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Approval by the Board of Education of Addendum No. 2014-D - Addendum to the 
Software License Agreement Application Support Provider Renewal between District and 
District and SunGard Public Sector Inc., Bethlehem, PA, for the latter to provide ASP 
Support services which includes providing the hardware to operate the Business Plus 
(formerly known as IFAS) software on behalf of OUSD in the ASP environment, system 
management, scheduled system back-ups, and routine maintenance and repairs, and 
other services specified in the Scope of Work, incorporated herein by reference as though 
fully set forth , for the period of July 1, 2014 through June 30, 2015 in an amount not to 
exceed $245,169.60. 

Approval of Addendum 2014-D between Oakland Unified School District and 
SUNGARD PUBLIC SECTOR, INC wi th services to be primarily provided to 
TECHNOLOGY SERVICES for the period of 07 /01 /2014 through 06/30/2015 

The Oakland Unified School District, on August 28, 2001, entered into the 
Application Support Provider (ASP ) Addendum designating SunGard Bi Tech LLC 
to be the "Application Services Provider" providing software to the Oakland 
Unified School District remotely. 

Addendum No. 2014-D, Application Support Provider Renewal to the Software 
License Agreement between the Oakland Unified School District and SunGard 
Public Sector Inc. , Bethlehem, PA, for the latter to provide ASP Support 
Services which includes providing the hardware to operate the BusinessPlus 
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(formerly known as IFAS) software on behalf of OUSD in the ASP environment, 
system management, scheduled system back-ups, and routine maintenance and 
repairs, for the period commencing July 1, 2014 and concluding June 30, 2015, 
in an amount not-to-exceed $245, 169.60. 

Approval of Addendum 2014-D bet ween Oakland Unified School District and 
SUNGARD PUBLIC SECTOR, INC with services to be primarily provided to 
TECHNOLOGY SERVICES for the period of 07 /01 /2014 through 06/30/2015 

$245 , 169.60 

Sungard Addendum No 2014-D 



Addendum to the Software License Agreement 
Application Support Provider Renewal 

(Addendum No. 2014-D) 

This Addendum to the Software License Agreement signed August 28, 2001 , is by and between 
SunGard Public Sector Inc., hereinafter referred to as SunGard, and Oakland Unified School 
District , CA, hereinafter referred to as Customer. 

Whereas SunGard is the Licensor of software known as BusinessPLUS, formerly known as 
Integrated Financial and Administrative Solution (IFAS) , hereinafter, "Software"; and 

Whereas Customer is a Licensee of Software (as described in the Software License Agreement 
between SunGard and Customer) ; 

Whereas Customer previously signed an Application Support Provider Addendum Renewal 
addendum with SunGard on June 11 , 2013; and 

Whereas Customer has requested a new Application Support Provider addendum for the 
2013/2014 fiscal year (July 1, 2014 through June 30, 2015); 

Therefore, Customer and SunGard enter into this Addendum under which SunGard will provide 
Application Service Provider services as described herein. This addendum replaces and 
supersedes any previous Application Service Provider addendums between SunGard and 
Customer. 

1. General Terms and Conditions 

1.1 Term and Termination. This Addendum, with its associated terms and conditions, 
shall commence July 1, 2014 and remain in force until June 30, 2015. 

Prior to the end of the Term or at any time, Customer may immediately terminate this ASP 
Addendum, by giving written notice of intention to terminate for convenience at least ninety 90 
days prior to the date of termination. All other Termination provisions as specified in the 
Software License Agreement apply to this Addendum. 

1.2 Limited Use. Customer may use Software operating on one production database 
and one test database limited to a combined limit of 200 Concurrent Users. 

