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MUNIS — SOFTWARE AS A SERVICE AGREEMENT

This Software as a Service Agreement is made between Tyler Technologies, Inc. and Client.

WHEREAS, Client selected Tyler to provide certain products and services set forth in the Investment
Summary, including providing Client with access to Tyler’s proprietary software products, and Tyler
desires to provide such products and services under the terms of this Agreement;

NOW THEREFORE, in consideration of the foregoing and of the mutual covenants and promises set forth
in this Agreement, Tyler and Client agree as follows:

SECTION A — DEFINITIONS

o “Agreement” means this Software as a Services Agreement.

o “Business Travel Policy” means our business travel policy. A copy of our current Business Travel
Policy is attached as Schedule 1 to Exhibit B.

e “Client” means the City of Glendale, Arizona.

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

e “Data Storage Capacity” means the contracted amount of storage capacity for your Data for Tyler
Content Manager identified in the Investment Summary, which shall not exceed 2 terabytes of
Data at any time. Tyler will conduct periodic reviews of Client’s use of the Data Storage Capacity
and if such use exceeds 2 terabytes (or the then-current purchased amount), Tyler will provide
additional data storage in increments of 200 gigabytes at a cost of $1,000 per year per 200
gigabytes. Tyler will not immediately suspend any SaaS Services under this Agreement due to
Client exceeding its Data Storage Capacity without first attempting to resolve the dispute in
accordance with Section H(3) of the Agreement. Other than the foregoing limitation, this
Agreement sets no storage capacity limitations on the hosted applications.

o “Defect” means a failure of the Tyler Software to substantially conform to the functional
descriptions set forth in our written proposal included in the Best and Final (BAFO) response to
Attachment B from the City RFP, 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 forth in updated
Documentation.

e “Defined Concurrent Users” means the number of concurrent users that are authorized to use
the SaaS Services. The Defined Concurrent Users for the Agreement are as set forth in the
Investment Summary.

o “Developer” means a third party who owns the intellectual property rights to Third Party
Software.

¢ “Documentation” means 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.

o ‘“Effective Date” means the date on which your authorized representative signs the Agreement.

e “Force Majeure” means an event beyond the reasonable control of you or us, including, without




limitation, governmental action, war, riot or civil commotion, fire, natural disaster, or any other
cause that could not with reasonable diligence be foreseen or prevented by the party who fails to
comply with its obligations as expressed by this Agreement.

e “Investment Summary” means the agreed upon cost proposal for the products and services
attached as Exhibit A.

e “Invoicing and Payment Policy” means the invoicing and payment policy. A copy of our current
Invoicing and Payment Policy is attached as Exhibit B.

e “SaaS Fees” means the fees for the SaaS Services identified in the Investment Summary.

e “SaaS Services” means software as a service consisting of system administration, system
management, and system monitoring 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, including Downtime resolution under the terms of the SLA, and Data storage and
archiving. SaaS Services do not include support of an operating system or hardware, support
outside of our normal business hours, or training, consulting or other professional services.

e “SLA” means the service level agreement. A copy of our current SLA is attached hereto as Exhibit
C.

e “Statement of Work” means the industry standard implementation plan describing how our
professional services will be provided to implement the Tyler Software, and outlining your and
our roles and responsibilities in connection with that implementation. The Statement of Work is
attached as Exhibit E.

e “Support Call Process” means the support call process applicable to all of our customers who
have licensed the Tyler Software. A copy of our current Support Call Process is attached as
Schedule 1 to Exhibit C.

o “Term Start Date” means the first day of the first month following the Effective Date.

¢ “Third Party Terms” means, if any, the end user license agreement(s) or similar terms for the
Third Party Software, as applicable and attached hereto as Exhibit D by mutual agreement.

o “Third Party Hardware” means the third party hardware, if any, identified in the Investment
Summary.

¢ “Third Party Products” means the Third Party Software and Third Party Hardware.

e “Third Party Software” means the third party software, if any, identified in the Investment
Summary.

® “Tyler” means Tyler Technologies, Inc., a Delaware corporation, authorized to do business in the
State of Arizona.

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

o “we”, “us”, “our” and similar terms mean Tyler.

e ‘“you” and similar 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 purposes for the number of Defined Concurrent Users only.
The Tyler Software will be made available to you according to the terms of the SLA. You acknowledge
that we have no physical 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(8).



3.

SaaS Fees. You agree to pay us the SaaS Fees. Those amounts are payable in accordance with our
Invoicing and Payment Policy. The SaaS Fees are based on the number of Defined Concurrent Users
and amount of Data Storage Capacity. You may add additional Defined Concurrent Users or additional
Data Storage Capacity upon the terms set forth in Section H(1).

Ownership. You retain all ownership and intellectual property rights to the Data. Certain Data
provided by the City is considered confidential and may not be disclosed pursuant to State law.
Disclosure of confidential data may be a breach to this Agreement and cause for its termination in
accordance with its terms. We shall return to you all Client-owned or provided property and Data
that is no longer needed to perform our obligations under the non-terminated portions of the
Agreement within fifteen (15) days of the termination or expiration of this Agreement. We are
responsible for and must account for all Client-owned or provided property and Data in the possession
of Tyler, and we shall bear the risk of loss for such property and Data while in our sole possession.
Client-owned or provided property and Data may only be used by us in connection with the
performance of our obligations under the Agreement. We acknowledge that we have no implied
license to use the Client-owned or provided property or Data other than for Client’s benefit as
contemplated under the Agreement.

We retain all ownership and intellectual property rights to the SaaS Services, the Tyler Software, and
anything developed by us under this Agreement. You do not acquire under this Agreement any license
to use the Tyler Software in excess of the scope and/or duration of the Saa$ Services.

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

Disentanglement. Upon termination or expiration of this Agreement, we will cooperate with you and
any alternate service provider designated by you and otherwise promptly take all reasonable actions
required to assist you in effecting a complete disentanglement. We will provide all information and
assistance regarding the terminated services required for disentanglement, including data conversion,
interface specifications, and related professional services. We will provide Data back to Customer in
a standard Microsoft sql backup file at no cost. We will provide for the prompt and orderly conclusion
of all work, as you may direct, including completion or partial completion of projects, documentation
of all work in progress, and other measures to assure an orderly transition to you or your designee.
All such activities and services relating to disentanglement (collectively “Disentanglement Services”)
will be billed to you on a time and materials basis in accordance with our then-current pricing.
Disentanglement Services will include developing an orderly transition plan and giving you the right
to obtain or continue to use any hardware or software, or obtain any third party contracts, to the
extent reasonable. Notwithstanding the foregoing, you will not owe any charges for Disentanglement
Services to the extent you terminated this agreement pursuant to Section F(2.2) (For Cause) or (2.5)
(Conflict). Upon written authorization by you, we will destroy all Data, including Client Data stored on
system backups, temporary files, or other storage media. Once the destruction of Data is complete,
we will send notification to you that the Data has been destroyed and cannot be reproduced.

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 operations; (b)
modify, make derivative works of, disassemble, reverse compile, or reverse engineer any part of the
Saas Services; (c) access or use the SaaS 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, sell, rent, lease,
transfer, assign, distribute, display, host, outsource, disclose, permit timesharing or service bureau



use, or otherwise commercially exploit or make the Saa$ Services, Tyler Software, or Documentation
available to any third party other than as expressly permitted by this Agreement.

8. Software Warranty. We warrant that the Tyler Software will perform without Defects during the term
of this Agreement. If the Tyler Software does not perform as warranted, Tyler will use all reasonable
efforts, consistent with industry standards, to cure the Defect in accordance with the maintenance
and support process set forth in Section C(8), below, the SLA and our then current Support Call
Process. Except for methods required for security purposes, as of the Effective Date, Tyler warrants
that the Software will be free from any viruses, worms, disabling programming codes, instructions or
other such items that may threaten, infect, damage, disable or otherwise interfere with the permitted
use of the Software.

9. Solution Longevity. Provided adherence to the use and payment obligations in this Agreement, Tyler
certifies that the Tyler Software listed in the Investment Summary will remain available and supported
for a minimum of seven (7) years from the Effective Date.

10. SaaSs Services.

10.1  OurSaas Services are audited at least yearly in accordance with the AICPA’s Statement on Standards
for Attestation Engagements (“SSAE”) No. 16, Type 2. We have attained, and will maintain, Type I
SSAE compliance, or its equivalent, for so long as you are timely paying for SaaS Services. Upon
execution of this Agreement and upon your written request, we will provide you with a summary of
our SSAE-16 compliance report or its equivalent. Every year thereafter, for so long as the Agreement
is in effect, Tyler shall notify City within 30 days if Tyler is non-compliant.

10.2  You will be hosted on shared hardware in a Tyler data center, but in a database dedicated solely
for the City’s data storage and use, which is inaccessible to our other customers.

10.3  We have fully-redundant telecommunications access, electrical power, and the required
hardware to provide access to the Tyler Software in the event of Force Majeure 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 a 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. In no case shall the recovery point objective
(“RPO") exceed a maximum of twenty-four (24) hours from declaration of disaster. For purposes of
this subsection, RPO represents the maximum tolerable period during which your data may be lost,
measured in relation to a disaster we declare , said declaration will not be unreasonably withheld or
delayed. For the purposes of this Section 10.3 and Section 10.4, a “disaster” shall be that point at
which Tyler abandons data restoration efforts in the hosting facility in which your data is located
and commences data restoration efforts in an alternate hosting location.

10.4  Inthe event we declare a disaster, our Recovery Time Objective (“RTO”) is twenty-four (24)
hours. For purposes of this subsection, RTO represents the amount of time, after we declare a
disaster, within which your access to the Tyler Software must be restored.

10.5 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
prevention systems to monitor malicious activity in the network and to log and block any such
activity We will provide you with a written or electronic record 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. In
the event we detect unauthorized access to your databases resulting from a breach or failure to
follow security protocols, we will provide notice to you if and as required by applicable state data
breach notification law (Ariz. Rev. Stat. § 18-545). In any event, we will reasonably cooperate with



you in providing information to enable you to meet your obligations under applicable state data
breach notification law. We will undertake 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 Saa$S Services or environments related to the Tyler Software.
Unauthorized attempts to access files, passwords or other confidential information, and
unauthorized vulnerability and penetration test scanning of our network and systems (hosted or
otherwise) is prohibited without the prior written approval of our IT Security Officer.

10.6  We test our disaster recovery plan on an annual basis. Our standard test is not client-specific.
Should you request a client-specific recovery test, we will work with you to schedule and execute
such a test on a mutually agreeable schedule at no cost to the City.

10.7  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. At your
written request, we will provide test results of our last performed non-client specific Disaster
Recovery tests to you within a commercially reasonable timeframe after receipt of the request, not

to exceed two (2) weeks’ time, after receipt of the request.
10.8  We provide secure data transmission paths from each of your workstations to our servers.

10.9 For at least the past ten (10) years, all of our employees have undergone criminal background
checks prior to hire. Tyler warrants that it will not knowingly assign employees to your project who
would have access to Client Data if such employees have been convicted of data or identity theft or
other crimes that would make them unfit to service the City as a client under this Agreement. All
employees sign our confidentiality agreement and security policies. Our data centers are accessible
only by authorized personnel with a unique key entry. All other visitors 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.

SECTION C — OTHER PROFESSIONAL SERVICES

1. Other Professional Services. We will provide you the various implementation-related services

itemized in the Investment Summary and described in the Statement of Work.

2. Personnel Assignments and Changes. After the Effective Date, and in coordination with the Project
kick-off activities identified in the Statement of Work, we will make project staffing assignments.
Upon request, we will provide you with project resumes, demonstrating relevant past project
experience, for our personnel that are allocated for potential onsite services on your project. You
agree that those resumes are for your information and planning purposes only. Once our project team
is assembled and your counterparts have been identified, both parties agree that, except for reasons
outside of their control, they will not remove that staff and personnel from their assigned project
roles without reasonable advance notice and good cause, and that they will work together to mitigate
project impacts after any such removal. The parties will also work together to manage the project
impact resulting from the temporary unavailability of project staff from either party. In the event our
personnel is/are not providing services consistent with our services warranty, you will notify us of that
deficiency and give us a reasonable opportunity to correct it. In the event the deficiency persists, we
will replace that personnel, upon written request and demonstration of good cause. Replacement
staff will be assigned following the same processes set forth above and shall have, at minimum, the
reasonably equivalent experience as the person being replaced. We agree to use commercially
reasonable efforts to maintain consistency of project personnel and commit to replacement resources
having sufficient project knowledge, without additional cost to you, prior to rendering services, in

accordance with contractual requirements.



Professional Services Fees. You agree to pay us the professional services fees in accordance with this
Agreement, including the Invoicing and Payment Policy in the amounts set forth in the Investment
Summary. The amounts for professional services set forth in the Investment Summary shall not be
exceeded without a duly executed written amendment to this Agreement, as further provided in
Section C(3). We will bill you the actual fees 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 applicable hourly rate by the quoted hours.

Additional Services. The Investment Summary contains, and the Statement of Work describes, the
scope of services and related costs (including programming and/or interface estimates) required for
the project based on our understanding of the specifications you supplied. Tyler certifies, that in its
professional judgment, the services included in the Agreement are reasonably sufficient to deliver
the scope of work as mutually agreed and indicated in and through this Agreement upon its
execution, provided each party timely meets its obligations under the Agreement. If additional work
(inclusive of software modifications) is required, or if you use or request additional services, we will
provide you with a written quote and proposal for amending to this Agreement, including the costs
for the additional work. The price quotes in the written proposal will be valid for thirty (30) days
from the date of the quote. We acknowledge and agree that you may identify functionality that was
not documented as a requirement in your RFP or addressed in our Proposal, and you may request
that this functionality be provided during the implementation. There may be occasions when that
functionality is easily delivered, and no cost will be associated.

Cancellation. If travel is required, we will make all reasonable efforts to schedule travel for our
personnel, including arranging travel reservations, at least 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 liable for all non-refundable expenses incurred by us on your behalf. We
will make all reasonable efforts to reassign personnel 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. The personnel we assign shall have the necessary skills, experience and
knowledge to perform their assigned duties. In the event we provide services that do not conform to
this warranty, we will re-perform or provide such remedial services as the parties may agree at no
additional cost to you. Nothing in this provision shall be construed to prevent the City from pursuing
remedies it otherwise has available at law.

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 reasonable security protocols or other written policies in
effect as of the Effective Date, and thereafter as mutually agreed to by you and us.

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 all reasonable efforts
to cooperate with and assist us as may be reasonably required to meet the agreed upon project
deadlines and other milestones for implementation. This cooperation includes at least working with
us to schedule the implementation-related services outlined in this Agreement. Neither party not be
liable for failure to meet any deadlines and milestones when such failure is due to Force Majeure or
to the failure by the other party’s personnel to provide such cooperation and assistance (either
through action or omission).

9. Maintenance and Support. For so long as you timely pay your SaaS Fees according to the Invoicing




and Payment Policy, but subject to Section E(2) below, then in addition to the terms set forth in the
SLA and the Support Call Process, we will:

9.1 perform our maintenance and support obligations in a professional, good, and workmanlike
manner, consistent with industry standards, to resolve Defects in the Tyler Software (limited to
the current version and the immediately prior version);

9.2 provide telephone support during our established support hours;

9.3 maintain personnel 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 available to you all major and minor releases of the Tyler Software (including updates and
enhancements) that we make generally available without additional charge to customers who
have a maintenance and support agreement in effect; and

9.5 provide non-Defect resolution support of prior releases of the Tyler Software in accordance with
our then-current release life cycle policy.

9.6 Updates to Tyler software will only be applied upon the City’s request and on a schedule mutually
agreed upon by the parties, subject to Tyler’s then-current release life cycle policy.

Tyler will use all reasonable efforts to perform support services remotely. Tyler will use all reasonable
efforts to utilize SecurelLink, the City’s preferred third party secure unattended connectivity tool. In the
event, additional tools such as Bomgar or GoToAssist are needed, Tyler will work with the City on a case-
by-case basis. Therefore, you agree to maintain a high-speed internet connection capable of connecting
us remotely to your PCs and server(s). You agree to provide us with a login account and local
administrative privileges as we may reasonably require to perform remote services. We will, at our
option, use the secure connection 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 determined that the reason onsite support was required was a reason outside 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,
or other equipment reasonably necessary for us to provide the maintenance and support services, all at
no charge to us. We strongly recommend that you also maintain your VPN for backup connectivity
purposes, but this recommendation is not a requirement imposed on the City under this Agreement.

Tyler’s 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 Tyler's Support
Call Process. Requested services such as those outlined in this section will only be provided after receiving
your written authorization and would be billed to you on a time and materials basis as indicated in a
written, signed amendment to this Agreement. You must request those services with at least one (1)
weeks’ advance notice.

SECTION D — THIRD PARTY PRODUCTS
1. Third Party Hardware. We will sell, deliver, and install onsite the Third Party Hardware, if you have

purchased any, for the price set forth in this Agreement, including the Investment Summary. Those
amounts are payable in accordance with our Invoicing and Payment Policy.

2. Third Party Software. As part of the SaaS Services, you will receive access to the Third Party Software




3.

and related documentation for internal business purposes only. Your rights to the Third Party
Software will be governed by the Third Party Terms.

Third Party Products Warranties.

3.1 We are authorized by each Developer to grant access to the Third Party Software.

3.2 The Third Party Hardware will be new and unused, and upon payment in full, you will receive free
and clear title to the Third Party Hardware.

3.3 You acknowledge that we are not the manufacturer of the Third Party Products. We do not
warrant or guarantee the performance of the Third Party Products. However, we grant and pass
through to you any warranty that we may receive from the Developer or supplier of the Third
Party Products.

SECTION E - INVOICING AND PAYMENT; INVOICE DISPUTES

Invoicing and Payment. We will invoice you the SaaS Fees and fees for other professional services in
the Investment Summary per our Invoicing and Payment Policy, subject to Section E(2).

Invoice Disputes. 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 detail of the dispute so that we can
respond with either a justification of the invoice, an adjustment to the invoice, or a proposal to resolve
the dispute. We will 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 issues presented in your notice. You may
withhold payment of the amount(s) actually in dispute, and only those amounts, until we resolve the
dispute in accordance with this section or Section H(3) below, if and as applicable. If we are unable
to complete the action items outlined in the action plan because of your failure to complete the items
agreed to be done by you, then you will remit full payment of the invoice. Tyler will continue to
provide services while an invoice is in dispute and during any informal or formal dispute resolution
process provided it is reasonable to do so under the circumstances.

We reserve the right to suspend delivery of all SaaS Services, including maintenance and support
services, if you fail to pay an invoice not disputed as described above within thirty (30) days of notice
of our intent to do so.

SECTION F — TERM AND TERMINATION

1.

