included
in the System Maintenance, Support and Transition Plan provided to ASR:

1. Development of a System support structure and organization, including estimates of the
Contractor and Assessor-Recorder manpower requirements to support operation and
maintenance of the System ) :

2. The skill sets required to operate and maintain the System should be specified, with
recommendations of the skills, knowledge, and abilities required by Assessor-Recorder
business and technical staff
System Installation and Administration Manual

4. Operating procedures manual, including diagnostic procedures, backup and restore
procedures and disaster recovery procedures

5. Maintenance manual, including Information to aid in analyzing and debugging the
software, apart from information already available in other delivered documentation
Maintenance and repair policies and procedures
System “Run Book” as defined by ASR
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Exhibits
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Exhibit 1 — Contingency Change Order Template

Sample
Contingency Change Order No. CCOXXX — (TITLE)

General Information

Date Requested: (Date)

Requested by: (ASR project resource making the request)

Assigned to: (project team member who completed the Contingency Change Order form)

Priority: (priority number — description, e.g. 1 — Urgent and Major Impact, 2 — Urgent and Minor
Impact, 3 — Not Urgent and Major Impact, 4 — Not Urgent and Minor Impact)

Background
(Describe the current situation and the problem.)

Full Work Description

(Des_cribé detailed solution, reason for the change, implications of not making the change,
assumptions, and list business requirements.)

Deliverables

Below is a list of deliverables identified by the ASR that requires development or revision by the
Contractor due to this work authorization. The parties understand and agree that additional -
deliverables requiring development or revision may be identified at a later date.

The Contractor shall exercise a good-faith effort to identify and list in this work authorization
deliverables that require development or are impacted by this work authorization.

The Contractor shall develop or revise, as applicable, each identified deliverable in accordance
with the Agreement. The Contractor shall complete the development or revision within a
timeframe to be mutually agreed upon by the parties.

New Deliverables (ASR defined)

EXAMPLES: '
e  Work Authorization Design Specification (WADS)
e Work Plan
e Test scenarios and test results

Deliverable Revisions

o | Approved Deliverable| . .
Deliverable Title. -~~~ | Acceptance = - Criteria |-Deliverable Update -
e A Sl
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L | '(ready for distribution- prior|
©lto work . ‘authorization.
~ |'implementation)- . T

1.

2.

3.

References |
e (Contract sections, other work authorizations, request for proposal, etc.)

Schedule Dates

Estimated StartDate-. . | Estimated Completion Date.* - .

* " Completion date is defined as the date the Contractor implements change(s) into the

. production environment. The completion date does not imply acceptance criterion is met or the
work authorization is approved for payment.

Work Authorization Proposed Work Plan  |
ASR’s Proposed Work Plan Schedule

Initiation Deliverable
Work Authorization Execution
(requirements review/approval)

Deliver Work Plan

Implementation Deliverables

Estimated completion dates are determined by the ASR in coordination with the

Contractor; however, the actual dates will reside in the mutually agreed upon Work Plan to be
provided five(5) business days from the date of work authorization approval to commence work.

*

Pricing

StaffAssigned | Staff Position | Materials | Labor | Hourly | COST
{seRates s fo

Contractor Task and Responsibilities

1.  (to be completed by the Contractor)
2.  (to be completed by the Contractor)
Completion Criteria
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1. (to be completed by the ASR)

2. (to be completed by the ASR)
ASR Responsibilities

1. “Participate in and oversee the Contractor tasks and responsibilities.
2. (to be completed by the ASR)
3. This work authorization will be performed in accordance with the applicable provisions of

the Agreement.

Approvéls
ASR AND COUNTY OF SAN FRANCISCO CONTRACTOR
-‘ PROJECT DIRECTOR NAME ' PROJECT DIRECTOR NAME
ASR Project Director Contractor Project Director
Date Date
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Exhibit 2 - Sample Deliverable Acceptance Criteria Document (DAC)

1. Deliverable Name (Number as appropriate) and Description

2. Deliverable Revision History

Party/Person

Date

Version

Action

5.
6.
7.