2. Scope of ASP Support. 

2.1. ASP Support Provided by SunGard. SunGard will provide hardware (UNIX 
hardware, 7i Windows Server hardware and Employee Online hardware) and third party 
software (lnformix licenses, MicroFocus licenses, Openlink licenses and a SSL certificate) to 
operate Software on behalf of Customer in the ASP environment. SunGard will provide a 
System Manager who will be responsible for computer server management, data storage, and 
backup. SunGard shall also appoint an Assistant to the System Manager who will serve the 
needs of Customer in the event that the System Manager is unavailable. System back-ups will 
be performed on a full-backup basis weekly, with partial-backups daily. SunGard will provide 
the System Manager formal System Administration training for the Database and Operating 
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System. SunGard will schedule routine maintenance and repairs with the Customer in advance. 
The Customer should expect SunGard to schedule short periods of downtime quarterly. Under 
normal circumstances, scheduled downtime will be during the Customer's non-working hours. 

a. Network Responsibilities. SunGard's responsibility for network 
communication terminates at the WAN connection on the router at 
SunGard's location, and excludes the leased line(s}, Customer routers 
not connected to the leased line(s) and local computing infrastructure and 
Personal Computers at the Customer site. 

SunGard assumes responsibility for the purchase, configuration , 
installation, maintenance, and management of the data communications 
equipment hosted at SunGard's facility and a router hosted at the 
Customer's facility, and will hold title to same. SunGard assumes 
responsibility to provide a back-up ISDN line. Customer understands that 
this ISDN line will support only emergency operations. 

b. System Performance. The Customer and SunGard will work together to 
isolate performance bottlenecks and to identify whether they are related 
to the data communications link, the computer server, or the Customer's 
local network. SunGard shall provide sufficient server capacity for the 
duration of this Addendum to meet the reasonable performance 
requirements of the number of concurrent system users provided for in 
this Addendum. 

If the addition of users, unusually heavy use, or other factors require 
additional resources for support of the Customer (e.g. hardware, 
software , people , data communications link etc.) SunGard and the 
Customer will confer on the matter until a mutually agreeable solution is 
found . The Customer is aware that if additional resources are required 
for the support of the Customer, additional fees will apply. 

c. Interfaces or Custom Reports. Interfaces, custom reports, special 
formats, and other programming or set-up requests are not included in 
this Addendum , but can be provided by SunGard under separate 
Addendum . 

d. Support Hours and Charges. SunGard's standard ASP support hours 
are Sam - 5pm (PST) Monday through Friday, with the exception of 
SunGard holidays. SunGard responsibil ities defined herein will be 
performed at SunGard's location. In the event that SunGard assists the 
Customer with activities outside the scope of responsibilities defined 
herein , the charge will be based on SunGard's rate then in effect. 

e. Creation I Setup of New Users. SunGard will set-up and create new 
users at the UNIX level. To effect UNIX level changes, the Licensee will 
submit a "Change of User" form provided by SunGard. Once received at 
SunGard, the change will be completed within two business days. 

f. Data Processing Audits or Support for System Testing. Four hours 
per year are allocated for Data Processing Audits at SunGard; or for any 
system testing required by the Customer. If additional hours are needed, 
they will be offered at SunGard's rates then in effect. 
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g. On-Going Maintenance. SunGard will be responsible for maintenance 
on the computer server(s) at SunGard, the respective operating 
system(s), Third Party Software, the data communications equipment at 
SunGard and the router at the Customer's facility . SunGard will update 
the computer server and operating system software as necessary to 
remain current with new releases of the Software. Operating system or 
computer server upgrades shall be performed only after consultation with 
the Customer. 

h. Customer's Network, Personal Computers. The Customer's network 
and personal computers including configuration and set-up to use 
Software are not included in this Addendum. 

i. Accounts and Update Frequency. SunGard will provide a production 
environment for Customer processing ("Production Account"). In addition , 
SunGard will provide a test environment, ("Test Account"). To provide the 
Test Account, SunGard will replicate the Production Account into the Test 
Account semi-annually. This replication shall be performed only after 
consultation with the Customer. Additional accounts or more frequent 
replication will be offered at rates then in effect. 

j. Creation/Setup of Remote Printers. SunGard will make the necessary 
operating system changes to enable printing to remote networked 
printers. To effect these changes, the Licensee will submit a 
'Change/Setup Network Printer' form provided by SunGard. Once 
received at SunGard, the change will be completed within two business 
days. 

k. Disaster Recovery. In the event of a disaster which disables SunGard's 
data center, SunGard will make commercially reasonable efforts to 
recover the Customer's mission critical systems for continued processing 
at the recovery location. 