Term. The initial Term of this Agreement is five (5) years. The Term shall begin on the first day of the
month following the Effective Date, unless earlier terminated as set forth below, and expire on the 5-
year anniversary of such date, unless extended and renewed by the mutual agreement of the parties.
This Agreement may be extended and renewed for five (5) additional one (1) year renewal terms. The
City will provide notice to Tyler in writing at least thirty (30) days prior to the end of the initial term
or any subsequent renewal term of this Agreement of its intent to exercise any remaining renewal
option and continue services, to the extent permitted by law. Unless the term is extended, the City’s
right to access or use the Tyler Software and the Saa$S Services will terminate at the end of the then-
current term period.

Termination. This Agreement may be terminated as set forth below. In the event of termination, you
will pay us for all undisputed fees and expenses related to the software, products, and/or services you
have received, or we have incurred or delivered, prior to the effective date of termination. Disputed



fees and expenses in all terminations other than your termination for cause must have been
submitted as invoice disputes in accordance with Section E(2).

2.1 Failure to Pay SaaS Fees. You acknowledge that continued access to the SaaS Services is
contingent upon your timely payment of SaaS Fees. If you fail to timely pay the Saa$S Fees, we
may discontinue the SaaS Services and deny your access to the Tyler Software. We may also
terminate this Agreement if you don’t cure such failure to pay within forty-five (45) days of
receiving written notice of our intent to terminate.

2.1.1 For Cause. The Client has the right to terminate this Agreement at any time if Tyler
breaches any term or condition hereof. Prior to such termination becoming effective, the
Client will provide Tyler a notice and a 30-day opportunity to cure the alleged breach. The
Client may terminate the Agreement at the conclusion of the “cure” period by providing
Tyler an additional notice, may extend the “cure” period, allowing Tyler additional time
to return to compliance, or may invoke the Dispute Resolution clause set forth in Section
H(3).

2.1.2 For Convenience. The City has the right to terminate this Agreement at any time after
the second anniversary of the Effective Date, without cause and without penalty, and
even if Tyler does not breach any term or condition hereof.

2.2 Force Majeure. Either party has the right to terminate this Agreement if a Force Majeure event
suspends performance of the SaaS Services for a period of forty-five (45) days or more subject to
the provisions of H(10).

2.3 Lack of Appropriations. If you should not appropriate or otherwise make available funds sufficient
to utilize the Saa$ Services, you may unilaterally terminate this Agreement upon thirty (30) days
written notice to us. You will not be entitled to a refund or offset of previously paid, but unused
SaaS Fees. You agree not to use termination for lack of appropriations as a substitute for
termination for convenience.

2.4 Conflict. You may cancel this Agreement in the event of a breach of the terms of A.R.S. § 38-511.

SECTION G — INDEMNIFICATION, LIMITATION OF LIABILITY AND INSURANCE

1. Intellectual Property Infringement Indemnification.

1.1 We will defend you against any third party claim(s) that the Tyler Software or Documentation
infringes that third party’s patent, copyright, or trademark, or misappropriates its trade secrets,
and will pay the amount of any resulting adverse final judgment (or settlement to which we
consent). You must notify us promptly in writing of the claim and give us sole control over its
defense or settlement. You agree to provide us with reasonable assistance, cooperation, and
information in defending the claim at our expense.

1.2 Our obligations under this Section G(1) will not apply to the extent the claim or adverse final
judgment is based on your use of the Tyler Software in contradiction of this Agreement, including
with non-licensed third parties, or your willful infringement.

1.3 If we receive information concerning an infringement or misappropriation claim related to the
Tyler Software, we may, at our expense and without obligation to do so, either: (a) procure for
you the right to continue its use; (b) modify it to 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 claim 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
enjoined by a court of competent jurisdiction, in addition to paying any adverse final judgment



(or settlement to which we consent), we will, at our option, either: (a) procure the right to
continue its use; (b) modify it to make it non-infringing; (c) replace it with a functional equivalent;
or (d) terminate this Agreement and refund you 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 does not prevent the City from pursuing remedies it may otherwise have available at law.

2. General Indemnification.

2.1 We will indemnify and hold harmless you and your agents, officials, and employees from and
against any and all third-party claims, losses, liabilities, damages, costs, and expenses (including
reasonable attorney's fees and costs) for (a) personal injury or property damage to the extent
caused by our negligence or willful misconduct; or (b) our violation of a law applicable to our
performance under this Agreement. You must notify us promptly in writing of the claim and give
us sole control over its defense or settlement. You agree to provide us with reasonable assistance,
cooperation, and information in defending the claim at our expense.

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 third-party claims, losses, liabilities,
damages, costs, and expenses (including reasonable attorney's fees 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 notify you
promptly in writing of the claim 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
claim at your expense.

3. DISCLAIMER. EXCEPT FOR THE EXPRESS WARRANTIES PROVIDED IN THIS AGREEMENT AND TO THE
MAXIMUM 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
FITNESS FOR A PARTICULAR PURPOSE.

4. LIMITATION OF LIABILITY. 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 STRICT LIABILITY, SHALL BE LIMITED TO YOUR
ACTUAL DIRECT DAMAGES, NOT TO EXCEED (A) DURING THE INITIAL TERM, AS SET FORTH IN
SECTION F(2), TOTAL FEES PAID AS OF THE TIME OF THE CLAIM; OR (B) DURING ANY RENEWAL
TERM, THE THEN-CURRENT ANNUAL SAAS FEES PAYABLE IN THAT RENEWAL TERM. THE PRICES SET
FORTH IN THIS AGREEMENT ARE SET IN RELIANCE UPON THIS LIMITATION OF LIABILITY. THE
FOREGOING LIMITATION OF LIABILITY SHALL NOT APPLY TO CLAIMS THAT ARE SUBJECT TO
SECTIONS G(1) AND G(2).

5. EXCLUSION OF CERTAIN DAMAGES. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW,
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. During the course of performing services under this Agreement, we agree to maintain the
following levels of insurance: (a) Commercial General Liability on an “occurrence” basis for bodily
injury and property damage including products-completed operations, personal injury and advertising
injury, with limits no less than $1,000,000 per occurrence, $2,000,000 Aggregate.; (b) Automobile
Liability covering any auto (Code 1), hired autos, {Code 8) and non-owned autos (Code 9), with limit
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no less than $1,000,000 per accident for bodily injury and property damage; (c) Professional Liability
of at least $3,000,000 per occurrence or claim. Policy shall include cyber liability with individual and
privacy notification costs, regulatory defense and penalties, cyber extortion and data protection loss.
The minimum limit for individual notification costs shall not be less than $2,000,000 per occurrence
or claim. If policy is provided on a claims-made basis, the retroactive date must be shown and must
be before the date of the contract or the beginning of contract work; (d) Workers Compensation per
Arizona statutory requirements and Employer’s Liability with limits no less than $1,000,000 per
accident for bodily injury or disease; and (e) Excess/Umbrella Liability policy of at least $5,000,000.
The Client, its officers, officials, employees, and volunteers are to be named as additional insureds on
the CGL policy and Auto policy, which will automatically add you as an additional insured to Tyler’s
Excess/Umbrella liability policy. Tyler will provide the City with copies of certificates of insurance prior
to the commencement of any work. Failure to provide the required documents shall not waive Tyler’s
obligation to provide them.

If Tyler maintains higher limits than the minimums shown above, the Client requires and shall be
entitled to coverage for the higher limits maintained by Tyler.

Tyler shall provide notice to Client within thirty (30) days of cancelation or non-renewal of any
coverage set forth above.

Insurance for professional liability shall be maintained for at least two (2) years after completion of
the contract work.

WAIVER OF SUBROGATION

Tyler hereby grants to Client a waiver of any right to subrogation for CGL and Auto coverage under
this Agreement and Worker’ Compensation coverage under this Agreement which any insurer of Tyler
may acquire against the Client by virtue of the payment of any loss under such insurance. Tyler agrees
to obtain any endorsement that may be necessary to affect this waiver of subrogation, but this
provision applies regardless of whether or not the Client has received a waiver of subrogation
endorsement from the insurer.

Acceptability of Insurers

Insurers must be authorized to conduct business in the State of Arizona as authorized by the
Department of Insurance. Insurance is to be placed with insurers with a current A.M. Best’s rating of
no less than A:VII, unless otherwise acceptable to the Client.

Verification of Coverage

Tyler shall furnish the Client with original certificates and amendatory endorsements or copies of the
applicable policy language effecting coverage required by this clause. All certificates and
endorsements are to be received and approved by the Client’s contact before work commences. DO
NOT SEND CERTIFICATES TO RISK MANAGEMENT. Failure to obtain the required documents prior to
the work beginning shall not waive Tyler’s obligation to provide them.

Subcontractors

Tyler shall require and verify that all subcontractors maintain insurance meeting all the requirements
stated herein.

Special Risks or Circumstances

The parties hereto reserve the right to modify these requirements, including limits, based on the
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nature of the risk, prior experience, insurer, coverage, or other special circumstances, in a subsequent
written and signed amendment to this Agreement.

SECTION H — GENERAL TERMS AND CONDITIONS

1. Additional Products and Services. You may purchase additional products and services at the rates set
forth in the Investment Summary for twenty-four (24) months from the Effective Date by executing a
mutually agreed addendum. If no rate is provided in the Investment Summary, you may purchase
additional products and services at our then-current list price, also by executing a mutually agreed
addendum. The terms of this Agreement will control any such additional purchase(s), unless
otherwise specifically provided in the addendum. In accordance with Sections B(2) and C(2), without
limitation, the prices set forth in Exhibit A are agreed upon for the scope of software and services set
forth herein. We will not increase without mutual written agreement of the parties.

2. Optional ltems. Pricing for any listed optional products and services in the Investment Summary will
be valid for twenty-four (24) months from the Effective Date.

3. Dispute Resolution. The parties commit to resolving all disputes promptly, equitably, and in a good-
faith, cost-effective manner.

3.1 Application. The provisions of this section will be used by the parties to resolve all controversies,
claims, or disputes ("Dispute") arising out of or related to this Agreement, including any disputes
regarding payment and any alleged breaches of this Agreement.

3.2 Initiation. A party may initiate a Dispute by delivery of written notice of the Dispute, including
the specifics of the Dispute, to the Representative of the other party within thirty (30) days of
becoming aware of such Dispute.

3.3 Informal Resolution. When a Dispute notice is given, each party will designate a member of its
senior management who will be authorized to expeditiously resolve the Dispute.

i. The parties will provide each other with reasonable access during normal business hours
to any and all non-privileged records, information and data pertaining to any Dispute in
order to assist in resolving the Dispute as expeditiously and cost effectively as possible;

ii. The parties' senior managers will meet within 15 business days to discuss and attempt to
resolve the Dispute promptly, equitably, and in a good faith manner, and

ii. The Senior Managers will agree to subsequent meetings if both parties agree that further
meetings are necessary to reach a resolution of the Dispute.

3.4 If the parties are unable to resolve the Dispute by negotiation within 60 days from the Dispute
notice, and unless otherwise informal discussions are extended by the mutual agreement, either
party may assert whatever rights, claims, remedies or defenses it has in a court of competent
jurisdiction in the State of Arizona.

3.5 Costs. The non-prevailing party, will pay all of the prevailing party's costs and expenses, including
reasonable attorney's fees and court costs, if so ordered by a Court of competent jurisdiction or
required by applicable law.

3.6 Unless otherwise agreed to in writing, Tyler must continue to perform and maintain progress of
required Services during any Dispute resolution process or court proceedings, and City will
continue to make payment to Tyler in accordance with this Agreement for any matters not in
dispute.

4. Taxes. The fees in the Investment Summary do not include any taxes, including, without limitation,
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10.

11.

12.

sales, use, or excise tax. If you are a tax-exempt entity, you agree to provide us with a tax-exempt
certificate. Otherwise, we will pay all 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 state, as applicable, arising
from our performance of this Agreement.

Nondiscrimination. We will not discriminate against any person employed or applying for
employment concerning the performance of our responsibilities under this Agreement. This
discrimination prohibition will apply to all matters of initial employment, tenure, and terms of
employment, or otherwise with respect to any matter directly or indirectly relating to employment
concerning race, color, religion, national origin, age, sex, sexual orientation, ancestry, disability that
is unrelated to the individual's ability to perform the duties of a particular job or position, height,
weight, marital status, or political affiliation. We will post, where appropriate, all notices related to
nondiscrimination as may be required by applicable law.

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 all of our employees assigned to your
project. To the extent applicable under A.R.S. § 41-4401, we will comply with the E-Verify
requirements under A.R.S. § 23-214(A) and will reasonably cooperate to provide evidence of
compliance therewith.

No Boycott of Israel. The Parties agree that they are not currently engaged in, and agree that for the
duration of the Agreement they will not engage in, a boycott of Israel, as that term is defined in
§A.R.S. 34-393.

Subcontractors. We will not subcontract any services under this Agreement.

Binding Effect; No Assignment. This Agreement shall be binding on, and shall be for the benefit of,
either your or our successor(s) or permitted assign(s). Neither party may assign this Agreement
without the prior written consent of the other party; provided, however, your consent is not required
for an assignment by us as a result of a corporate reorganization, merger, acquisition, or purchase of
substantially all of our assets.

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
Majeure; 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 including a reasonable amount of time required to address issues
stemming from the Force Majeure event and reasonable time required for the restoration of normal
business activities.

No Intended Third Party Beneficiaries. This Agreement is entered into solely for the benefit of you
and us. No third party will be deemed 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; Amendment. This Agreement and all associated Exhibits represent the entire
agreement between you and us with respect to the subject matter hereof, and supersedes any prior
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13.

14.

15.

16.

17.

agreements, understandings, and representations, whether written, oral, expressed, implied, or
statutory. This Agreement incorporates the following attachments in descending order of
constructive precedence: (1) this Agreement, (2) Tyler’s Proposal and Best and Final Offer, attached
hereto as Exhibit F, and (3) the City’s RFP 17-05 Requirements attached hereto as Exhibit G. This
Agreement may only be modified by a written amendment signed by an authorized representative of
each party.

Severability. If any term or provision of this Agreement is held invalid or unenforceable, the remainder
of this Agreement will be considered valid and enforceable to the fullest extent permitted by law.

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 each and every
term of this Agreement thereafter.

Independent Contractor. We are an independent contractor for all purposes under this Agreement.

Notices. All notices or communications required or permitted as a part of this Agreement, such as
notice of an alleged material breach for a termination for cause or a dispute that must be submitted
to dispute resolution, must be in writing and will be deemed delivered upon the earlier of the
following: (a) actual receipt by the receiving party; (b) upon receipt by sender of a certified mail, return
receipt sighed by an employee or agent of the receiving party; (c) upon receipt by sender of proof of
email delivery; or (d) if not actually received, five (5) days after deposit with the United States Postal
Service authorized mail center with proper postage (certified mail, return receipt requested) affixed
and addressed to the other party at the address set forth on the signature page hereto or such other
address as the party may have designated by proper notice. The consequences for the failure to
receive a notice due to improper notification by the intended receiving party of a change in address
will be borne by the intended receiving party.

Confidentiality. Both parties recognize that their respective employees, officers, elected officials, 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 disclose any confidential information of the other party and further agrees to
take all reasonable and appropriate action to prevent such disclosure by its employees or agents. The
confidentiality 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, officers, elected officials, or agents;

(b) a party can establish by reasonable proof was in that party's possession at the time of initial
disclosure;

(c) a party receives from a third party who has a right to disclose it to the receiving party; or

(d) is the subject of a legitimate disclosure request under the open records laws or similar
applicable public disclosure laws governing this Agreement; provided, however, that in the
event you receive an open records or other similar applicable request, you will give us prompt
notice and otherwise perform the functions required by applicable law.
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18.

19.

20.

21.

22.

Business License. We recognize and agree that we have the obligation to obtain necessary local
business licenses in accordance with relevant law. The City has no obligation to approve or assist in
the preparation of any such application for a license and cannot and will not provide Tyler with legal
advice regarding any relevant permitting process.

Governing Law. This Agreement will be governed by and construed in accordance with the laws of
the state of Arizona, without regard to its rules on conflicts of law.

Multiple Originals 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,
photocopied, or similarly reproduced signature on this Agreement or any amendment hereto will be
deemed an original signature and will be fully enforceable as if an original signature. Each party
represents to the other that the signatory set forth below is duly authorized to bind that party to this
Agreement.

Cooperative Procurement. To the maximum extent permitted by applicable law, we agree that this
Agreement may be used as a cooperative procurement vehicle by eligible jurisdictions. We reserve
the right to negotiate and customize the terms and conditions set forth herein, including but not
limited to pricing, to the scope and circumstances of that cooperative procurement.

Contract Documents. This Agreement includes the following exhibits:

Exhibit A Investment Summary
Exhibit B Invoicing and Payment Policy
Schedule 1: Business Travel Policy
Exhibit C Service Level Agreement
Schedule 1: Support Call Process
Exhibit D Third Party Terms
Exhibit E Statement of Work
Exhibit F Tyler’s Proposal and Best and Final Offer to RFP 17-05

Exhibit G Glendale, AZ RFP 17-05 Requirements
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IN WITNESS WHEREOF, a duly authorized representative of each party has executed this Agreement as
of the date(s) set forth below.

Tyler TecWie . /j ‘ City of Glendale, Arizona
By 22 Ay L By:
4 z
Name:_Christopher P. Hepburn Name:
Title:_ President, ERP & School Division Title:
Date:  June 2,2017 Date:
Address for Notices: Address for Notices:
Tyler Technologies, Inc. City of Glendale, Arizona
One Tyler Drive 5850 W Glendale Avenue, Suite 317
Yarmouth, ME 04096 Glendale, AZ 85301
Attention: Chief Legal Officer Attn: Connie Schneider, C.P.M.
Copy to:
City of Glendale, Arizona
5850 W Glendale Avenue

Glendale, AZ 85301
Attention: Glendale City Attorney
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tyler

technologies

Exhibit A
Investment Summary
The following Investment Summary details the software and services to be delivered by us to you under
the Agreement. This Investment Summary is effective as of the Effective Date. Capitalized terms not

otherwise defined will have the meaning assigned to such terms in the Agreement.

