CONTRACT BETWEEN
COUNTY OF GLOUCESTER
AND
TYLER TECHNOLOGIES, INC.

THIS CONTRACT is made effective the 7% day of June, 2023 by and between the
COUNTY OF GLOUCESTER, a body politic and corporate, with principal offices at 2. S.
Broad Street, Woodbury, New Jersey 08096, hereinafter referred to as “County”, and TYLER
TECHNOLOGIES, INC., with offices at One Taylor Drive, Yarmouth, Maine 04096,
hereinafter referred to as “Vendor”.

RECITALS

WHEREAS, the County, through the Departiment of Health, has a need fo contract for an
annual license for use, hosting, support, maintenance and related services of the Environmental
Health Data Management System, as well as software and other enhancements to improve the
current system and that which are necessary to implement all consumer health inspections such
as body art/tattoo, campgrounds, tanning salons, ete.; and

WHEREAS, the scrvices related to this contract are proprietary in nature and are an
exception to the Local Public Contracts Law as described and provided in N.J.S.A, 40A:11-
5(1)(dd); and

WHEREAS, this contract has been awarded pursuant to the terms and provisions of
N.J.S.A. 19:44A-20.4 and N.J.S.A. 19:44A-20.26, with Contractor having certified that it has not
previously made and will not make a disqualifying contribution dwring the term of coniract; and

WHEREAS, the Vendor represents that it is qualified to perform said services pursuant
to the terms and provisions of this Contract.

NOW THEREFORE, in consideration of the mutual promises, agreements and other
consideration made by and between the parties, the County and the Vendor do hereby agree as
follows:

TERMS OF AGREEMENT

1. TERM. The contract shall be for a period of one (1) year, from July 1, 2023 to June 30,
2024,

2. COMPENSATION, Vendor shall be compensated the total amount of $137,900.00 for
enhancements, as per Vendor’s Quote #2022-335795-G2Q6D2 annexed hereto as patt of Exhibit
“A” the amount of $23,292,14 as per Vendor’s Invoice No 025-423171 for software and
maintenance services annexed hereto as Exhibit “D”; as well as an amount not to exceed
$10,000.00 for an annual license for use; and, an amount not to exceed $8,000.00 for estimated
travel.

Vendor shall be paid in accordance with this Contract document upon receipt of an
invoice and a properly executed voucher, After approval by County, the payment voucher shall




be placed in line for prompt payment,

Each invoice shall contain an itemized, detailed description of all work performed during
the billing period, Failure to provide sufficient specificity shall be cause for rejection of the
invoice until the necessary details are provided.

3. DUTIES OF CONTRACTOR, The specific duties and obligations of the Vendor shall
be for annual licenses for use, hosting, support, maintenance and related services of the
Environmental Health Data Management System, currently in use by County, with upgrades of
the DHD software in that system to Enterprise Environmental Health; addition of the new
product “Civic Access” as well as enhancements which are necessary to implement all consumer
health inspections such as body art/tattoo, campgrounds, tanning salons, etc,, used by the County
Department of Health and as set forth in this Contract. The duties and obligations of Vendor are
set forth in this Contract and as specified in the following attachments:

County’s Exhibit 1 — Specifications;

Vendor’s Attachment B — Software as a Service Agreement;

Exhibit “A”- Quote #2022-335795-G2Q6D2, Additional Provisions, and SOW (Exhibit 2);
Exhibit “B” - Invoicing and Payment Policy;

Exhibit “C” - Service Level Agreement a/l/a Annual Support and Hosting SOW; and
Exhibit “D” - Invoice No (025-423171 (re: new version “Enterprise Environmental Health”
software and services to be provided to the current system in use),

4, FURTHER OBLIGATIONS OF THE PARTIES. During the performance of this
Contract, the Vendor agrees as follows:

a. The Vendor will not discriminate against any of its employees or applicants for
employment because of age, race, creed, color, national origin, ancestry, marital status,
affectional or sexual orientation, gender identity or expression, disability, nationality, sex,
veteran status or military service. The Vendor will ensure that equal employment opportunity is
afforded to such applicants in recruitment and employment, and that employees are treated
during employment, without regard to their age, race, creed, color, national origin, ancestry,
marital status, affectional or sexuval orientation, gender identity or expression, disability,
nationality, sex, veteran status or military service, Such equal employment opportunity shall
include, but not be limited to the following: employment, upgrading, demotion, or transfer;
rectuitiment or recruitment advertising; layoff or termination; rates of pay or other forms of
compensation; and selection for training, including apprenticeship.

b, The Vendor will, in all solicitations or advertisements for employees placed by or on
behalf of the Vendor, state that all qualified applicants will receive consideration for employment
without regard to age, race, creed, color, national origin, ancestry, marifal status, affectional or
sexual orientation, gender identity or expression, disability, nationality, sex, veteran status or
military service.

_¢. The Vendor will send to each of its labor unions with which it has a collective
bargaining agreement, if any, a notice, to be provided by the agency contracting officer, advising
the labor union of the Vendor’s commitments under this chapter and shall post copies of the
notice in conspicuous places, available to employees and applicants for employment.




5. LICENSING AND PERMITTING. If the Vendor or any of its agents is required to
maintain a license, or to maintain in force and effect any permits issued by any governmental or
quasi-governmental entity, in order to perform the services which are the subject of this Contract,
then prior to the effective date of this Contract, and as a condition precedent to its taking effect,
Vendor shall provide to County a copy of its current license and permits required to operate in
the State of New Jersey, which license and permits shall be in good standing and shall not be
subject to any cutrent action to revoke or suspend, and shall remain so throughout the term of
this Contract.

Vendor shall timely notify County in the event of suspension, revocation or any change
in status (or in the event of the initiation of any action fo accomplish such suspension, revocation
and/or change in status) of license or certification held by Vendor or its agents,

6. TERMINATION, This Contract may be terminated as follows:

a. If Vendor is required to be licensed in order to perform the services which are the
subject of this Contract, then this Contract may be terminated by County in the event that the
appropriate governmental entity with jurisdiction has instituted an action to have the Vendor's
license suspended, or in the event that such entity has revoked or suspended said license,

b. If, through any cause, the Vendor or subcontractor, where applicable, shall fail to
fuifill in timely and proper manner his obligations under this Contract, or if the Vendor shall
violate any of the covenants, agreements, or stipulations of this Contract, the County shall
thereupon have the right to terminate this Contract by giving written notice to the Vendor of such
termination and specifying the effective date thereof, subject to Section 6 subparagraph f below.
In such event, all finished or unfinished docoments, data, studies, and reports prepared by the
Vendor under this Contract, shall be forthwith delivered to the County.

¢. The County may terminate this Contract for public convenience at any time by a
notice in writing from the Couttty to the Vendor in accordance with the subparagraph f. below.
If the Confract is terminated by the County as provided herein, the Vendor will be paid for the
services rendered to the time of termination, in addition to whatever obligations otherwise exist
below.

d. Notwithstanding the above, the Vendor or subcontractor, where applicable, shall not
be relieved of liability to the County for damages sustained by the County by virtue of any
breach of the Contract by the Vendor.

e. Termination shall not operate to affect the validity of the indemnification provisions of
this Contract, nor to prevent the County from pursuing any other relief or damages to which it
may be entitled, either at law or in equity, but subject to the terms and conditions of this
Contract.

f. Additional Termination Provisions:
i, Any termination requires no less than thirty (30) days advance written notice.
if, Terminations for cause require reasonable opportunity to cure, including resort
to Dispute Resolution Process indicated in Attachment B,
iii, In the event of any termination, County will pay Vendor for all undisputed fees




and expenses related to the software, products, and/or services County has received, or Vendor
has incurred or delivered, prior to the effective date of termination, Disputed fees and expenses
in all terminations other than termination for cause must have been submitted as invoice disputes
in accordance with Section E. (2) of Attachment B.

iv. In the event of a termination for public convenience, County will not be entitled
to a refund of prepaid but unused annual SaaS Fees.

7. NO ASSIGNMENT OR SUBCONTRACT. This Contract may not be assigned
without the prior written consent of the other party; provided, however, that the County’s consent
is not required for an assignment by Vendor as a result of a corporate reorganization, merger,
acquisition, or purchase of substantially all of Vendor’s assets. Except as indicated above, any
attempted assignment or subcontract without such written consent shall be void with respect to
the other party.

8. INDEMNIFICATION, See Vendor’s Attachment “B” - Terms and Conditions, Section
G - INDEMNIFICATION, LIMITATION OF LIABILITY AND INSURANCE, Pages 6 t0 7.

9. POLITICAL CONTRIBUTION DISCLOSURE AND PROHIBITION, This
contract has been awarded to Vendor based on the merits and abilities of Vendor to provide the
goods or services described in this Contract. This contract was awarded through a non-
competitive process pursuant {o N.J.S.A. 19:44A-20.4 et seq. The signer of this Contract does
hereby certify that Vendor, its subsidiaries, assigns ot principals controlling in excess of 10% of
the Vendor will not make a reportable contribution during the term of the contract to any
political party committee in Gloucester County if a member of that political party is serving in an
elective public office of Gloucester County when the contract is awarded, or to any candidate
committee of any person serving in an elective public office of Gloucester County when the
contract is awarded,

10. INSURANCE. Vendor shall maintain Commercial General Liability, Automobile
FLiability, Professional Liability, Workers Compensation and Excess/Umbrella Liability for the
time indicated and in no lesser amounts than are represented in Vendor’s Attachment “B” -
Terms and Conditions in SECTION G — INDEMNIFICATION, LIMITATION OF LIABILITY
AND INSURANCE, Page 7, Paragraph 6. [nsurance. The coverages must also comply with any
applicable requirements of the State of New Jersey. Vendor shall, simuitaneously with the
execution of this Contract, deliver Certificates of all of the insurance policies referenced in the
aforementioned Attachment “B” to the County. The County shall be named as an additional
insured for the Commercial General Liability and Automobile Liability policies.

The County shall review the certificate of professional lability insurance for sufficiency
and compliance with this paragraph, and approval of said certificate shall be necessary prior to
this Contract taking effect. Vendor also hereby agrees to continue said policy in force and effect
for the period of the applicable statute of limitations following the termination of this Contract
and shall provide the County with copies of certificates of insurance as the certificates may be
renewed duting that period of time,

11, PREVENTION OF PERFORMANCE BY COUNTY. See Vendor’s Attachment “B”
-Terms and Conditions, SECTION H — GENERAL TERMS AND CONDITIONS, Page 8,
Paragraph 9. Foree Majeure,




12, METHODS OF WORK, Vendor agrees that in performing its work, it shall employ
such methods or means as will not cause any unreasonable interruption or interference with the
operations of County or infringe on the righis of the public,

13. NON-WAIVER. See Vendor's Attachment *B”- Terms and Conditions, SECTION H ~
GENERAL TERMS AND CONDITIONS, Page 8, Paragraph 13. No Waiver,

14, PARTIAL INVALIDITY. In the event that any provision of this Contract shall be or
become invalid under any law or applicable regulation, such invalidity shall not affect the
validity or enforceability of any other provision of this Contract,

15, CHANGES, This Contract may be modified only by mutually approved change orders
or as otherwise agreed by the parties, consistent with applicable laws, rules and regulations. The
cost or credit to the County from change in this Contract shall be determined by mutual
agreement before executing the change involved,

16. NOTICES. Notices required by this Contract shall be effective upon mailing of notice
by regular and certified mail to the addresses set forth above, or by personal service, or if such
notice cannot be delivered or personally served, then by any procedure for notice pursuant to the
Rules of Court of the State of New Jersey,

17,  GOVERNING LAW, JURISDICTION AND VENUE. This agreement and all
questions relating to its validity, interpretation, performance or enforcement shall be governed by
and construed in accordance with the laws of the State of New Jersey. The parties each
irrevocably agree that any dispute arising under, relating to, or in connection with, directly or
indirectly, this agreement or related to any matter which is the subject of or incidental to this
Contract {(whether or not such claim is based upon breach of Contract or tort) shall be subject to
the exclusive jurisdiction and venue of the state and/or federal courts located in Gloucester
County, New Jersey or the United States District Court, District of New Jersey, Camden, New
Jersey. This provision is intended to be a "mandatory" forum selection clause and governed by
and interpreted consistent with New Jersey law and each waives any objection based on forum
non conveniens, Included within the operative force of this paragraph are all forms of dispute
resolution, non-binding mediation and the parties’ rights to resort to a “court of competent
jurisdiction” referenced in this Contract document and all of its parts as identified in Paragraph
22 of this Contract document.

18. INDEPENDENT VENDOR STATUS. The parties acknowledge that Vendor is an
independent Vendor and is not an agent of the County.

19, CONFLICT OF INTEREST. Vendor covenants that it presently has no interest and
shall not acquire any interest, direct or indirect, which would conflict in any manner or degree
the performance of services pursuant to this Contract, The Vendor further covenants that in the
performance of this Contract, no person having any such interest shall be employed.

20. CONFIDENTIALITY. See Vendor’s Attachment “B” - Terms and Conditions,
SECTION H — GENERAL TERMS AND CONDITIONS, Page 8, Paragraph 17, and Vendor is
further bound by all applicable standards, laws, etc., to which it is subject.

21.  BINDING EFFECT. This Contract shall be binding on the undersigned and their




successots and assigns.

22,  CONTRACT PARTS, This Coniract shall consist of this document, the County’s
Specifications set forth herein as County’s Exhibit “1”; Vendor’s Attachment “B” — Software as
a Service Agreement, with Exhibit “A” (Quote #2022-335795-G2Q6D2, and Additional
Provisions, and Exhibit 2, Gloucester County Department of Health SOW from Tyler
Technologies, Inc, 3/7/2023, attached thereto, Exhibit “B” Invoicing and Payment Policy;
Exhibit “C” Service Level Agreement a/k/a Annual Support and Hosting Statement of Work;
(SOW) (which is a 2" SOW), and, Exhibit “D” Invoice No 025-423171 for softwate and
services to be provided to the County’s current system in use. If there is a conflict between this
Contract and the County’s Exhibit “1” and Vendor’s Attachment “B” - Software as a Service
Agreement, with its Exhibits “A” and Additional Provisions, and Exhibit “2”, Exhibit “B.” and
“C” then this Contract and the County’s Exhibit “1” shall control.

23. DUPLICATION. Vendor’s Attachment “B” - Software as a Service Agreement,
SECTION H.- GENERAL TERMS AND CONDITIONS Pages 7-9, contain paragraphs: 5.
Nondiscrimination; 8, Binding Effect, No Assignment; 12, Severability; 15, Notices; and, 19,
Governing Law, are all marked “Reserved” as they have been agreed upon as indicated in this
Contract document.

THIS CONTRACT shall be effective the 7t day of June, 2023,

IN WITNESS WHEREOF, the County has caused this instrument to be signed by its
Director and attested by the Board Clerk pursuant to a Resolution passed for that purpose, and
Vendor has caused this instrument to be signed by its properly authorized representative and its
corporate seal affixed the day and year first above written,

ATTEST: COUN
PN AT s
LAURIE J, BURNS, " FRANK }/MMAR O/DIRECTOR
CLERK OF THE BOARD
ATTEST: TYLER TECHNOLOGIES, INC.,
Y '
/s/ Stacey M. Gerard /((//\{/ ! A /{,/”} : /ﬁ; ‘‘‘‘‘‘‘ =~

By: ROBERT KENNEDY-JENSEN
Title: GROUP GENERAL COUNSEL
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SPECTFICATIONS AND PROPOSAY, FORM FOR ENVIRONMENTAL HEALTH
DATA MANAGEMIENT SYSTEM FOR THE GLOUCESTER COUNTY HEALTH
" DEPARTMENT AND EXISTING UNITS WITHIN THE COUNTY AS ALLOWED
THROUGH THE COUNTY CONTRACT SYSTEM NUMBERS CE-01-GC & 16GLCE

" SPECIFICATIONS

" 1, SCOPE OF WORIG

- 'The County of Gloucester, Depavtment of Health s searching for developed snd trialed somputer Softwate lo
strearaline practiced it the Environmental Flealth Serviess office and out n the ficld, which will promote
operational efficiencles, This Bnvironmental Health Data mmagetaent systern will operate without additionat
rmodules, features, custonizations, or configarations, The Environmental and Conswmer Health data base
ghould provide forfaddress s nutmber of avens ynder the oversight of publio health depattments inclnding:
Address manager: .

To track standard addresses;
«  Supply GIS letitade and Longltude

Estabishment Managers .
- Tacility name Hetlig, contact information, mafiing address, plan foview dates

Permit Managet Featare:
Ta lnchude Flan Review Information
Pormit Name
Dafes Active/Expive
Petmit Type
Permit Status

Finanoial Manaper Featuret
- Which will track account recuivables
Thvoives
Payments made
Renewals
Permifs

a 2 1 1

Pian Review Mavagst:

- PlanReview Type
Daie Plans Recelved
Plan Review Status
Review Dates
Approved Date
Payments due on account

r L] X t o1

Ingpection Managet:




v apd to froubleshoof probletns

Rleckonio User Matual
"To provide written directions / guldance for veexs

The deslss §s to atomate the records/fley/statiatios/inspections, ¢fo., of our County’s public health
depactment’s envitotmental and consumer health unit, while maintaining the Integrity of cus wotk product and
promoting fransparancy to our public. Retall food Inspestion reports must bo available on our webslie,

Tield (Inspection) Staff must have the ability to work out in the field, Office staff must be able to work from
thote work sites, .all work/nformation rust be made available/automated each day, using touch sereen
techuology. Real time stalistios/workload om be uplcaded info the systexs at dey ead,

(A platform agnostie sclution is prefecred.)

Seeking # aomprehensive web-based platform which can provide secuve opesations fromn the Infetnet, hag bean
trialed, with a proven track record of functionality and case of ugs for Brrvironmental and Consuraer Publio
Health field staff maegets; fseal officlals; program admintstrators; oto, Agaln, the platfortn mmst cover the
following progeam areas fully: Food Safety; Septlo and Wells; Récreational Bathing: Tattoo; Complaints;
Youth Camps; Tanning; Kennels and Dog Shops; and Rables, .

All azees of information must adhere to Federal and New Jescy State slandards/requirements for kntal public
fealth deperiments opetating in New Jexsey.

Bids must inclnde/detineate pricing for Initlel system sesup and aonval maintenance costs,
Staff training and technical support is needed, if costs axe separale, ploate indicate them as well

‘Please noto the speaific hardware & softwate exlferia the Gloucester Coungy Healte Depattment wifl need fo
hve tn place/mest o ntegrete Into your platformisofivmte system. This Handware/Software is nota
component of this particoler BID.

Tinslly, please indicate ‘whethes or not data From the Comly’s carenfly wtlized Microsoft Aceess Databass can
tio imporied info your partioular platform/system, )

Nofar Total Numbes of County Ysers:

§ — iscal (Office Based)

% — Clerioal Buppost (Office Based)

5 — Fvironmettal Managers (Will work from Office PCS)
3 . Meld-based Inspectors (Wil work from laptops)

n— Office-based Inspectors (Wil work from Offios PC'H)

2, TERM OF CONTRACT)
A, IHE CONTRACT SHALL BEFOR A{DYEARFERIOD]

3 PRICES ANT PRICE ADJU BN TS




A+ ALL PRYCES SHALL BE OB DESTRIATION AND SHALL INCLUDE ANY CHARGES TEIAT MAY BE

IMPOSED N FULFILLING THB TERMS OF THE CONTRACT, THB PRICES SHALL REMAIN FIRM FOR THE
ENTIRE LENGTH OF THE CONTRACT,

4. I’RO.;EGI'ED REGUIRTMENTS [ ESTIMATED QUANTITIES: THE QUANTITIRS SPRCIFIED IN THIS
SOLICITATION ARE BSTIMATES, AND ARR ONLY GIVEW ROR THE INFORMATICN OF BIDDERS AND BID
BYALUATION PURPOSES, THE ACTUAL QUANTIIIES ORDERED WILL BE DHEIERMINED AS THE NEED

OCCURSE DURING THE UFE OF THE CONTRACT, NDIVIDUAL PURCHASE ORLERS WILL BE ISSUED TO
OBTAIN SUCH REGUIREMENTS,

THE COUNTY TNTENDS TO MAKE AN AWARD T0O THE LOWREST RESPONSIVE, RESPONSIBLE BIDDER,

-5, BRAND NAME OR BOTAL: THE BRANDS SPECIFIED ARE FOR QUALITY PURPOSES ONLY, BRANDS OF
OTHER MANUGPACTURERS WILL BE CONSIDERED PROVIDED THEY ARE OF THE SAME QUALITY AND
STANDARDS REQUIRED, AND THAT THE BIDDER FURNISHES PROCE OF EQUALITY ASPART OF HIS/HER
BID, THE COUNTY SHALL BB THE SOLE JUDGE CONCERNING MERITS IN ALL BIDS SUBVITTED.