I. Restoration of Lost Data. SunGard will use reasonable care in handling 
tapes or other materials which encode or contain data belonging to 
Customer. SunGard's only obligation for breach of this Section will be to 
use commercially reasonable efforts to replace or repair the tape or 
material lost or damaged, if such is replaceable or reparable, and to make 
commercially reasonable efforts to regenerate any lost data from backup 
copies maintained by SunGard or source data provided by Customer. 

m. Specific Periodic Tasks Performed by SunGard. In addition to the 
general items referenced above, the specific items listed below shall be 
performed periodically. 

Daily 
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Monitor previous night's backups and continuous logs. 
Check Scripts on Unix box. (i.e. Disk statistics). 
Provide performance management as necessary. 
Perform Nightly Partial Backups. 
Process any Printer/User request forms. 
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Weekly 
Perform Weekly Full Backups including delivery to off-site storage 
location. 

Monthly 
Re-evaluate database layout. 
Check space in File Systems. 
Check space in Swap file . 
Check system time for Synchronization. 
Check modem configuration on dialup. 
Check network security for current status and possible re-design . 
Save router configuration to paper. 
Check ISDN utilization. 
Perform data integrity checks via Intermix Oncheck. 
Gather daily history and compile "ASP Status Report". 

Quarterly 
Perform Operating System, Third Party Software, and Software 
upgrades. 
Purge router statistics. 
Update (Operation Manual) . 
Clean-up posted directory. 
Clean-up unnecessary files on all file systems (i.e. logs, 
coredumps, export files) . 
Test Battery Backup System. 
Provide Customer or its Agent with progress reports on the tasks 
performed. 

Semi-Annually 
Update Test Account if desired. 

As Necessary 
Test restore capacity. 
Check on compatibility with current test environment. 
Extract Tables or Rebuild tables. 
Add UNIX users, printers, services. 
Modify UNIX user printers, services. 
Track programmer modifications that may effect future Software 
updates. 
Build Imaging area inside database for Image product. 
Benchmark system to determine where slowdown(s) may be 
occurring . 
Build actual Communication Circuit. 
Build and Maintain NT Server for the COD.net module. 
Write UNIX scripts to help manage UNIX. 
Diagram and maintain layout of ASP Communication Network. 

3. Additional Customer Obligations 

3.1. Communications Equipment. Customer is solely responsible for the acquisition 
and maintenance of all terminals, personal computers, network equipment, printers, equipment 
and third party software necessary to operate the Software products at Customer's facility. 
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Customer is solely responsible for the costs associated with the data communication between 
SunGard's Data Center and Customer's facility, including the leased data line(s). 

3.2. Accuracy and Control of Customer Data. Customer is exclusively responsible for 
(a) the accuracy and adequacy of all data input and the review of all output received from 
SunGard for accuracy before using it. 

4. Other Provisions. 

4.1 LIMITATIONS OF LIABILITY. SUNGARD WILL HAVE NO LIABILITY FOR ANY 
LOSS OR DAMAGE RESULTING FROM ANY APPLICATION BY CUSTOMER, OR ANY 
PERSON TAKING FROM CUSTOMER, OF THE RESULTS OBTAINED FROM THE USE OF 
THE SOFTWARE PRODUCTS OR THE STANDARD SOFTWARE SERVICES OR ANY OTHER 
SERVICES PROVIDED UNDER THIS AGREEMENT, OR FROM ANY UNINTENDED OR 
UNFORESEEN USE BY CUSTOMER OR ANY PERSON TAKING FROM CUSTOMER OF THE 
DATA PROVIDED IN CONNECTION WITH THE SOFTWARE PRODUCTS OR STANDARD 
SOFTWARE SERVICES OR OTHER SERVICES UNDER THIS AGREEMENT AND RESULTS 
THEREFROM. 