[Remainder of Page Intentionally Blank]

17



6401 AVILNIAIANOD L1-¢¢-€-86€L2-L10C

00°0% 00°G29'vv$ Ge 00'¥8L°LY$ G 9|0BAIDd9Y SIUNO2OY
:anuUaAay

00°0$ 00'068°21$ 14! 00'9/6°0¢$ S wawabeue 3SIy
00°0% 00°059°/$ 9 0080Z°0L$ S Buninioey
00°000°¥€$ 00°62€°25$ Sy 00'¥58'85% S SS3/Mm [j04hed
00°0%$ 00°005'Ge$ 0C 00°909°61$ S JaWwabeuepy Jusiel @ S82IN0SY UBWNH
;Juswabeuey [eypden uewny

000% 00'6ze'08% €9 00'1£6'28% *] Buiseyoind
00°0$ 00°068°21$ 14" 00°'895°62$ S BunuNoooY Juels) B 1980id
00°0$ 00'621L61$ Sl 00 LWL 'LLS S swasinquiay asuadxy aakojdw
00°0$ 00'G2L'61$ Sl 00'680°L2$ S juswabeuepy U0
00'005°8$ 00'62€'62% €C 00°60€‘L¥$ ] sjessy (ejdeD
00'0% 00'6ZL'61% Gl 009/1'2z$ S Juswebeuep pig
00°005'62$ 00°628'G0L$ €8 00°96+'881$ S dv/99M19/6ununodoy
‘[eloueuld

UOISIBAUOD Ble 1500 "|dw| sfeq “jdw 284 |enuuy SIeaA # uonduasaq

s994 awi] auQ seeg

1092-008 (LL8) suoyd

10£S8 BUOZIIY ‘d[EpUS[D

O 1 NNSIALIJ UU3[H M 008S
a[epudlD) Jo AN

104 uonejonl) sajeg

L1-TT-€ :uondLIosa( a10nd)

86E£LT-L10T J_quIny djond)

SIUNN-JYH-ZV [epusD jo A1) :oweN djon)
L10T/81/6 ‘uonerndxy sjond) sa180j0uyo8}] .0
N.. n 00

LTOT/ET/E ojeq \—m —>.—. % o%
®

ULIQIYEA JOFIUUS( g parond @



6 J0¢

00°000'081$ 00°0%

80114 pepus)x3

Juno2sIa HuN

00°00S'2$
adud Jun

AVILN3AIINOD

1%
Auenp

L1-2¢-€-86€L¢-L10C

(Alpuopy) 1ebeuep 108fold pejedlpaq Jo %Gz
uonduosag

00'0$ 00'520°9€$
00'0$ 00°000°0€$
00°0$ 00'GL0'9%

@ouBUSjUIB)\ BUQ JB3A [B10L S[NPon

00'5209¢€$ 00'0%
00°000°0€$ 00°0$
00'5.0°9% 00°0$

uolsIsAUOD) Bleq

1s0D "jdw|

S92IAIaS I9Y10

0 00°0$ V101
0 00°0$ UOISIOAUOD AJOISIH 9 pajieleq
0 00°0% AIOISIH J8plO aseyoind peso|) JAG

‘leuonippy

uondussag

sfeq “|dwi

asusol

00°008°08$ 00'G..°'9€S$
0008 0008
00°008°08% 00'G22'9eS$
00°0$ 00'0%

00°0$ 00°0$

00°0$ 00°0$

00°0% 00'0$

00°0% 00'0$

00°0% 000$

00°0% 00'GLE'9$
00°0$ 00°0$

00°0$ 00'626'91L$
00°0$ 00'620Z¥$
00°0$ 0062Z'1$
00°008'8$ 00°G22'9Z$

uoisianuod eleq 3so09 ‘|duw

$994 swl] suQ

(XA 4

0 O O O O O o

€l
€e

¥4
sAeq ‘jdwy

00°0Z€'228%
007106878
00'122'9.8%
00°'166°L$
00'L22°L$
00'869°22$
00'L€L'ZS
00'895°L$
00°€¥0'92$
00°0¥9'vZ$

00°0¥0'¥1$
00°008°2S$
00°02S'1L0L$
00°625°Z€$

00'09€'61L$
294 [ENUUY

S89IAI9G poje[oy pue 8JeMyos J8JAL

Fviol
unoosiqg sse]
‘lejol-gng
S9JIqO SoUBpUBYY %R SWI| dWi] hdax]
1odw| 8duepusyy g awi| awil noaxg
aouepua)y 9 Wi awi] Noax]
20BlI9)U| JeIsa[a] awil] noex]
S9[IqON BulINpayos padueApy awi] noaxg
Buiinpayog paoueApy awi] Noax3
Japling Juswielels ¥4vD
‘leuonippy
Buissesoid swio4 JsjAL

0 W W W w ww

3¢ Jebeuepy usiuo) J9jAL

(seeg) Buniodey 9 sonAjeuy siunp
JUBWIAIND0IHD

:Aj1Anonpoud

G Buiig |eseusn

0 v v w

SIeaA # uonduosag




6J0¢ AVILN3AIANOD L1-¢¢-€-86¢€L2-L10C

S82IAIBS
000$ 00°059°L$ pue aiemyog ‘asempieH Aled pig |ejoL
00°0$ 00°058'086$ S80IAI8S JBJAL [ej0L
00°0$ 00'0$ aiemyos Js|AL |ejoL
00°02€'228$ 00°0$ sees [ejol
s994 Bulunoay  sa94 awl] auQp Arewwng

00'0$ 00°059°'L$ IVLIOL
00°0% 00°059°4$ 000% ‘[ejo1 -qng asempieH Aed plg

shay
00°0$ 00'0$ 00'0$ 00089°L$ 00°0$ 00°059°L$ b Z unmm waysAg ainjeublg ainoag JejAL

soueuBjUIBI uno2siq

auQ ieaA |e10] 8OUBLBJUIBIA JIUN S2UBUSJUIBIA UM 291id [B1oL uNooasIq uUn  89lid uun Anuend uondussaq
S9JIAI9G pUR 2JEMYOS ‘alempieH Ajed pig

00'002°22€$ FIVLOL

00°000't'$ 00°0$ 00°000'v$ L 90180 NdA
00°000°€$ 00°0$ 00°000°c$ l uolesnbyuo Bulssedold swod JojAL
00°008'}$ 00°0$ 00008°'L$ I UolOY |duuosiad - Aleiqi swuo4 JajhL
00'000°C$ 00'0% 00°0002$ } [l0JAed - AJeiqi S0 JBJAL
00°005'2$ 00°0$ 00°005°2$ b Bullng |eseuag - Aseiqr swiod JejhL
00'00¥'€$ 00'0$ 00°00t'c$ L |eoueul - A1eiqi] Swiod JojAL
00°000°€$ 00°0$ 00°000'€$ I Jewod podx3 Aed eanisod Hd
00'000°9L$ 00°0% 00°000°9L$ I saoi1nIeg Buluueld josfold
00°000°LG$ 00°0$ 0062'1$ ov sAeq uonejuswaidwi 8AI7 31504
00°005'G$ 00°0$ 00°005'G$ b Jewuo4 yodw) psed-d
00°0G1'€€$ 00°0$ 006/2'1$ 9z uoljejusws|dw) S2UBPUSRY ' SWI| St NOBXJ
00°068°21$ 00'0%$ 00622°1$ ¥l uonejusws|dw) Bulinpsyss pesueApy swi| Noaxa]
00°000°€$ 00°0$ 00°000°c$ L Jewuod podx3 Aed aasod dv
00°000°}$ 00°0$ 00°000°L$ | Moduwij uocday %93YD Hd/dV

20ld papusix3 Junoasiqg uun 2014 HuUn Anuenp uondiosaqg

S991AI8G JBYJO



6 ov TVILN3AIINOD L1-¢¢-€ - 86€.L¢-L10¢C

0000S‘v.L2$ sasuadxg [oAeL] pajewi}sy

(sesuadxg |oAed] pajewiys3 Buipnjoxg)

00°00L°6LL°S$ |ejo) joe4U0)

00°0Ze‘228% 00°005'286$ [ejol Alewwng

sa94 BulLInoay  s9a4 awi] auQ Arewwing



6 406 TAVILNIAIANOD L1-¢¢-€ -868LC-L10C

00'5.8°0L1L$ V1Ol

00°000°€$ 00°0$ 00°000°c$ Sa|qe] JuawalnRy d)e)s - ||oihed
00°00Z°€$ 00°0% 00°00Z°c$ pJepue)s - |joihed
00°000°c$ 00°0% 00°000°c$ j01UOD) uoNISOd - [[0JAed
00°000°'c$ 00'0% 00°000°c$ KI0)SIH UONOY N - [101Aed
00'000°€$ 00°0% 00°000°c$ uoneosnpg - [j0JAed
00°005't$ 00'0$ 00'005‘v'$ 1SIH uononpeq/Buluies - |joihkeq
00°00Z‘c$ 00°'0$ 00'00Z°'c$ suononpaq - |joJAed
00008c$ 00°'0$ 00°008°C$ K103s1H 08y - ||0JAed
00°000°€$ 00°0$ 00°000°€$ suoneouns) - Jjoiked
00°00€°C$ 000$ 00°00€'Z$ S10)Je[NWNDJOY - [|0JAed
00°000°€$ 00°0% 00'000°c$ saoue|eg |eniooy - ||oihed
00008°'2$ 00°0% 00'008°C$ aio pis Buig |esousn
00°000'9% 00'0$ 00°000'9$ siiig - Buig |eseueD
00°000°0¢$ 00°0% 00°000°'0€$ uolsiaAuo?) AIoisiH 19 pajiersqg
00°000°G$ 00°0$ 00'000°G$ JoIsey pig siessy |eyde)
00'005°c$ 00'0$ 00'005°c$ KI0)SIH - sjessy [enden
00°000°€$ 00°0$ 00°000°c$ 191Se|\ plepue)g sjqeied S)UNoooY
00°000°G$ 00°0$ 00°000°G$ 8210AU| - 8|qeAed SIUNOJDY
00'00¥'€$ 00°0% 00°00¥°€$ syo8y) - ajqeled S)UNoooY
00°000'V$ 00°0% 00°000'%$ VOO piepuejs Bupunosoy
00°0S0°2$ 00°0$ 00°050°2$ sjebpng - Bununoosoy
00°0S0°2$ 000$ 00°050°2$ s|enjoy - Bununosoy
00'5/0'9% 00°0% 00'620'9% AJ0)SIH J8pIQ 8seyoing paso|D JAG

8214 papusixg Junoasig Jun 3014 1un uonduasaqg

(Jejol 1oe43UO0D Ul PAPN|OUI) SUOISISAUOY JO UMOpYealg pPajieled



63J09 AVILN3AIANOD L1-¢¢-€-86€L¢-L10C

00°000'98.$ VLol
00°000°'86%$ 00'0$ 00°05.'02$ ve (Alyyuoy) 186euep J08l01d Bwi] [N pajesipeq
00°000'88Z$ 000$ 00000°Z1$ ve (Alpuopy) sebBeue 108loid pejesipaq 4O %05

80lid papuaixg junoasiqg 821id 1un Amuenp uonduosaq

S$991A198 J8YJ0 |euondo

00"000'S$ 00'5.6'8€1$ 601 00'6L2'5€2$ VL0l

sayepdn) 9[qel xe], [[01Aed
00°0$ 00'0$ 0 00°000°1$ G

‘leuonippy
00°0%$ 006Z8°'c$ € 00°0¥0'2$ S (38) @o1n18g-j|eS Jebeue Jusiuo) JalAL
00°0$ 00'0S5°Z$ 4 00°025'c$ S (3S) uonoepay pue Buixapu| oiny Jabeuely Juajuo) JojAL
00'0$ 00°0% 0 00°000°21L$ S lexod Aousiedsuel|
:AjAnonpoud
00°0$ 00'G25'9L$ el 00°80Z'¥S$ S Buusiyse) JajAL
19NUAA3Y
00°0$ 00°008'0t$ ze 00°2€8'29% S Buyebpng pesegq aouewIoped
00°000°S$ 00'52€'62$ €2 00'60€'L¥$ S Kioyuanuj
00'0$ 00°00%'0Z$ 9l 00'v¥LvES S Juswebeuep ysed
00'0$ 000S.'ZL$ oL 00°€80'¥$ S @oepslu| | 399]10D NG
00'0$ 000S.°ZL$ oL 00°€80'v'$ S aoep8lu| YoelL Jessy IINg

‘jeloueu4

UOoISIBAUDY Ble 1s0) “|dw sheq ‘|dw 834 |enuuy SIEaA # uonduosaq

$994 awil auQ seeg jeuonndo




6 3J0/ AVILN3AIINOD L1-g¢-€ - 86€.L2-210¢2

sJejjod sn ul payonb sanjea Alewnd |1y

#°0d :oWeN Juld

:o1eq ‘[eaouddyy Jawo)sny

"19JB| S| JOABYDIYM ‘10BIIUOD DY) JO @1 AL 8U} JO 8jep 8joNny) 8y} WoJj syjuow (9) XIS 1o}
play a4 |Im swayl [euondo Joy Buioud ‘Ojaloy) JUSUPUSLUY JO JOBIUOD 8U) Ul Pajestpul 8SIMIBYI0 SSajun

00°0$ 00°Z0€2$ V1oL

00°0% 00°20€°2$ 00°0% ‘lejoL-qng esempieH Ajied pig

00°0% 00°0%$ 00°0% 00°009°L$ 000$ 00°009°L$ l (0006S-WL) J8id
00°0% 00°0% 00°0$ 0029% 00'0$ 00'29% } Japeay asn Bewiui yosL ai
00°0% 00°0% 00'0$ 00'6¢$ 00°0% 00'sZ$ L PUE]S Jsuueds pieH pueH
00'0$ 00'0$ 00°0$ 00'68¢€$ 00°0$ 00'G8¢€$ } HSO006) [BPOW - Jsuuedss pjeH pueH
00°0$ 00°0$ 00'0$ 00°0c2$ 00'0$ 00°0€Z$ I Jameliq yseo

Junoosig

SoUBUBUIRI UM {8oUBUSIUIRIA HUM- |80l [e)0L ay 9ud Hun Amuenp uonduossq
S9JIAI9S pue alem)jos ‘alempieH Aued pig jeuondo

00°000's$ VLol

00°000°G$ 00'0$ 00°000'G$ Jeysey pis Adojuenu

uonduosag

9214 papuaixy 1UNoosIg HuN 291id 1un

(enoqy pajos|joy Sadlld) s|iejeq uoisIaAuo) jeuondo



6408 AVILNIQIINOD L1-¢¢-€ - 86€42-210C

DS601 VOV
PUB gS60T VOV ¥ 6601 OTM ‘TM sodop 10a1p [joiked woiy 10pusa [ “¥ooyo [[o1ked uroly 10pusa | 9150dap 10011p [ Yooy Yd 1 :Sopnjoul A1eiqi] 9100 [[01Aeq SULIO] IS[AL

‘poddns 0} UorlISULI) PUB UONEBILLISA ‘FuULIO}IUOW YSe) “S[[ed smels ‘Funsow ooy ‘Suruueld 10sfoxd sspnjour judwadeue|y 109(01g

‘saxnyeusis [euonippe 1oy Ajdde [j1m saS1eyo reuonippe ‘sexmeusis om) Surzm3ip sopnjouy

"BIIXO 9Iv SIBULIOJ Yueq [dnnA Yo jeuLio] jueq auo sownsse podxs Aed aanisod pue jxodu] UONRIJIOUOII JOIYO 10] Surururerdord

-1d19021 snosueqaostur | pue 3diaoar Sulf[iq [eIoUSS | uUSWANE)S | ‘@OI0AUL | :sopnjourl A1eiqy] Sul[[ig [eI1oudD)

"D6601 PUE ‘S6601 LNI6601 N6601 10enu0) | I19p10 dseyomnd [ ‘HOV/LIH T M03Yd d/V | sopnjout Areiqy [eroueut

‘s1ajurid pasoxdde Jo 1S JuaLIND Jsowr aY) 10§ wiea) poddns s,I3[41, 108100 ABW NOX T]om st s1uLld paaoidde Jo asn o) saxrnbax Arjruonouny suLIog 19[A1, 9y) Jo

9SN JBY) 90U OS[E ISBI[J "99] [RUONIPPE Ue 0) 103[qns a1e ‘BurnmrerSoId woisno a1mnbal 9SIMISY)O Jey) SULIO} JO STLI0Y Wwoisnd Suipnyoul ‘sadA) pue syunowe pajonb a1y 03 UONIPpE
w suIoy Auy 9ye[dus) wiioy sunjy pIepuels 3y 0) Suiproooe papraoid oq [[Im SULIO] 91} SWNSSe pue ‘pajsi| sopiuenb uLIo] [emoe oY) U0 paseq a1e saoud AIeIqi] ULO] S I91A],
uontpy

asudiayuy JoSeury JuNU0)) I9[A], 01 opeIddn 10 sseyoind ysnw juar)) ‘suonesijdde IS[AT-UOU YIIM oI1emJOS JoSRURA] JUUOD) IS[AT, 9sn 0} Saysim JuID JT “Ajuo suonesrdde
ISIAL UM SN 0 POIOLISAI SI IDFRURIA TUSIUO)) I0J SSUSDY[ AY) ‘UonIpy sudIojuy uey) JoYI0 aIemijos IoSeurjA JuUNUOY) IA[AL JO UoNIPa Aue I9]A], WO saImboe JusID JUSAS oY U]
"s1asn SuruIewaI AU} UTel) JoIeaIoy) ued Sururer) feniul 9y Jo

saapusne pajeusisap JusI oY) Aqaraym yoroidde Iourel] -oyi-urel], € 9ZInn [[1M ISAL, J0 Surure) 10§ S93eI JUSLINO-USTY) Je SABp [eUOnIPPE 9P1A0Id JOUIIS [[IM IOJAT, ‘POPISU SI SSB[O

2 JO 90USLINOJ0 SUO URY) SIOW 10 sse[o Sururen g ut syedionied 03 Ysim s19sn g Uey) 10U jey) JusAs a3 uj “sse[o Jod ojdoad g1 Jo wnurrxew e 10y Sururen ajisuo sopiaoid 1o]AT,

‘[ouuosiad sy1 uSisse-o1 01 9jqeun SI IOJAL JI SOIIAIOS PIJ[IOURD ) YIIM PIJRIOOSSE $39J AJIep
(1) pue $reyaq s)usIy) uo IB[AL, Aq paumour sasuadxo o[qepunjar-uou Je (1) JI0J I[AT, 03 [qeI] SI JUSI]D ‘9OUBADE UI SHOOM (7) OM]) URY) SSI] SIITAISS S[OIULD JUSID) JUSAS o) U]

‘Sumuual
pue SuuruLIa}op 0] 3[qIsuodsal oI NOA YIIyM ‘Sannp Jo Soxe) IR[IWIS I3Y10 1o Apadoid jeuosiod as10xa asn ‘safes [eIaPI] J0 Ao ‘fedo] s[qeorjdde apnjour j0u op s3o1Id S I9[AL,

*KO1[0 [ABI], SSOUISNY JUILINO-UAY) SIO[AL, T}IM 9OUBPIOOOE UI POLINOUI $aSUAAXA [9ALI) 9pNIOUI J0U Op 9j0nb 9y} UI Payuqns saoLId ‘Pajou ISLMISYIO SSIUN

“19]suBy) 23pa[mouy Jo psads oy pue 100fo1d oY) UT JUSWISAJOAUI JO [9AS] JNOA SE S10308] Yons uo spuadap
$301AI0S JO Junoure [enyoe ay ], 30afoxd mok jo adoos pue ozis ay3 Jo Surpuejsiopun Areurwirjard IO UO Paseq ‘POPISU SIVIAISS JO JUNOUIE A} JO SAJLTUNSS SUILIUOD 9j0nb §,I9[AL