£ DELTVERY:

A. THE COUNTY REQUIRES THAT DELUIVERY BB MADE AT THE DESTINATION WITHEN THE SHORTEST
_ TIMBPOSSIBLE AFTER RRCEIPT OF ORDER. BIDDERS ARRREQUIRRD TO INSERT A DEFINITIVE TIME
. FRAME, TN DAYS AFTER RECEPT OF GRDER, IN THB SPACE FROVIDED ON THE PROPOSAL FORM.

B. THREXACT DATE AND PLACE OF DELIVERY SHALL BE AGREED UPON PETWEEN THE COUNTY'S
AUTHORIZED REPRESBNTATIVE AND THE CONTRACTOR. DELIVERIES WILL BE MADE BRTWERN THE
HOURS OF £:30 AM AND 3:30 PM ON REGULAR COUNTY BUSINESS DAYS UNLESS OTHER,
ARRANGEMEWTS HAVE BEEN MADE,

C.1¥ THE CONTRACTOR FAILS TO DELIVER WITHIN THE TEIME REQUIRED, THE COUNTY HAS THE OPTION
‘IO PURCHASE THE DELINGUENT ITEM (§) FROM ANOTHER SOURCE AND BILL THE CONTRACTOR’S
ACCOUNTFOR ANY EXCBSS COSTS THAT MAY BRINCURRED,

-

-4

SPECTEICATIONS AND PROPOSAL FORM FOR ENVIRONMENTAL HEALTH
DATA MANAGEMENT SYSTEM FOR THE GLOUCESTER COUNTY BEALTH
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SOFTWARE AS A SERVICE AGREEMENT

SECTION A — DEFINITIONS

« » »

“Agreement” means this Exhibit B, as well as the Contract to which It's attached.
“Business Travel Policy” means our business travel policy.

“Client or County means Gloucester County, NJ.

“Data” means your data necessary to utilize the Tyler Software.

“Data Storage Capacity” means, if applicable, the contracted amount of storage capacity for
your Data identified in the investrient Summary.
“Defect” means a failure of the Tyler Software to substantially conform to the functional
descriptions set forth in the Client’s Specifications, or their functional equivalent. Future
functionality may be updated, modified, or otherwise enhanced through our-maintenance and
support services, and the governing functional descriptions for such future functionality will be
set farth in our then-current Documentation.

*Defined Named Users” means the users that are authorized to use the Saas Services. The
Defined Users under this Agreement are set forth in County’s Specifications.

“Dayeloper” means a third party who owns the inteliectual preperty rights to Third Party
Software,

“Documentation” mezns any online or written documentation related to the use or
functionality of the Tyler Software that we provide or otherwise make available to you, including
Instructions, user guides, manuals and other training or self-help documentation.

“Effactive Date” means the date idantified on p 1 of the Contract.

“Force Majeure” means an event beyond the reasonable control of you or s, including, without
limitation, governmental action, war, riot or ¢ivil commotion, fire, natural disaster, or any other
cause that could not with reasonable diligence be foreseen or prevented by you or us.
“Investment Surmmary” means the agreed upon cost proposal for the products and services
Included in this Agreement.

“Invoicing and Payment Pelicy” means the invoicing and payment policy setting forth the
payment terms for the products and services in the Investment Summary.

“Saas Fees” means the fees for the Saas Services identified in the Investment Summary #ind in
the Agreement between the parties.

“Saa$ Services” means software as a service consisting of system administration, system
management, and system monhitoring activities that Tyler performs for the Tyler Software, and
includes the right to access and use the Tyler Software, receive maintenance and support on the
Tyler Software, and Data storage and archiving. Szas Services do not include support of an
operating system or hardware, support outside of our normal business hours, or training,
consulting or other professionaf services.

“SLAY means Exhibit C, also known as Annual Support and Hosting Statement of Work; Support
SOW, to this Software as a Service Agreement.

“Support Call Pracess” means the support call process applicable to alt of our custamers who
have licensed {right to use) the Tyler Software.

* .':
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s “Tyler” means Tyler Technelogies, Inc., a Delaware corporation.

*  “Tyler Software” means our proprietary software, including any integrations, custom
medifications, and/or other related interfaces identified in the Investment Summary and
licensed by us to you through this Agreement.

«  “we”, “us”, “our” and similar terms mean Tylar,

v “you” and shmilar terms mean Client.

SECTION B —SAAS SERVICES

1.

Rights Granted. We grant to you the non-exclusive, non-assignable limited right to use the Saa$
Services solely for your internal business purpases for the number of Defined Named Users oniy.
The Tyler Software will be made available to you according to the terms of the SLA. You
acknowiedge that we have no delivery obligations and we will not ship copies of the Tyler Software
as part-of the Saas Services. You may use the Saa$ Services to access updates and enhancements to
the Tyler Software, as further described in Section C(9} or the Support SOW.

SaaS Fees. You agree to pay us the Saa$ Fees. Those amounts are payable in accordance with our

Inwveicing and Payment Policy. The SaaS Fees are based on the number of Defined Named Users and

amount of Data Sterage Capacity. You may add additional named users or additional Data storage

capacity on the terms set forth in Sectien H{1}. In the event you regularly and/or meaningfully
exceed the Defined Named Users or Data Storage Capacity, we reserve the right to charge you
additional fees commensurate with the overage(s).

Ownetship.

3.1 We retain all ownership and Intellectual property rights to the Saas Servlces, the Tyler Software,
and anything developad by us under this Agreement. You do not acquite under this Agreement
any license to use the Tyler Suftware In excess of the scope and/or duration of the Saa$ Services.

3.2 The Documentation is licensed to you and may be used and copied by your employees for
internal, non-commercial reference purposes onky.

3.3 You retain all ownership and Intellectual property rights to the Data.

Restrictions. You may not: (a) make the Tyler Software or Documentation resulting from the SaaS

Services available in any manner to any third party for use in the third party’s business cperations;

{b) madify, make derlvative works of, disassembie, reverse compile, or reverse engineer any part of

the Saa$ Services; (c) acress or use the Saa$ Services in order to build or support, and/or assist a

third party in building or supporting, products or services competitive to us; or {d} license, seil, rent,

lease, transfer, assign, distribute, display, host, outsource, disclose, permit timasharing or service
bureau use, or otherwise commercially exploit or make the Saas Services, Tyler Software, or

Documentaticn available to any third party other than as expressly permitted by this Agreement,

Software Warranty. We warrant that the Tyler Software will perform without Defects during the

term of this Agreement. i the Tyler Software does not perform as warranted, we will use all

reasonable afforts, consistent with industry standards, to cure the Defect in accordance with the
malntenance and support process set forth in the SLA and Section C(9), below.

Saas Services.

6.1 Our Saa$ Services are audited at least yearly in accordance with the AICPA’s Statement on
Standards for Attestation Engagements {“SSAE”) No. 18. We have atlained, and will maintain,
S0C 1 and-SOC 2 compliance, or its equivaient, for so long as you are timely paying for Saas
Services. Upon execution of a mutually agreeabie Nan-Disclosure Agreement (“NDA”), we will
provide you with a summary of our compliance report{s) or its equivalent. Every year
thareafter, for so jong as the MDA is in effect and in which you make a written request, we will
provide that same jnformation.

i yler,




6.2 You will be hosted on shared hardware in a Tyler data center or in a third-party data center. Tn
either event, databases containing your Data will be dedicated to you and inaccessible to our
other customers.

6.3 Our Tyler data centers have fully-redundant telecommunications access, electrical power, and
the required hardware to provide access to the Tyler Software in the event of a disaster or
component failure. In the event any of your Data has been lost or damaged due to an act or
omission of Tyler or its subcontractors or due to 2 defect in Tyler's software, we will use best
commercial efforts to restore all the Data on servers in accordance with the architectural
design’s capabilities and with the goal of minimizing any Data loss as greatly as possible. Inno
case shall tha recovery point objective ("RPQO”) exceed a maximum of twenty-four (24) hours
from declaration of disaster. For purposes of this subsection, RPC represents the maximum
tolerable period during which your Data may be lost, measured in relation to a disaster we
declare, said declaration will not he unreascnably withheld.

6.4 In the event we declare 2 disaster, our Recovery Time Objective {"RTO"} is twenty-four (24)
hours, For purposes of this subsaction, RTO represents the amount of time, after we declare a
disaster, within which-your access to the Tyler Software must be restored.

6.5 We conduct annual penetration testing of either the production network and/or web
application to be performed. We will maintain industry standard intrusion detection and
preventlon systems ta monitor malicleus activity in the network and to log and block any such
activity. We will provide you with a written or electronic record of the actions taken by us in the
event that any unauthorized access to your database(s) Is detected as a result of our security
protocols. We will undertzke an additional security audit, on terms and timing to be mutually
agreed to by the parties, at your written request. You may not attempt to bypass or subvert
security restrictions in the Saas Services or environments related to the Tyler Software,
Unauthorized attempts to accass files, passwords or other confidential information, and
unauthorized vulnerability and penetration test scanning of our network and systems (hosted or
ctherwise) is prohibited without the prior written approval of our IT Security Officer.

6.6 We test our disaster recovery plan on an annual basis. Our standard test is not client-specific,
Should you request a diant-specific disaster recovery test, we will work with you to schedule
and execute such a test on a mutually agreeable schedule. At your written request, we will
provide test results to you within a commercially reasonable timeframa after receipt of the
request.

6.7 We will be responsible for importing back-up and verifying that you can log-in. You will be
responsible for running reports and testing critical processes to verify the returned Data.

6.8 We provide secure Data transmission paths between each of your workstations and our servers.

6.9 Tyler data centers are accessible only by authorized persennel with 2 unique key entry. All other
visitors to Tyler data centers must be signed in and accompanied by authorized personnel,

Entry attempts to the data center are regularly audited by internal staff and external auditors to
ensure no unauthorized access. :

.10 Where applicable with respect to our applications that take or process card payment data, we
are responsible for the security of cardholder data that we possess, including functions relating
10 storing, processing, and transmitting of the cardhalder data and affirm that, as of the
Effective Date, we comply with applicable requirements to be considered PC} DSS compliant and
have performed the necessary staps to validate compliance with the PCI DSS. We agree o
supply the current status of our PCI 0SS compliance program in the form of an official
Attestation of Campliance, which can he found at https://www.tylertech.com/about-
us/compliance, and in the event of any change in our status, will comply with applicable notice
requirements.
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SECTION C- GTHER PROFESSIONAL SERVICES

Other Professional Services, We will pravide you the varlous implementation-related services
itemized in the Investment Summary, if any, and described In our industry standard implementation
plan.

Prefessional Services Fees. You agree to pay us the professional services fees in the amounts set
forth in the investment Summary. Those amounts are payable in accordance with our Inveicing and
Payment Palicy. You acknowledge that the fees stated in the Investment Surmary are good-faith
estimates of the amount of ime and materials required for your implementation. We will bill you
the actual faes incurred based on the In-scope services provided to you. Any discrepancies in the
total values set forth in the Investment Summary will be resolved by multiplying the appiicable
hourly rate by the quoted hours.

Additional Services. The Investment Summary contains, and the Statement of Work describes, tha
scope of services and refated costs {including programming and/or interface estimates} required for
the project based on our understanding of the specifications yau supplied. If additional work is
required, or i you use or request additional services, we will provide you with an addendum or
change order, as applicable, outlining the costs for the additional work. The price quotes in the
addendum or change order will be valid for thirty (30} days from the date of the quote.
Cancellation. If travel is reguired, we wiil make all reasonable efforts to schedule travel for our
persanrel, including arranging travel reservations, at feast two (2) weeks in advance of
commitments. Therefore, if you cancel services less than two {2) weeks in advance (other than for
Force MaJeure or breach by us), you will be lisbte for all {a} non-refundable expenses incurred by us
on your behalf, and (b) daily fees associated with cancelied professional services if we are unable to
reassign our personnel. We will make all reasonable efforts to reassign personrnel in the event you
cancel within two (2} weeks of scheduled commitments.

. Services Warranty. We will perform the services in a professional, workmanlike manner, consistent
with Industry standards. In the event we provide services that do not conform to this warranty, we
will re-perform such services at no additional cost to you.

Site Access and Requirements. At no cost to us, you agree to provide us with full and free access to
your personnel, facilities, and equipment as may be reasonably necessary for us to provide
implementation services, subject to any reasanable security protocols or other written policies
provided to us as of the Effective Date, and thereafter as mutually agreed to by you and us,

. Background Checks. Forat least the past twelve (12} years, all of our employees have undergone
criminal background checks prier to hire. We will continue this practice for the duration of this
Agreement, All employees sign our confidentiality agreement and security policies.

Client Assistance. You acknowledge that the implementation of the Tyler Software is a cooperative
process requiring the time and resources of your personnel. You agree to use zll reasonable efforts
to cooperate with and assist us as may be reasonably required to meet the agread upon project
deadlines and other milestones for Implementation, This cooperation inchudes at least werking with
us to schedule the implementation-related services outlined in this Agreement. We will not be
liable for failure to meet any deadlines and milestones when such failure is due to Force Majeure or
to the failure by your personnel ko provide such cooperation and assistance (efther through action
or omissien),

. Maintenance and Support. For clients hosted ina Tyler data center, and for so long as such ciients
timealy pay $2a$ Fees according to the Invoicing and Payment Policy, then in addition to the terms
set forth in the SLA, we will:

3.1 perform our maintenance and support obligaticns ina professional, good, and workmanlike
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manner, consistent with industry standards, to resolve Defects in the Tyler Software {subject to
any applicable release life cycle policy);

9.2 provide support during our established support hours;

9.3 maintain parsonnel that are sufficiently trained to be familiar with the Tyler Software and Third
Party Software, if any, in order to provide maintenance and support services;

9.4 make svailable to you alf to the Tyler Software (Including updates and enhancements) that we
make generally avallable without additional charge to customers wha have a maintenance and
support agreement in effect; and

9.5 provide non-Defect resalution support of prior releases of the Tyler Software in accordance with
any applicable release life cycle policy.

we will use all reasonable efforts to perform support services remotely, Currently, we use third-party
secure unattended connectivity tools, such as Bomgar, GotoAssist by Citrix and Logmelnrescue by
Logmein, inc. Therefore, you agres to maintain a high-speed Internet connection capable of connecting
us to your PCs and server(s). You agree to provide us with a legin account and locat administrative
privileges as we may reasonably require to perform remote services. We will, at our optlon, use the
secure connaction to assist with proper diagnosis and resolution, subject to any reasonably applicable
security protocols. If we cannot resolve a support issue remotely, we may be required to provide onsite
services. In such event, we will be responsible for our travel expenses, unless it is detenmined that the
reason ohsite support was required was a resson cutside our control, Either way, you agree to provide
us with full and free access to the Tyler Software, working space, adequate facilities within a reasonable
distance from the equipment, and use of machines, attachments, features, ar other equipment
reasonably necessary for us to provide the maintenance and support services, all at no charge to us. We
strongly recornmend that you also maintain your VPN of other secure connectivity kool or device for
backup connectivity purposes.

For the avoidance of doubt, Saas Fees do not include the following services: (a) onsite support (unless
Tyler cannot remotely correct a Defect in the Tyler Software, as set forth above); (b} application design;
{c) other consulting services; or {d) support outside our normal business hours as listed in our then-
current Support Call Process. Requested services such as those outlined in this section will be billed to
you on a time and materials basis at our then current rates. You must request those services with at
least one (1) weeks' advance notice,

SECTION D — THIRD PARTY PRODUCTS
Reserved.

SECTION E - INVOICING AND PAYMENT; INVQICE DISPUTES

1. invoicing and Payment. We will invoice you the Saa$ Fees and fees for other professional services in -
the Investment Summary per our Invoicing and Payment Policy, subject to Section E(2].

2. Involce Dispuies. If you believe any delivered software or service does not conform to the
warranties in this Agreement, you will provide us with written notice within thirty (30} days of your
receipt of the applicable invoice. The written notice must contain reasonable detaif of the issues
you contend are in dispute so that we can confirm the Issue and respond to your notice with either a
justification of the Involce, an adjustment to the invoice, or a proposal addressing the issues
presented In your notice. We wiil work with you as may be necessary to develop an action plan that
outlines reasonable steps to be taken by each of us to resolve any issties presented in your notice,
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You may withhold payment of the amount(s) actually in dispute, and only those amounts, untilwe
complete the action items outiined in the plan. If we are unable to complete the action items
cutlined in the action plan because of your failure to complete the items agreed to be done by you,
then you will remit fuli payment of the invoice. We reserve the right to suspend delivery of alf Saa$
Services, including maintenance and support services, if vou fail to pay an invoice not disputed as
described above within thirty (30) days of notice of our intent te do so.

SECTION F—TERM AND TERMINATICN
See paragraphs 1 & G, respectively, of County Contract.
SECTION G — INDEVINIFICATION, LIMITATION OF LIABILITY AND INSURANCE

1. Intellectual Property Infringerent indemnification.

1.1 We will defend you, at our expense, and hold you harmless against any third party claim(s) that
the Tyler Software or Documentation infringes that third party’s patent, copyright, trademark,
comparable intellectual property right, or misappropriates Its trade secrets, and wili pay the
amount of any resulting adverss final judgment (or settlement to which we consent}, Consent
of the County is required if any action of the County is required to effectuate a settlement,
except where the County is required 1o cease use of the Tyler Software as set forth in section
1.3{ ¢ below, with such consent not to be unreasonably withheld. You must notify us promptly
in writing of the claim and give us sole control over its defense ar settiement. You agree to
provide us with reasonable assistance, cooperation, and information in defending the claim at
our expense.

1.2 Qur ohligations under this Section G{1) wifl not apply to the extent the claim or adverse final
judgment is based on your use of the Tyler Scftware in contradiction of this Agreement,
including with non-licensed third parties net otherwise anticipated as users of the Tyler
Software, or your willful infringement.

1.3 If we receive infarmation concerning an infringement or misappropriation claim related to the
Tyler Software, we may, at eur expense and without obligation to do so, either: (a) procure for
yau the right to continue its use; {b) modify it fo make it non-infringing; or {c) replace it with a
functional equivalent, in which case you will stop running the allegedly infringing Tyler Software
immediately. Alternatively, we may decide to litigate the clalm to judgment, in which case you
may continue to use the Tyler Software consistent with the terms of this Agreement.

1.4 If an infringement or misappropriation claim is fully litigated and your use of the Tyler Software
is enjoinad by a court of competent jurisdiction, in addition to paying any adverse final
judgment {or setilement to which we consent), we will, at our option, either: (a) procure the
right to continue its use; (b} timely modify # to make it nen-infringing; (c) timely replace it with a
functional equivalent; or (d) terminate this Agreement and refund yau the prepaid but unused
Saas Fees for the year in which the Agreement terminates. We will pursue those options in the
order listed herein. This section provides your exclusive remedy for third party copyright,
patent, or trademark infringement and trade secret misappropriation claims.