SUNGARD'S TOTAL LIABILITY UNDER THIS ADDENDUM WILL UNDER NO 
CIRCUMSTANCES EXCEED THE EQUIVALENT OF THE FIRST SIX MONTHS' ASP 
SERVICES FEES ACTUALLY PAID BY CUSTOMER TO SUNGARD UNDER THIS 
ADDENDUM. UNDER NO CIRCUMSTANCES WILL SUNGARD BE LIABLE TO CUSTOMER 
OR ANY OTHER PERSON FOR LOST REVENUES, LOST PROFITS, LOSS OF BUSINESS, 
OR ANY INDIRECT, INCIDENTAL, PUNITIVE OR CONSEQUENTIAL DAMAGES OF ANY 
NATURE, WHETHER OR NOT FORESEEABLE. 

4.2. Suspension of Services. SunGard's obligations and Customer's rights under this 
Addendum are conditioned upon Customer's payment of the Start-up Fees, and the Monthly 
Services Fees and other fees and charges set forth herein. SunGard may, without terminating 
this Addendum, and in its sole discretion and without further notice to Customer, suspend ASP 
Services in the instance of non-payment by the Customer until Customer resumes payment. 

4.3 Modification, Amendment, Supplement or Waiver. No modification, amendment, 
supplement to or waiver of this Addendum or any of its provisions will be binding upon the parties 
hereto unless made in writing and duly signed by both parties. A failure or delay of either party to 
this Addendum to (a) insist upon the performance of any terms or conditions of this Addendum, 
(b) exercise any rights or privileges conferred in this Addendum, or (c) demand damages or a 
specified remedy provided for herein as a result of any breach of any terms or conditions of this 
Addendum, will not be construed as waiving any such terms, conditions, rights or privileges and 
the same will continue and remain in full force and effect. 

4.5 Severability. In the event any one or more of the provisions of this Addendum will 
for any reason be held to be invalid, illegal or unenforceable, the remaining provisions of this 
Addendum will be unimpaired , and the invalid, illegal or unenforceable provision will be replaced 
by a mutually acceptable provision, which, being valid , legal and enforceable, comes closest to 
the intention of the parties underlying the invalid, illegal , or unenforceable provision . 

4.6 Entirety of Addendum. This Addendum and the Software License Agreement as 
it may be amended from time to time constitutes the entire Agreement between the parties and 
supersedes all previous or contemporaneous Addendums, promises, representations, whether 
written or oral , between the parties with respect to the subject matter hereof. If any provision of 
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this Addendum is inconsistent or in conflict with the Software License Agreement or previous 
addendum, such provision of this Addendum will be deemed to govern and supersede the 
Software License Agreement. Headings in this Addendum are for the purpose of assisting the 
reader and do not constitute a part hereof. 

5. Payments and Payment Terms 

5.1 Payments. 

5.1.1 Startup Fee. No start-up fees are included in this Addendum. 

5.1.2 Monthly Fee (July 1, 2014 - June 30, 2015). Customer shall pay 
recurring monthly fees of $20,430.80 for ASP Support due on the first day 
of each month. The monthly fee listed herein shall be in effect between 
July 1, 2014 through June 30, 2015. 

5.2 Taxes. The fees and other amounts payable by Customer to SunGard under this 
Addendum do not include any taxes of any jurisdiction that may be assessed or imposed upon 
the copies of the Software and Documentation delivered to Customer, the license granted under 
this Addendum or the services provided under this Addendum, or otherwise assessed or 
imposed in connection with the transactions contemplated by this Addendum, including sales, 
use, excise, value added , personal property, export, import and withholding taxes, excluding 
only taxes based upon SunGard's net income. Customer shall directly pay any such taxes 
assessed against it, and Customer shall promptly reimburse SunGard for any such taxes 
payable or collectable by SunGard. 