"pojonb aq 0} PasU [[1M 9SY} “PIUIAUOD 3q O} PISU SASEqEIEP [RUOBIPPE J] "9SBqRIED 9} JO 90USLINOI0 S[SUIS B U0 Paseq a1e saoLid UOISIdAU0))

's9011d Jo safuel [[e YIIm ‘s91eolIIa)) ISS [[9S oym

SIOpUSA SNOLIBA 318 SI3Y ], "1l o1[qnd oY) SSOIOE S[9ABI) JI Se UOTIEWLIOJUI [eroueulj pue [joiked aanisuas A[ySiy o) 1dA10us 01 pa1mbai s1 9)eol11Ia0 SIY L, JUSI[D) 3yl Aq Paisoy
J1 suoneorjdde 991A108 JI9S SINNIA U} PUE 1USI[D) 3 SIUNJA 31} St yons ‘suonesrddy gop 1ourou] Aue Ioj 9)esynIa)) ALnoag TISS 11q-8Z 1 & JO 9sn ) SPUSUIIOIAT JA[AL
SHUIWWO))



6 406 TAVILNIAIINOD Ll-22-€ - 86€.¢-210C

"UILI9) JUSLINO-UAY} o) JO pua a1 03 Jotd sKep
(0g) A 1ses] 1e Lued Joya0 Aq Sunuim Ul PO)RUIULID) SSI[UN 33 JUSLINO-USY} JNO Je SWIQ) J8dk (]) SUO [eUOHIPPE JOJ A[[EONBUIOINE MAUSI [[IM SOOIAISS SeES [B1I0] Adusredsuel],

‘sypoeyo Junund 103 19141, Aq pauoddns 1ojurid prexoed NO[MaY © Yyam uonoun(uos Ul pasn oq s SuIssadoId SULIO] IS[A], 1onpo1d o1emijos I9[AL YL

‘sar10893e0 Swiorid oYy ur sadueyo Sunnsal
Aue uodn paseq 99 SeeS Y} 91e10Sou-01 03 JYSTII oY) SOAIISAI IA[AT, “PIPISVX2 2q SIASN JUSLNOUOD JO IOQUINU 9} P[NOYS *SISSh JUILINOUOD GG UO PIseq dIe $39) SeeS SIUnJA 9y,

"00L-10 IoWoIg 3y se yons ‘s3[y Add
2qopy 93ed-nnw poddns jsnw pue Juard o) Aq papiaoid aq 03 st 1ojuLid STy ], “SUIXOPUI JUSWINOOP PauuLRds-ydyeq JoJ JuLid [2ge] B SIZI[IIN [NPOW J[qeARJ SIUNOIOY SIUNJA 3],

‘gL 1od 000°S$ JO 29] [enuue ue Je papasu se paseyoind aq Aewr 31 popadu aq 28e10)S [EUOHIPPE PINOYS "98e103S JO gNH(S] 03 dn sepnjour S IoFeue JUSIUO)) ISAL

‘Aj3urp10ooe sdo1id 3snfpe 03 WYI
3} S9AIASAI IS[AT, ‘Pale[ep 2q $3914I3s 10 sponpoid ay) Jo suorurod jueoyruSis pinoys I9[A], WoIJ paureqo Suidq sao1al1es pue syonpoid pasodoid oy JO [[e Bo paseq SI 1509 SIIAL

‘a8uey)) - WO UONOY [SUUOSIdJ | PUE MIN - ULIOJ UONOY [SUUOSISJ | :SOPNJoul AIRIqI] SULIO] SUOIOY [UUOSId]

SHUIW0))



“.‘iim tyler

technologies

Exhibit B
Invoicing and Payment Policy

We will provide you with the software and services set forth in the Investment Summary of the
Agreement. Capitalized terms not otherwise defined will have the meaning assigned to such terms in
the Agreement.

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

1. SaaS Fees. SaaS Fees are invoiced on an annual basis for the first year, beginning on the
commencement date of the term as defined in Section F(2) Your annual Saas fees for the first
five (5) years of the Agreement are as follows:

e Year1:5143,248
e Year2:$998,338

Year 3: $998,338

® Year4:$998,338

Year 5: $998,338

Saas fees shall be invoiced in advance, on an annual basis. For year 6, Tyler will limit the

increase to the annual Saa$S Fees payable to five percent (5%) over the annual SaaS Fees for each

Tyler Software module as stated in Exhibit A (the Investment Summary). Tyler will not increase

the annual SaaS Fees payable for years 7 and 8. Rates in effect after year 8 shall be Tyler’s then-

current rates unless otherwise agreed.

2. Other Tyler Software and Services.

2.1 Project Planning Services: Project planning services are invoiced upon delivery of the
implementation planning document.

2.2 Implementation and Other Professional Services (including training): Implementation and
other professional services (including training) are billed and invoiced as delivered, less a
10% retention which will be invoiced upon final acceptance of each stage as set forth in the
Statement of Work, at the rates set forth in the Investment Summary and in accordance
with Section C of the Agreement.

2.3 Consulting Services: If you have purchased any Business Process Consulting services, if they
have been quoted as fixed-fee services, they will be invoiced 50% upon your acceptance of
the Business System Design document, by module, and 50% upon your acceptance of
custom desktop procedures, by module. If you have purchased any Business Process
Consulting services and they are quoted as an estimate, then we will bill you the actual
services delivered on a time and materials basis.

2.4 Conversions: Fixed-fee conversions are invoiced 50% upon initial delivery of the converted
data, by conversion option, and 50% upon Client acceptance to load the converted data into
Live/Production environment, by conversion option. For the avoidance of doubt, the parties
acknowledge that Tyler shall only invoice the Client for the conversion services actually
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provided by Tyler.

2.5 Requested Modifications to the Tyler Software: Requested modifications (which may include
custom interfaces, too) to the Tyler Software are invoiced 50% upon delivery of
specifications and 50% upon acceptance of the applicable modification. You must report
any failure of the modification to conform to the specifications within thirty (45) days of
delivery; otherwise, the modification will be deemed to be in compliance with the
specifications after the 45-day window has passed. You may still report Defects to us as set
forth in the Maintenance and Support Agreement. For the avoidance of doubt, the parties
acknowledge that Tyler shall only invoice the Client for the conversion services actually
provided by Tyler.

2.6 Other Fixed Price Services: Other fixed price services are invoiced upon complete delivery of
the service. For the avoidance of doubt, where “Project Planning Services” are provided,
payment will be due upon delivery of the Implementation Planning document. Dedicated
Project Management services, if any, will be billed monthly in arrears, beginning on the first
day of the month immediately following the project kick-off meeting.

2.7 Change Management Services: If you have purchased any change management services,
those services will be invoiced in the following amounts and upon the following milestones:

Acceptance of Change Management Discovery Analysis 15%
Delivery of Change Management Plan and Strategy Presentation 10%
Acceptance of Executive Playbook 15%
Acceptance of Resistance Management Plan 15%
Acceptance of Procedural Change Communications Plan 10%
Change Management Coach Training 20%
Change Management After-Action Review 15%

3. Third Party Products.
3.1 Third Party Software License Fees: License fees for Third Party Software, if any, are invoiced
when we make it available to you for downloading.
3.2 Third Party Software Maintenance: The first year maintenance for the Third Party Software
is invoiced when we make it available to you for downloading.
3.3 Third Party Hardware: Third Party Hardware costs, if any, are invoiced upon delivery.

4. Expenses. The service rates in the Investment Summary do not include travel expenses.
Expenses will be billed as incurred and only in accordance with our then-current Business Travel
Policy. Our current Business Travel Policy is attached to this Exhibit B at Schedule 1. Copies of
receipts will be provided upon request; we reserve the right to charge you an administrative fee
depending on the extent of your requests. Tyler will reasonably cooperate in using local
resources provided such cooperation permits Tyler to comply with our Business Travel Policy.

Payment. Payment for undisputed invoices is due within thirty (30) days of the invoice date. We prefer
to receive payments electronically. Our electronic payment information is:
Bank: Wells Fargo Bank, N.A.
420 Montgomery
San Francisco, CA 94104
ABA: 121000248
Account: 4124302472
Beneficiary: Tyler Technologies, Inc. — Operating
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Exhibit B
Schedule 1
Business Travel Policy

1. AirTravel
A. Reservations & Tickets
The maximum amount the city will only pay or reimburse for airfare will be for the reasonable cost
of a round-trip, coach ticket from Phoenix to the airport nearest the business destination.

i. If a traveler travels to or from an airport other than Phoenix, the actual cost of such airfare
may be paid or reimbursed up to the cost of the similar ticket to or from Phoenix.

ii. If a traveler travels to or from an airport other than the one nearest the business destination,
the actual cost of such airfare may be paid or reimbursed, up to the cost of the similar ticket to
or from the nearest business destination.

B. Baggage Fees
The city will reimburse for the cost of one checked bag.
Baggage fees for sports equipment are not reimbursable.

2. Ground Transportation

A. Private Automobile
Mileage Allowance — Business use of an employee’s private automobile will be reimbursed at the
current IRS allowable rate, plus out of pocket costs for tolls and parking. Mileage will be reimbursed
based on the most direct route from the point of departure to the point destination and return in
compliance with IRS regulations. The cost of travel between a personal residence and the normal

place of work is not reimbursable regardless of the distance.

B. Rental Car

Employees are authorized to rent cars only in conjunction with air travel when cost, convenience,
and the specific situation reasonably require their use. When renting a car for Tyler business,
employees should select a “mid-size” or “intermediate” car. “Full” size cars may be rented when
three or more employees are traveling together. Tyler carries leased vehicle coverage for business
car rentals; additional insurance on the rental agreement should be declined.
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C. Public Transportation

Taxi or airport limousine services may be considered when traveling in and around cities or to and
from airports when less expensive means of transportation are unavailable or impractical. The
actual fare plus a reasonable tip (15-18%) are reimbursable. In the case of a free hotel shuttle to
the airport, tips are included in the per diem rates and will not be reimbursed separately.

D. Parking & Tolls

When parking at the airport, employees must use longer term parking areas that are measured in
days as opposed to hours. Park and fly options located near some airports may also be used. For
extended trips that would result in excessive parking charges, public transportation to/from the
airport should be considered. Tolls will be reimbursed when receipts are presented.

3. Llodging
It is suggested that travelers make arrangements to stay at a hotel that is close to the business
meeting or training facility.

The City will reimburse travelers for actual expenses up to 100% of the lodging rate for the
destination city, as referenced on the US Government General Services Administration (GSA)
website for domestic lodging.

In situations where a lodging rate exceeds the GSA lodging rate for the destination city, the traveler
must obtain pre-approval from the City, which such approval shall not be unreasonably withheld.
Except in situations where the City has requested specific travel dates, if the traveler does not
obtain prior approval, the City may deduct the overage from the reimbursement request.

Lodging arrangements must be made at the standard, single occupancy, non-deluxe
accommodation rate for the traveler only. If the traveler has secured accommodations other than
previously stated, it is the traveler’s responsibility to find out the single, standard, non-deluxe rate
and provide a written explanation for the difference. In no event will the city reimburse or pay for
any exceeding difference in the room rate. Expenses for personal or vacation time used before or
after necessary city business are also non-allowable expenses (e.g., room expenses for arriving a
day early for personal reasons are not reimbursable.)

Travelers who have guests stay in the hotel will be responsible for paying any difference in the
room rate. No expenses of any kind will be reimbursed for the guest.

Expenses will be allowed for other lodging charges appropriate to the purpose of the trip (e.g.,
internet connection).

Detailed receipts for the all lodging charges must be provided to obtain reimbursement and to
provide documentation of the number of days attended at an event.

“No shows” or cancellation fees are not reimbursable if the employee does not comply with the
hotel’s cancellation policy.

Tips for maids and other hotel staff are included in the per diem rate and are not reimbursed
separately.
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4. Meals and Incidental Expenses

Employee meals and incidental expenses while on travel status are in accordance with the federal
per diem rates published by the General Services Administration. Incidental expenses include tips
to maids, hotel staff, and shuttle drivers and other minor travel expenses. Per diem rates are
available at www.gsa.gov/perdiem.

A Overnight Travel

For each full day of travel, all three meals are reimbursable. Per diems on the first and last day of a
trip are governed as set forth below.

Departure Day

Depart before 12:00 noon Lunch and dinner

Depart after 12:00 noon Dinner

Return Day

Return before 12:00 noon Breakfast

Return between 12:00 noon & 7:00 p.m. Breakfast and lunch

Return after 7:00 p.m.* Breakfast, lunch and dinner

*7:00 p.m. is defined as direct travel time and does not include time taken to stop for dinner

The reimbursement rates for individual meals are calculated as a percentage of the full day per
diem as follows:

e Breakfast 15%
e Lunch 25%
e Dinner 60%

B. Same Day Travel
Employees traveling at least 100 miles to a site and returning in the same day are eligible to claim
lunch on an expense report. Employees on same day travel status are eligible to claim dinner in the
event they return home after 7:00 p.m.*
*7:00 p.m. is defined as direct travel time and does not include time taken to stop for dinner
5. Internet Access — Hotels and Airports
Employees who travel may need to access their e-mail at night. Many hotels provide free high speed
internet access and Tyler employees are encouraged to use such hotels whenever possible. If an

employee’s hotel charges for internet access it is reimbursable up to $10.00 per day. Charges for
internet access at airports are not reimbursable.
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Exhibit C
Service Level Agreement

I Agreement Overview.

This SLA operates in conjunction with, and does not supersede or replace any part of, the Agreement. It
outlines the information technology service levels that we will provide to you to ensure the availability of
the application services that you have requested us to provide. All other support services are documented
in the Support Call Process.

Il. Definitions. Except as defined below, all defined terms have the meaning set forth in the
Agreement.

Attainment: The percentage of time the Tyler Software is available during a billing cycle, with percentages
rounded to the nearest whole number.

Client Error Incident: Any service unavailability resulting from your applications, content or equipment, or
the acts or omissions of any of your service users or third-party providers over whom we exercise no
control.

Downtime: Those minutes during which the Tyler Software is not available for your use. Downtime does
not include those instances in which only a Defect is present.

Service Availability: The total number of minutes in a billing cycle that the Tyler Software is capable of
receiving, processing, and responding to requests, excluding maintenance windows, Client Error Incidents
and Force Majeure. For the sake of clarity, nothing in this Exhibit C is intended to, nor does it, conflict or
supersede the rights, obligations, or remedies available to the parties under Section F(2.3) of the
Agreement.

. Service Availability.

The Service Availability of the Tyler Software is intended to be 24/7/365. We set Service Availability goals
and measures whether it has met those goals by tracking Attainment.

a. Your Responsibilities

Whenever you experience Downtime, you must make a support call according to the procedures outlined
in the Support Call Process. You will receive a support incident number.

You must document, in writing, all Downtime that you have experienced during a calendar quarter. You
must deliver such documentation to us within 30 days of a quarter’s end.

The documentation you provide must evidence the Downtime clearly and convincingly. It must include,
for example, the support incident number(s) and the date, time and duration of the Downtime(s).

b. Our Responsibilities

When our support team receives a call from you that a Downtime has occurred or is occurring, we will
work with you to identify the cause of the Downtime (including whether it may be the result of a Client
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Error Incident or Force Majeure). We will also work with you to resume normal operations.

Upon timely receipt of your Downtime report, we will compare that report to our own outage logs and
support tickets to confirm that a Downtime for which we were responsible indeed occurred.

We will respond to your Downtime report within 30 day(s) of receipt. To the extent we have confirmed
Downtime for which we are responsible, we will provide you with the relief set forth below.

C. Client Relief

When a Service Availability goal is not met due to confirmed Downtime, we will provide you with relief
that corresponds to the percentage amount by which that goal was not achieved, as set forth in the Client
Relief Schedule below.

Notwithstanding the above, the total amount of all relief that would be due under this SLA during a time
period will not exceed 5% of the SaaS Fees payable during such period. To the extent any credit is
identified in any quarter, it will accumulate, and all credits will be deducted from the Saa$S Fee for the
immediately following year. Issuing of such credit does not relieve us of our obligations under the
Agreement to correct the problem which created the service interruption. A correction may occur in the
quarter following the service interruption. In that circumstance, if service levels do not meet the
corresponding goal for that later billing cycle, your credits will be reissued in that following quarter.

Every quarter, we will compare confirmed Downtime to Service Availability. In the event actual
Attainment does not meet the targeted Attainment, the following Client relief will apply, on a quarterly
basis:

100% 98-99% Remedial action will be taken.
3 - proe -
100% 95-97% 4% credit of fee for.af_fected billing cycle will
be posted to next billing cycle
3 - e -
100% <95% 5% credit of fee for affected billing cycle will

be posted to next billing cycle

You may request a report from us that documents the preceding quarter’s Service Availability,
Downtime, any remedial actions that have been/will be taken, and any credits that may be issued.

Iv. Applicability.

The commitments set forth in this SLA do not apply during maintenance windows, Client Error Incidents,
and Force Majeure. We perform maintenance during limited windows that are historically known to be
reliably low-traffic times. If and when maintenance is predicted to occur during periods of higher traffic,
we will provide advance notice of those windows and will coordinate to the greatest extent possible
with you.

V. Force Majeure.

You will not hold us responsible for not meeting service levels outlined in this SLA to the extent any failure
to do so is caused by Force Majeure. In the event of Force Majeure, we will file with you a signed request
that said failure be excused. That writing will at least include the essential details and circumstances
supporting our request for relief pursuant to this Section. You will not unreasonably withhold its
acceptance of such a request.
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Exhibit C
Schedule 1
Support Call Process

Support Channels
We provide the following channels of software support:

(1) Tyler Community —an on-line resource, Tyler Community provides a venue for all Tyler clients
with current maintenance agreements to collaborate with one another, share best practices and
resources, and access documentation.

(2) On-line submission (portal) — for less urgent and functionality-based questions, users may create
unlimited support incidents through the customer relationship management portal available at
the Tyler Technologies website.

(3) Email - for less urgent situations, users may submit unlimited emails directly to the software
support group.

(4) Telephone —for urgent or complex questions, users receive toll-free, unlimited telephone
software support.

Support Resources

A number of additional resources are available to provide a comprehensive and complete support
experience:

(1) Tyler Website — www.tylertech.com — for accessing client tools and other information including
support contact information.

(2) Tyler Community — available through login, Tyler Community provides a venue for clients to
support one another and share best practices and resources.

(3) Knowledgebase — A fully searchable depository of thousands of documents related to
procedures, best practices, release information, and job aides.

(4) Program Updates — where development activity is made available for client consumption

Support Availability
Tyler Technologies support is available during the local business hours of 8 AM to 5 PM (Monday —
Friday) across four US time zones (Pacific, Mountain, Central and Eastern). Clients may receive coverage

across these time zones. Tyler’s holiday schedule is outlined below. There will be no support coverage
on these days.