2. General Indemnification.

2.1 We will indemnify and hold harmless you and your agents, officials, and employees from and
agalnst any and all third-party claims, losses, Habilities, damages, costs, and expenses {including
reasonable attornay's fees and costs) for {a} personal injury or property damage to the extent
caused by our negligence ar willful misconduct; (b} a breach by us of our obligations under
Section H{17) below (“Confidentiality”); or (c} our violation of a law applicahle to our

“i tyler

enhnciops




performance under this Agreement. You must notify us promptiy in writing of the claim and
give us sole control over its defense or settlement, You sgree to provide us with reasonable
assistance, cooperation, and information in defending the claim at our expense. Qur
indemnification obligations herein survive termination or expiration of the Contract.

2,2 To the extent permitted by applicable law, you will indemnify and hold harmless us and our
agents, officials, and employees from and against any and all thivd-party claims, losses,
liabifities, damages, costs, and expenses {including reasenable attorney's feas and costs) for
personal injury or property damage to the extent caused by your negligence or willful
misconduct; or (b} your violation of a law applicable to your performance under this Agreement.
We will netify you promptly In writing of the clalm and will give you sole control over its defense
or settlement. We agree to provide you with reasonable assistance, cooperation, and
information in defending the clalm at your expense,

3. DISCLAIMER. EXCEPT FOR THE EXPRESS WARRANTIES PROVIDED IN THIS AGREEMENT AND TO
THE MAXIMUBM EXTENT PERMITTED BY APPLICABLE LAW, WE HEREBY DISCLAIM ALL OTHER
WARRANTIES AND CONDITIONS, WHETHER EXPRESS, IMPLIED, OR STATUTORY, INCLUDING, BUT
NOT LIMITED TO, ANY IMPLIED WARRANTIES, DUTIES, OR CONDITIONS OF MERCHANTABILITY OR
FITINESS FOR A PARTICULAR PURPOSE.

4, LIMITATION OF HABILITY. EXCEPT AS OTHERWISE EXPRESSLY SET FORTH IN THIS AGREEMENT,
OUR LIABILITY FOR DAMAGES ARISING OUT OF THIS AGREEMENT, WHETHER BASED ON A THEORY
OF CONTRACT OR TORT, INCLUDING NEGLIGENCE AND STRIET LIASHITY, SHALL BE LIMITED TO
YOUR ACTUAL DIRECT DAMAGES, NOT TO EXCEED {A) DURING THE INITIAL TERM, AS SET FORTH
IN SECTION F{1), TOTAL FEES PAID AS OF THE TIME OF THE CLAIMV; OR (B) DURING ANY RENEWAL
TERM, THE THEN-CURRENT ANNUAL SAAS FEES PAYABLE IN THAT RENEWAL TERM. THE PARTIES
ACKNOWLEDGE AND AGREE THAT THE PRICES SET FORTH IN THIS AGREEMEENT ARE SET IN
RELTANCE UPON THIS LIMITATION OF HABILITY AND TO THE MAXIMUM EXTENT ALLOWED UNDER
APPLICABLE LAW, THE EXCLUSION OF CERTAIN DAMAGES, AND EACH SHALL APPLY REGARDLESS
OF THE FAILURE OF AN ESSENTIAL PURPOSE OF ANY REMEDY. THE FOREGOING LIMITATION OF
LIABILITY SHALL NOT APPLY TO CLAIMWS THAT ARE SUBJECT TO SECTIONS G{1) AND G{2).

5. EXCLUSION OF CERTAIN DAMAGES, TO THE MAXIMIUM EXTENT PERMITTED BY APPLICABLE 1AW,
IN NO EVENT SHALL WE BE LIABLE FOR ANY SPECIAL, INCIDENTAL, PUNITIVE, INDIRECT, OR
CONSEQUENTIAL DAMAGES WHATSOEVER, EVEN iF WE HAVE BEEN ADVISED OF THE POSSIBILITY
OF SUCH DAMAGES.

6. Insurance. Duripg the course of performing services under this Agreement, we agree to maintain
the following levels of insurance: {a) Commercial General Liahility of at least $1,000,000; (b)
Automobhile Liability of at least $1,000,000; {c} Professional Liability of at least $1,000,000; (d)
Workers Compensation complying with applicable statutory requirements; and (e} Excess/Umbrella
Liability of at least $5,000,000.

SECTION H— GENERAL TERMS AND CONDITIONS

1. Additiona! Products and Services. Reserved.

2. Optional {tems. Reserved.

3. Dispute Resotution. You agree 1o provide us with written notice within thirty (30) days of becoming
aware of a dispute. Yoi agree to cooperate with us in trying o reasonably resolve all disputes,
inctuding, if requested by either party, appointing a senier representative to meset and engage In
good faith negotiatlons with our appolnted senlor representative. Senior representatives will
convene within thirty {30} days of the written dispute notice, unless otherwise agreed. All meetings
and discussions between senior representatives will be deemed confidential settlement discussions
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10.

i1,

12,
13.

14.
15.
16.

i7.

not subject to disclosure under Federal Rule of Evidence 408 or any similar applicable state rule. If
we fail {0 resolve the dispute, then the parties shall participate in non-binding mediation 1n an effort
to resolve the dispute. if the dispute remains unresolved after mediation, then either of us may
assert our respective rights and remedies in a court of competent Jurlsdiction. Nothing In this
section shall prevent you or us from seeking necessary injunctive relief during the dispute resolution
procedures.

Taxes. The fees in the Investment Summary do not include any taxes, including, without limitation,
sales, use, or excise tax. ifyou are a tax-exempt entity, you agree to provide us with a tax-exempt
certificate. Otherwise, we will pay alt applicable taxes to the proper authorities and you will
reimburse us for such taxes. if you have a valid direct-pay permit, you agree to provide us with a
copy. For clarity, we are responsible for paying our income taxes, both federal and stats, as
applicable, arising from our performance of this Agreement,

Mondiscrimination. Reserved.

E-Verify. We have complied, and will comply, with the E-Verify procedures administered by the U.S,
Citizenship and Immigration Services Verification Division for al! of cur employees assigned to your
project.

Subcontractors. We will not subcontract any services under this Agreement without your prior
written consent, not to be unreasonably withheld.

Binding Effect; No Assisnment. Reserved.

Force Majeure. Except for your payment obligations, neither party will be liable for delays in
performing its obligations under this Agreement to the extent that the delay is caused by Force
Maieure; provided, however, that within ten (10} business days of the Force Majeure event, the
party whose performance is delayed provides the other party with written notice explaining the
cause and extent thereof, as well as a request for a reasonable time extension equal to the
estimated duration of the Force Majeure event.

No Intended Third Party Beneficiaries. This Agreement is entered intc solely for the benefit of you
and us. No third party will be desmed a beneficiary of this Agreement, and no third party will have
the right to make any claim or assert any right under this Agreement. This provision does not affect
the rights of third parties under any Third Party Terms.

Entire Agreement; Amandment. See Section 22. Contract Parts and Section 15. Changes - of the
County Contract Document

Severability. Reserved.

No Waiver. In the event that the terms and conditions of this Agreement are not strictly enforced
by either party, such non-enforcement will not act as or be deemed to act as a waiver or
modification of this Agreement, nor will such non-enforcement prevent such party from enforcing
aach and every term of this Agreement thereafter,

independent Contractor, We are an indepsndent contractor for all purposes under this Agreement.
Notices. Reserved,

Ciient Lists. You agree that we may identify you by name in client lists, marketing presentations, and
promotional materials. .
Confidentiality. Both parties recognize that their respective employees and agents, in the course of
performance of this Agreement, may be exposed to confidential information and that disclosure of
such information could violate rights to private individuals and entities, including the parties.
Confidential information is nonpublic information that a reasonable person would believe to be
confidential and includes, without limitation, personal identifying information (e.g., social security
numbers) and trade secrets, each as defined by applicable state law. Each party agrees that it will
not disciose any confidential information of the ather party and further agrees to take all reasonable
and appropriate action to prevent such disclosure by its employees or agents. The confidentlality
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18,

covenants contained herein will survive the termination or cancellation of this Agreement. This
obligation of confidentiality will not apply to information that:
{a} isin the public domain, either at the time of disclosure or afterwards, except by breach of
this Agreement by a party or its employees or agents;
{b) & party can establish by reasonabie proof was in that party’s possession at the time of initial
disclosure;
{c) = party receives from a third party who has a right to disclose it to the receiving party; or
(d} 1s the subject of a legitimate disclosure request under the open records taws or similar
applicable public disclosure laws governing this Agreement; provided, however, that in the
event you receive an open records or ather similar applicable request, you wilt give us
prompt notice and otherwise perform the functions required by applicable law.

Business License, Reserved.

15. Governing Law. Reserved.

20.

21.
22,

Multiple Qriginals and Authorized Signatures. This Agreement may be executed In multiple

originals, any of which will be independently treated as an original document. Any electronic, faxed,
scanned, photocopled, or similatiy reproduced signature on this Agreement or any amendment
herete will be deemed an criginal signature and will be fully enforceable as if an original signature.
Each party represents to the cther that the signatory set forth below is duly authorized to bind that
party ta this Agreement.

Cooperative Procurement. Reserved.

Client Trademarks. For clients [icensing DHD Tyler Software only:

221 During the Term, Client hereby grants Tyler a nonexclusive, paid-up, nontransferable
right to use Client’s trademarks, trade names, service marks, logos, trade dress, trade name, or
other indicia of sources or origin of Client {“Client Marks”} for purposes of providing the Saas
Services pursuant to the Agreement. The Client Marks are and will remain the exclusive
property of Client and this Agreement gives Tylar no rights therein except for & Imited license to
reproduce the Client Marks for the sole purpose of allowing Tyler to provide services pursuant
to the terms of this Agreement and as otherwise contemplated by this Agreement. All goodwill
asseciated with the Client Marks will inure to the benefit of Client,

222 Client warrants that Client Marks and Data furnished by Client to Tyler will not infringe
or misappropriate any patent, copyright, trademark, or other proprietary right of any third
party. To the extent necessary to provide the SaaS Services, Client represents and warrants that
it will provide all access to and information about Client Marks and Data in a timely manner.
Client represents and warrants that {a) it has all rights necessary and appropriate 1o allow Tyler
and its contractors o access and use the Client Marks and Data, and (b) it will not take or allow
to be taken and acticn that would result in any harmful code or materizals to be provided or
submitted to Tyier.
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Exhibit L
Investment Summary

Tha folloving Investment Summary details the software, products, and services Lo be delivered by us to
you under the Agreement. This Investment Surmmary is effective as of the Effective Date, despite any
expiration date in the Investment Summary that may have lapsed as of the Effective Date. Capitalized
terms not otherwise defined will have the meaning assigned to such terms in the Agreement, In the
event of conflict between the Agreament and terms in the Comments section of this investmant
Summary, the fanguagea in the Agreement will prevail.
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County of Gloucester Purchasing Department
PO Box 337 Woodbury, N} 08096
(856) 853-3420 « Fax (856) 251-6777

4 PURCHASE ORDER / CAF N
CERTIFICATE AVAILABILITY FUNDS

THIS NUMBER MUST APPEAR ON ALL INVOICES

GLOUC. CO HEALTH DEPT. ADM
204 ©. HOLLY AVE,

SEWELL, N2 08080
§56-218-4100

N 23-03883
(NO. )
ORDER DATE: 05/10/23

REQUISITION NO: RI-15G96
DELIVERY DATE:

TYLER TECHNOLOGIES, INC.
2160 SATELLITE BLVD
PULUTH, GA 30097

Py
VERDOR #1 TYLERDIS,

STATE CONTRACT: PROPRIETARY
ACCOUNT NUM:

vy

SALES TAXID # 21-6000660

QTY/UNIT DESCRIPTION ACCOUNT NG. UNIT PRICE TOTAL COST

1,00/EA |Upgrade DHD Software / Environ 6-02-22-330-332-208652 137,500.0008 137, %00.00

bata Equipment
*qQuote attached®
TotAL | 137,000.00

AlIVEA i RTE &:D ARATIO RECEIVER'S CERTIFICATION APPROVAL TO PURCHASE
| do solemnly declare and sertity unjder s:;nalutzes of ti;e I:ﬁ 1hit 1he1 1, having imowledga of the facts, certify DO NOT ACCGEPT THIS ORDER
within Wl is correst in all jts particulars; thatthe arficles have baenfur- | that the materials and supplies have been
nished °""°"ic§3;°"d“ed a8 s"’“’g""f&“"‘f “":f s b°‘;';'f‘.hi?ee“| received or the services rz?wdered; said certl- UNLESS IT IS SIGNED BELOW
given or recelved by any persons within the knowledge of this ¢laimenl s
in connectian with the above clalmy; that the amount therein stated s ﬁca“ﬂ?“ belng bagled on s!%ned delivery slips
Justly dua and ewling; and that the amount chorged s or other reasongdle procedures,
& rogsonable one,

VENDOR SIGN HERE DATE Vi
//{)éass&m; /CFo
TAX ID NO. OR SGGCIAL SECURITY NO, DATE - 7 e
' ) S - DEPARTMENT HEAD DATE GUAUHEL PURCHASING AGENT

VOUCHER COPY-SIGN AT X AND RETURN FOR PAYMENT




@@ Quoted By: Chris Harpenau
%ﬁ 2@@ 'ﬁyﬁ er Qote Fxplration: 6/30/23
(3 . Quota Nama:
[ technologies

Saler Quotation Forz
Glousestar Cotnty Bealth
204 East Holly Avenue
Sewell M

Phone: [856) 218-4101

Tyler 5aas - Saa5 - Silver

snvironmental Health Extensions
Civic Access - Envtronmental Health

$B23 1 $10,000
TOTAL 1 $10,600

Professional Services

DESEnIption
Erofessional Services
Custom Report Development (3 pack) 1 $5,000 59,600 30
End User Tralniag - Onsite ) 2% 5225 $5,400 $0
GIS Apalyst 24 $200 44,000 h]
Pagel

20F2-335795-G20502




Letters and Forms Development (5 pack) 2 46,250 12,500 30

Production Support - Onsie a0 Sms $9,000 30
Professional impismentation Services~ Onsite 80 3225 418,000 40
80 3200 $16,000 $0

Professional Implementation Services ~ Remote

Profect Management (53 Dedicated - up te 32 hotirs per month} 8 $7.500 $ 60,000 s0
Solutiens Orfentation Trainlag ~ Remote FIg $200 44,008 o -
TOTAL: £437,800 50 g

Enterpiise Permitting & lcensing

Payer eCheck Cost Environmentat Heaith $1.95
aCheck Reledts Frwvlronmental Heaith 5500 °
Credit Card Chargebacks Environmental Health $15.00

2022-335795-G20602 Pagel




Payer eCheck Cost - Per electranic check transaction.
eCheck ReJect - When an eCheck Fransaction comes back as dedlined (a4 bounced check} .

Credit Card Chargebacks —If a card payer disputes @ sransaction at the card lssuing bank (e.g. stolen card)

Payments
Enterprise Permitting & Licensing Payments

Summary OneTime Fees Recurring Feas :
Total $aas $10,000 :
Totsl Services 3137300 $0
‘Total Third-Party Hesdware, Softwrare, Services s0 L] .
Summary Total 137,990 $10,000 M
Contract Tetal $147,900 :
pstiated Travel Expenses s8000
Date:

Customer Approval:

2022-335785-620602 Pages ;




Camrnents

Saa5 Monthly Feas are rounded 1o the nearast dollar. The Anvwal Fee value represents the cost 1o tha customer.

Youruse of Tyler Payments and any related ftems Inciuded o this onder i subject to the terms found at: hitkpsffurvews. bylecte chit b ftermsfpayment-
rard-procassing-ageeement, By signing this erder or the agresment in which it 12 Inciuded, you agree you have read, understand, and sgree to such
terms, Please see sttached Tyler Payments fee schadule.

Al curvent annual DHD Szas fees shall st spply. This fnvestment surnmary is for new Sea$ (Civic Access Portal) and related servicas, as
welt 25 2 migestion 1o the Tyler Enterprise Environmentet Health solution., which shall replace the curreat DHD licenses,

Your use of Tyler Payraents and any refeted items included on this order ts subject b0 the terms found at:

hiktpsef feruns.tylertach com/ermsf paymentlcard-processing-sgreament.

By sfgning this order or the apreement In which htisincluded, you agree you have read, understand, and agres to sueh terms, Please see attached
Tyler Payments fee schedule.

Core Foundation Bundle Indudes ReadyForms, Hub, SSRS/Crystal, Dynamit Reports, BMP Tempiates and Standard 105,

Tyler resources will configure and test basic Enterprise Licersing & Permitting functionality induding global settings, and preliminary user roles.
Enterprise Parmitting & Heensing powered by EncrGov,

Advanced Automation Bundle indudes lntelligent Objects, Inteligent Autamation Agent, Georutes and Waorkflow Designer. £ntemprise Permitting
Support Services provided by Tyler are imited te installation of the APl and guidance ta the CRem's integrstion development resources.

Tyler does not provida Integration development services {or Enterprise Permitting & Licensing powered by EnerGov API/SGK teolkits. The Client{ora
selected third-party integrator) will perform all developiment work zgalnst the APISDK.

In the evant the Cllant cancels services less than twa (2) weeks n advance, Tlent is lable to Tyler far {f) all pon-refundable expenges meurrad by Tyfer
on Client's behalf; and (1) dally fees associated with the cancelled sendzes i Tyleris unable to re-essign its perseonel,

Delays in eamaplation, reviews, andfor acreptance of any defiveruble by the Client will resultin an incraase ln the duration of the project and will
require 2 Change Drder for any addltonal costs assoctated with tha delay, lochuding butnot limbed to additional hours for profect management,
deliverabla development and review,

Tyier resources will perform Assess and Define, configuration, Intarnai testing, Process Refinemenit and Salution Validation fssue resolution for coda
enforcement cases for 1 dapartment{s) within EnerGov’s Code Enforcament Module.

The Cllent has the Automation Bundle Packege whick Includes: 5 Autormatlon Events ars within the scope of this implementation — Autornations are
defined by:- Intelligent Object {10} —key compenent for automaticslly and reactively tiggering the generating of emalls, alerts, and other
notifications. - Intellizent Automation Agent {LAA)—a too! designed to automate a task In » proactive manner by sexting values and generating emails
and other tasks,

On a nightly basis, 2 windows sendees sweeps the EnerGov system lasldng for A onditions that have been met, and the associated acdons ane then
performed. The 14 daes ot generste alerts or errors.

Tylerwill be responsibla for the development of 5 Automation gvents

- The Client will be responsible for the development of 0 Automation Events S Geg Rules are within the scape of this Implementation

—Geo Aules ara defined byt
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- A altomation event that s tiggered by a condition configured around the source ESRE geodatabase,

- Tylerwill he respansible for the development of 5 Geo Rules

—Tha Client vl be responsible for the development of b Geo Rules yler resources will configure and test basic EnerGov fimetlonzlity induding global
settings, and prefminary user rofes. It is the cllent’s responsibility to provide and maintstn the 8IS servicesto be used by the Tyler EnerGov
spplicatons,

Tyler viill provide guidelines to be followed for such services, implementation will include the following programs:

» Bady Art/Tattoo: Businesses which perform tattooing, permanent cosmertc procedures and ear/body plercings are regulated by Chaptec 8 of the
state santtary code to ensure tharadequate steriilzation methods ars maintained

+ Campgrounds

+ Tanning

= Wells

+ Yauth Camps

» PUbTie Heatth Nulsanee Complaints: Emvironmented inspectors ars o call 1o respond 1o complaints such as noxious weeds, solid waste, rodent and
inspect complalnts, environmente! spllls, ete,

« Public Heaith Recreational Bathing

+ Retall Food Establishments: Yearly rowtine inspections of o1l food establishments are conducted in accordance with chamter 24 of the State Sanitary
eode

« Temposary Food Lcense: The New Jersey State Santtary Code requires all vendors to ohtain a health permitif they 2re Iterested it participating Ina
special event.
Any additional prograims including Septie/Onsite shall require scoplng and udditional professional services hours for configuration, implernentation
and tralnlng.
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Exhibit 1

technologies

ADDITIONAL PROVISIONS

1. Theitems set forth in the sales quotation attached as Exhibit “A”, "Sales Quotations”, to which these
additional terms are hereby included in this Agreement as of July 1, 2023, and, notwithstanding anything
to the contrary in Exhibit “A”, ending coterminous with the SaaS Term as defined in the Agreement.
Payment of fees and costs for such items shall conform to the following terms:

a. SaaS Fees.

i.  The annual SaaS fees payabie under the Agreement shall be increased in the amount of
$10,000, for the Tyler Software added herein. The first year's annual Saa$S Fees shall be
invoiced on luly 1, 2023, Subsequent Saa$S Fees shall be invoiced in accord with the terms of
the Agreement.

ii. The SaaS Fees in Exhibit “A" are in addition to the SaaS Fees currently being paid by Client.
b, Implementation and Other Professional Services (including training). Implementation and other

professional services (including training} are hilled and invoiced as delivered, at the rates set forth in the
Investment Summary.