Deliverable Format

Deliverable Acceptance Criteria

a. Xxx
b. »xxx
C. XXX

Conditional or Final Approval

Assumptidns and Open ltems

Review Owner

This DAC was completed according to the requirements of the Agreement

Position title

Date

Submitted by (Contractor signature)

Approved by {(ASR signature)

Position title

Date
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Exhibit 3 — Private or Confidential Information

The Property Assessment solution will contain personally identifiable information (PI1) and
sensitive personal information (SP1). The following is a list of PIl Data (as defined by NIST Special
Publication 800-122) that will be part of the Property Assessment solution.

Full name

Marital Status

Home address : :

Email address (if private from an association/club membership, etc.)
Social Security number

Date of birth

Telephone number

Login name, screen name, nickname, or handle

Taxpayer ID

©®NO YR WN e

Any additional private or confidential fields (if needed) wili require an official notification to the Contractor by
ASR ,
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Exhibit 4 — City Standards

Application Development Specifications:

1.

Sensitive, Confidential or Restricted Data Review —Contractor must conduct a review
with the City to identify any sensitive CCSF data that will be processed as part of the
solution. A list of private and confidential information is listed in the “Private and
Confidential” section (Exhibit 3) A

Security Requirements — Applications must be designed with security and privacy in mind.
Each development specification document produced for CCSF applications must include
information security and data privacy requirements. Security and data privacy
requirements must be identified as such within the specification document. User Story
acceptance criteria must include applicable security criteria.

a. Logging of Security Events — All application code developed or purchased by CCSF
must produce a log of security-related events in an approved industry-standard
format. Logs must be exported to an approved logging collection and monitoring
system.

b. Application Security Reqwrements

1. Input Data Validation and Rejected Item Handling - All transactions to be
input to a production computer system must be subjected to
reasonableness checks, edit checks, or validation checks, and transactions
that fail such checks must either be rejected with a notification of the
rejection sent to the submitter, corrected and resubmitted, or suspended
pending further investigation.

2. Passwords into Software - Passwords must never be hard-coded in
software developed by or modified by CCSF workers.

Secret User IDs or Passwords - Developers must not build or deploy secret user IDs or
passwords that have special privileges, and that are not clearly described in the generally
available system documentation.

Security Code/Test Review — The information security and data privacy requirements
within the application specifications and design must be reviewed by designated security
personnel (City). Contractor will review the code/results of the security/penetration tests
with the City.

Initial Application Criticality Classification — Each application built or acquired by CCSF
must have an initial application criticality classification. This rating will specify the overall
level of security of the system, as well as the required recovery time for any system
disruption. ASR will complete the Criticality Classification apphcatuon document provided
by the City.,

Open Source and Third-Party Library Inventory — Part of the required documentation for
each CCSF developed application is a list of all third-party software packages used within
the application. These include but are not limited to linked libraries, database
applications, and encryption packages.

Version Control — Source code must be maintained in version control systems
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Training Requirements

1. Training Required - All workers (both City employees and Contractor) involved in the
developing of CCSF business applications must receive training on secure coding
principles.

Outsourced (Third Party Contractor) Development

1. Policy Acknowledgement — All third-party contractors involved in the development of
CCSF applications must read and acknowledge understanding of application security
requirements (ASR will provide the same to Contractor). :

2. Restricted Disclosure - The contractor shall not publish or disclose in any manner, without
the contracting officer’s written consent, the details of any safeguards either designed or
developed by the contractor.

Open Source Software

1. Conditions for Use of Open Source - Contractor must not employ open source software
for any production information system unless this software is approved by the City
Contractor will make every effort within reason to ensure that.such open source software
is widely used i.e. software is known to be readily supported by a wide variety of technical
consultants from different organizations. ASR will review and approve the list of Open
So