New Year’s Day Thanksgiving Day
Memorial Day - ‘ Day after Thanksgiving
Independence Day Christmas Day

Labor Day :

Issue Handling

Incident Tracking

Every support incident is logged into Tyler’'s Customer Relationship Management System and given a
unique incident number. This system tracks the history of each incident. The incident tracking number is
used to track and reference open issues when clients contact support. Clients may track incidents, using

. tyler
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the incident number, through the portal at Tyler’s website or by calling software support directly.
Incident Priority
Each incident is assigned a priority number, which corresponds to the client’s needs and deadlines. The
client is responsible for reasonably setting the priority of the incident per the chart below. The goal of

this structure is to help the client clearly understand and communicate the importance of the issue and
to describe expected responses and resolutions.

P[:;)Vr;tly Characteristics of Support Incident Resolution Targets
Support incident that causes (a) Tyler shall provide an initial response to Priority
complete application failure or Level 1 incidents within one (1) business hour of
application unavailability; (b) receipt of the support incident. Tyler shall use
1 application failure or unavailability commercially reasonable efforts to resolve such
Critical in one or more of the client’s support incidents or provide a circumvention
remote location; or (c) systemic loss | procedure within one (1) business day. Tyler’s
of multiple essential system responsibility for lost or corrupted data is limited
functions. to assisting the client in restoring its last available
database.
Support incident that causes (a) Tyler shall provide an initial response to Priority
repeated, consistent failure of Level 2 incidents within four (4) business hours of
essential functionality affecting receipt of the support incident. Tyler shall use
) more than one user or (b) loss or commercially reasonable efforts to resolve such
High corruption of data. support incidents or provide a circumvention
procedure within ten (10) business days. Tyler’s
responsibility for loss or corrupted data is limited
to assisting the client in restoring its last available
database.
Priority Level 1 incident with an Tyler shall provide an initial response to Priority
existing circumvention procedure, Level 3 incidents within one (1) business day of
or a Priority Level 2 incident that receipt of the support incident. Tyler shall use
affects only one user or for which commercially reasonable efforts to resolve such
3 there is an existing circumvention support incidents without the need for a
Medium | procedure. circumvention procedure with the next published
maintenance update or service pack. Tyler's
responsibility for lost or corrupted data is limited
to assisting the client in restoring its last available
database.
Support incident that causes failure | Tyler shall provide an initial response to Priority
4 of non-essential functionality or a Level 4 incidents within two (2) business
Non- cosmetic or other issue that does days. Tyler shall use commercially reasonable
critical | not qualify as any other Priority efforts to resolve such support incidents, as well as
Level. cosmetic issues, with a future version release.

" tyler
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Incident Escalation
Tyler Technology’s software support consists of four levels of personnel:
(1) Level 1: front-line representatives
(2) Level 2: more senior in their support role, they assist front-line representatives and take on
escalated issues
(3) Level 3: assist in incident escalations and specialized client issues
(4) Level 4: responsible for the management of support teams for either a single product or a
product group

If a client feels they are not receiving the service needed, they may contact the appropriate Software
Support Manager. After receiving the incident tracking number, the manager will follow up on the open
issue and determine the necessary action to meet the client’s needs.
On occasion, the priority or immediacy of a software support incident may change after initiation. Tyler
encourages clients to communicate the level of urgency or priority of software support issues so that we
can respond appropriately. A software support incident can be escalated by any of the following
methods:
(1) Telephone —for immediate response, call toll-free to either escalate an incident’s priority or to
escalate an issue through management channels as described above.
(2) Email —clients can send an email to software support in order to escalate the priority of an issue
(3) On-line Support Incident Portal — clients can also escalate the priority of an issue by logging into
the client incident portal and referencing the appropriate incident tracking number.

Remote Support Tool

Some support calls require further analysis of the client’s database, process or setup to diagnose a
problem or to assist with a question. Tyler will, at its discretion, use an industry-standard remote
support tool. Support is able to quickly connect to the client’s desktop and view the site’s setup,
diagnose problems, or assist with screen navigation. More information about the remote support tool
Tyler uses is available upon request.

" tyler
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DocOrigin End User License Agreement
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ATTENTION: THE SOFTWARE PROVIDED UNDER THIS AGREEMENT (S BEING LICENSED TO YOU BY
OF SOFTWARE LTD. AND IS NOT BEING SOLD. THIS SOFTWARE IS PROVIDED UNDER THE FOLLOWING
AGREEMENT THAT SPECIFIES WHAT YOU MAY DO WITH THE SOFTWARE AND CONTAINS IMPORTANT
LIMITATIONS ON REPRESENTATIONS. WARRANTIES, CONDITIONS. REMEDIES, AND LIABILITIES.

DocOrigin
SOFTWARE LICENSE

IMPORTANT-READ CAREFULLY: This End-User License Agreement ("Agreement’ or “EULA") is a legal
agreement between you (either an individual person or a single lega! entity, who will be referred to in this EULA as
"You") and OF Software Ltd. for the DocOrigin software product that accompanies this EULA, including any
associated media, printed materials and electronic documentation (the "Software"). The Software also encompasses
any software updates, add-on components, web services and/or supplements that may be provided to you or made
available to you after the date you obtain the initial copy of the Software to the extent that such items are not
accompanied by a separate license agreement or terms of use. If you receive the Software under separate terms
from your distributor, those terms will take precedence over any conflicting terms of this EULA.

By installing, copying, downloading, accessing or otherwise using the Software, you agree to be bound by the terms
of this EULA. If you do not agree to the terms of this EULA, do not install, access or use the Software; instead, you
should remove the Software from all systems and receive a full refund.

IF YOU ARE AN AGENT OR EMPLOYEE OF ANOTHER ENTITY YOU REPRESENT AND WARRANT THAT (1)
THE INDIVIDUAL ACCEPTING THIS AGREEMENT IS DULY AUTHORIZED TO ACCEPT THIS AGREEMENT ON
SUCH ENTITY'S BEHALF AND TO BIND SUCH ENTITY, AND (ll) SUCH ENTITY HAS FULL POWER,
CORPORATE OR OTHERWISE, TO ENTER INTO THIS AGREEMENT AND PERFORM ITS OBLIGATIONS
HEREUNDER.

1. LICENSE TERMS

1.1 In this Agreement a “License Key" means any license key, activation code, or similar installation, access or
usage control codes, including serial numbers digitally created and or provided by OF Software Ltd.,
designed to provide unlocked access to the Software and its functionality.

1.2 Evaluation License. Subject to all of the terms and conditions of this Agreement, OF Software Ltd. grants
You a limited, royalty-free, non-exclusive, non-transferable license to download and install a copy of the
Software from www.docorigin.com on a single machine and use it on a royalty-free basis for no more than
120 days from the date of installation (the “Evaluation Period”). You may use the Software during the
Evaluation Period solely for the purpose of testing and evaluating it to determine if You wish to obtain a
commercial, production license for the Software. This evaluation license grant will automatically end on
expiry of the Evaluation Period and you acknowledge and agree that OF Software Ltd. will be under no
obligation to renew or extend the Evaluation Period. If you wish to continue using the Software You may, on
payment of the applicable fees, upgrade to a full license (as further described in section 1.3 below) on the
terms of this Agreement and will be issued with a License Key for the same. If you do not wish to continue
to license the Software after expiry of the Evaluation Period, then You agree to comply with the termination
obligations set out in section [7.3] of this Agreement. For greater certainty, any document generated by you
under an evaluation license will have a ‘spoiler' or watermark on the output document. Documents
generated by DocOrigin software that has a valid license key file also installed will not have the ‘spoiler’
produced. You are not permitted to remove the watermark or spoiler’ from documents generated using the
software under an evaluation license.

1.3 Development and Testing Licenses. Development and testing licenses are available for purchase through
authorized distributors and resellers of OF Software Ltd. only. Subject to all of the terms and conditions of
this Agreement, OF Software Ltd. grants You, a perpetual (subject to termination by OF Software Ltd. due to
your breach of the terms of this Agreement), non-exclusive, hon-transferable, worldwide non-sublicenseable
license to download and install a copy of the Software from www.docorigin.com on a single machine and
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1.5

1.6

1.7

use for development and testing to create collateral deployable to Your production system(s). You are not
entitled to use a development and testing license for live production purposes.

Production Licenses. Production licenses are available for purchase through authorized distributors and
resellers of OF Software Ltd. only. Subject to all of the terms and conditions of this Agreement,
OF Software Ltd. grants You. a perpetual (subject to termination by OF Software Ltd. due to your breach of
the terms of this Agreement), non-exciusive, non-transferable, worldwide non-sublicenseable license to use
the Software in accordance with the license type purchased by you as set out on your purchase order as
further described below. For greater certainty. unless otherwise agreed in a purchase order concluded with
an approved distributor of the Software. and approved by OF Software, the default license to the Software is
a per-CPU license as described in A, below:

A. Per-CPU. The total number of CPUs on a computer used to operate the Software may not exceed
the licensed quantity of CPUs. For purposes of this license metric: (a) CPUs may contain more
than one processing core, each group of two {2) processing cores is consider one (1) CPU., and
any remaining unpaired processing core, will be deemed a CPU. (b) all CPUs on a computer on
which the Software is installed shall be deemed to operate the Software unless You configure that
computer (using a reliable and verifiable means of hardware or software partitioning) such that the
total number of CPUs that actually operate the Software is less than the total number on that
computer.

B. Per-Document. This is defined as a fee per document based on the total number of documents
generated annually by merging data with a template created by the Software. The combined data
and template produce documents of one or more pages. A document may contain 1 or more
pages. For instance a batch of invoices for 250 customers may contain 1,000 pages, this will be
counted as 250 documents which should correspond to 250 invoices.

C. Per-Surface. This is defined as a fee per surface based on the total number of surfaces generated
annually by merging data with a template created by the Software. The combined data and
terplate produce documents of one or more pages, the pages may be printed one side (one
surface) or duplexed (2 surfaces). The documents may be rendered to a computer file (i.e. PDF),
each page placed in the file is considered a surface. A document may contain 1 or more surfaces.
For instance a batch of invoices for 250 customers may contain 500 pages duplexed, this will be
counted as 1000 surfaces.

Disaster Recovery License. You may request a Disaster Recovery license of the Software for each
production license You have purchased as a failover in the event of loss of use of the production server(s).
This license is for disaster recovery purposes only and under no circumstance may the disaster recovery
license be used for production simultaneously with a production license with which it is paired.

Backup Coples. After installation of the Software pursuant to this EULA, you may store a copy of the
installation files for the Software solely for backup or archival purposes. Except as expressly provided in this
EULA, you may not otherwise make copies of the Software or the printed materials accompanying the
Software.

Third-Party Software License Rights. If a separate license agreement pertaining to an item of third-party
software is: delivered to You with the Software, included in the Software download package, or referenced in
any material that is provided with the Software, then such separate license agreement shall govern Your use
of that item or version of Third-Party Software. Your rights in respect to any third-party software, third-party
data, third-party software or other third-party content provided with the Software shall be limited to those
rights necessary to operate the Software as permitted by this Agreement. No other rights in the Software or
third-party software are granted to You.
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3.1

3.2

LICENSE RESTRICTIONS

Any copies of the Software shall include all trademarks, copyright notices, restricted rights legends, proprietary
markings and the like exactly as they appear on the copy of the Software originally provided to You. You may
not remove or alter any copyright, trademark and/or proprietary notices marked on any part of the Software or
related documentation and must reproduce all such notices on all authorized copies of the Software and related
documentation. You shall not sublicense, distribute or otherwise make the Software available to any third party
(including, without limitation, any contractor, franchisee, agent or dealer) without first obtaining the written
agreement of (a) OF Software Ltd. to that use, and (b) such third party to comply with this Agreement. You
further agree not to (i) rent, lease, seli, sublicense, assign, or otherwise transfer the Software to anyone else; (i)
directly or indirectly use the Software or any information about the Software in the development of any software
that is competitive with the Software, or (iii) use the Software to operate or as a part of a time-sharing service,
outsourcing service, service bureau, application service provider or managed service provider offering. You
further agree not to reverse engineer, decompile, or disassemble the Software.

UPDATES, MAINTENANCE AND SUPPORT

During the validity period of Your License Key, You will be entitled to download the latest version of the Software
from the DocOrigin website www.docorigin.com. Use of any updates provided to You shall be governed by the
terms and conditions of this Agreement. OF Software Ltd. reserves the right at any time to not release or to
discontinue release of any Software and to alter prices, features, specifications, capabilities, functions, licensing
terms, release dates, general availability or other characteristics of the Software.

On expiry of your maintenance and support contract, you will have the right to continue using the current
version(s) of the Software which you downloaded prior to the date of expiry of your License Key. However, you
will need to renew maintenance and support in order to receive a new License Key that will unlock the more
current version(s) of the Software. For greater certainty, if you attempt to use an expired License Key to
download the latest version of the Software, the Software will revert to being a locked, evaluation copy of that
version of the Software.

INTELLECTUAL PROPERTY RIGHTS.

This EULA does not grant you any rights in connection with any trademarks or service marks of OF Software Ltd.
or DocOrigin. All title and intellectual property rights in and to the Software, the accompanying printed materials,
and any copies of the Software are owned by OF Software Ltd. or its suppliers. All title and intellectual property
rights in and to the content that is not contained in the Software, but may be accessed through use of the
Software, is the property of the respective content owners and may be protected by applicable copyright or other
intellectual property laws and treaties. This EULA grants you no rights to use such content. If this Software
contains documentation that is provided only in electronic form, you may print one copy of such electronic
documentation.

DISCLAIMER OF WARRANTIES.

TO THE GREATEST EXTENT PERMITTED BY LAW, THE LICENSED SOFTWARE AND TECHNICAL
SUPPORT PROVIDED BY OF SOFTWARE LTD. HEREUNDER ARE PROVIDED ON AN "AS I1S" BASIS AND
THERE ARE NO WARRANTIES, REPRESENTATIONS OR CONDITIONS, EXPRESS OR IMPLIED, WRITTEN
OR ORAL, ARISING BY STATUTE, OPERATION OF LAW, COURSE OF DEALING, USAGE OF TRADE OR
OTHERWISE, REGARDING THEM OR ANY OTHER PRODUCT OR SERVICE PROVIDED UNDER THIS
AGREEMENT OR IN CONNECTION WITH THIS AGREEMENT BY OF SOFTWARELTD.
OF SOFTWARE LTD. DISCLAIM ANY IMPLIED WARRANTIES OR CONDITIONS OF QUALITY,
MERCHANTABILITY, MERCHANTABLE QUALITY, DURABILITY, FITNESS FOR A PARTICULAR PURPOSE
AND NON-INFRINGEMENT. OF SOFTWARE LTD. DOES NOT REPRESENT OR WARRANT THAT THE
SOFTWARE SHALL MEET ANY OR ALL OF YOUR PARTICULAR REQUIREMENTS, THAT THE SOFTWARE
WILL OPERATE ERROR-FREE OR UNINTERRUPTED OR THAT ALL ERRORS OR DEFECTS IN THE
SOFTWARE CAN BE FOUND OR CORRECTED.

In certain jurisdictions some or all of the provisions in this Section may not be effective or the applicable law may
mandate a more extensive warranty in which case the applicable law will prevail over this Agreement.
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7.2
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8.3
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LIMITATIONS OF LIABILITY.

TO THE GREATEST EXTENT PERMITTED BY APPLICABLE LAW, IN NO EVENT SHALL
OF SOFTWARE LTD. BE LIABLE TO YOU OR ANY OTHER PERSON FOR ANY DIRECT, INDIRECT,
INCIDENTAL, SPECIAL, PUNITIVE, EXEMPLARY OR CONSEQUENTIAL DAMAGES WHATSOEVER,
INCLUDING WITHOUT LIMITATION, LEGAL EXPENSES, LOSS OF BUSINESS, LOSS OF PROFITS, LOSS
OF REVENUE, LOST OR DAMAGED DATA, LOSS OF COMPUTER TIME, COST OF SUBSTITUTE GOODS
OR SERVICES, OR FAILURE TO REALIZE EXPECTED SAVINGS CR ANY OTHER COMMERCIAL OR
ECONOMIC LOSSES ARISING OUT OF OR IN CONNECTION WITH THIS AGREEMENT, EVEN IF
OF SOFTWARE LTD. HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH LOSS OR DAMAGES, OR
SUCH LOSSES OR DAMAGES ARE FORESEEABLE.

THE ENTIRE LIABILITY OF OF SOFTWARE LTD. AND YOUR EXCLUSIVE REMEDY WITH RESPECT TO
THE SOFTWARE AND TECHNICAL SUPPQORT AND ANY OTHER PRODUCTS OR SERVICES SUPPLIED BY
OF SOFTWARE LTD. IN CONNECTION WITH THIS AGREEMENT FOR DAMAGES FOR ANY CAUSE AND
REGARDLESS OF THE CAUSE OF ACTION, WHETHER IN CONTRACT OR IN TORT, INCLUDING
FUNDAMENTAL BREACH OR NEGLIGENCE, WILL BE LIMITED IN THE AGGREGATE TO THE AMOUNTS
PAID BY YOU FOR THE SOFTWARE, TECHNICAL SUPPORT OR SERVICES GIVING RISE TO THE CLAIM.

THE DISCLAIMER OF REPRESENTATIONS, WARRANTIES AND CONDITIONS AND LIMITATION OF
LIABILITY CONSTITUTE AN ESSENTIAL PART OF THIS AGREEMENT. YOU ACKNOWLEDGE THAT BUT
FOR THE DISCLAIMER OF REPRESENTATIONS, WARRANTIES AND CONDITIONS AND LIMITATION OF
LIABILITY, NEITHER OF SOFTWARE LTD. NOR ANY OF ITS LICENSORS OR SUPPLIERS WOULD GRANT
THE RIGHTS GRANTED IN THIS AGREEMENT.

TERM AND TERMINATION

The term of this Agreement will begin on download of the Software and, in respect of an Evaluation License,
shall continue for the Evaluation Period, and in respect of all other license types defined in Section 1, shall
continue for as long as You use the Software, unless earlier terminated sooner under this section 7.

OF Software Ltd. may terminate this Agreement in the event of any breach by You if such breach has not been
cured within five (5) days of notice to You. No termination of this Agreement will entitle You to a refund of any
amounts paid by You to OF Software Ltd. or its applicable distributor or reseller or affect any obligations You
may have to pay any outstanding amounts owing to OF Software Ltd. or its distributor.

Your rights to use the Software will immediately terminate upon termination or expiration of this Agreement.
Within five (5) days of termination or expiration of this Agreement, You shall purge all Software and all copies
thereof from all computer systems and storage devices on which it was stored, and certify such to
OF Software Ltd.