¢. Other Fixed Price Services. Except as otherwise provided, other fixed price services are invoiced
as delivered, at the rates set forth in the Investment Summary. Dedicated Project Management services
will be billed monthly in arrears, beginning on the first day of the month immediately following the
kickoff meeting.

d. Transaction Fees. Unless paid directly by an end user at the time of transaction, per transaction
{order, call, message, etc.) fees are invoiced on a quarterly basis. Fees are indicated in the Investment
Summary and may be increased by Tyler upon netice of no less than thirty {30) days.

2. The services set forth in the Investment Summary will be provided in accordance with the Statement
of Work attached hereto as Exhibit 2,

3. When Tyler makes the Tyler Software provided pursuant to this Amendment (the “Evergreen
Madules”} available to the Client for use in live production, the Client's right to use the “DHD” Tyler
software (hereafter, “Migration Module”) currently provided pursuant to the Agreement terminates, as
do Tyler’'s maintenance, suppert, update, and hosting obligations for such software.
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Exhibit 1
Investment Summary

The following Investment Summary detalls the software, preducts, and services to be defivered by us to
you under the Agreement. This Investment Summary is effective as of the Effective Date, despite any
expiration date in the Investment Summary that may have lapsed as of the Effective Date. Capitalized
terms not otherwise defined will have the meaning assigned fo such terms in the Agreement. Inthe
event of conflict between the Agreement and terms In the Comments section of this Investment
Summary, the language in the Agreement will prevail.
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Part 1: Executive Summary

1. Project Overview

1.1 Introduction

Tyler Technologies {“Tyler”) Is the largest and most established provider of integrated software and
technology services focused solely on the public sector, Tyler's end-te-end solutions empower public sector
entities including local, state, provincial and federal government, to operate more efficlently and connect
more transparently with thelr constituents and with each other, By connecting data and processes across
disparate systems, Tyler's solutions transform how clients gain actionable nslghts that solve problems in thelr
communities.

1.2 Project Goals

This Statement of Work (“SOW”} documents the methodology, implementation stages, activities, and roles
and responsibilities, and project scope listed in the Investment Summary of the Agreement between Tyler
and the GCDH (collectively the “Project”).

The overali goals of the project are to:

»  Successfully implement the contracted scope on time and on budget

» Increase operational efficiencies and empower users to be more productive

« Improve accessitility and responsiveness to external and Internal customer needs

n  Overcome current challenges and meet future goals

»  Streamlining business processes through automation, integration, and workflows

= Provide a single, comprehensive, and integrated solution to manage business functions
x  Provide auserfriendly user interface to promote system use and productivity

s Migrate Digital Health Department to Enterprise Envirenmental Health Solution

1.3  Methodology

This s accomplished by the GCOH and Tyler working as a partnership and Tyler utilizing its depth of
implementation experience. While each Project is unique, 2l will follow Tyler's six-stage methodology. Each
of the six stages s comprised of multiple work packages, and each work package includes a narrative
description, objectives, tasks, inputs, outputs/deliverables, assurmptions, and a responsibility matrix.

Taflored specifically for Tyler’s public sector dients, the project methodology contains Stage Acceptance
Control Polnts throughout each Phase to ensure adherence to scope, budget, timeline controls, effective
communications, and quality standards. Ciearly defined, the project rethodology repeats consistently across
Phases, and Is scaled to meet the GCDH's complexity and organizational needs.

Gloucester County Department of Health
Tyler Technologles, Inc,




‘The methodology adapts to both single-phase and multiple-phase projects,

To achleve Project success, it Is imperative that both the GCOH and Tyler commit to including the necessary
teadership and governance. During each stage of the Project, it s expected that the GCDH and Tyler Project
teams work collaboratively te complete tasks. An underlying principle of Tyler's Implemantation process s to
employ an iterative model where the GCDH's business processes are assessed, configured, vaildated, and
refined cyclically in line with the project budget. This approach is used in muliiple stages and work packages :
as illustrated in the graphic below.

fterative Project Model

The defivery approach is systematic, which reduces variability and mitigates risks to ensura Project success. As
fllustrated, some stages, along with work packages and tasks, are Intended to be overlapping by nature to
complete the Project efficiently and effectively.

Gloucester County Departrent of Health
Tvler Technologles, Inc.




Gloucester County Deportment of Health
Tyler Technologies, iric. Poge | 3

Part 2: Project Foundation

2. Project Governance

Project governance is the management framework within which Project decisions are made. The role of
Project governance is to provide a decision-making approach that is logical, robust, and repeatable. This
allows organizations to have 2 structured approach for conducting its daily business in addition to project
related activities.

This section outlines the resources required to meet the business needs, objectives, and priorities for the
Project, communicate the goals to cther Project participants, and provide support and guidance to
accomplish these goals. Project governance defines the structure for escalation of issues and risks, Change
Controi review and autharity, and Organlzational Change Management activities, Throughout the Statement
of Work Tyler has provided RACI Matrices for activities to be completed throughout the implementation
which will further cutline responsibilities of different roles in each stage, Further refinement of the
governance structure, related processes, snd specfic roles and responsibilitiés occurs during the Initiate &
Plan Stage.

Tha chart below Hlustrates an overall team perspective where Tyler and the GCDH collaborate to resalve
Project challenges according to defined escalation paths, i project managers do not pessess authority to
determine = solution, resolve an issue, or mitigate a risk, Tyler implerentation management and the GCDH
Steering Commitiee hecome the escalation points to triage responses prior to escalation to the GCCH and
Tyler executive sponsors. As part of the escalatlon pracess, each Project governance tier presents
recommendations and supporting information to facifitate knowledge transfer and issus resolution. The
GCDH and Tyler executive sponsors serve as the final escalation point.

Project Governance Relationships

EXECUTIVE SPONSOR

; DECUTIVE SPOHSOR
Champlons Bhe project, secores huy-in, provides ey . e
srersight and ylimate deelion-naldng i Provides miersight and ulinale decisiomaking
STEERDAG COBAITIEE. v, HMPLEMENTATION MANAGER
Morittors progress, goals and objectives i Honftors progress
A A\
PROJECT [SAMAGER . n PROJECT BANAGER
Tversees project schedule 2nd tasks K Oversess project sehedale and tasks




3. Project Scope Control

3.1 Managing Scope and Project Change

Project Management governance principles contend that there are three connected constraints on a Project:
sudget, timeline, and scope. These constraints, known as the “triple constraints” ar project management
triangle, deflne budget in terms of financial cost, labor costs, and other resource costs. Scope Is defined as the
work performed to deliver a product, service or result with the specified features and functions, while time is
simply defined as the schedule. The Triple Constraint theory states that if you change one side of the triangle,
the other two sides must be correspondingly adjusted, For example, if the scope of the Project Is increased,
cost and time to complete will also need to increase. The Project and exgcutive teams will need ta remain
cognizant of these consiraints when making impactiul decistons to the Project. A simple illustration of this
tdangle is included here, showing the connection of each Item and their relational impact to the overall
Scope.

Projest Management Triangle

A pillar of any successful project is the ability to properly manage scope while allowing the anpropriate leve!
of flexibility to incorporate approved changes. Scape and changes within the project will be managed using
the change control process outlined In the following section.

3.2 Change Control

#t may become necessary to change the scope of this Project due to unforeseeable circumstances {e.g., new
constraints or epportunities are discovered). This Project s being undertaken with the undesstanding that
Project scope, schedule, and/or cost may need to change to produge optimal resuits for stakeholders,
Changes to contractual requirements will follow the change control process specified in the final contract,
and as described below.

3.3 Change Request Management

Should the need for a change to Project scope, schedule, and/or cost be identified during the Project, the
changa will be brought to the attention of the Steering Committee and an assessmant of the change wilf
occur, While such changes may result in additional costs and delays relative to the schedule, some changes
may result in less cost to the GCDH; for example, the GCOH may decide it no longer needs a delivarable
originally defined in the Project, The Change Request wilt include the following Information:

Gloucester County Department of Health
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The nature of the change.

A good faith estimate of the additional cost or assoclated savings to the GCDH, i any.
The timetable for implementing the change.,

The effect on and/or risk to the schedule, resource needs or resource responsibilities,

The GCDH wilt use its good faith efforts to either approve or disapprove any Change Request within ten {10}
Business Days {or other perlod as mutuaily agreeable between Tyler and the GCDH). Any changes to the
Project scope, budget, or timeline must be documented and approved In writing using a Change Reguest
form. These changes constitute a formal amendment to the Statement of Work and will supersede any
conflicting term In the Statement of Work.

CEIFHT |DENTIRES TYLER ASSESSES/ CUERT DETAILS IFTYLER AGREES CLFNTAUGTHORIZES ~ SCHEDULE ADUSIER 10

‘Change Request Process

RETU/ DESIRE FOR DETERMIES OUT KEED IH CHANSE V/TH THE REQUEST GR BECLIXES THE ACCOMMODATE THE
GHANGE OFSCORE REQUEST FORM J— CHANGE CHANGE IE HECESSARY
[t Tifer fgreeswith Retmest, —_—
Estimete provided o chent, "
othermise Mu% for dentzl '“,‘i‘;f ,,iﬁ‘f,ﬁ::g‘jé;,;‘f“
pe
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4.  Acceptance Process

The Implementation of 2 Project involves many decisions to be made throughout ks lifecycle. Decislons will
vary from higher level strategy decisions to smaller, detailed Profect level decisions. 1tis eritical to the success
of the Project that each GCDH office or department designates specific individuals for making decisions on
behalf of thelr offices or departments.

Both Tyler and the GCDH will identify representative project managers. These Individuals will represent the
interests of ali stakeholders and serve as the primary contacts between the two organizations.

The coordination of gaining GCDH feedback and approval on Project deliverables will be critical to the success
of the Project. The GCDH project manager will strive to gain deliverable and decision approvals from all
authorized GCDH reprasentatives. Given that the designated decision-maker for each department may not
always be avallable, there must be 2 designated proxy for each decision point in the Project. Assignment of
each proxy will be the responsibility of the leadership from each GCDH department. The proxies will be
named individuals that have the authorization to make decisions an behaif of their department.

The foliowing process will be used for accenting Deliverables and Control Polnts:

x  The GCDH shali have five (5) business days from the date of delivery, or as otherwise mutually agreed
upon by the parties in writing, to accapt each Deliverable or Control Point. If the GCDH dees not
provide acceptance or acknowledgerent within five (5) business days, or the otherwise agreed upon
timeframe, not to be unreasonably withheid, Tyler deems the Deliverable or Control Point as
accepted.

= |fthe GCDH does not agrea the Deliverable or Control Paint mests requirements, the GCDH shall
notify Tyler project manager(s), In writlng, with reasoning within five (5} business days, or the
otherwise agreed-upon timeframe, not to be unreascnably withheld, of receipt of the Deliverable.

n  Tyler shall address any deficiencies and redeliver the Deliverable or Control Point. The GCOH shall
then have two (2) business days from receipt of the redelivered Deliverable or Cantrol Point to accept
or zgain submit written notification of reasons for rejecting the milestone. If the GCDH does not
provide acceptance within two [2) business days, or the ctherwise agreed upon timeframe, not to be
unreasonably withheld, Tyler deems the Defiverable or Control Point as accepted.

5. Roles and Responsibilities

The fcllowing defines the roles and responsibilities of each Project resource for the GCDH and Tyler. Roles
and responsibilities may not follow the organizational chart or position descriptions at the GCDH, but are
roles defined within the Projact. 1t Is common for individual resources on both the Tyler and GCDH project
teams to fill multiple roles. Similarly, it s comman for some roles to be filled by multiple people.

5.1 Tyler Roles & Responsibilities

Tyler assigns a project manager prior to the start of each Phase of the Projest (some Projects may enly be one
Phase In duratlon). Additional Tyler resources are assigned as the schedule develops and as needs arise.

Gloucester County Department of Health
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5.1.1 Tyler Executive Manager

Tyler executive management has Indirect involvemnent with the Project and is part of the Tyler escalation
process. This team member offers additional support ta the Project team and collabarates with other Tyler
department managers as needed to escalate and facilizate implementation Project tasks and decisions.

»  Pprovides clear direction for Tyler staff on executing on the Project Deliverables to align with satisfying
the GCDH ’s overall organizational strategy.

= Authorizes required Project resources.

= Resolves all decisions and/or Issues not resolved at the implementation management level as part of
the escalation process.

r  Acts as the counterpart to the GCDH 's executive sponsor.

5.1.2 Tyler Implementation Manager

= Tyler implementation management has indirect involvement with the Project and Is part of the Tyter
ascalation process. The Tyler project managers consult implementation management on lssues and
autstanding decisions critical 1¢ the Project. Implemernitation management works toward a selution
with the Tyler Project Manager or with GCOH management as appropriate. Tyler executive
] management is the escalation point for any Issues not resolved at this level.
= Assigns Tyler Project personnel.
= Provides support for the Project team. .
= Provides management suppart for the Project to ensure it is staffed appropriately and staff have
Necessary Fesources.
*  Monitors Project progress Including progress towards agreed upon goals and objectives.

5.1.3 Tyler Project Manager

= The Tyler project manager(s) provides oversight of the Project, coordination of Tyler resources
betwaen departments, management of the Project budget and schedule, effective risk, and issue
management, and is the primary point of contact for all Project refated items. As requested by the
GCDH, the Tyler Project Manager provides regular updates to the GCDH Steering Committee and
other Tyler governance members. Tyler Project Manager's role includes respensibilities in the
following areas:

5.1.3.1 Contract Management

= Validates contract compliance throughout the Project.

»  Ensures Deliverables meet contract reguirements,

= Acts as primary point of contact for all contract and invoicing questions.

= Preparas and presents contract mifestone sign-offs for acceptance by the GCOH project manager{s).
=  Coordinates Change Requests, if needed, to ensure proper Scope and budgetary compliance.

5.1.3.2 Planning

»  Delivers project planning decuments.

= Defines Praject tasks and resource requlrements,

= Develops initial Profect schedule and Project Management Plan.

= Collaborates with the GCDH project manager(s) to plan and schedule Project timelines to achieve on-
time implementaticn.

Gloucester County Department of Health
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5.1.3.3 Implementation Management

Tightly manages Scope and budget of Project to ensure Scope changes and budget planned versus
actual are transparent and handled efectively and efficiently.

Establishes and manages a schedule and Tyler resources that properly support the Project Schedule
and are also in balance with Scope/budget. .

Establishes risk/issue tracking/reporting process between the GCDH and Tyler and takes all necessary
steps to proactively mitigate these items or communicate with transparency to the GCDH any iterns
that may impact the outcomes of the Project.

Collaborates with the GCDH ‘s project manager(s) to estabiish key business drivers and success
indicators that will help to govern Project activities and key decisions to ensure a guallty outcome of
the project.

Collsborates with tha GCDH s project maragerls) to set a routine communication plan that will aide
all Preject team members, of both the GCDH and Tyler, in understanding the goals, objectives, status,
and health of the Project.

5.1.3.4 Resource Management

5.1.5

Glaucester County Deportment of Heaith
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Acts as liaison between Projact team and Tyler manager(s).

tdentifies and coordinates all Tyler resources across alt applications, Phases, and activities including
development, forms, installation, reports, implementation, and billing.

Provides direction and suppert to Project team.

Manages the appropriate assignment and timely completion of tasks as defined In the Project
Schedule, task list, and Go-Live Chacklist,

Assesses team performance and adjusts as necessary.

Consulted on in Scope 3rd party providers to align activities with ongoing Project tasks.

Tyter Implementation Consultant

Completes tasks as assigned by the Tyler project manager(s},

Documents activities for services performed by Tyler.

Guides the GCDH through software validation process following configuration.

Asslsts durlng Go-Live process and provides support until the GCDH transitions to Client Services.
Facilitates tralning sessions and discussions with the GCDH and Tyler staff to ensure adegquate
discussion of the appropriate agenda toples during the allotted time.

May provide conversion review and error resalution assistance.

Tyler Sales

Supports Sales to implementation knowledge transfer during Initfate & Plan,
Provides historical information, as needed, throughout implementation.
Participates in pricing activities if additional licensing and/or services are neaded.

Tyler Technical Services

Maintains Tyler infrastructure requirements and design docurment(s).

involved In system infrastructure planning/review(s}.

Provides first Installation of licensed software with initlal database on servers.
Supports and assists the project team with technlcal/environmental Issugs/needs.
Deploys Tyler products.




»  Conducts GIS Planning.
*  Reviews GIS data and provides feedback to the GCDH.
*  Loads GCDH provided GIS data into the system.

5.1.7 Tyler Basic Network Support

»  Manages Incoming GCDH issues via phone, email, onfine customer incident portad, and from Client
Services.

»  Provides system suppoert including remote support of GCDH systems, operating systems, natwork and
local printing, and SQL assistance for the systems and platform directly attributable to the Tyler
Applications.

x  Tracks Issues to timely and effective resolution.

= Determines root cause and provides solutions or direction/escalation to Tyler Developraent.

n  Consults on pre-szles regarding system requirements.

1.1.1.1 Tyler Disaster Recovery Support

= Conducts and monftors nightly backups of the GCDH databases at hosting facility and transfers nightly
backups to Tyler's data center,
»  Provides services to host application in the event of a disaster.

5.2 GCDH Roles & Responsibilities

GCDH resources will be assigned prior to the start of each Phase of the Project. One person may be assigned
to multiple Project roles.

5.2.1 GCDH Executive Sponsor

The GCDH executive sponsor provides suppert to the Project by providing strategic direction and
communicating key issues about the Project and its overall importance to the organization. Whan calted
upon, the executive spansor also acts as the final authority on all escalated Project issues. The executive
sponsor engages in the Project, as needed, to provide nacessary suppert, oversight, guidance, and escalation,
but does not participate in day-to-day Project actlvities. The executiva sponsor empowers the GCDH steering
committee, prolect manager(s), and functional leads to make critical business dedisions for the GCDH.

= Champions the project at the executive level to secure buy-in.
= Authorizes required project rescurces,
s Actively participates in organizational change communications.

5.2.2 GCDH Steering Commitiee

The GCDH steering committea understands and supports the cultural change necessary for the Project and
fosters an appreciation for the Project’s value throughout the organization. The steering committee oversees
the GCDH project manager and Project through participation in reguler internal meetings. The GCOH steering
committee remains updated on all Project progress, Project decisions, and achievernent of Project
milestones. The GCDH steering committee also serves as primary level of Issue resolution for the Project.

m  Works to resolve ail decisions and/or issues not resolved at the project manager level as part of the
escalation procass.
= Attends all scheduled steering committee meatings.