5.3 Payment Terms. SunGard shall submit invoices to Customer on a monthly basis 
for monthly fees and routine expense reimbursements. SunGard shall submit invoices to 
Customer for any other fees or expense reimbursements as and when incurred. Customer's 
payments shall be due within thirty (30) days after receipt of invoice. Interest at the rate of 
eighteen percent (18%) per annum, (or, if lower, the maximum rate permitted by applicable law) 
shall accrue on any undisputed amount not paid by Customer to SunGard when due under this 
Addendum, and shall be payable by Customer to SunGard on demand. Interest on amounts, 
which are in dispute, shall be suspended until the issue in dispute is resolved as per Section 5.6 
of the Software License Agreement. All fees and other amounts paid by Customer under this 
Addendum are nQD.oFei~~:lle. 

and Customer, 

SunGard Public Sector Inc. 

Ant~§~"Wttl Ori ._ 

BY /?lZ/L 
PRINT <z"M~-,:ne J. Bruzgo 

Secrt:JtRff\d',Tffmna of Education PRINT TITLE:_--"V-'-'ic'"""e-'P-'r~e-"-si'""'d-"-e'""'"nt'-'--"'S-=a=le"""s __ _ 

DATE SIGNED: OAf<I AND llNIF!~D SCHOOL OISTR~TE SIGNED: October 23 2014 
Office of General Counsel 

APPROV~D FOR FO M «\_SUBSTANCE 
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legal rlsfit to put to CostaQserthe acease pD1ed tl11der dDs Ap:omem, and ihat tbe 
Softm and I>ocamemm!oD, as and whtm ~ to'Casromer by SIJllGanl aDd whea • 

• • . pmpcty used~~ erm!. 9c1_pi..:J9_ID8D!IC!.~·~J1.y_this _ -=--··-· 
: - • - - : - • ~. : Aii&Dent:"°aD not lnfifDP UiOD any Onltec1 SralCS patcm. -copJrigJu, 1mdo secret or· ... · -· - -

othsr pmpdetmy right of any peaoD., SaoGard sba1l defeud mid hidc=Dfy Qmom=-
agafmt ;my third party dmm to die Gt=t ann"batable to a vfoladon of ibe Am:goiug 
watranty. SanGard sball have DO liabililjY oi obllgatlou under tbis Sccdcm 4.2 unless 
Castomer gives writleD notice to SunGanl promptly (whhin ten (10) ~ pmided that 
later Doti= ahaU rcUcve SUDOald of ils UabD1r:y under' this Sedion 4.2 OD1Y to the extent 
that SunGard fs preJudiccd by sneh lateruotice) der any appJicahlc infii~ claim 
ts initiated agafDst Cutomer and. allows S1111Gard to have sole COD1rOl of the defwo ar 
settlemeat of tho c!aim. If' FI4Y applicablcinfiingemezst elaim is midated, ormSuziGam's 
sole optmon is likely to be midated, 1hm SunGard shall have die opdou. at its c:xpemc. 
ta: 
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~EXCEED nm 1Nl'lW. UCENSE nES N:rUAILY 
PAID BY ctJS'1'0ME1t TOSONGARDUNDa 'DDS AGUEMENr. 

CbJ UNDEl. NO cm.ctJMSTANCBS SltALI. SUNOARD BB UABLE tO 
ctJS'l'OMER. Ol. ANY 0'1'BBl PERSON POil LOST 1GVENtJES. LOST 
PitOPlTS. LOSS OF BUSINESS, OR. JJfY JNDlBECT OR 
CONSSQtlEN'IW. DAMAGES OF ANY NATU!E. WBE'tElEk. Oll NOT 
PORBSBEABLE. 

Cc> a.JSTOMER. AND SUNGAIU) HAVE FREELY AND OPENLY 
NSGOTIA.T!D THlS ACmEBMEN'f INctUDING llmPRICING TERMS JN 
nm ENOW12DG! mAT nm LtABlUIY OF TSE PAlllla IS TO BE 
L1M1'IED lN ACCORDANC'J! wrm nm aoVlSIONS 01 nns 
AGREEMENT. 