GENERAL PROVISIONS

No Waiver. No delay or failure in exercising any right under this Agreement, or any partiai or single exercise of
any right, will constitute a waiver of that right or any other rights under this Agreement. No consent to a breach
of any express or implied term set out in this Agreement constitutes consent to any subsequent breach, whether
of the same or any other provision.

Severabllity. If any provision of this Agreement is, or becomes, unenforceable, it will be severed from this
Agreement and the remainder of this Agreement will remain in full force and effect.

Assignment. You may not transfer or assign this Agreement (whether voluntarily, by operation of law, or
otherwise) without OF Software Ltd.'s prior written consent. OF Software Ltd. may assign this Agreement at any
time without notice. This Agreement is binding upon and will inure to the benefit of both parties, and their
respective successors and pemmitted assigns.

Governing Law and Venue. This Agreement shall be governed by the taws of the Province of Ontario. No
choice of laws rules of any jurisdiction shall apply to this Agreement. You consent and agree that the courts of
the Province of Ontario shall have jurisdiction over any legal action or proceeding brought by You arising out of
or relating to this Agreement, and You consent to the jurisdiction of such courts for any such action or
proceeding.
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8.5 Entire Agreement. This Agreement is the entire understanding and agreement between You and
OF Software Ltd. with respect to the subject matter hereof, and it supersedes all prior negotiations, commitments
and understandings, verbal or written, and purchase order issued by You. This Agreement may be amended or
otherwise modified by OF Software Ltd. from time to time and the most recent version of the Agreement will be
available on the OF Software website www.docorigin.com.

Last Updated: [July 18 2013]
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See following pages.
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Exhibit F
Tyler’s Proposal and Best and Final Offer to RFP 17-05

Incorporated by reference.
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1 Executive Summary

1.1 Project Overview

The Statement of Work (SOW) documents the Project Scope, Methodology, Roles and Responsibilities,
Implementation Stages, and Deliverables for the implementation of Tyler products.

The Project goals are to offer City of Glendale the opportunity to make Glendale more accessible and
responsive to external and internal customer needs and more efficient in its operations through:

e Streamlining, automating, and integrating business processes and practices

» Providing tools to produce and access information in a real-time environment

e Enabling and empowering users to become more efficient, productive and responsive
» Successfully overcoming current challenges and meeting future goals

1.2 Project Timeline

The project timeline establishes a start and end date for each Phase of the Project. Developed during the
Initiate & Plan Stage and revised as mutually agreed to, if needed, the timeline accounts for resource
availability, business goals, size and complexity of the Project, and task duration requirements.

Phase Functional Areas Modules Start Date Go-Live

Date

1 Financials e Accounting General Ledger July 2017 | July
¢ Project & Grant Accounting 2018 *
e Budgeting

e Purchasing

¢ eProcurement

e Bid Management

¢ Contract Management

® Accounts Payable

o Accounts Receivable

® General Billing

o Capital Assets

e CAFR Statement Builder

System Wide e Munis Analytics & Reporting
o Tyler Reporting Services
o Role Tailored Dashboard
o Munis Office

e Tyler Forms Processing

e Tyler Content Manager SE
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Functional Areas Modules Start Date Go-Live

Date

2 Core Human ¢ Payroll w/Employee Self Service January January
Resources / ¢ HR & Talent Management 2018 2019
Payroll e Recruiting

e Risk Management

e Employee Expense
Reimbursement

e ExecuTime Advance Scheduling

e ExecuTime Advance Scheduling
Mobiles

¢ Executime Telestaff Interface

e ExecuTime Time & Attendance

¢ ExecuTime Time & Attendance
Import

e Time & Attendance Mobiles

*Dependent upon not utilizing Detailed GL History Conversion

1.3 Project Methodology Overview

Tyler bases its implementation methodology on the Project Management Institute’s (PMI) Process Groups
(Initiating, Planning, Executing, Monitoring & Controlling, and Closing). Using this model, Tyler developed
a 6-stage process specifically designed to focus on critical project success measurement factors.

Tailored specifically for Tyler’s public sector clients, the project methodology contains stage acceptance
control points throughout each Phase to ensure adherence to scope, budget, timeline controls, effective
communications, and quality standards. Clearly defined, the project methodology repeats consistently
across Phases, and is scaled to meet Glendale’s complexity, and organizational needs.
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2  Project Governance

The purpose of this section is to define the resources required to adequately establish the business
needs, objectives, and priorities for the Project; communicate the goals to other project participants; and
provide support and guidance to accomplish these goals. project governance also defines the structure
for issue escalation and resolution, change control review and authority, and organizational change
management activities.

The preliminary governance structure establishes a clear escalation path when issues and risks require
escalation above the Project Manager level. Further refinement of the governance structure, related
processes, and specific roles and responsibilities occurs during the Initiate & Plan Stage.

The path below illustrates an overall team perspective where Tyler and Glendale collaborate to resolve
project challenges according to defined escalation paths. In the event Project Managers do not possess
authority to determine a solution, resolve an issue, or mitigate a risk, Tyler implementation management
and Glendale steering committee become the escalation points to triage responses prior to escalation to
Glendale and Tyler executive sponsors. As part of the escalation process, each project governance tier
presents recommendations and supporting information to facilitate knowledge transfer and issue
resolution. Glendale and Tyler executive sponsors serve as the final escalation point.

2.1 Client Governance

Depending on Glendale’s organizational structure and size, the following governance roles may be filled
by one or more people:

2.1.1 Client project Manager

Glendale’s Project Manager(s) coordinate project team members, subject matter experts, and the overall
implementation schedule and serves as the primary point of contact with Tyler. Glendale Project
Manager(s) will be responsible for reporting to Glendale steering committee and determining appropriate
escalation points.

2.1.2 Steering Committee

Glendale steering committee understands and supports the cultural change necessary for the Project and
fosters an appreciation of the Project’s value throughout the organization. Oversees Glendale Project
Manager(s) and the Project as a whole and through participation in regular internal meetings, Glendale
steering committee remains updated on all project progress, project decisions, and achievement of
project milestones. Glendale steering committee also provides support to Glendale Project Manager(s) by
communicating the importance of the Project to all impacted departments. Glendale steering committee
is responsible for ensuring the Project has appropriate resources, provides strategic direction to the
Project team, for making timely decisions on critical project issues or policy decisions. Glendale steering
committee also serves as primary level of issue resolution for the Project.
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2.1.3 Executive Sponsor(s)

Glendale’s executive sponsor provides support to the Project by allocating resources, providing strategic
direction, and communicating key issues about the Project and the Project’s overall importance to the
organization. When called upon, the executive sponsor also acts as the final authority on all escalated
project issues. The executive sponsor engages in the Project, as needed, in order to provide necessary
support, oversight, guidance, and escalation, but does not participate in day-to-day project activities. The
executive sponsor empowers Glendale steering committee, Project Manager(s), and functional leads to
make critical business decisions for Glendale.

2.2 Tyler Governance

2.2.1 Tyler Project Manager

The Tyler Project Manager(s) have direct involvement with the Project and coordinates project team
members, implementation consultants, the overall implementation schedule, and serves as the primary
point of contact with Glendale. The Tyler Project Manager(s) provide regular updates to Glendale’s
steering committee and other Tyler governance members.

2.2.2 Tyler Implementation Management

Tyler implementation management has indirect involvement with the Project and is part of the Tyler
escalation process. Tyler Project Manager(s) consult implementation management on issues and
outstanding decisions critical to the Project. Implementation management works toward a solution with
the Tyler Project Manager(s) or with Glendale management, as appropriate. Tyler executive management
is the escalation point for any issues not resolved at this level. The name(s) and contact information for
this resource will be provided and available to the Project team.

2.2.3 Tyler Executive Management

Tyler executive management has indirect involvement with the Project and is part of the Tyler escalation
process. This team member offers additional support to the Project team and collaborates with other
Tyler department managers, as needed, in order to escalate and facilitate implementation project tasks
and decisions. The name(s) and contact information for this resource will be provided and available to the
Project team.

2.3 Acceptance and Acknowledgment Process

All Deliverables and Control Points must be accepted following the process below. Acceptance requires a
formal sign-off while acknowledgement may be provided without formal sign-off at the time of delivery.
The following process will be used for accepting or acknowledging Deliverables and Control Points:

» Glendale shall have ten (10) business days from the date of delivery, or as otherwise mutually
agreed upon by the parties in writing, to accept or acknowledge each Deliverable or Control
Point. If Glendale does not provide acceptance or acknowledgement within ten (10) business
days, or the otherwise agreed upon timeframe, not to be unreasonably withheld, Tyler deems the
Deliverable or Control Point as accepted.
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e If Glendale does not agree the particular Deliverable or Control Point meets requirements,
Glendale shall notify Tyler Project Manager(s), in writing, with reasoning within ten (10) business
days, or the otherwise agreed-upon timeframe, not to be unreasonably withheld, of receipt of
the Deliverable.

e Tyler shall address any deficiencies and redeliver the Deliverable or Control Point. Glendale shall
then have five (5) business days from receipt of the redelivered Deliverable or Control Point to
accept or again submit written notification of reasons for rejecting the milestone. If Glendale
does not provide acceptance within five (5) business days, or the otherwise agreed upon
timeframe, not to be unreasonably withheld, Tyler deems the Deliverable or Control Point as
accepted.
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Overall project Assumptions

Project, Resources and Scheduling

Project activities will begin after the Agreement has been executed.

Glendale and Tyler have the ability to allocate additional internal resources if needed. Glendale
also ensures the alignment of their budget and Scope expectations.

Glendale and Tyler ensure that the assigned resources are available, they buy-into the change
process, and they possess the required business knowledge to complete their assigned tasks
successfully. Should there be a change in resources, the replacement resource should have a
comparable level of availability, buy-in, and knowledge.

Tyler and Glendale provide adequate resources to support the efforts to complete the Project as
scheduled and within the constraints of the Project budget.

Abbreviated timelines and overlapped Phases can result in project delays if there are not
sufficient resources assigned to complete all required work as scheduled.

Changes to project Plan, schedule, availability of resources or changes in Scope may result in
schedule delays, which may result in additional charges to the Project.

Tyler provides a written agenda and notice of any prerequisites to Glendale Project Manager(s)
ten (10) business days prior to any scheduled on site or remote sessions. Prerequisites that
require greater than ten (10) business days will be included within the Project Plan.

Tyler provides notice of any prerequisites to Glendale Project Manager(s) a minimum of ten (10)
business days prior to any key Deliverable due dates.

City of Glendale users complete prerequisites prior to applicable scheduled activities.

Tyler provides options for all configuration and processing options available within the Tyler
software and the factors to be considered when deciding among options. Glendale is responsible
for making decisions based on the options available.

In the event Glendale may elect to add and/or modify current business policies during the course
of this project, such policy changes are solely Glendale’s responsibility to define, document, and
implement.

Glendale makes timely project related decisions according to dates defined in the Project Pian in
order to achieve scheduled due dates on tasks and prepare for subsequent training sessions.
Decisions left unmade may affect the Project schedule, as each analysis and implementation
session builds on the decisions made in prior sessions.

Tyler considers additional services beyond the proposed services (within the investment
summary) out of Scope and requires additional hours be requested via Change Request approved
through the Change Control process.

Glendale will respond to information requests in a comprehensive and timely manner, in
accordance with the Project schedule.

Data Conversion

Glendale is readily able to produce the data files needed for conversion from the Legacy System
in order to provide them to Tyler on the specified due date(s).

Each Legacy System data file submitted for conversion includes all associated records in a single
approved file layout. Each pass will include all data submitted by the City.
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Glendale understands the Legacy System data file must be in the same format each time unless
changes are mutually agreed upon in advance. If not, negative impacts to the schedule, budget,
and resource availability may occur and/or data in the new system may be incorrect.

During this process, Glendale may need to correct data scenarios in their Legacy System prior to
the final data pull. This is a complex activity and requires due diligence by Glendale to ensure all
data pulled includes all required data and the Tyler system contains properly mapped data.

The Tyler Implementation Programmers are offsite resources responsible for:

o Validating customer data files are readable

o Developing customized conversion programs to convert legacy data into the Tyler
database for production use according to defined mapping.

o Providing custom conversion packages to be loaded into Tyler’s system via SaaS.

o Providing error reports on unsupported data conditions and the merging or
normalization of data fields. Assisting Client with understanding and interpreting those
reports.

o Perform modifications and corrections to customized conversion programs as data
anomalies and exception conditions are discovered

Data Exchanges, Modifications, Forms and Reports

Glendale ensures the 3rd party data received is in the format prescribed by Tyler as the correct
format to achieve the functionality of the interface or report..

The 3rd party possesses the knowledge of how to program their portion of the interaction and
understands how to manipulate the data received.

Client is on a supported, compatible version of the 3 party software or Tyler Standard Data
Exchange tools may not be available.

Glendale is willing to make reasonable business process changes rather than expecting the
product to conform to every aspect of their current system/process.

Any Modification requests not expressly stated in the contract, and not required to meet the
functionality as included in the Tyler proposal, are out of Scope. Modifications requested after
contract signing have the potential to change cost, Scope, schedule, and production dates for
project Phases. Modification requests not in Scope must follow the Project Change Request
process.

Hardware and Software

Tyler will initially install the most current generally available version of the purchased Tyler
software.

Glendale will provide network access for Tyler modules, printers, and Internet access to all
applicable City of Glendale and Tyler project staff.

Glendale has in place all hardware, software, and technical infrastructure necessary to support
the Project.

Glendale’s system hardware and software meet Tyler standards to ensure sufficient speed and
operability of Tyler software. Tyler will not support use of software if Glendale does not meet
minimum standards of Tyler’s published specifications.
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Education

During live and onsite training, Glendale provides a training room for Tyler staff to transfer
knowledge to Glendale’s resources, as well as a place for Glendale staff to practice what they
have learned without distraction. If Phases overlap, Glendale will provide multiple training
facilities to allow for independent sessions scheduling without conflict.

The training room is set up in a classroom setting. Glendale determines the number of
workstations in the room. Tyler recommends every person attending a scheduled session with a
Tyler Consultant or Trainer have their own workstation. However, Tyler requires there be no
more than two people at a given workstation.

Glendale provides a workstation which connects to the Tyler system for the Tyler trainer
conducting the session. The computer connects to a City of Glendale provided projector, allowing
all attendees the ability to actively engage in the training session.

Glendale testing database contains the Tyler software version required for delivery of the
Modification prior to the scheduled delivery date for testing.

Glendale is responsible for verifying the performance of the Modification as defined by the
specification.

Users performing User Acceptance Testing (UAT) have attended all applicable training sessions
prior to performing UAT. UAT will occur prior to the decentralized end user training.

. tyler

fornredien



4  |mplementation Stages

4.1 Work Breakdown Structure (WBS)

The Work Breakdown Structure {WBS) is a hierarchical representation of a project or Phase broken down
into smaller, more manageable components. The top level components are called “Stages” and the
second level components are called “work packages.” The work packages, shown below each Stage,
contain the high-level work to be done. The detailed project Plan, developed during Initiate & Plan and
finalized during Assess & Define, will list the tasks to be completed within each work package. Each Stage
ends with a “Control Point”, confirming the work performed during that Stage of the Project.
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4.2 Initiate & Plan (Stage 1)

The Initiate & Plan Stage creates a foundation for the Project through identification of City of Glendale
and Tyler Project management teams, development of implementation management plans, and the
provision and discussion of system infrastructure requirements. City of Glendale participation in gathering
information is critical. Tyler Project management teams present initial plans to stakeholder teams at
Stage end.

4.2.1  Tyler Internal Coordination & Planning

Prior to Project commencement, Tyler management staff assigns Project Manager(s). Tyler provides
Glendale with initial Project documents used in gathering basic information, which aids in preliminary
planning and scheduling. City of Glendale participation in gathering requested information by provided
deadlines ensures the Project moves 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 Glendale’s team. During this step, Tyler will work with the Client to
establish the date(s) for the Project/Phase Planning session.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 1 » : Tyler Internal Coordination & Planning
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4.2.2 System Infrastructure Planning

Glendale provides, purchases or acquires hardware according to hardware specifications provided by
Tyler and ensures it is available at Glendale’s site. Glendale completes the system infrastructure audit,
ensuring vital system infrastructure information is available to the Tyler implementation team, and
verifies all hardware compatibility with Tyler solutions.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 1 ; Tyler Internal Coordination & Planning
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4.2.3 Project/Phase Planning

Project and Phase planning provides an opportunity to review the contract, software, data conversions
and services purchased, identify Applications to implement in each Phase (if applicable), and discuss
implementation timeframes. The Tyler Project Manager(s) deliver an Implementation Management Plan,
which is mutually agreeable by City of Glendale and Tyler.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 1 ; e v Tyler Internal Coordination & Planning
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424 Project Schedule

Client and Tyler will mutually develop an initial Project schedule. The initial schedule includes, at
minimum, enough detail to begin Project activities while the detailed Project Plan/schedule is being
developed and refined.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 1 : - Tyler Internal Coordination & Planning
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425 Stakeholder Presentation

City of Glendale stakeholders join Tyler Project Management to communicate successful Project criteria,
Project goals, Deliverables, a high-level milestone schedule, and roles and responsibilities of Project
participants.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE1 - e Tyler Internal Coordination & Planning
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4.2.6 Control Point 1: Initiate & Plan Stage Acceptance

Acceptance criteria for this Stage includes completion of all criteria listed below. Advancement to the
Assess & Define Stage is dependent upon Tyler’s receipt of the Stage Acceptance.

4.2.6.1 Initiate & Plan Stage Deliverables

. Implementation Management Plan
o Objective: Update and deliver baseline management plans to reflect the approach to
Glendale’s Project.
o Scope: The Implementation Management addresses how communication, quality control,

risks/issues, resources and schedules, and Software Upgrades (if applicable) will be
managed throughout the lifecycle of the Project.

o Acceptance criteria: City of Glendale reviews and accepts Implementation Management
Plan
° Project Plan/Schedule
o Objective: Provide a comprehensive list of tasks, timelines and assignments related to the
Deliverables of the Project.
o Scope: Task list, assignments and due dates
o Acceptance criteria: City of Glendale acceptance of schedule based on City of Glendale

resource availability and Project budget and goals.

4.2.6.2 Initiate & Plan Stage Acceptance Criteria

. Hardware Installed — VPN Device
° System infrastructure audit complete and verified
. Implementation Management Plan accepted
- Project Plan/Schedule accepted; dates confirmed
° Stakeholder Presentation complete
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4.3 Assess & Define (Stage 2)

The primary objective of Assess & Define is to gather information about current City of Glendale business
processes and translate the material into future business processes using Tyler Applications. Tyler uses a
variety of methods for obtaining the information, all requiring City of Glendale collaboration. Glendale
shall provide complete and accurate information to Tyler staff for analysis and understanding of current

workflows and business processes.