Gloucester County Department of Heaith
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= Provides support for the project team.
= Assists with communicating key project messages throughout the organization.
= Prioritizes the project within the organization.
= Enpsures the project staffed appropriately and that staff have necessary resources.
*  Moniters project progress inchiding progress towards agreed upon goals and objectives.
& Has the authority to approve or deny changes impacting the following areas:
o fCost

Scope

Schedule

Project Goals

GCDH Policies

Needs of other client projects

[o 20N o IR o i + i 0

5.2.3 GCDH Project Manager

The GCDH shall assign project manager{s} prior to the start of this project with gverall responsibility and
authority to make decisions related to Project Scops, scheduling, and task assignment. The GCDH Profect
Manager should communicate decisions and commitments to the Tyler project manager{s] in a timaly and
efficlent manner. When the GCDH project manager(s) do not have the knowledge or authority to make
decisions, he or she engages the necessary rescurces to participaie in discussions and make decisions in a
timnely fashion to avoid Project delays. The GCDH project manager(s) are responsible for reporting to the
GCOH steering committee and determining appropriate escalation points.

5.2.3.1 Cortract Management

n  Validates contract compliznce throughout the project.

v Ensures that invoicing and Deliverables meet contract requirements.

»  Acts as primary polnt of contact for all contract and inveicing questions. Collaborates on and
approves Change Reguests, if needed, to ensure proper scope and budgetary compliance,

5.2.3.2 Planning

¥ Reviews and accepts project planning decuments.

»  Defines project tasks and resource requirements for the GCDH project team,

= Collaborates in the development and approval of the project schedule.

= Collaborates with Tyler project manager(s) to plan and schedule project timelines to achleve on-time
Implementation.

5.2.3.3 Implementation Managemant

»  Tighily manages project budget and scope. i

= Collahorates with Tyler project manager(s) to establish a process and appreval matrix te ensure that
scope changes and budget (planned versus actual) are transparent and handled effectively and
efficiently.

s Collaborates with Tyler project manager to establish and manage a schedule and resource plan that
properly supports the project schedule as a whole and is alse In belance with scope and budget.

= Collaborates with Tyler project manager(s) to establish risk and issue tracking and reporting procass
hetween the GCDH and Tyler and takes ail necessary steps to proactively mitigate these ftems or
vommunicate with transparency to Tyler any items that may impact the outcomes of the project.




Collaborates with Tyler project manager(s) to establish kay business drivers and success indicators
that will help to govern project activitles and key decisions to ensure a quality cutcame of the project.
Routinely compunicates with both the GCDH staff and Tyler, alding in the understanding of goals,
cbjectives, current status, and health of the project by all tearmn members.

Manages the requirements gathering process and ensure timely and quality business requirements
are being provided to Tyler.

5.2.3.4 Resource Management

Gloucester County Department of Health
Tyler Technologies, Inc.

Acts as lialson between project team and stakeholders.

Identifies and coordinates all GCDH resources across all modules, phases, and activities including data
conversions, forms design, hardware and software Installation, reports building, and satisfying
involces, -

Provides direction and support to preject team.

Buitds partnerships among the various stakehelders, negotiating authority to mave the project
forward.

Manages the appropriate assignment and timely completion of tasks as defined.

Assesses team performance and takes corrective action, if needed,

Provides guidance to GCDH technical teams to ensure appropriate response and collaboration with
Tyler Technical Support Teams to ensire timely response and appropriate resoiution.

Owns the relationship with In-Scape 3rd party providers and aligns activities with ongoing project
tasks.

Ensures that users have appropriate access to Tyler project toolsets as required.

Conducts training on proper use of toolsets.

Validates completion of required assignments using toolsets.

(3CDH Functional Leads

Miakes business process change decisicns under time sensitive conditions.
Communicates existing business processes and procedures to ‘Tyler consultants.
Assists in identifying business process changes that may require escalation.
Contributes business process expertise for Current & Future State Analysis.
tdentifies and includes additional subject matter experts to participate in Current & Future State
Analysis,
Validates that necessary skills have been retained by end users.
Provides End Users with dedicated time to complete required homework tasks.
Acts as an ambassador/champion of change for the new process and provide business process
change support,
Identifies and communicates any additional training nesds or scheduling conflicts to the GCDH
project manager.
Actively participates in all aspects of the implemantation, Including, but not limited to, the following
key activities:
o Task completion
Stakehaolder Meeting
Project Management Plan development
Schedule development
Malntenance and menitoring of risk register
Escalation of issues
Communication with Tyler project team
Coordination of GCDH resources

C 00 C C oo
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525

Attendance at scheduled sesslons

Change management activities

Modification specification, demonstrations, testing and approval assistance
Data analysls assistance

Dacentralized end user iraining

Process testing

Solution Validation

00 C 0 Q0

GCOH Power Users

Participate in project activities as reguired by the projact team and project manageris)-
Provide subject matter expertise on the GCDH business processes and requirements.
Act 85 subject matter experts and attend Current & Future State Analysis sesslons as needed.
Attend all scheduled training sesslons.

Participate in all required post-training processes as neaded throughout project.

Test alt application configuration to ensure it satisfies business process requirements.
Becormne application experts,

Participate In Solution Validation.

Adopt and support changed procedures,

Complete ali deliverabies by the due dates defined in the project schedule.
Demonstrate competency with Tyler products processing prior to Go-live,

Provide knowledge transfer to the GCDH staff during and after implementation.
Participate in conversion review and validation.

GCDH End Users

Attend all scheduled fraining sessions.

Become proficient in application functions related to job duties.

Adopt and utilize changed procedures.

Complete all dellverables by the dus dates defined in the project schedule.
Utilize seftware to perform job functions at and beyond Go-live,

GCDH Technical Lead

Coordinates updates and releases with Tyler as needed.

Coordinates the copying of source databases to training/testing databases as needed for training
days,

Coordinates and adds new users, printers and other peripherals as needed.

Validates that all users understand log-on process and have necessary permission for all training
sessions. .

Coordinates interface development for GCDH third party Interfaces,

Develops or assists In creating reports as needed,

Ensures on-sfte system meets specifications provided by Tyler,

Assists with software installation as needed.

Extracts and transmits conversion data and control reparts from the GCDH's legacy system per the
conversian schadule set forth in the project schedule,

5.2.7.1 GCDH GI5

Participates in GIS planning activities.




Responsible for menagement and maintenance of GCOH GIS infrastructure and data,
Ensures GIS data/service endpoints are in alignment with Tyler software requirements.
Provides Tyler implementation tearn with GIS data/service access informatlon.

6.2.7.2 GCDH Upgrade Coordinaticn

Gloucester County Departient of Health
Tvler Technologles, inc.

8ecomes familiar with the software upgrade process and required steps.

Becomes familiar with Tyler's releases and updates,

Utitlzes Tyler resources to stay abreast of the latest Tyler releases and L:pdates as well asthe iatest
helpful tools to manage the GCDH's software upgrade process.

Assists with the software upgrade process during implementation,

Manages software upgrade actlvitles post-implermnentation.

Managas software upgrade glan activities.

Coordinates software upgrade plan activities with GCDH and Tyler resources.

Communicates changes affecting users and department stakeholders.

Obtains department stakehoider acceptance to upgrade production environment.

GCDH Change Management Lead

Validates that users recelve timely and thorough commaunication regarding process changes.
Provides coaching to supervisors to prepare them to support users through the project changes.
Identifles the impact areas resulting from project activities and develops a plan to address them
proactively.

tdentifies areas of resistance and develops a plan to reinforce the change.

Monitors post-production performance and new process adherence,




Part 3: Project Plan

6. Project Stages
Work Breakdown Structure

The Work Breakdown Structure {WBS) Is s hierarchical representation of a Project or Phase broken down into
smaller, more manzgeable components. The top-level components are calfed “Stages” and the second fevel
components are called “Work Packages”. The work packages, shown below each stage, contzin the high-levet
work to be done. The detailed Project Schedule, developed during Project/Phase Planning and finalized during
-subsequent stages, lists the tasks to be completed within each work package. Each stage ends with a “Control
Pairt”, confirming the work performed during that stage of the Project has been accepted by the GCOH.

Work Breakdown Structure (WBS)

*roms noted with an sterisk In the graphic obove relate to specific products and services. If those products ond services ore not included fn the scape of
the contract, Hhese specific work packoges will be noted as "Intentionolly Left Bleak” In Sectlon & of the Statement of Work.
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6.1 Initiate and Plan

The initiate and Plan stage involves Project initlation, Infrastructure, and planning. This stage creates a
foundation: for the Praject by identifying and establishing sequence and timing for each Phase as well as
verifying scape for the Project. This stage will be conducted at the onset of the Project, with a few unique
iterns being repeated for the additional Phases as needed.

6.1.1 Initial Coordination

Prior to Project commencernent, Tyler managament assigns project manager(s). Additional Project resources
will be assigned iater In the Project as a Project schedule is developed. Tyler provides the GCDH with Initial
Project documents used to gather names of key personnel, thelr functional role as it partains to the Project,
as well as any blackout dates to consider for future planning. the GCDH gathers the information requested by
the provided deadfine ensuring preliminary planning and scheduling can be conducted moving the Project
forward in a timely fashion. Internally, the Tyler Project Manager(s) coordinate with sales to ensure transfer
of vital information from the sales process prior to scheduling a Project Planning Meeting with the GCDH's
team. During this step, Tyler will work with the GCDH to establish the date(s) for the Project and Phase
Planning session.

Objectives:

» Formally launch the project.

= Establish project governance.

= Define and communicate governance for Tyler,
n  {dentify GCDH project team.

STAGE 1 ' Initial Coordination

GCDH

RACI MATRIX KEY:
R = Responsible
A= hccountable
C=Consulted

| = Informed

ISteering Cornmittee

Project Mareger

Functional Leads

Change Management Leads
Bubject Matter Experts {Power
Departrent Heads

End Users

[Technical Leads

Tyler project team Js asslgned
GCDH project team is assigned
Provide initial project
docurments to the GCOH
Gather preliminary information
reguested

Sales to implementation
knowledge transfer

Create Project Portat to store
project aritfacts and facllitate
communication

> | lexecutive Sponsor

==l
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Inputs Contract documents
Statement of Work

Qutputs/Deliverables Working initlal project documants
Project portal

Work package assumptions:
= Project activities begin after the agreement has been fully executed.

6.1.2 Project/Phase Planning

Project and Phase planning provides an cpportunity to review the contract, software, data conversions and
services purchased, identify applications to Implement in each Phase (if applicable), and discuss
implementaticn timeframes.

Buring this wark package Tyler will work with the GCDH to coordinate and plan a format Project planning
meeting(s). This meeting signifies the start of the Project and should be attended by all GCDH Project team
memhbers and the Tyler Project Manager, The meeting pravides an opportunity for Tyler to Introduce its
implementation methodology, terminology, and Project management best practices to the GCDH's Project
Tearn. This will also present an opportunity for project managers and Project sponsors to begin to discuss
Project communication, metrics, status reporting and tools to be used to measure Project progress and
manage change. ‘

Tylar will work with the GCOH Project Team to prepare and deliver the Project Managerment Plan as an
output of the planning meeting. This plan will continue to evolve and grow as the Project progresses and will
describe how the project will be executed, monitored, and controlled,

During project planning, Tyler will intraduce the tools that will be used throughout the implementation. Tyler
witl familiarize the GCDH with these tools during project planning and rake them available for review and
malntenance as applicable throughout the project. Soma examples are Solution validation plan, issue log, and
go-live ehecklist,

STAGE1 Project/Phase Planning

RACE MATRIX KEY:
R = Responsthle
A= Accountable
C=Consulted

I = Informed

Y

Department Heads

Subject Matter Experts (Power

Change Mahagement Leads

Project Manager
Functional Leads
Mechnical Leads

Executive Sponsor
preering Committee
End Users

Schedule and
conduct planning
sesslon(s)

(]
9]
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Develop Project cle |y
Management Plan
Davelop initial
project schedule ! Loc ! : ¢ l
Inputs Contract documents
Statement of Work
Gulde to Starting Your Project
OQutputs / Deliverables Acceptance Criteria [only] for Deliverables
Project Management Plan Delivery of document
Project Operational Plan Delivery of document
initial Project Schedule GCRH provides acceptance of sthedule
based on resource availability, project
budget, and goals.

Work package assumptions:

= GCDH has reviewed and completed the Guide te Starting Your Project document.

6.1.3 Infrastructure Planning

Procusing reguired hardware and setting It up properly is a critical part of a successful implementation. This
task Is especially important for Tyler-hosted/SasS deployment models. Tyler will be responsible for building
the environments for = hostad/Saas deployment, unless otherwise identified In the Agreement. Tyler will
install Licensed Software on application server{s) or train the GCDH to Install License Software. The GCDH is
responsible for the installation and setup of all peripheral devices.

Objectives:

»  Ensure the GCDH's infrastructure meets Tyler's application requirements.
»  Ensure the GCDH's infrastructure is scheduled to be in place and available for use on time.

STAGE1 Infrastructure Planning

GCPH

RACE MATRIX KEY:
it = Responsible
A = Accountable
C= Consulted

| =informed

Executive Sponsar

Steering Committee

Project Manager

Functional Leads

Change Management Leads
Subject Matter Experts
Department Heads

End Users

o
o ™ RFaechnical Leads

Provide |nfrastructure
Requirements and
Design Document
initial infrastructure
Meeting
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Schedule Saas
Environment
Availability
Schedule Instailation
of All Licensed

Scftware
Infrastructure Audit i C
i Inputs | Initial Infrastructure Requirements |
Qutputs / Acceptance Criteria [only] for Deliverables
Deliverables
Completed infrastructure Reguirements Dalivery of Requirements
infrastructure Audit System Passes Audit Criteria

6.1.4 Stakeholder Meeting

Communication of the Project planning cutcomes to the GCDH Project team, executives and other key
stakeholders is vital to Project success. The Stakeholder mesting s a strategic activity to inform, engage, gain
commitment, and instill confidence in the GCDH team. During the meeting, the goals and objectives of the
Project wil be reviewed along with detail on Project scope, implementation methodology, reles and
responsibilities, Project timeline and schedule, and keys to Project stccess.

Objectives:

= Formally presant and communicate the project activities and timeline.
» Communicate project expectations.

STAGE 1 Stakeholder Meeling
GCOH

RACI MATRIX KEY: | &

R = Responsible el 3

= Accountable B &

C =Consulted o o ﬁ

- [+1]

1= Informed 5 g NN - S‘ é
2l E| &38| 8] 52 3
3 @l ol @ 5= B
R IR I I P =
ij o % 5| wi | E § 8
8 '5- k] ‘B 4 2 s |21 &
glm| S| E2EIS| 58| &
\ﬁ ﬁ o uz. (W] (%1 (o] ud | o

Create Stakeholder | c |

neeting Fresentation

Review Stakeholder A R C

Meeting Preseniation

Perfarm Stekeholder . c oy | | | | |

Meeting Presentation

Inputs Agregment

SOW
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| [ Project Management Plan

Quiputs /
Deliverahles

Acceptance Criteria {only] for Deliverables

Stakeholder Meeting Presentation

Work package assumptions:

= None

6.1.5 GIS Preparation

GIS data is a core part of many Tyter applications, Other GCDH offices/products may also use this data and
have different GIS requirements. A key focus of this preparation will be the process for develaping the GIS

data for use with Tyler applications. This can be an iterative process, so it Is kmportant to begin preparation

early.

Objectives:

»  [dentify ali GCDR Gi$ data scurces and formats.

= Tyler to understand the GCDH's GIS needs and practices.
= Ensure the GCDH's GIS data meets Tyler preduct requirements.

STAGE 1

15 Preparation

GCDH

RACI MATRIX KEY:

Provide Feedback

by
R = Respoasible 5 %
A= Accountable 8 =
C= Consulted o Y g
i = informed L low 2] o m
e = L n £ 3 &
Z1El &R %] | ¢ |
o b © a | Z 4
L. £ S 3 < 1 = 1]
(73] [e] © —_ {0 3] = -
¢l 2| Ei1212| 6| 818
E=) o ie] o Q b 7] 2
AR IRIR SR R
R ol & I IR 0
fal & & I J 5’\ [a] tg 12
Imﬂa}.GlS Planning c c
Megting
Determine alt GIS Data A . c
Sources
Provide Source Gi$ Data A R C
Review Gi$ Data and | c

l Inputs § GIS Requirements Document
Qutputs / Acceptance Criteria [only] for Deliverables
Deliverables
Production Ready Map Deta Meets Tyier GIS Requirements.
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Work package assumptions:

»  GIS data pravided to Tyler is accurate and complete.
» G5 data provided to Tyler is current.
®  GCOH Is responsible for maintaining the GIS data.

6.1.6 Controf Point 1: Initiate & Plan Stage Acceptance
Acceptance criteria for this stage Includes completion of all criteria listed below,

Note: Advancement to the Assess & Deflne stage Is not dependent upon Tyler’s receipt of this stage
acceptance.

Initiate & Plan Stage Deliverables:

= Profect Management Plan
x  inijtial Project Schedule

Initlate & Plan stage acceptance criteria:

All stage deliverables accepted based on acceptance criterla previously defined
s Project governance defined

= Project portal made available o the GCDH

*  Stakeholder meeting complete

*  GIS Data Preduction Ready

= Completad Infrastructure Requirernents and Design Document

= Systam Passes Infrastructure Audit (as applicable)

6.2 Assess & Define

The Assess & Deflne stage will provide an opportunity to gather information related to current GCDH business
processes. This information will be used to identify and define business processes utllized with Tyler software.
The GCOH collaboratas with Tyler providing complete and accurate information to Tyler staff and assisting in
analysis, understanding current workflows and business pracesses.

6.2.1 Solution Orientation

The Solution Orlentation provides the Project stakeholders a high-leve! understanding of the solution
functionality prior to beginning the current and future state analysts. The primary goal is to establish a
foundation for upcoming conversations regarding the design and configuration of the solution.

Tyler utitizes a variety of tools for the Selution Qrientation, focusing on GCDH team knowledge transfer such
as: ebearning, documentation, or walkthroughs. The GCDH team will gain a better understanding of the major
oracesses and focus on data flow, the connection hetween configuration options and outcome, Integration,
and terminclogy that may be unique to Tyler's solution.

Objectives:

*  Provide a baslc undarstanding of system functionality.
*  Prepara the GCDH for current and future state analysis.

Gloucester County Depariment of Heolth
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STAGE?2 Solution Crientation

GCOH

RACI MATRIX KEY:

[
QG
R = Responsible 8 2
A= Acgountable § o
C=Consuliad i ﬁ
- s w o (]
I = Informad N E1 &1 9
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s| 810|588 8|28|58
L)u< o Y o (W} 5] (&) (VE) b
Provide pre-regulsites 1 | | | |
Comgplete pre-requisites A IR C

Conduct orientation

Inputs solution orlentatlon materials
Training Plan

6.2.2 Current & Future State Analysis

The Current & Future State Analysis provides the Project stakeholders and Tyler an understanding of process
changes that will be achleved with the new system.

The GCDH and Tyler will evaluate current state processes, options within the new software, pros and cons of
each based on current or desired state and make decisions about the future state configuration and
processing. This may occur before or within the same timeframe as the configuration work package. The
options within the new software will be limited to the scope of this implementation and W||| make use of
standard Tyler functionality.

The GCOH will adopt the existing Tyler solution wherever possible te avoid project schedule and quality risk
from aver customization of Tyler products. It Is the GCDH's respansibllity te verify that In-scope requirements
are belng met throughout the Implementation if functicnal requirements are defined as part of the contract,
The foliowing guidelines will be followed when evaluating if 2 modification to the product Is required:

x A reasanable business process change Is available.

= Functionality exists which satisfies the requirement.

= Conflguration of the application satisfies the requirement.
= Apin-scope modification satisfies the requirement.

Requirements that are not met will follow the agreed upon change control process and can have impatts on
the project schedule, scope, budget, and resource availablity.

STAGE 2 Current & Future State Analysis
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RACI MATRIX KEY:
R = Respensible
A = Accountable

decisions (non-COTS)
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o
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Current State process
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review
Discuss future-state
c jc c |C C
optlons
Make future-state
A R ! C C

Document anticipated
configuration optiens
required to support

future state
Inputs GCDH current state decumentation
Solution Qrientation completion
Qutputs / Acceptance Criterla [only] for Deliverables T
Deliverables

Documentation that describes future-state
decisions and configuration options to support
future-state decisions.