431 Fundamentals Review

Fundamentals Review provides functional leads and Power Users an overall understanding of software
capabilities prior to beginning current and future state analysis. The primary goal is to provide a basic
understanding of system functionality, which provides a foundation for upcoming conversations
regarding future state processing. Tyler utilizes a variety of methods for completing fundamentals
training including the use of eLearning, videos, documentation, and walkthroughs.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 2 Tyler Internal Coordination & Planning
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4.3.2

Current/Future State Analysis

City of Glendale and Tyler evaluate current state processes, options within the new software, pros and
cons of each option based on current or desired state, and make decisions about future state

configuration and processing.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed
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433 Data Conversion Planning & Mapping

This entails the activities performed to prepare to convert data from Glendale’s Legacy System
Applications to the Tyler system. Tyler staff and Glendale work together to complete Data Mapping for
each piece of data (as outlined in the Agreement) from the Legacy Systems to a location in the Tyler
system.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 2 - Tyler Internal Coordination & Planning
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434

Standard 3rd Party Data Exchange Planning

Standard Data Exchange tools are available to allow clients to get data in and out of the Tyler system with
external systems. Data exchange tools can take the form of Imports and Exports, and Interfaces.

A Standard Interface is a real-time or automated exchange of data between two systems. This could be
done programmatically or through an API. It is Tyler’s responsibility to ensure the Tyler programs operate
correctly. It is Glendale’s responsibility to ensure the third party program operates or accesses the data

correctly.

Glendale and Tyler Project Manager(s) will work together to define/confirm which Data Exchanges are
needed (if not outlined in the Agreement). Tyler will provide a file layout for each Standard Data

Exchange.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 2 Tyler Internal Coordination & Planning
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435 Customization Analysis & Specification, if contracted

Tyler staff conducts additional analysis and develops specifications based on information discovered
during this Stage. Glendale reviews the specifications and confirms they meet City of Glendale’s needs
prior to acceptance. Out of Scope items or changes to specifications after acceptance may require a
Change Request. There are no modifications in scope.

Tyler’s intention is to minimize Customizations by using Standard functionality within the Application,
which may require a City of Glendale business process change. It is the responsibility of Glendale to detail
all of their needs during the Assess and Define Stage. Tyler will write up specifications (for City of
Glendale approval) for contracted program Customizations. Upon approval, Tyler will make the agreed
upon Customizations to the respective program(s). Once the Customizations have been delivered,
Glendale will test and approve those changes during the Build and Validate Stage.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 2 Tyler Internal Coordination & Planning
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4.3.6

Forms & Reports Planning

City of Glendale and Tyler Project Manager(s) review Forms and Reporting needs. Items that may be
included in the Agreement are either Standard Forms and Reports, including Cubes, or known/included

Customization(s). Items not included in the Agreement could be either City of Glendale-developed

Reports or a newly discovered Customization that may require a Change Request.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 2 Tyler Internal Coordination & Planning
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System Deployment

4.3.7

The Tyler Technical Services team installs Tyler Applications on the server (hosted or client-based) and

ensures the platform operates as expected.

Responsible A = Accountable C = Consulted | = Informed
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4.3.8  Control Point 2: Assess & Define Stage Acceptance

Acceptance criteria for this Stage includes completion of all criteria listed below. Advancement to the
Build & Validate Stage is dependent upon Tyler’s receipt of the Stage Acceptance.

4.3.8.1 Assess & Define Stage Deliverables

° Completed analysis Questionnaire
o Objective: Gather and document information related to City of Glendale business
processes for current/future state analysis as it relates to Tyler approach/solution.
o Scope: Provide comprehensive answers to all questions on Questionnaire(s).
o Acceptance criteria: City of Glendale acceptance of completed Questionnaire based on

thoroughness of capturing all City of Glendale business practices to be achieved through
Tyler solution.

° Data conversion summary and specification documents
o Objective: Define data conversion approach and strategy
o Scope: Data conversion approach defined, data extract strategy, conversion and
reconciliation strategy.
o Acceptance criteria: Data conversion document(s) delivered to Glendale, reflecting

complete and accurate conversion decisions.

e Standard 3™ Party Data Exchange summary and specification documents

o Objective: Gather and document information related to Glendale standard 3™ party data
exchange needs for current/future state analysis as it relates to Tyler approach/solution.
Assumption is that City will use existing Tyler tools/processes and data requirements.

o Scope: 3™ party data exchange defined.

o Acceptance criteria: 3™ party data exchange review complete and initial standard file
layout documents delivered to Glendale.

° Customization specification documents, if contracted
o Objective: Provide comprehensive outline of identified gaps, and how the custom
program meets Glendale’s needs
o Scope: Design solution for Customization
o Acceptance criteria: City of Glendale accepts Custom Specification Document(s) and

agrees that the proposed solution meets their requirements

° Completed Forms & Reports options and/or packages
e} Objective: Provide specifications for each City of Glendale in Scope form, Report and
output requirements
o Scope: Complete Forms package(s) included in agreement and identify Reporting needs.
o Acceptance criteria: Identify Forms choices, non-standard Reports and receive supporting

documentation

° Installation checklist
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o Objective: Installation of purchased Tyler software

o Scope: Tyler will conduct an initial coordination call, work with the City to install the VPN
device, and establish SaaS environments

o Acceptance criteria: Tyler software is successfully installed and available to authorized
users, City of Glendale team members are trained on applicable system administration
tasks.

4.3.8.2  Assess & Define Stage Acceptance Criteria

° Tyler software is installed
. Fundamentals review is complete
° Required Form information complete and provided to Tyler
° Current/Future state analysis completed; Questionnaires delivered and reviewed
° Data conversion mapping and extractions completed and provided to Tyler
) Client acceptance of control point
29/60
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4.4 Build & Validate (Stage 3)

The objective of the Build & Validate Stage is to prepare the software for use in accordance with
Glendale’s needs identified during the Assess and Define Stage, preparing Glendale for Final Testing and

Training.

44.1 Configuration & Power User Training

Tyler staff collaborates with Glendale to complete software configuration based on the outputs of the
future state analysis performed during the Assess and Define Stage. Tyler staff will train Glendale Power
Users to prepare them for the Validation of the software. Glendale collaborates with Tyler staff iteratively

to Validate software configuration.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed
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4472 Data Conversion & Validation

Tyler completes an initial review of the converted data for errors. With assistance from Glendale, the
Tyler Data Conversion Team addresses items within the conversion program to provide the most efficient
data conversion possible. With guidance from Tyler, Glendale reviews specific data elements within the
system and identifies and Reports discrepancies in writing. Iteratively, Tyler collaborates with Glendale to
address conversion discrepancies prior to acceptance.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 3 Tyler Internal Coordination & Planning
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Standard 3rd Party Data Exchange Validation

443

Tyler provides training on Data Exchange(s) and Glendale tests each Data Exchange.

Consulted | = Informed

Responsible A = Accountable C =

RACI MATRIX KEY: R
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4.4.4

Customization Delivery & Validation, if contracted

Tyler delivers in Scope Customization(s} to Glendale for preliminary testing. Final acceptance will occur
during the Final Testing and Training in Stage 4.5.2.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 3 Tyler Internal Coordination & Planning
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Forms & Reports Validation

4.45

Tyler provides training on Standard Forms/Reports and Glendale tests each Standard Form/Report.

Consulted | = Informed

Responsible A = Accountable C=

RACI MATRIX KEY: R
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4.4.6 Control Point 3: Build & Validate Stage Acceptance

Acceptance criteria for this Stage includes all criteria listed below. Advancement to the Final Testing &
Training Stage is dependent upon Tyler’s receipt of the Stage Acceptance.

4.4.6.1 Build & Validate Stage Deliverables

. Initial data conversion
o Objective: Convert Legacy System data into Tyler system
o Scope: Data conversion program complete; deliver converted data for review
o Acceptance criteria: Initial error log available for review
. Data conversion verification document
o Objective: Provide instructions to Glendale to verify converted data for accuracy
o Scope: Provide self-guided instructions to verify specific data components in Tyler system
o Acceptance criteria: City of Glendale accepts data conversion delivery; City of Glendale

completes data issues log

° Installation of Customizations on Saa$ environment
o Objective: Deliver Customization(s) in Tyler software
o Scope: Program for Customization is complete and available in Tyler software,
Customization testing
e} Acceptance criteria: Delivery of Customization(s) results in objectives described in
Glendale-signed specification.
. Standard/Custom Forms & Reports Delivered
o Objective: Provide Standard Forms & Reports for review
o) Scope: Installation of all Standard Forms & Reports included in the Agreement
o Acceptance criteria: Standard Forms & Reports available in Tyler software for testing in
Stage 4

4.4.6.2 Build & Validate Stage Acceptance Criteria

L ]

Application configuration completed
All user roles and permissions configured for testing in Stage 4.

° All workflow configured for testing in Stage 4.

o Standard Forms & Reports delivered and available for testing in Stage 4

o Data conversions (except final pass) delivered free of conversion issues

U Standard 3™ party Data Exchange training provided

° Customizations delivered and available for testing in Stage 4

e Glendale and Tyler have done a review of primary configuration areas to Validate

completeness and readiness for testing and acceptance in Stage 4.
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4.5 Final Testing & Training (Stage 4)

During Final Testing and Training, Tyler and Glendale review the final Cutover plan. A critical Project
success factor is Glendale understanding the importance of Finai Testing and Training and dedicating the
resources required for testing and training efforts in order to ensure a successful Production Cutover.

45.1 Cutover Planning

City of Glendale and Tyler Project Manager(s) discuss final preparations and critical dates for Production
Cutover. Tyler delivers a Production Cutover Checklist to outline Cutover tasks to help prepare Glendale

for success.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 4 Tyler Internal Coordination & Planning
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4.5.2 User Acceptance Testing (UAT)

Glendale performs User Acceptance Testing to verify software readiness for day-to-day business
processing. Tyler provides a Test Plan for users to follow to ensure proper Validation of the system. The
City plans to perform additional testing as needed for additional validation.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed

STAGE 4 -+ ... Tyler Internal Coordination & Planning
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453 End User Training

End Users attend training sessions to learn how to utilize Tyler software. Training focuses primarily on
day-to-day City of Glendale processes that will be delivered via group training, webinar, eLearnings

and/or live training sessions.

Unless stated otherwise in the Agreement, Tyler provides one occurrence of each scheduled training or
implementation topic with up to the maximum number of users as defined in the Agreement, or as
otherwise mutually agreed. City of Glendale users who attended the Tyler sessions may train any City of
Glendale users not able to attend the Tyler sessions or additional sessions may be contracted at the

applicable rates for training.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed
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4,54  Control Point 4: Final Testing & Training Stage Acceptance

Acceptance criteria for this Stage includes all criteria listed below. Advancement to the Production
Cutover Stage is dependent upon Tyler’s receipt of the Stage Acceptance.

4541 Final Testing & Training Stage Deliverables

] Production Cutover checklist
o Objective: Provide a detailed checklist outlining tasks necessary for production Cutover
o) Scope: Dates for final conversion, date(s) to cease system processing in Legacy System,
date(s) for first processing in Tyler system, contingency plan for processing
o Acceptance criteria: Definition of all pre-production tasks, assignment of owners and

establishment of due dates

L User Acceptance Test Plan
o Objective: Provide testing steps to guide users through testing business processes in Tyler
software. ‘
o Scope: Testing steps for Standard business processes.
o Acceptance criteria: Testing steps have been provided for Standard business processes.

4.5.4.2  Final Testing & Training Stage Acceptance Criteria

o Production Cutover Checklist delivered and accepted
° Customization(s) tested and accepted, if applicable
. Standard 3 party Data Exchange programs tested and accepted
. Standard Forms & Reports tested and accepted
. User acceptance testing completed in accordance with the Exit Criteria prescribed in the UAT
Plan.
o End User training completed
39/60
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4.6 Production Cutover (Stage 5)

City of Glendale and Tyler resources complete tasks as outlined in the Production Cutover Plan and
Glendale begins processing day-to-day business transactions in the Tyler software. Following production
Cutover, Glendale transitions to the Tyler support team for ongoing support of the Application.

4.6.1 Final Data Conversion, if applicable

Glendale provides final data extract and Reports from the Legacy System for data conversion and Tyler
executes final data conversion. Glendale may need to manually enter into the Tyler system any data
added to the Legacy System after final data extract.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed
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Production Processing & Assistance

4.6.2

Tyler staff collaborates with Glendale during Production Cutover activities. Glendale transitions to Tyler

software for day-to day business processing.

Consulted | = Informed

Responsible A = Accountable C=
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Transition to Tyler Support

4.6.3

Tyler Project Manager(s) introduce Glendale to the Tyler Support team, who provides Glendale with day-

to-day assistance following Production Cutover.
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4.6.4  Schedule Post-production Services, if applicable

Tyler provides post-production services if included in the Agreement. Prior to scheduling services, the
Tyler Project Manager(s) collaborate with City of Glendale Project Manager(s) to identify needs.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed
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4.6.5 Control Point 5: Production Cutover Stage Acceptance

Acceptance criteria for this Stage includes all criteria listed below. Advancement to the Phase/Project
Closure Stage is dependent upon Tyler’s receipt of this Stage Acceptance.

4.6.5.1  Production Cutover Stage Deliverables

o Final data conversion, if applicable
o Obijective: Ensure (in Scope) Legacy System data is available in Tyler software in
preparation for production processing.
o Scope: Final passes of all conversions completed in this Phase
o Acceptance criteria: Data is available in production environment
° Support transition documents
o Objective: Define strategy for on-going Tyler support
o Scope: Define support strategy for day-to-day processing, conference call with City of

Glendale Project Manager(s) and Tyler support team, define roles and responsibilities,
define methods for contacting support

o Acceptance criteria: Glendale receives tools to contact support and understands proper
support procedures.

4.6.5.2  Production Cutover Stage Acceptance Criteria

. Final data conversion(s) delivered

° Processing is being done in Tyler production

. Transition to Tyler support is completed

o Post-live services have been scheduled, if applicable
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4.7 Phase/Project Closure (Stage 6)

Project or Phase closure signifies full implementation of all products purchased and encompassed in the
Phase or Project. Glendale moves into the next cycle of their relationship with Tyler (next Phase of
implementation or long-term relationship with Tyler Support).

4.7.1 Close Phase/Project

Glendale and Tyler Project Manager(s) review the list of outstanding Project activities and develop a plan
to address them. The Tyler Project Manager(s) review the Project budget and status of each contract
Deliverable with Glendale Project Manager(s) prior to closing the Phase or Project.

RACI MATRIX KEY: R = Responsible A = Accountable C = Consulted | = Informed
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TYLER CLIENT

- & 3 o]

o |5 g k £

S |Sle|e|E = <

© DLmE + T |«

c V"DQ_"U o) c fu o)

© CD_XL & ) @ cl8

— OXUJD.O <13 E - O|®©

glz|_(S|@9)eie| |81Elslsl5] [B S|

mCngtﬂ.O CE%’D-(?)C'D ()] %4—"0

clo|lwlo|Q]5|c|& Qlg|wm|o |8 I cidl5

s|Bigig|2|ale | 2 c|2|5le|e i5 |0

SE I R A G R A R

e|SI=|5(2|5 (R = 12812181258 |°F|e

s|@ G’QOZS'_S ;Cuowhyg.ﬁ_’w‘c

SIEIB|EIS||EI2] |5IE|815|2|e|5|3|E|8]c

o N © P ] olc|® T|lo|o

GJQ-OQ-“LWUEXS;D.COGJCGJ;Q-

éEEEBSS&mmmC\-U_UO_DLUI—Q_D

TASKS il el ol ol bl el el Sl e 20 ) B B e e R RN R

212212 21R121RRiIg(e|e|eieie|e|eio |22

. Elele e lE e lElE Elo|lolo|olo|lo|lolo oo |6

Review outstanding Project activities

AiR|C c|clI|Cil C

and develop action plan

Review Project budget and status of

>
ol
O

contract Deliverables

45 /60



4.7.2 Control Point 6: Phase/Project Closure Stage Acceptance

Acceptance criteria for this Stage includes all criteria listed below. This is the final acceptance for the
Phase/Project.

4.7.2.1 Phase/Project Closure Stage Deliverables

° Phase/Project reconciliation report
o Objective: Provide comparison of contract Scope and Project budget
o Scope: Contract Scope versus actual, analysis of services provided and remaining budget,
identify any necessary Change Requests or Project activity.
o Acceptance criteria: Acceptance of services and budget analysis and plan for changes, if
needed.

4.7.2.2  Phase/Project Closure Stage Acceptance Criteria

° Outstanding Phase or Project activities have been documented and assigned
o Phase/final Project budget has been reconciled
o Tyler Deliverables for the Phase/Project are completed and accepted

46/60
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5
5.1

Roles and Responsibilities

Tyler Roles and Responsibilities

Tyler assigns Project Manager(s) prior to the start of each Phase of the project. The Project Manager
assigns additional Tyler resources as the schedule develops and as needs arise. One person may fill
multiple project roles.

5.1.1 Tyler Executive Management

Provides clear direction for Tyler staff on executing on the project deliverables to align with
satisfying Glendale’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

Offers additional support to the project team and is able to work with other Tyler department
managers in order to escalate and facilitate implementation project tasks and decisions

Acts as the counterpart to Glendale’s executive sponsor

5.1.2 Tyler Implementation Management

Acts as the counterpart to Glendale steering committee.

Assigns initial Tyler project personnel

Works to resolve all decisions and/or issues not resolved at the project Management level as part
of the escalation process

Attends City of Glendale steering committee meetings as necessary

Provides support for the project team

Provides management support for the project to ensure it is staffed appropriately and staff have
necessary resources

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 resources between
departments, management of the project budget and schedule, effective risk and issue management, and
is the primary point of contact for all project related items.

47 /60

Contract Management

Validates contract compliance throughout the project

Ensures Deliverables meet contract requirements

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

Prepares and presents contract milestone sign-offs for acceptance by City of Glendale Project
Manager(s)

o Coordinates Change Requests, if needed, to ensure proper Scope and budgetary compliance

0O 0 0 O

Planning
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Update and deliver Implementation Management Plan

Defines project tasks and resource requirements

Develops initial project schedule and full scale project Plan

Collaborates with City of Glendale Project Manager(s) to plan and schedule project timelines
to achieve on-time implementation

Implementation Management

@)

Tightly manages Scope and budget of project; establishes process and approval matrix with
Glendale to ensure Scope changes and budget planned versus actual are transparent and
handled effectively and efficiently

Establishes and manages a schedule and resource plan that properly supports the project
Plan as a whole that is also in balance with Scope/budget

Establishes risk/issue tracking/reporting process between Glendale and Tyler and takes all
necessary steps to proactively mitigate these items or communicates with transparency to
Glendale any items that may negatively impact the outcomes of the project

Collaborates with Glendale’s Project Manager(s) to establish key business drivers and success
indicators that will help to govern project activities and key decisions to ensure a quality
outcome of the project

Sets a routine communication plan that will aide all project team members, of both Glendale
and Tyler, in understanding the goals, objectives, current status and health of the project

Team Management

Acts as liaison between project team and Tyler manager(s)

@)

e}
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Maintains communication among Tyler resources of key events and developments with the
implementation.