Celivery of document

Woaork package assumptions:

»  GCDH attendees possess sufficient knowledge and authority to make future state decisions.

= The GCDH is responsible for any documentation of curcent state business processes.
»  The GCDH can effectively communicate current state processes,

6.2.3 Conversion Assessment

Data Conversions sre a major effort In any scftware Implementation. Tyler's corversion tools faclitate the
predictable, repeatable converslon process that is necessary to support a successful transition to the Tyler

system. The first step in this process is to perform an assessment of the existing {“legacy”] system(s), to

better understand the souree data, risks, and options available. Gnee the data has been analyzed, the plan for
data convarslon is completed and communicated to the appropriate stakeholders.

Objectives:

*  Communicate a common understanding of the project goals with respect to data.
= Ensuse complete and accurate source data Is avallable for review/transfer.

x  Map the data from the source to tha Tyler system.

»  Document the data conversion/loading approach.

Gloycester County Department of Health
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STAGE 2 Data Conversion Assessmant
GCDR
RACI MATRIX KEY: 5
R = Responsible | 2
A= Accountable § a
C = Consulted " = g
. &£
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Extract Data from
A R
Source Systems
Review and Scrub
Saurce Data AlB t !
Bulld/Update Data ¢ | ; [ '
Conversion Plan
inputs GCDH Source data
GCDH Source data Documentation (if available)
Outputs / Acceptance Criteria [only] for Deliverables
Deliverables - ; -
Data Conversion Plan bulit/updated GCDH Acceptance of Data Conversion Plan, if
Applicable

Work package assumptions:

= Tylerwill be provided with data from the Legacy system(s) in a mutually agreed upon format.
= Tyler will work with the GCDH representatives to Identify business rules before writing the
convearsion,

x  GCDH subject matter sxperts and resources most familiar with the current data witl be lnvolved In the
data conversion planning effort.
6.2.4 Intentionally left blank.
6.2.5 Intentionally left blank.
6.2.6 Control Point 2: Assess & Define Stage Acceptance
Acceptance criteria for this Stage includes compietion of all criteria listed below.
Note: Advancement to the Prepare Solution Stage is dependent upon Tyler's receipt of the Stage Acceptance,
Assess & Defina Stage Deliverables:

v Documentation of future state decisions and configuration optlons to support future state decisions.
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= Modification specification document.

»  Assess & Deflne Stage Acceptance Criteria:
= All stage deliverables accepted based on criteria previously defined.
= Solution Orientation Is delivered.

*  Conversion data extracts are received by Tyler,
*  Data conversion plan built.

6.3 Prepare Solution

During the Prepare Solution stage, Information gathered during the Initiate & Pfan and Assess & Define stages

will be used to Install and configure the Tyler software solution. Software configuration will be validated by

the GCDH against future state decisions defined in previous stages and processes refined as needed to ensure

businass requirements are met.

6.3.1 Initial System Deployment

The timaly avallabllity of the Tyler Solution is important to a successful Project implementation. The success

and timeliness of subsequent work packages are contingent upon the initlal system deployment of Tyler
Licensed Software on an approved network and infrastructure. Delays in executing this work package can

affect the project schedule.

Chbiectives:

= Alilicensed software is installed and operational.
»  The GCDH can access the software.

STAGE3

[nitiai System Deployment (Hosted/SaaS)*

GCOH

RACI MATRIX KEY:
R = Responsible
A = Accountable

i
O
w 2
0| &
[0 [+ 5
g1 s
C=Consulted " o g
= = o Q.
| = Informed s 8 | L ETS ﬁ
a E ) = g’o . o n
SlE| & 88| £]% 2
(%] =3 % = % o E e
o | | Bz 8] 21w
2 | W < £t o | 8
Elsig| 8| BB E]2)|E
2l 51.4|6 [0 A £
AR IR IR
dl Bl &2 106 |lade |6l s
Prepare hosted | c
environment
install Licensed
Software with
Initial Database on
H C
Server(s) for
Included
Environments
Install Licensed
Software an GCDH
. . A R
Devicas {if
applicable}
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Tyler System
Adminisiration
Training (if
applicable)

Qutputs / Acceptance Criteria fonly] for Deliverables
Deliverables

Ucensed Software Is Installed an the Server{s) | Software is accessible
Licensed Software is Installed on GCDH Deviges | Software is accesstbie
iif applicable} ‘
installation Checklist/System Document Systers meets prescribed checklist
infrastructure Design Document (C&J —If
Applicable)

Work package assumpticns:

®  The most current available version of the Tyler Licensed Software will be Instalied.
% The GCDH will provide network access for Tyler modules, printers, and Internet access to all
applicabie GCGH and Tyler Project staff.

6.3.2 Configuration
The purpose of Configuration is to prepare the software product for validation.

Tyler staff collaborates with the GCDH to complete software conflguration based on the outputs of the future
state analysis performed during the Assess and Define Stage. The GCDH collaborates with Tyler staff
iteratively to validate software configuration.

Ohbjectives:

v Software is ready for validation.
= Educate the GCDH Power User how to configure and malntain software.
n  Prepare standard interfaces for process validation (if applicable).

STAGE 3R Configuration
GCOH
RACI MATRIX KEY: 5
R = Responsible a1 2
A= Accountable &=
C=Consulted o ey g
- e
I =informed 5| 8.1 ,1E|&|B
ElE| S iR @] 5| 2 4
alel g i 2| elel|x o
() &} © — (] o [ = P |
Y| = [ - o 21 s
2l w|l S| 5wl =] El g1 8
vl E|l 8| s| w811l 315
= v O 1 e K el jom}
] o | 2 =8, =
gls| 5[ L& 8] w8 8
& i o [ (¥ %) = V] |
Conduct configuration | e c
{raining
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Complete Tyler
configuration tasks
{where applicable)
Complete GCDH
configuration tasks
{where applicable)
Standard interfaces
configuration and
training {if applicable}
Updates to Solution
Validation testing plan

Inputs Documentation that deseribes future state decisions and configuration options to support future
state declsions.

Qutputs / Acceptance Criteria [only] for Deliverables
Deliverables

Configured System

Work package assumptions:

*  Tyler provides guldance for configuration options svallable within the Tyler software. The GCDH Is
responsible for making dacisions when multiple optlons are avallable.

6.3.3 Process Refinement

Tyter will educate the GCDH users on how to execute processes in the system to prepare them for the
validation of the software. The GCDH cotlaborates with Tyler staff iteratively to validate software
configuration options to support future state.

Objectives:

»  Epsure that the GCDH understands future state processes and how to execute the processes in the
software.

= Refine each process to mest the business reguirements.

= Validate standard interfaces, where applicable.

»  Validate forms and reports, where applicahle. -

STAGE 3 Process Refinement
ECDH
RACI MATRIX KEY: 5
R = Respansible g1 2
A= Accountable LR
C= Consulted " o g
= a
{= Informed 5 ﬁ il ow g 'g §
AlE|l 8|S Byl 2 3
Q £ o & o o x ]
B, el & < £l ]
- 8 o g g 5] w -
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Copduct process | e 1 c
trainlng
Con.ﬁ‘{m process A c | c
decisions
Test configuration A C
Refine
configuration
{GCOH AR ¢
Responsible)
Rafine
configuration (Tyler | | ]
Responsible]
Vatidate Interface
process and results A | R ¢ ¢
Update GCDH-
speciflt process
documentation {If AR ¢
applicable)
Updates to
Solution Validation A |R C C
testing plan
inputs - initial Configuration
Documentation that describes future state decisions and configuration options to support
future state decisions.
Solution vaiidation fest plan
Cutputs / Acceptance Criteria (only] for Defiverabies
Defiverables
Updated solution valldation test plan
Completed GCDH-spacific process
documentation (vompleted by GCOH)

Wark package assumptions:
= None
6.3.4 Conversion Delivery

The purpose of this task is to transition the GCDH's data from their source {"legacy”] system(s) to the Tyler
system(s). The data will need to be mapped from the legacy system into the new Tyler system format. A well-
executed data conversion Is key to a successfis cutover to the new system(s).

With guidance from Tyler, the GCDH will review specific data elements within the system and identify / report
discrepancies. {teratively, Tyler will colaborate with the GCDH to address conversion discrapancies. This
pracess will allow for clean, reconciled data to transfer from the source systemis) to the Tyler system({s}.
Reference Conversion Appendix for additional detail.
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Objectives:

= Data s ready for preduction {Conversion},

STAGE 3

Data Delivery & Conversion

GCDH

RACH MATRIX
KEY:

R = Responsible
A= Accountahble
C=Consulted
1= Informed

Executive Sponsor

Steering Committee

Project Manager

Functional Leads

Change Management Leads

3

Subject Matter Experts (Power

Department Heads

End Users

ITechnical Leads

Provide data
crosswalks/code
mapping tool
Populate data
crosswalksfeode
mapping tool

lterations:
Conversion
Development

Iterations:
Deliver
converied data
Iteratlons:
Proof/Review
data and
reconcile to
source system
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inputs

Data Conversion Plan

Configuration
Quitputs / Acceptance Criteria [only] for Deliverables
Deliverables
Code Mappling Complete / Validated
Cenversion lterations / Reviews Complete Conversion complete, verified, and ready for
final pass

Work package assumptions:

" The GCOH will provide a single file layout per source system as identified in the Investment summary.
*»  The GCDH subject matter experts and resources most familiar with the current data will be involved
in the data conversion effort.

»  The GCOH project team will be responsible for completing the code mapping activity, with assistance
from Tyier.

6.3.5 Intentionally left blank.
6.3.6 Intentionally left blank.

6.3.7 Control Point 3: Prepare Sclution Stage Acceptance
Acceptance criteriz for this Stage includes all criteria listed below in each Work Package.

Note: Advancernent to the Production Readinass Stage is dependent upon Tyler's recelpt of the Stage
Acceptance.

Prepare Solutiocn Stage Deliverables:

»  Licensed software is installed.
= |nstallation checklist/system document.
= Converslon iterations and reviews complete,

Prepare Solution Stage Acceptance Criteria:

x  All stage deliverables accepted based on criteria previously defined.
»  Software Is configured.
»  Solutlon validation tast plan has been reviewead and updated if needed.

6.4 Production Readiness

Activities in the Production Readiness stage will prepare the GCDH team for go-live through solution
valldation, the development of a detailed go-live plan and end user training. A readiness assessment will be
conducted with the GCDH to review the status of the project and the organizations readiness for go-live,




5.4.1 Solution Validation

Solution Validation is the end-to-end software testing activity to ensure that the GCDH verifies all aspects of
the Project (hardware, conflguration, business processes, etc.) are functioning properly, and valldates that all
features and functions per the contract have been deployed for system use.

Ohjectives:

»  Validate that the solution performs as indicated in the solution validation plan.
= Ensure the GCDH organization s ready to move forward with go-five and training (if applicable}.

STAGE 4 Solution Validation
7 GCDH
RACE MATRIX KEY: L
R = Responsible © g
A= Accountable ?, a
(= Consulted © e g
= Inft . ab ) 0, %]
| = infarmed 5| & il a E g % )
sl El i g|E1 8|2 E
al & L3 e ] B « o
a8 gl sw| 22l E] el
g w 2 = = @ bS]
ElelB8le|l Bl BIe|l 2l e
g2 % | © Flals| > £
Blag|lols| 8|88 218
Gl lelolglal o] ot b
Update Solution
C
validation glan ¢ ¢
Upd:?te test scripts {as A |n c
applicable)
Perform testing R o
Doc‘umentassues from A |k c
testing
Perforfn required follow- c ¢ C
up pn issues
Inputs Salution Validation plan
Cornpleted work product from prior stages (configuration, business process, ete)
Outputs / Acceptance Criteria {only] for Deliverables
Deliverablas .
Solution Validaticn Report GCDH updates report with testing results

Work package assumptions:

v Designated testing environment has been established.
‘«  Testing includes current phase activitles ar deliverables only.

6.4.2 Go-Live Readiness

Tyler and the GCOH will ensure that all requiremenits defined in Project planning have been completed and
the Go-Llve event can aceuy, as planned. A go-live readiness assessment will be completed identifying risks or
actions items to be addressed to ensure the GCDH has considered its ability to successfully Go-tive. issues
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and concerns will be discussed, and mitigation options documented. Tyler and the GCOH wili jeintly agree to
move forward with transition to praduction. Expectations for final preparation and critical dates for the weaks
leading into and during the Go-Live week will be planned In detail and communicated to Project teams.

Objectives:

»  Action plan for go-live established.
= Assess go-ive readiness,

»  Stakeholders Informed of po-live activities,

STAGE 4 Go-Live Readinass
GCDH

T RACI MATRIX KEY: %

f = Responsible a2

A= Accountable g LA

C = Consulted g

= Infermad 9 g Bl
Sl E] & = g SR
cl Bl &| Rl 2| 5| £ B
< E & k1] © g = w
(=5 o - o ﬁ = [v]
w|l el s8Il 8| 835 wd
IH BRI
slBluleig|glel g2
ERICR I I R R
g8 5|5 2|58 8
|ﬁ & O i [ ] o [} ul =

Perform Readiness | | | |

Assessment

Conduct Go-Live planning clcle lc ic ¢

session

Order peripherat A lr c

hardware (if applicable)

Confirm procedures for

Go-Live issue reporting & cic ]l | | | i

resolution

Develop Go-Live checkiist | C icC ji C C

Final system

infrastructure review C C

{where applicable)

Inputs Future state decisions

Go-live checklisy

Qutputs /
Deliverables

Acceptance Criteria [only] for Deliverables

Updated go-live checklist

Updated Action plan and Checklist for go-live
delivered to the GCDH

Wark package assumptions:

= None

6.4.3 End User Training

Ernd User Training Is 2 critical part of any successful software implementation. Using a training plan previously
reviewed and approved, the Project team will organize and initlate the training activites.
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Tyler Led: Tyler provides training for all applicable users. One or multiple occurrences of each scheduled
trainlng or implementation tople witl be covered. ‘

Tyler will provide standard application documentation for the general use of the software. It is not Tyler's
responsibility to develop GCDH specific businass process documentation. GCOH-led tralning labs using GCDH
specific business process documentation if created by the GCDH can be added to the regular training
curriculum, enhanclng the training experiences of the end users.

Chjectives:

= £nd users are trained on how to use the software prior to go-live.
= The GCDH Is prepared for on-going training and support of the application.

STAGE4 End User Training
GCOH

RACI MATRIX KEY: 5

R = Responsible ul g

A= Accountable 5

o |

C=Conisulted N + g

| = [nformed oo gl 218
8 = b ©w @ !ﬁ o
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Update training plan C | C

Eng User training {Tylar- cle by cle le

led)

Train-the-trainer C {C {1

£nd User training

C C
(GCDH-led) A '
Inputs Training Plan
List of End Users and their Roles / Job Duties
Conflgured Tyler Sysiem
Outpuis / ) ) Acceptance Criteria [oniy] for Beliverables
Deliverables
End User Training GCDH signoff that training was delivered

Wark package assumptions:

«  The GCDH project team will work with Tyler to jointly deveiop a training curdeuium that identifias the
size, makeup, and subject-area of each of the training classes.

= Tyler will work with the GCDH as much as possitle to provide end-user training in a manner that
rinimizes the Impact to the daily eperations of GCDH depariments.

»  The GCOH will be responsible for training new users after go-live (exception—previously planned or
regular training offerings by Tyler}.
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6.4.4 Control Point 4: Production Readiness Stage Acceptance

Acceptance criteria for this stage includes all eriteria listed below. Advancement to the Production stage Is
depandent upon Tyler's recelpt of the stage acceptance.

Production Readiness stage deliverables:

»  Solution Validation Report.
*  {Jpdate go-live action plan and/or checklist.
¥  End user training.

Production Readiness stage acceptance criteria:

= Alistage deliverables accepted based on criteria previously defined.
= Go-Live planning session conducted. ‘

6.5 Production

Following end user tralning the preduction system will be fully enabled and made ready for daily operational
use as of the scheduled date. Tyler and the GCDH wili follow the comprehensive action plan laid out during
Go-Llve Readiness to support go-live activities and minimize risk to the Project during go-live. Following go-
tive, Tyler will work with the GCDH to verify that implementation work is conciuded, post go-live activities are
scheduled, and the transition to Cllent Services is complete for long-term operations and maintenance of the
Tvier software.

6.5.1 Go-live

Following the actlon plan for Go-Live, defined in the Production Readiness stage, the GCOH and “Tyler wili
complete work assigned to prepare for Go-Live.

The GCDH provides final data extract and Reports from the Legacy System for data conversion and Tyler
exacutes final conversion fteration, i applicable. If definad in the action plan, the GCDH manually enters any
data added o the Legacy System after final data extract into the Tyler system.

Tyler staff collaborates with the GCDH during Go-Live activities. The GCDH teansitions to Tyler software for
day-to day business processing.

Some tralning topics are better addressed following Go-Live when additional data is available in the system or
based on timing of applicable business processes and will be scheduled following Go-Live per the Project
Schedule.

Objectives:

= FExecute day to day processing In Tyler software,
w  GCDH data avallable in Production environment.

STAGES Go-Live

GCDH
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RACI MATRIX KEY: b
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Provide final source data
. A R
extract, if applicable
Final source data pushed
|nto. {JdeNCtIO‘n i e c ¢
environment, if
applicable
Proof final converted
data, if appllcable AC|R ¢
Complete Go-Live
activities as defined in A |R IC |} C
the Go-Live action plan
Provi a-Li
ro.vxde Go-Live cle I ¢ | ¢
assistance
Inputs Comprehensive Action Plan for Go-Live
Final source data (if agplicable)
Outputs / Acceptance Critetia [only] for Beliverables
Deliverables
[Data Is avaifable In production environment GCDH confirms data is available In production
environment

Work package assumptions:

= The GCDH will compilete activities documented In the action plan for Go-Live as scheduled.

»  External stakeholders will be available to assist in supporting the interfaces assaclated with the Go-
Live live process.

= The GCDH business processes reguired for Go-Live are fully documented and tested.

®  The GCOM Project team and subject matter experts are the primary point of contact for the end users
when reporting Issues during Ge-Uve.

= The GCDH Profect Team and Power User's provide business process context to the end users during
Go-tive. '

*  The Tyler Go-Live support team is avallable to consult with the GCDH teams as necessary.

*  The Tyler Go-Live support tearn provides standard functionality responses, which may not be tailored
to the local business processes,

6.5.2 Transition te Chent Services

This work package signals the conclusion of Implementation activities for the Phase or Project with the
exception of agreed-upon post Go-Live activities, The Tyler project manager{s) schedules a formal transition
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of the GCDH onto the Tyler Client Services team, who provides the GCDH with assistance following Go-Live,
offictally transitioning the GCDH to operations and maintenance,

Objectives:

" Epsure no critical Issues remain for the project teams to resolve,

»  Confirm proper knowledge transfer to the GCDH teams for key processes and subject areas.

STAGES Transition to Client Services
GCDH
RACH MATRIX KEY: i
R = Respansible 3 %
A= Accountable & «“j
C= Consulted o £l 5
| = Informed oo gl Bl
g = I ] a il @
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Transfer GCDH to Client
:.Servlces anc! review l ! c lc ¢
issue reporting and
resolution processes
Review long term
mam_tenance and c te ¢
continuous
Improvement
Cinputs | Open item/issues tist
Qutputs / Acceptance Criteria fonly] for Deliverables
Deiiverables i
Ciient Sarvices Support Document

Work package assumptions:

#  No material project issues remain without assignment and plan,

6.5.3 Post Go-Live Activities

Some implementation activities are provided post-production due to the timing of business processes, the
raquirement of actual production data to complete the activities, or the requirement of the system being

used In a live production state.

Objectives:

= Schedule activities that are plannead for after Go-Live,
»  Ensure issues have been resolved ar are planned for resolution before phase or project close.
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STAGE S Post Go-Live Activities

RACI MATRIX KEY:
R = Responsible
A= Accountable
C=Consulied

{ = Informed

Executive Sponsor

Steering Committee
Project Manager
Functional Leads

Change Management Leads

Subject Matter Experts {Power
Department Heads

End Users

Technical Leads

Schedule contracted
activities that are
planned for delivery
after go-live

.

[
(3

Determine resolution

" plan in praparation for
phase or project close
out

[Inputs | List of post Go-Live activitles

Quiputs /
Deliverables

Peliverables

Acceptance Criterfa {only} for ]

Updated Issues log

Work package assumptions:
v System is being used In a live production state.

6.5.4 Control Point 5: Productlon Stage Acceptance

Acceptance criteria for this Stage includes complation of alt criteria listed below:

= Advancement to the Close stage Is not depandent upon Tyler's receipt of this Stage Acceptance.

= Cenverted data is available in production environment.

Production Stage Acceptance Criteria:

n  All stage deliverables accepted based on criterta previously defined.

»  Go-Live activities defined in the Go-Live action plan completed.
= (Client services support document is provided.

6.6 Close

The Clase stage signifies full implementation of alf products purchased and encompassed in the Phase or
Project. The GCDH transitions to the next cycle of their relationship with Tyler {next Phase of implementation

or long-term relationship with Tyler Client Sarvices),
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6.6.1 Phase

Closeout

This work package represents Phase completion and signals the conclusion of implementation activities for
the Phase. The Tyler Cliant Services team will assurne engaing support of tha GCDH for systems implemented

in the Phase.

Dbjectives:

«  Agreement from Tyler and the GCDH teams that activities within this phase are complete,

Implementation Consultants

Functional Leads, Power Users,
Technics| Leads

Technlcal Consultants {Conversion, Deployment,
Development)

Client Services

Inputs Contract

Statement of Work

Project artifacts
Qutputs / Accaptance Criteria fonly] for Beliverables
Deliverables

Final actlon plan (for outstanding iterns)

Reconciliation Report

Post Phase Review

STAGE 6 Phase Close Out
GCDH
RACI MATRIX KeY: b
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meeting
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dependent Tyler project |
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Participants | Tyler GCHH
Project Leadership Project Manager
Project Manager Project Sponsor(s)
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Work package assurnptions:
»  Tyler deliverables for the phase have been compieted.
6.6.2 Project Closeout
Completion of this work nackage signifies final acceptance and formal closing of the Project.

Al this time the GCDH may choose to begin working with Client Services to look at continuous improvernent
Projects, building on the completed solution.

Objectives:

= Confirm no critical issues remain for the project teams to resolve,

»  Determine proper knowledge transfer to the GCOH teams for key processes and subject areas has
occurred. -

v Verify all deliverables included in the Agreement are delivered.

STAGE 6- Project Close Cut
GCDH
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Conduct post project cle e ic ¢
review
Deliver post project
report to GCOH and | C
Tyler leadarship
Release Tyler project .
resources
Inputs Contract
Staternent of Work
Qutputs / Acceptance Criteria {only] for Deliverables
Deliverables
Post Project Report GCDH acceptance; Completed report
‘ indicating a1l project Deliverables and
milestones have been completed

work package assumptions:

= All project impiementation activities have been completed and approved.
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«  No critical project issues remain that have not been documented and assigned.
= Final preject budget has been reconclled and nvoiced.
o Al Tyler deliverables have been completed.

6.6.3 Control Point 6: Close Stage Acceptance
Acceptance criterfa for this Stage includes compietion of all criteria listed below.
Close Stage Deliverables:

= Post Profect Report.

Close Stages Acceptance Criteria:

= Completed repert indicating all Project deliverables and milestones have begen completed.

7.  General Assumptions

Tyler and the GCDH will use this SOW as a guide for managing the implementation of the Tyler Project as
provided and described in the Agreement, There are a few assumptions which, when acknowledged and
adhered to, will support a successful implementatlon. Assumptions related to specific work packages are
documented throughout the SOW. Included here are general assumptions which should be considered
throughout the overall implementation process.

7.1 Project

= Project activities will begin after the Agreement has been fully executed.

x  The GCDH Project Team will complete their nacessary assignments [n a mutually agreed upon
timeframe to meet the scheduled go-live date, as outlined in the Project Schedule.

= Sessions will be scheduled and conducted at a2 mutually agreeable time.

»  Additional services, software modules and madifications not described in the SOW or Agreement will
be considered a change to this Project and will require a Change Request Form as previausly
referenced in the deflnition of the Change Control Process.

= Tyler will provide a written agenda and notice of any prerequisites to the GCDH project manager(s}
ten (10} business days or as otherwise mutually agreed upon time frame prior to any scheduled on-
site or remote sessions, as applicable.

= Tyler will provide guidance for configuration and processing options avalable within the Tyler
software. If multiple options are presented by Tyler, the GCDH is responsible for making decisions
based an the options available.

= Implementation of new software may require changes to existing pracesses, both business and
rechnical, requiring the GCDH to make process changes.

= The GCDH is respensible for defining, documenting, and implementing thelr policies that result from
any business process changes.

7.2 Organizational Change Management

Unless otherwise contracted by Tyler, GCDH is responsible for managing Organizational Change. Impacted
GCDH resources will nesd consistent coaching and reassurance from their leadership team to embrace and
accept the changes belng imposed by the move to new software. An important part of change is ensuring that
impacted GCDH resources understand the value of the change, and why they are baing asked to change.
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Resources and Scheduling

GCOH rasources will participate In scheduled activities as assigned In the Project Schedule,
The GCDH team will complete prerequisites prior to applicable scheduled activities, Failure to do so
may affect the schedule.

_ Tyler and the GCOH will provide resources to support the efforts to complate the Project as

scheduled and within the constraints of the Project budget.

Abbreviated timelines and overlapped Phases require sufficient resources to complete all required
work as scheduled.

Changes to the Project Schedule, availability of resources or changes in Scape will be requested
through a Change Request, Impacts to the triple constraints {scope, budget, and schedule) wili be
assessed and documented as part of the change control process.

The GCDH will ensure assigned resources will follow the change control process and possess the
required business knowledge to complete thelr assigned tasks successfully, Should there be a change
in resources, the replacement resource should have a comparable level of avellability, change control
process buy-in, and knowledge.

The GCDH makes timely Project related decisions to achleve scheduled due dates on tasks and
prepare for subsequent training sessions, Failure to do so may affect the schedule, as each analysls
and implementation session is dependent on the declsions made in prior sessions.

The GCDH will respond to information requests In a comprehensive and timely manner, in
accordance with the Project Schedule,

The GCOH will provide adequate meeting space or facilities, including appropriate system
connectivity, to the project teams including Tyler team members.

Eor on-site visits, Tyler wiil Identify a travei schedule that balances the needs of the project and the
employee.

Data

Data wilt be converted as provided and Tyler will not create data that does not exist,

The GCDH is responsible for the quality of legacy data and for cleaning or scrubbing erreneous legacy
data.

Tyler will work closely with the GCDH representatives to identify business rules before writing the
converslon, The GCDH must confirm that alt known data mapyping from source to target have been
identified and documented before Tyler writes the conversion.

All in-scope source data s in data extract(s).

Each legacy system data file submitted for converslon Includes all associated records In a single
approved file layout,

The GCDH will provide the legacy system data extract in the same format for each fteration unless
changes are mutually agreed upon In advance. If not, negative Impacts to the schedule, budget and
resource availabllity rmay oceur and/or data in the new system may be incorrect,

The GCOH Project Team is responsible for reviewing the converted data and reporting issues during
each iteration, with assistance from Tyler.

The GCDH is respansible for providing or entering test data (e.g., data for training, testing interfaces,
gtc.}




7.5 Facilities
»  The GCDH will provide dedicated space far Tyler staff to work with GCDH resources for both on-site

and remote sassions. If Phases overlap, GCDH will provide multiple training facllities te allow for

independent sesslons scheduling without conflict.
»  The GCOH will provide staff with a location ta practice what they have learned without distraction.
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8. Glossary

Acceptance

Confirming that the output or deliverable Is suitable an
canforms to the agreed upen criterta.

Accountable

The one who vitimately ensures a task or deliverabte s
completed; the one who ensures the prerequisites of the task are
met and who delegates the work to those responsible. [Also see
RACI]

Application

A computer program designed to perform a group of coordinated
functions, tasks, or activities for the benefit of the user.

Application Programming Interface (API)

Adefined set of toolsfmethods te pass data to and received data
frem Tyler software products

Agreement

This executed legal contract that defines the products and
services to be implemented or performed.

Business Process

The practices, policy, procedure, guidelines, or functionality that
the cllent usas to complete a specific job function.

Business Requirements Document

A specification docurment used to describe Client requirements
for contracted software modifications.

Change Request

A form used as part of the Change Control process whereby
changes in the scope of work, timeline, resources, and/or budget
are documented and agreed upon by participating parties.

Change Management

Guldes how we prepare, equip and support individuals to
suceessfully adopt change in order to drive organizational succass
& outcomes

Code Mapping [where applicable]

An activity that occurs dusing the data conversion process
whereby users equate data (field leve}} values from the old
system 1o the values avaliable In the new system. These may be
one to one or many to one. Example: Oid System [Field = eye
color] [values = BL, Blu, Biue] maps to New Tyler System [Field =
Eye Color] lvalue = Bluel,

Consulted

Those whose opinions are sought, typically subject matter
experts, and with whom there is two-way communication. [Also
see RACH

“Controt Point

This activity occurs at the end of each stage and serves as a
formal and Intenticnal opportunity to review stage deliverables
and required acceptance criteria for the stage have been mat,

Dats Mapping [where applicable]

The activity determining and documenting where data from the
legacy system will ba placed in the new system; this typically
involves prior data analysis to understand how the data is
currently used In the tegacy system and how it will be used in the
new system.

Deliverable A verifiable document or service praduced as part of the Project,
as defined in the work packages.

Go-Live The pelnt In time when the Client Is using the Tyler software to
canduct daily operations in Production.

Informed Those who are kept up-to-date on progress, often only on

comgletion of the task or deliverable, and with whom there is
{ust one-way comimunication. [Alsa see RAC]]
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Infrastructure

The composite hardware, network resources and services
required for the existence, operation, and management of the
Tyler software,

[nterface

A connection to and potential exchange of data with an external
systemn or application. Interfaces may be one way, with data
leaving the Tyler system 1o another system or date enterlng Tyler
from another systam, or they may be bl-directional with data
both leaving and entering Tyler and another system.

Integration

A standard exchange cr sharing of common data within the Tyler
system or between Tyler applications

{egacy System

The software from which a client is converting.

Modification

Custorn enhancement of Tyler’s existing software to provide
features or functions to meat Individual client requirements
documented within the scope of the Agreement.

On-site

indicates the work location Is at one or more of the client’s
physical office or work envitonments,

Organizational Change

The process of changing an organization's strategies, processes,
procedures, technologies, and culture, as well as the effect of
such changes on the organization.

Oufput

A product, result or service generated by & process,

Paripheral devices

An auxifiary device that connects to and works with the computer
in some way. Some examples: scanner, digital camera, printer.

Phase

A portion of the Project in which specific sat of related
applications are typically implemented, Phases each have an
independent start, Go-Live and closure dates butuse the same
Implementation Plans as ather Phases of the Project. Phases may,
overlap or be sequential and may have different Tyler resources
assigned.

Project

The delivery of the software and sarvices per the agreement and
the Statement of Work. A Project may be broken down Into
multiple Phases.

RACL

A matrix describing the level of participation by varlous roles in
completing tasks or Deliverables for a Project or process.
individuals or groups are assigned one and only one of the
following roies for a given task: Responsible (R), Accountable {A),
Censulted (C), or Informed (I).

Remgcte

indicates the work locatlon is at one or more of Tyler's physical
offices or work environments.

Responsible

These wha ensure a task Is completed, either by themseives or
delegating to another resource, [Also see RACH]

Scope

Products and services that are included in the Agreement.
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Solution

The implementation of the contracted software product{s)
resulting In the connected system aliowing users to meet Project
goals and galn anticipated efficlencies.

Stage ! The top-level components of the WBS. Each Stage Is repeated for
Individual Phases of the Project.

Standard Software functionality that is included in the base software {off-
the-shelf) package; is not customized or modified.

Statement of Work [SOW) Document which wiil provide supporting detail to the Agreement
defining Praject-specific activities, services, and Deliverables.

Systern The collective group of software and hardware that is used by the
veganization to conduct business.

Test Scripis The steps or sequence of steps that will be used to validate or
confirm a place of functionality, configuration, enhancement, or
Use Case Scenario.

Training Plan Dacument(s} that Indicate how and when users of the system will

be trained relevant to their role in the implementation or use of
the system.

Validation {or to validate)

The proeess of testing and approving that a specific Deliverable,
process, program, or product is working as expected,

Work Breakdown Structure {WBS)

A hierarchical representation of a Project or Phase broken down
into smaller, more manageable components.

Work Package

A group of related tasks within a project.
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Part 4. Appendices

9, Conversion

9.1 Data Conversion Process for Enterprise Permitting & Licensing
Enterprise Server

9.1,1 Overview

This document is an Introduction to the SQL Server EG_Template database and how to populate it.
The Full Converston 1s the same process, as the Templated, However, with the Full Conversion option, Tyleris
responsible for the data import instead of the client.

9.1.2 Modularized Design

As with the Enterprise Permitting & Licensing software, the EG_Template db Is sectioned into modules, Each
contains one master table at the top of the chain (ex. ‘permit’ for the Permit modute). Within each module,
varlous chitd tables branch below the master table forthe assaclated module {ex. ‘permfi_address’,
‘permit_note’, etc.).

Some tables cross multiple modules. The most notable of these invalve inspections and payment
transactions,

The E5_Template database Inclizdes database diagrams, which indicate the tables and their relationships to
each module.

$.1.3 Required Fields

in the Enterprise Permitting & Licensing software, some fields are “Requlred Fields,” and the assaciated
columns must be populated for racords to be written to the Enterprise Permitting & Licensing db. On
occasion, these required fields will not be available in the legacy source data, so a simple default value can be
written to the EG_Ternpiate db to fulfill any NOT NULL constraint.

Dropdown picklist columns restrict the user from entering certain values in the Enterprise Permitting &
Licensing db. Conversely, drap-down fields do not have a restriction on values written to the EG_Template db.
Therefore, exact speliing or careful matching to the Enterprise Permitting & Licensing configured values is not
a requirement for fields Intended for Enterprise Permitting & Licensing drop-down fields. Tyler maps the
values through a separate table to translate the values 1o the appropriate Enterprise Permltting & Licensing
value during conversion and collaborates with the GCDH to validate the resulting mappings during the
development phase of the canversien.

9.1.4 Custem Fields {any fields not available in the master table for the module in
question}

Most legacy systems have same attribute fields that are not specified in the correspondlag master table
within EG_Template. Tyler refers to these as custom fields. Within each rodule exists a child table for such
custom fields. Since these fields are specific to the legacy system(s), the GCDH may add columns to these
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tables in £G_Template to accommodate any needed custorn fieids In the migration. For example,
‘permit_additional_fields’ is the table for extra fields relating to the ‘permit’ records.

9.1.5 Gap Handiing {where legacy data doesn’t fit anywhere within EG_Template)

On occasion, legacy systerns contain special features for which Enterprise Permitting & Licensing does not
account in the EG_Template db. As a result, the need may arise to develep a modified salutien to address
special cases.

9.1.6 Contacts
Contacts generally fall into two categories:

1. Those managed with each person/company having one contact record, kept up to date over time.
With this medel, there is generally no duplication of contact records (except when created by
mistake).

2. Contects where the User enters the contact attzibute info on each perrnit, case, licanse, etc. With this
model, thera s no single master record representing tha contact itseif and there Is likely
considerabla duplication of contacts.

Enterprisa Permitting & Licensing stores contacts as in category 1 above. Tyler migrates contacts put Into
ES_Template without a master ‘contact’ record link {category 2 sbove) into custom field memo boxes to
avoid duplication of contacts within the Enterprise Permitting & Licensing contact repository. Fos example,
when populating the permit contacts, for contacts in category 1, input the record Into the ‘permit_contact’
table. Input contacts for category 2 into the ‘permit_contact_no_key table, ?

9.1.7 Mutiple Legacy Data Sources ‘
|

When presenting multiple data sources, ensure population of EG_Template for all data sources. At the main
table level, an opticnal column exists for the legacy data source. Tyler provides this column to easily count or
research records originating from a particular legacy data source.

9.1.8 Overall Architecture of Conversion
There are 3 SOL Server databases Involved in the conversion process.
1. EG_Template {for legacy data)
3. Enterprise Permitting & Licensing {the preduction Enterprise Permitting & Licensing db)

4. A database containing alf conversion processes and mapping tables; maintained by Tyler's deta
conversion team. This db translates the data from EG_Tempate Into the Enterprise Permitting &
Licensing db.
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+ Ali legacy data
sources
populated
into one db
within the
templated
table
structure.
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» Dh used to
map/translate
data hefore
passing into
EnerGov,
Stored
procedures
and functions
exist in this
db, which
becomes the
conversion
source code.

* FnerGov db
used by the
EnerGov
software.
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9.1.9 Progression of Conversion Development Process

rovide empty EG_Template
atabase to client

Database format will be SQL Server

vad legacy data into template

-|If there are multiple legacy data sources, all should

b Iaded into the one template SOL Hatabass

Manping process

Tyler iGCDH‘

Dependent an completed Enterprise Permitting &

Licensing configuration

Spreadsheets will be used to communicate
mapping values.

wviapping questions may arise and both parties may
need to discuss these until answers are agreed
upon.

iport-specific configuratidn

: ’{o Eiterprise Permitting &

ercaln f‘elds or values ray need to exd st fo

Customize conversion seripts

Tyler

Minar customuzatmn can be ex;;ected for many

conversions, hased on special requests from client.
ANy special requests would also be added Into the
conversion scripts at this time.

Canversion execution

Resuitmg Enterprise Permitting & ucensing o
il be prowded to the GCDH_

Review and either sign-off or
request thanges

GCDH ‘team wil revlew the data and the
interaction with itin the Enterprise Permitting &
Licensing software.

if it meets the dlient’s needs, sign-off will oceur. if
not, certain steps above may need to be repeated
unti! the GCOH signs off on the converslon,

Giotcester County Depertment of Heglth
Tyler Technologles, inc.