Identifies and coordinates all Tyler resources across all modules, Phases, and activities
including development, conversions, forms, installation, reports, implementation, and billing
Provides direction and support to project team

Builds partnerships among the various stakeholders, negotiating authority to move the
project forward

Manages the appropriate assignment and timely completion of tasks as defined in the project
Plan, task list, and Production Cutover checklist

Assesses team performance and adjusts as necessary

Interfaces closely with Tyler developers to coordinate program Modification activities
Coordinates with in Scope 3™ party providers to align activities with ongoing project tasks

5.1.4 Tyler Implementation Consultant

48/60

Completes tasks as assigned by the Tyler Project Manager(s)
Performs problem solving and troubleshooting

Follows up on issues identified during sessions

Documents activities for on site services performed by Tyler
Complete future state analysis

Provides conversion Validation and error resolution assistance
Recommends guidance for testing Forms and Reports

Tests software functionality with Glendale following configuration

o tyler
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e Assists during Production Cutover process and provides production support until Glendale
transitions to Tyler Support

e Provides product related education

e Effectively facilitates training sessions and discussions with City of Glendale and Tyler staff to
ensure adequate discussion of the appropriate agenda topics during the allotted time

e Conducts training (configuration, process, conversion Validation) for Power Users and Glendale’s
designated trainers for End Users

e C(Clearly documents homework tasks with specific due dates and owners, supporting and
reconciling with the final project plan

e Keeps Tyler Project Manager(s) proactively apprised of any and all issues which may result in the
need for additional training, change in schedule, change in process decisions, or which have the
potential to adversely impact the success of the project prior to taking action

5.1.5 Tyler Sales

e Provide Sales background information to Implementation during Project Initiation
» Support Sales transition to Implementation
e Provide historical information, as needed, throughout implementation

5.1.6 Tyler Software Support

e Manages incoming client issues via phone, email, and online customer incident portal

e Documents and prioritizes issues in Tyler’s Customer Relationship Management (CRM) system
e Provides issue analysis and general product guidance

e Tracks issues and tickets to timely and effective resolution

o |dentifies options for resolving reported issues

e Reports and escalates defects to Tyler Development

e Communicates with Glendale on the status and resolution of reported issues

5.2 City of Glendale Roles and Responsibilities

City of Glendale 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 City of Glendale Executive Sponsor

e Provides clear direction for the Project and how the Project applies to the organization’s overall
strategy

e Champions the project at the executive level to secure buy-in

e Authorizes required project resources

e Resolves all decisions and/or issues not resolved at Glendale steering committee level as part of
the escalation process

e Actively participates in organizational change communications

49/60
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5.2.2 City of Glendale Steering Committee

e Works to resolve all decisions and/or issues not resolved at the Project Manager level as part of
the escalation process

e Attends all scheduled steering committee meetings

e Provides support for the project team

e Assists with communicating key project messages throughout the organization

e Prioritizes the project within the organization

e Provides management support for the project to ensure it is staffed appropriately and staff have
necessary resources

» Monitors project progress including progress towards agreed upon goals and objectives

e Has the authority to approve or deny changes impacting the following areas:

Cost

Scope

Schedule

project Goals

City of Glendale Policies

0 0000

5.2.3 City of Glendale Project Manager

Glendale shall assign Project Manager(s) prior to the start of this project with overall responsibility and
authority to make decisions related to project Scope, scheduling, and task assignment, and communicates
decisions and commitments to the Tyler Project Manager(s) in a timely and efficient manner. When
Glendale Project Manager(s) do not have the knowledge or authority to make decisions, he or she
engages the correct resources from City of Glendale to participate in discussions and make decisions in a
timely fashion to avoid project delays.

e Contract Management

Validates contract compliance throughout the project

Ensures invoicing and Deliverables meet contract requirements

Acts as primary point of contact for alt contract and invoicing questions

Signs off on contract milestone acknowledgment documents

Collaborates on and approves Change Requests, if needed, to ensure proper Scope and
budgetary compliance

0O 0O 0O 0 O

Planning

Review and accept Implementation Management Plan

Defines project tasks and resource requirements for City project team

Collaborates in the development and approval of the initial Project Plan and Project Plan
Collaborates with Tyler Project Manager(s) to plan and schedule project timelines to achieve
on-time implementation

O O O O

» |Implementation Management

o Tightly manages project budget and Scope and collaborates with Tyler Project Manager(s) to
establish a process and approval matrix to ensure Scope changes and budget planned versus
actual are transparent and handled effectively and efficiently
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o Collaborates with Tyler Project Manager to establish and manage a schedule and resource
plan that properly supports the project Plan, as a whole, that is also in balance with
Scope/budget

o Collaborates with Tyler Project Manager(s) to establishes risk/issue tracking/reporting
process between Glendale and Tyler and takes all necessary steps to proactively mitigate
these items or communicates with transparency to Tyler any items that may impact the
outcomes of the project

o Collaborates with Tyler Project Manager(s) to establish key business drivers and success
indicators that will help to govern project activities and key decisions to ensure a quality
outcome of the project

o Routinely communicates with both City of Glendale staff and Tyler, aiding in the
understanding of goals, objectives, current status, and health of the project by all team
members

Team Management

o Acts as liaison between project team and stakeholders

o ldentifies and coordinates all City of Glendale resources across all modules, Phases, and
activities including data conversions, forms design, hardware and software installation,
reports building, and satisfying invoices

o Provides direction and support to project team

o Builds partnerships among the various stakeholders, negotiating authority to move the
project forward

o Manages the appropriate assignment and timely completion of tasks as defined in the project

plan, task list, and production cutover checklist

o Assesses team performance and takes corrective action, if needed

o Provides guidance to City of Glendale technical teams to ensure appropriate response and
collaboration with Tyler technical support teams to ensure timely response and appropriate
resolution

o Coordinates in Scope 3™ party providers to align activities with ongoing project tasks

5.2.4 City of Glendale Functional Leads
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Makes business process change decisions under time sensitive conditions

Communicates existing business processes and procedures to Tyler consultants

Assists in identifying business process changes that may require escalation

Attends and contributes business process expertise for current/future state analysis sessions
Identifies and includes additional subject matter experts to participate in current/future state
analysis sessions

Provides business process change support during Power User and End User training
Completes performance tracking review with client project team on End User competency on
trained topics

Provides Power and End Users with dedicated time to complete required homework tasks
Act as an ambassador/champion of change for the new process.

Identifies and communicates any additional training needs or scheduling conflicts to City of
Glendale Project Manager

Prepares and Validates Forms



e Actively participates in all aspects of the implementation, including, but not limited to, the
following key activities:

Task completion

Stakeholder Presentation

Implementation Management Plan development
Schedule development

Maintenance and monitoring of risk register
Escalation of issues

Communication with Tyler project team
Coordination of City of Glendale resources
Attendance at scheduled sessions

Change Management activities

Customization specification, demonstrations, testing and approval assistance
Conversion Analysis and Verification Assistance
Decentralized End User Training

Process Testing

User Acceptance Testing

5.2.5 City of Glendale Power Users

O 00000 O0OO0OO0OO0OO0OO0OO0OO0OO0

e Participate in project activities as required by the project team and Project Manager(s)

e Provide subject matter expertise on City of Glendale business processes and requirements
e Act as subject matter experts and attend current/future state and validation sessions as needed
e Attend all scheduled training sessions

e Participate in all required post-training processes as needed throughout project

» Participate in conversion Validation

e Test all Application configuration to ensure it satisfies business process requirements
Become Application experts

Participate in User Acceptance Testing

Adopt and support changed procedures

Complete all Deliverables by the due dates defined in the Project Plan

e Demonstrate competency with Tyler products processing prior to Production Cutover

e Provide knowledge transfer to City of Glendale staff during and after implementation

5.2.6 City of Glendale End Users

e Attend all scheduled training sessions

e Become proficient in Application functions related to job duties

e Adopt and utilize changed procedures

e Complete all Deliverables by the due dates defined in the Project Plan

e Utilize software to perform job functions at and beyond Production Cutover

5.2.7 City of Glendale Technical Support

» Coordinates updates and releases with Tyler as needed

e Coordinates the copying of source databases to training/testing databases as needed for training
days
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e Extracts and transmits conversion data and control reports from City of Glendale’s Legacy System
per the conversion schedule set forth in the Project Plan

e Coordinates and adds new users and printers and other Peripherals as needed

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

e Coordinates Interface development for City of Glendale 3™ party Data Exchanges.

» Develops or assists in creating Reports as needed

e Ensures onsite system hardware meets specifications provided by Tyler

e Assists with software deployment as needed

5.2.8 City of Glendale Upgrade Coordinator

e Becomes familiar with the Software Upgrade process and required steps

» Becomes familiar with Tyler’s releases and updates

» Utilizes Tyler Community to stay abreast of the latest Tyler releases and updates, as well as the
latest helpful tools to manage Glendale’s Software Upgrade process

e Assists with the Software Upgrade process during implementation

* Manages Software Upgrade activities post-implementation

» Manages Software Upgrade plan activities

e Coordinates Software Upgrade plan activities with City of Glendale and Tyler resources

e Communicates changes affecting users and department stakeholders

e Obtains department stakeholder sign-offs to upgrade production environment

5.2.9 City of Glendale project Toolset Coordinator

» Ensures users have appropriate access to Tyler project toolsets such as Tyler University, Tyler
Community, Tyler Product Knowledgebase, SharePoint, etc.

e Conducts training on proper use of toolsets

* Validates completion of required assignments using toolsets

5.2.10 City of Glendale Change Management Lead

e Validates users receive timely and thorough communication regarding process changes

e Provides coaching to Supervisors to prepare them to support users through the project changes

» Identifies the impact areas resulting from project activities and develops a plan to address them
proactively

» Identifies areas of resistance and develops a plan to reinforce the change

* Monitors post-production performance and new process adherence
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6 Glossary

Word or Term

Accountable
Application

Build Blueprint

Business Requirements
Document

Change Control

Change Management

Change Request

Consulted
Consumables

Control Point

Data Exchange

Data Mapping

i Deliverable

End User
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The person who is ultimately accountable for decisions being made on

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

A document recording future state decisions intended to allow Tyler to
satisfy business needs/requirements during the Build & Validate Stage
through configuration and setups to develop the final solution. A means
for Glendale to Validate what was agreed to be in Scope has been

A specification document used to describe City of Glendale
requirements not available through Tyler software functionality, which
will lead to a Modification with City of Glendale acceptance.

A systematic approach for managing change governing how Change
Requests will be received, assessed and acted on.

An approach for ensuring that changes are thoroughly and smoothly
implemented and that the lasting benefits of change are achieved. The
focus is on the global impact of change with an intense focus on people
and how individuals and teams move from the current situation to the

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

Anyone who must be consulted with prior to a decision being made
and/or the task being completed

Items that are used on a recurring basis, usually by Peripherals. §
Examples: paper stock or scanner cleaning kits.

Occurring at the end of each Stage, the Control Point serves as a formal
client review point. Project progress cannot continue until the client
accepts the agreed upon Deliverables of the Stage have been met, or
agree on an action plan to make the Deliverable acceptable and move
to next Stage while executing final steps of current Stage.

A term used to reference Imports and Exports, and Interfaces which
allow data to be exchanged between an external system and Tyler

The process of mapping fields from the Legacy System to the

~ appropriate location in the new system from one or more sources.
A tangible or intangible object/document produced as a result of the
Project that is intended to be delivered to a client {either internal or
external) or vendor at a specific time.
The person for whom the software is designed to use on a day-to-day

o tyler
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Forms A document which is typically printed on a template background and
only captures data for one record per page. Forms are provided to
entity customers whether internal (employees) or external (citizens).

Imports and Exports A process within the system that a user is expected to run to consume
{Import) or produce (Export) a specifically defined file format/layout.

Informed Anyone who will be updated when decisions are made or a task is
completed.

Install References the initial Installation of software files on client servers and

preparing the software for use during configuration. The version
currently available for general release will always be used during the

initial Install.
Interface A real-time or automated exchange of data between two systems.
Legacy System The system from which a client is converting.
Modification Modification of software program package to provide individual client
requirements documented within the Scope of the Agreement.
Peripherals An auxiliary device that connects to and works with the computer in

some way. Examples: mouse, keyboard, scanner, external drive,
microphone, speaker, webcam, and digital camera.

Phase A portion of the Project in which specific set of related products are
typically implemented. Phases each have an independent start,
Production Cutover and closure dates but use the same
Implementation Plans as other Phases within the Project. Phases may
overlap or be sequential and may have the same Tyler Project Manager
and Tyler project team or different individuals assigned.

Power User An experienced client person or group who is (are} an expert(s) in the
client business processes, as well as knowledgeable in the requirements
and acceptance criteria.

Production Cutover Glendale is using the Tyler software to conduct daily operations.

Project The Project includes all implementation activity from Plan & Initiate to
Closure for all products, Applications and functionality included in a
single Agreement. The Project may be broken down into multiple
Phases.

Project Plan The Project Plan serves as the master roadmap for the Project. The
Project Plan will be the detailed task list of the essential activities to be
performed to complete the Project. Each activity will have owner(s),
participant(s) if applicable, start date, and due dates. The Project Plan is
a living document and will be updated consistently to meet the Project
Status report timeframes and maintain project quality. The project
plan is developed by Phase.
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Project Planning Meeting

RACI

Reports

Responsible
Scope

Software Upgrade

Stage

Stakeholder Presentation

Standard

Statement of Work (SOW)

Validation (or to validate)

Work Breakdown Structure
(WBS)
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Occurs during the Plan & Initiate Stage to coordinate with the Client
Project Manager to discuss Scope, information needed for project
scheduling and resources.

A chart describing level of participation by various roles in completing
tasks or Deliverables for a Project or process. Also known as a
responsibility assignment matrix (RAM) or linear responsibility chart
(LRC).

Formatted to return information related to multiple records in a
structured format. Information is typically presented in both detail and
summary form for a user to consume.

The person who will be completing the task.

Products and services that are included in the Agreement.

References the act of updating software files to a newer software
release.

The top-level components of the WBS. Each Stage is repeated for
individual Phases of the Project and requires acknowledgement before
continuing to the next Stage. Some tasks in the next Stage may begin
before the prior Stage is complete.

Representatives of the Tyler implementation team will meet with key
client representatives to present high level project expectations and
outline how Tyler and the Client can successfully partner to create an
environment for a successful implementation.

Included in the base software (out of the box) package.

Document which will provide supporting detail to the Agreement
defining project -specific activities and Deliverables Tyler will provide to
the client.

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

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



7 Munis Conversion Summary

7.1 Accounting COA

° Chart of Accounts segments, objects, character codes, project codes (if applicable),
organization codes (if applicable), control accounts budget rollups, fund attributes, due
to/due from accounts

° Requires the use of a Tyler provided spreadsheet for design and entry of the data to be
converted

7.2 Accounting - Actuals

. Summary account balances
° Up to 3 years

7.3 Accounting - Budgets

° Original budget, budget adjustments, revised budget summaries for accounts
° Up to 3 years

7.4 Accounts Payable Master

° Vendor Master file including names, addresses, SSN/FID, contacts, phone numbers
° Multiple remittance addresses
* Year-to-date 1099 amounts

7.5 Accounts Payable - Checks

° Check header data including vendor, warrant, check number, check date, overall check
amount, GL cash account and clearing information
° Check detail data including related document and invoice numbers for each check
7.6 Accounts Payable - Invoices
. Invoice header data containing general information for the invoice
o Invoice detail data containing line-specific information for the invoice

1.7 Capital Assets Master

° Asset description, status, acquisition quantity, date and amount, codes for asset class,
subclass, department, custodian, flags for capitalization and depreciation, estimated life,
serial number, model, model year, depreciation method, life-to-date depreciation amount,
last depreciation date, disposal information (if any), purchase information, if any (vendor, PO,
Invoice)
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7.8

7.9
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Capital Assets - History

Transaction history data for acquisitions, disposals, transfers, etc.

Detailed GL History Conversion

All General Ledger transactions linked to an account are converted. A client will be able to
pull up a GL account in Munis and be able to click on detail and see the individual
transactions linked to the account. We will convert the transaction type, date, amount and
other information linked to the transaction type. Example on an AP transaction we will
convert the check number linked to that transaction, PO number on a PO transaction etc. All
actual and budget amounts will be computed from the historical conversion. This option is up
to 5 years.

General Billing CID

Customer information

General Billing — Recurring Invoices

General Billing Invoices that are sent on a regular basis
Header records with general information about the invoice
Detail records with line-specific information

General Billing — Bills

Unlimited history of open and closed invoices
General Ledger information so open invoices can be processed in Munis

5yr Closed Purchase Order History

5 Year Closed Purchase Order History & Open purchase orders header data including vendor,
buyer, date, accounting information, etc.

Open purchase orders detail data including line item descriptions, quantities, amounts, etc.

Payroll - Standard

Payroll Employee Master data including data such as name, address, SSN, legacy employee
ID, date of birth, hire date, activity status (such as active/inactive), leave/termination code
and date, phone(s), e-address, marital status, gender, race, personnel status (such as full-
time, part-time, etc.), highest degree, advice-delivery (print/email/both) and check location,
plus primary group, job, location, and account information

. tyler
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7.20

7.21

7.22

7.23
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Payroll - Deductions

Employee Deductions - including employee ID, deduction codes, tax information, and direct
deposit information

Payroll — Accrual Balances

Employee Accrual Balances including Vacation, Holiday, and other Leave balances
Start of year balance, earned to date, used to date, and adjusted

Payroll — Accumulators

YTD, QTD, MTD amounts for employee pay and deductions
Needed for mid-calendar-year go-live
May not be needed if converting earnings/deductions history

Payroll — Check History

Up to 5 years, additional years must be quoted. We convert amounts for earnings and
deductions in employee check history, check number and date.

Payroll — Earning/Deduction Hist.
Up to 5 years, additional years must be quoted. Earning and deduction history broken down

my individual codes (earnings and deduction) and amounts per pay period, the detail of these
lines, sums the check history in opt 4.

Payroll — PM Action History

A mapping of Personnel actions to be used in Munis, such as job or salary changes and dates
these events occurred.

Payroll — Position Control

Position, description, status, job code, bargaining group, location, number of employees
allowed for each, FTE percentage, GL account, and max/min grade and step

Payroll — State Retirement Tables

Specific state-required data, plus related service years information, when appropriate
Needed for some states

Payroll — Certifications

Certification area and certification type codes, certification number and effective date,
expiration date, and required-by date, codes for certification level and subjects

o tyler



7.24  Payroll — Education

. Codes, for institution, type of degree, and area(s) of study
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