Page | 48




9.1.10Progression of Final Conversion Cutover Process (Go-Live)

gmpate database " TLE L T
onversion executxon Tyler Resultlng Enterpnse Perrmmng & Licensmg
database will be provided to GCOH team, This will
be the pmduct%on €nterprise Permitting & Licenslng

i [Tyter /Client |

9.1.11Data Import Areas
9.1.11.1 Business Management

»  Business entity {Only for Business Licensing)

»  License master hasic Information

v license Coniacts

x  Contacts—Unigue (keyed) contacts converted to global contacts
*  Non-keyed contacts converted to a Memo Custom Field or a standard note Parcel and Addresses
»  Reviews and Approvals —Converted to Activity

= fees

*  Bonds and Fscrow

x  Activities and Actions

= Conditlens

= Notes

= Holds

= |pitialized Workflows

w  Agtachments

@ Contractors

»  Business Types & NAICS codes

¥ Payment and Fee History

9.1.11.2 Comtnunity Development: Code Cases

= (Code Case master baslc information

n  Code Case Contacts and Properties

= Contacts— Unlque (keyed) contacts converied to global contacts
= Non-keyed contacts converted to a Memo Custom Field or a standard note
W Parcels and Addresses

= Reviews and Approvals — Converted to Activity Active Fees

= Activities and Actlons

* Notes

s Holds

= |nitialized Warkflows

a  Attachments
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Violations

o Fees
o Payments
o Notes

Meetings and Hearings
Zones

Reguests

Payment and Fee history

9.1.11.3 Community Development: Permits

Parmit master basic information

Permit Contacts

Contacts —Unigue (keyed) contacts converted to global contacts
Non-keyed contacts converted to 2 Mema Custorn Fleld or a standard note
Parcels and Addresses

Reviews and Approvais — Converted fo Activity

inspections and Inspection Cases

Sub-Permit Associations - Visible in workflow and attached records section
Fees

Meetings and Hearings

Bends and Escrow

Actlvities and Actions

Conditions

Notes

Zones

Holds

Renewais

Initialized Workflows

Attachments

Confractors

Projects

Payment and Fee Histary

91114 Community Development: Plans

Plan master basic information

Plan Contacts

Contacts — Unigue (keyed) contacts converted to giobal contacts
Non-keyed contacts cenverted to 3 Mema Custom Fleld or a standard nate
Parcels and Addresses

Reviews and Approvals —Converted to Activity

Inspections and Inspection Cases

Fees

Meetings and Hearings

Bends and Escrow

Activities and Actions

Conditions
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= Notes

= Zones

»  Holds

= initialized Workflows

= Attachments

% Projects

u  payment and Fee history
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10. Additional Appendiceé
10.1 Intentionally left blank.
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11. Project Timeline

11.1 Environmental Health Implementation Timeline
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Invoicing and Payment Palicy

We will provide you with the software and services set forth In the Agreement between the Parties,
Capitalized terms not stherwise defined wlll have the meaning assigned to such terms In the Agreement.

Invoicing: We will invoice you for the applicable software and services in the Agreement as set forth
below. Your rights to dispute any invoice are set forth in the Agreement.

1. SaaSFees. Saa$ Fees are invoiced on an annual basis, in advance. Szas Fees for the inftial term,
as defined In Section (1), page 1 of the Contract document section of this Agreement, are set
forth In the Invastrment Summary. Upon expiration of the initlal term, yeur annual Saa5 Fees will
be at our then-current rates.

2. implementation Services. Implementation and other professional services {Including training)
are billad and invoiced as delivered, at the rates set farth in the Investment Summary.

3, Expenses. The service rates in the Investment Surmmary do not include travel expenses.
Expenses for Tyler delivered services will be killed as incurred and only in accordance with our
then-current Business Travel Palicy, plus a 10% travei agency processing fee. Coples of recelpts
will be provided upon request; we reserve the right to charge you an administrative fee
depending on the extent of your requests. Receipts for miscellaneous items less than twenty-
five doliars and mHeage logs are not available.

Payment. Payment for undisputed invelces is due within forty-five (45) days of the invoice date. We

prefer to receive payments electronically. Our electronic payment information Is avaliable by contacting
AR@tviertech.com.
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techtologiss
SERVICE LEVEL AGREEMENT
AJK/A Exhibit C
A/K/A Annual Support and Hosting Statement of Work; A/K/A Statement of
Work (SOW)

Qverview

As mare particularly described in the Agresment, the DHD System Maintenance includes a non-
transferrable, limited, nonextlusive limited right to use the SaaS Services for named Client staff. This
includes:

s The use of the Client Production System in the offices,

o The use of the offline varsion of the System {"Field Client”),

o Software support, L.. correction of System-generated errors and identified bugs in the approved
and implemented System functionality, and work stoppage issues created by these errors,

» Hosting of Client data and complete System application,

s Technical support to Client staff handled through Client and Tyler Maintenance Support team
for modules on the current production System.

s Software Support

A. Software Version Releases
1. Although there are no formal software version releases, the DHD system is perfodically

updated to include system-wide fmprovements and features. As these updates are
completed, they sre implemented to the live system at no additional charge to the Client.

2. Tyler will notify the Client of any software modifications and revisions, The notification shall
include, but may neot be limited to, a statement describing the effect of including the
software change on the system, application programs, data files, workstation functions and
services, and parsonnel training recommendations.

B. ClientIssue Tracker

The System Includes the Client Issue Tracker module. The Client System Administrators (CSAs)
are able to enter issues, open tickets, and enter requests. CSAs can also monitor the progress of
the ticket as it moves through the system and are alerted when the issue is resolved. Each issue
is assigned a priority level and a status, so pending issues can be addressed in order from |
highest priority to lowest as defined by Client and specified to Tyler staff. |
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C. Bug/Error/Break Fixes

1. Bugs, errors, and braaks are defects in the product, that is, a deviation between the
functionality of the product and its actual performance. A bug fix Is required to change the
code to repair the hug. Bug fixes could be associated with a single line of code or large
portions of code thus requiring more development time.

2. Critical Bugs are defined as problems that create a Client work stoppage, problems that
affect the Client's ability to use the System as It was designed, problems that prevent the

Client from doing business, or problems that prevent the Client from submitting data to the
System. '

a} Ifthe Client reports an Tssue as a Critlcal Bug, Tyler staff will review and verify the status.
If the issue does not qualify as a Critical Bug as defined ahove, Tyler staff will update the
issite status, assign it to a Work Order, and notify Client.

3. Escalated Issues are defined as those Issues that de not meet the quatifications of a Critical
System Bug but still need to be addressed and correctad as soon as possible, e.g. before all
other issues in issue Tracker except Critical Bugs. Only Tyler staff is able to Escalate Issues.
The types of issues that can be elevatad fo an Escalated Issues status are:

a) Time-sensitive or urgent report requests that have a hard date and/or time deadine,
such as meadia requests or legislative reporis,

b) Time-sensitive or urgent change requests that have a hard date and/or time deadline,
such as state-mandated changes regarding permit renewals, licensing, or billing.

Additiona} charges may apply to escalated change requests that fall outside the original
Scape of Work.

4. Critical Bugs and Escalated Issues receive top priority in the maintenance schedule. When
Critical Bugs and Escalated Issues are reported, they are verified by Tyler, acknowledged,
and typically resolved within twenty-four {24) hours. If a Critical Bug will take longer than
twenty-four (24) hours to correct, the Client wili be notified of the proposed correction
within twenty-four {24) hours. If there are more than three {3) Escalated issues in the Client
System at one time, a2 Work Order will be created containing only the Escalated Issues, and
will be moved Into the development schedule as soon as possible. The estimated
turnaround for Escalated Issues is seven (7} business days.

5. A Work Order is defined as a list of issues, grouped by issue priority and system module,
created by Tyler staff and approved by the Client. Work Orders ray contain up to twenty
(20) issues and must be approved by Client signature before added to the maintenance
schedule. Once a Work Order is complete, the Client will have 30 calendar days te review,
test, and accept the Work Order by Client signature, or reject the ehienges in weiting, with
detalfed documentation of the reasons for rejection. Once the Client accepts the Work
Order, the changes will be pushed to the Client Production System within two {2) business
days. All ftems within 2 Work Order will be pushed to praduction at one time, not
-plecerneal. The estimated turnaround time for Work Orders is sixty {60) to ninety (90)
husiness days.
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a} Once a Work Order is pushed to the production system and verified by Client, the Client
will sign a completion form, indicating acceptance of all the issues within the Work
Order. No additional Work Orders will be moved Into development until the completion
form is signed.

D. State-Mandated Changes

1

During the course of this contract, the federal, state, or county laws, ordinances, policies, or
procedures may be changed or updated, and require the addition of fields to system screens
and/or format changes to printable forms, or a change in the format in which the data is
collected or output on a standard form directly relating to a modute included in the Client
Production System. Tyler will accommodate up to one {1) form change and ten {10) fieid
changes per medule annually. Further changes will be quoted on a case-by-case basis at the
standard rate of 5200 per hour.

In the event that major functionality or report changes are required as the vesult as a law or
ordinance change, the upgrade may require additional funding and will be quoted on a case-
hy-case basis at the standard rate-of $200 per hour.

E. System Enhancements

1

System Enhancements are defined as change requests and feature requests, which affect
System appearance and/or functionality not inciuded in the existing System functionality or
that fall outside the system Scope of Work and/or approved system documentation.

The Tylar Project Team on a case-by-case basis evaluates change requests. Each change
request will be reviewed against the original System scope of work and approved
specifications, and will be quoted to the Client at the standard per-hour development rate.

Feature requests are evaluated by the Tyler Project Team an a case-by-case basis. Each
request will be reviewed against the original scope of work and approved system
specifications, and will be guoted to the Client at the standard per-hour development rate.

All changes and enbancements to the system wili be quoted to the client on a case-by-case
basis. No billable werk will be performed until beth parties sign & written agreement that
includes scope of work, project timeline, and approved payment milestones.

Changes and features are first implemented and tested on Tyler's Development server.
After the change is approved internally, it is pushed to the Testing server. This server is the
Client’s testing environment, which is an exact replica of the production system. This testing
environment is standard in the system, and there is no extra fee for this feature. Once the
enhancements have been fully tested and approved by the Client, they are pushad to the
production system where they are immediately available to all users. There is no downtime
for any user, and no extra software installations are necessary.

Change and feature requests will be addressed in ninety ($0) to one hundred and twenty

{120} working days, depending on type of request, complexity, and current development
schedule.

i tyler
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F. Priorities

The Priority field helps define an issue’s importance to the Client and Is used to determine
delivery dates. The options are: Viery High, High, Medium, Low, and Very Low.

1.

The “Very High” status is reserved for Work Stoppage bugs only. The status of a Work
Stoppage Is strictly reserved for hugs that are preventing use of the system, Work Stoppage

Bugs are corrected within 24 hours unless otherwise potified by the Tyler Maintenance
Team,.

In the event of a major issue that Impacts production, procedures are in place to allow
immediate attention to focus on that item whether It requires programming resources or
other Tyler staff participation.

All escalatlon is handled through Tyler technical support. Depending on the type of Issua,
the system may escalate an item to one department or another {for example, Database
Administration, Project Management, or Davelopment). Any time an issue Is escalated to
senior technical staff the Client will receive an estimated correction time and a reason for
the escalation to senior tech staff.

G. Project Procadures

Each defiverable document or Work Order will ba approved in accordance with the following
procaedure:

1.

One printed draft of the dellverable document is submitted to the Client Project Manager,
with a deliverable acceptance document including an approval signature page. I is the
Client Project Manager's responsibliity to make and distribute additional coples to the other
raviewers.

Wwithin five (5) business days the Client Project Manager will either approve the deliverable
or provide the Tyler Project Team written documentation of the discrepancies.

The Tyier Project Manager will resubmit, In electronic form, the final version of the
deliverable document to the Client Project Manager for approval. The Client Project
Manager will provide final written approval within five {5) warking days.

Reasonabie detays In this approval process wili be considered and allowed if agreed by the
Tyler and the Client Project Manager.

H. Escalation Procedure

When a confiict arises between Client and Tyler, the project team member(s} will first strive to
resolve the problem internally. The following procedure will be followed if resolution is
required to a conflict arising during the parformance of this SOW:

n,a':
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1. tevel 1: If the project team cannot resolve the conflict within five {8) working days, the
Client Project Manager and Tyler Preject Manager will meet to resoive the issue.

2, level 2: If the conflict is not resolved within five (5) working days after being escalated to
Lavel 1, the Cllent Profect Sponsor will meet with the Tyler Project Executive and Project
Manager to resclve the [ssue.

3. level 3: If the confiict remains unresolved after Level 2 intervention, resolution will he
addressed In accordance with the Project Change Control Procedures or termination of this
S0OW, the Hosting SOW, and contract under the terins of the Agreement.

4. During any conflict resolution, Tyler agrees to provide services relating to items not in
dispute, 1o the extent practicabie pending resolution of the conflict.

. Rate for Additional Work

1. Changes to the system appearance and functionality will be guoted on a case-by-case hasis 5
at a rate of 5200 per hour, This price covers all prolect management and development staff
time. Travel and other expenses are not included in the per-hour price and may be quoted
separately as necessary. No billable work or trave] will be performed until both parties sign
a written agreement that includes scope of work, project timeline, and approved payment
milestones.

il. System Hosting
System Hosting Includes hardware support and maintenance for alf Tyler-controiled equipment involved

in hosting the Client’s systerm, data and appilcation storage, data and application backups, and disaster
recovery.

A, Connectivity
The DHD system Is accessed through an Internet browser and an Internet connection. No
additional Client connectivity s required to access the full functionality of the production DHD
systeim.

B. Data Storage

The data storage subsystem is configlred with 9 terabytes of storage and can be expanded at
any time if necessary for the term of the contract.

C. Backups
The System is 100% web-browser based and is hested on servers that Tyler malntains. Tyler is

respansible for backups, security administrations, and, problem resolutions. Tyler will run
nightiy backups of all data. The following backups are performed:

1. Nightly differentials,
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2. Weekly move backup,
3. Monthly backup rotation.

[3. Disaster Recovery

in the event that data recovery is nacessary following a disaster that would render data in the
primary database unrecoverable, Tyler would [ook first to the mest recent incremental backup
of data and attempt to restore. In the event that both the primary database and the incremental
hackup experienced a catastrophic failure, Tyler would restore from the nightly incremental
backup. In the event that all three of these data sources were unavailahle or had catastrophic
failuires, Tyler would retrieve the most recent daily or weekly backup from the long-term backup
storage and restora. An exception to this precess would be if data were available from another
backup source maintained at the Client site — at that polnt, If the client felt their copy was the
most up-to-date, Tyler would restore data from the copy the Client deemed appropriate.

E. Hardware Support

Hardware is defined as the processor(s), RAM, hard disk({s), motherboard, NIC card, and other
related components included in the Tyler server assigned to the Client System. All hardware
components directly relating to the Client System will function properly and any failed
component wiil bs replaced immediately at no additional Client cost. The replacement process
will begin when the cause of the problem has been determined. Hardware replacement is
guaranteed to take no more than four (4) hours.

F. Network Avaflahility

Network uptime occurs when the functionality of all Tyler network infrastructure including
cabling, switches, and routers, Is operating as designed. Network downiime occurs if the Tyler
servers are unable to transmit and/or receive data, and if the Client opens a service ticket for
the incident in the System ticket-tracking module. Network downtime is measurad from the
time the Client ticket is opened to the time the issues is resolved and the Tyler network comes
back online. The Tyler network will be available 99.9% of the time, excluding scheduled
maintenance or upgrades approved by both Client and Tyler.

G. Infrastructure Guarantee

Critical systems include all power and HVAC infrastructure, UPS equipment, and cabling. Power
supplies of individual servers are not included (see below for Hardware Guarantee). Critical
systems downtime cccurs when a Tyler server assigned to Client System is shut down because of
power or heat problems, and if the Client opens a service ticket for the incident in the Client
System ticket tracking madule, Critlcal system downtime is measured from the time the Client
ticket is opened to the time the issue is resolved and the Tyler server comes back online. Tyler
critical systems, including power and HVAC, are available 99.6% of the time, excluding scheduled
maintenance periods.

H. Maintanance and escalation (scheduled and unscheduled)

g tyler
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J.

1. Tyler will notify Client at [east 48 hours in advance of any scheduled network downtime for
System maintenance and service.

2. In the event of an unscheduled outage, Tyler will immediately notify the Client contact,
informing them of the outage and its estimated length. Should the outage Jast more than
four hours Tyler will provide an update to Client every four hours as to the system status.

3. Al] updates and notifications will be delivered via emall tc the Client contact.

Remedias

1. Should a Tyler cutage occur that results-in Client system unavailability In excess of the
guaranteed uptimes, Tyler will credit Client 5% of the monthly Saa$ fee for every 5% of
downtime with 95% as the first credit threshold. Credits will be applied toward future Saas
payments,

Exceptions

1. Delinguent customers may not take advantage of our uptime guarantee., Client must
request ail credits in writing within three (3} calendar days of the.reported downtime, and
the downtime must be from a single occurrence.

Hi. Customer Support

A,

C.

Gn-line Support: System Includes anline text based help down to the field level. Users can hover
the mouse over a field and popup text help for that field will appear.

Telephone Support: Telephone support for Client System Administrators batween the hours of
8:00 AM and 6:00 PM EST. There is a 24-hour emergency support Jine avaliable for Client
Systerm Administrators, but not general staff. General staff issues should be first directed to the
Citent District System Administrator to determine that the issue does not periain to Client
policy. If the issue is a [egitimate system use issue and the Client Disteict System Administrator is
unable to assist the user, the Cilent District System Administrator may call the Support line to
receive additiona! assistance from a Tyler staff member.

Virtual Support: Tyler technical staff can remote in to the application so that they can see the
exact screen that an employee is on at any time. This allows them the ability to assist as if they
were sitting next to the employea. The Client has to allow access to the systemn through the
Client firewall.

User Manual: Elecironic user manual documentation is cenfigured to reflect the custom
featuras of Client’s specific version on the application.

[V. Rolesand Responsibilities

£sponsibilitie

A;EJilslicatiun Support (Table | The Cilent wili be responsible for making some table changes to
Maintenance) the system using Tyler-developed tools through the DHD system.

i bjler
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ibllitisls

The Client will also be responsible for using isswe Tracker to
request changes to the system that are not available to them
through the system. Tyler is responsible for fully supporting the
application.

Communication

The Client is responsible for appointing a System Adminlstrator
who can verify and enter Issue Tracker ftems, set up users, etc.
This position requires no special software or hardware
knowledge and does not require a major time investment, Tyler
is responsible for notifying the dient of scheduled outings,
updates on system changes, etc. Both the Client and Tyler are
responsible for communication about the DHD system.

Connection

The Client Is responsible for monitoring and ensuring that the
Intarnet connection is working properiy.

Hardware Maintenance

The Client is responsible for all hardware purchased, Installed,
and used by the Client. Tyler is responsible for application and
server hardware and peripheral equipment pertaining to those
servers.

information Services | The Client is responsible for maintaining Client’s own technical

Technical staff as [t relates to the Client’s existing Infrastructure. Tyler will
be responsible for everything that applies to the production
system, data storage, and application and server hardware,

Network Support The Client is responsible for maintaining thelr own netwark

system so that users are able to access the Internet and a web
browser, Tyler Is responsible for all network support to
application and data servers.

Security Monitoring

The Client is responsible for monitoring Internet security and any
oiher security measures already in place. Additionally, the Client
will be responsible for maintaining the integrity of the Internal
user security (permissions, passwords, etc.). Tyler is responsible
for monitoring security at the data and appiication server lavel.

Software Updates

Tyler is responsible for ali software updates on the application.
The Client is responsible for other applicable software updates
on the Client's hardware {operating systems, Intemet hrowser,
etc.).

[The remainder of this page is left biank intentionally.]
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EXHIBIT D




4 Remiftance; u
& ®®® i . Tyler Technologlas, Inc. l nvoice
ib. N g (FEIN 75-2303620)
o - P.C, Box 203556 Invoice No Date Page
e {echnoltgies Dallas, TX 753203656 025-423171 080172023 1 of 4
Questions:

Tyier Technologles - Local Govemment
Phone:  1-800-772-2280 Press 2, then 2
Email:  ar@tylertech.com

Bitl To: GLOUGESTER COUNTY DEPARTMENT OF Ship Te: GLOUCESTER COUNTY DEPARTMENT OF
HEALTH AND HUMAN SERVICES HEALTH AND HUMAN SERVICES
204 EAST HOLLY AVENUE 204 EAST HOLLY AVENUE
SEWELL, NJ 08080 SEWELL, NJ 08080
E:stemer No. Ord No PO Number Currency Termns Due Date
49479 178313 UsD NET30 07/01/2023
Date Descripiion Units Rate Extended Prige
DHD - Environmental Health Data Management System Account - Annual Fea 1 23,292,714 2329214

Malriermnse; Start; 01A/2023, End: 30/Juv2024

*ATTENTION™
Suhtotal 2320214
Order your chacks and forms from ubtotal | |
Tyler Business Forms at 877-748-2090 or Sales Tax | 0,00 |

tylerbusinessforms.com to guarantee
100% compliance with your software. Invoice Total | 23,292.14 |