4.8. Other Lbnltatioas. ne wammdes made by SuslGasd in. thSa Ap:cmeat, ua tbc 
obl1pllosm of SunGan1 uader this ~ :nm an1y to CDStDmer aDcl .not 10 i&s 
afiiHatrs. ils ms«1a0Ct&-Ot my other pssoas. tWcr m citiiiimaances sball my other 
pezsaa be couldezed a tbird paltf beneScfazy of tbls .A&reemerit er otlamwfso emlded to 
ay1Sghts or~ Ulldr:-t!ds .AjrealeDt. Osstimtt ahaJ1 me llO ifsbls ornmcc15es 
aplmt SuuOoJd mpc as spcull!x:aftJ pmvlded fD this Aaream=t. No action or c1afm 
of any t;ype reJadng to this Apmuenl may be~ w made 111' Otszcnnot DMm: 1hma 
one (l) year after CustomarfiatJm bowJcdac oftbc basis for1boacdon or Glafm. 

S. CONl'JDEN'tIAi.tn, OWNDSBlP A)1J) DS'l'RICTIVE COVENAJllT . 

5.1. Dlsdosme RestrJctlom. ·All Confidentf.al ~ as dedinecl ha SecfioD 1. of one 
patq~hrtY'> m. thaposseasioAoftboothtr~~"~cr ••. 
aot ~shall be bcSd •strict c:oddence. anct ·111e .Rtc!eMng Party s!lall man 
step# ~ J\Ce' S$11lf to prdCW tho .eonfidcmJalfiy then:o£ OD& pmtfs 
Ccmficl=dll 1Dfor.madan shall DOt be used or disclosed by tho dher party for any 
puipose e:ccept as 11ccessmy .10 fmplaneat or pedbrm this ~ or except aa 
rcqaailed by Jaw. pmvfdecl that tbo odicrpany is given a~ oppadUDity so obcaiJl 

·- · a~~"'Ibe~ PartY shall llmltits use of ad acc8slrio ~ t>flclosh'C . 
Patty's CoDiidaatia1 Idu malcrA to only those al ils employees wkose ~ 
teq1Jire snch use or access. Tho ReacMag Pazt;y shall advilic aD. a=h emploJccs. Wma 
dlcy ~ access to ~ ~OD !'f my uf iba D1sckJs1Da PmiYt Confidential 

-.. 

• • . • ?dmnarfon. of'Jba.eoddcutW~ofdio ConfideudaJ ~ad~ dlma 
- - - -· i0ahid01JYibe"\cimsar&~,._~ia;iJ~-·-· -

breach or thSs A8:r=mCDt bf my o£ its emp1ores or any otber pmson who obtaim 
• a=ess toorpossassimi of 1111 of the Dist:IosfDg ~ Confidmtbt bdOmmdoa from or 

tbroup. tho n.eceMug Pany. 

5.l.. SUDGardts ProprletnJ'l' ltlms. ~essldp IUghts. The Psopdetary Itema. as dofiDed ht 
Scc:tlon 1, are ~ scctets and propzietary propmy !'! SunGard, havmg pt 
CODIJZ)ercial ~ to SllllGaxd. All ~)' l1Cms providrxl to O>sromer ader tb1s 
~are being pso\'ld=d on a suicrly CODfideatfa1 and limiled use basis. Customer 
aball not, ~ or isJdinctly, c:omn1mifcate. pllblisll. display~ toaa. give or othcnrisc 
disclose auy Proprietary Item ro 81!'! ~ or pemlit srsy person to haVe access to or 
posscsdoD of any Pxoprlctaiy l!cm. 1ldc to all~ llcms and all rdated pa=t, 
copyrigbt. tradematk, ttade seact; inltllecmal property and other ownersbip rights shall 

t 

f, 

' ~ .. 
~. 
t 

j . 
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. 
temai:A excl1lstve1y wJth S1IDGard. er.rm wfth resiiect to such item that wen created by 
SmiGmd speclt!cal1y 1brar Oil behalf atCuaica.et This.Asreem=tt. noi a esre== 
of sale. 8Zld llO title, patezlt, copy.rig1it. tncfmnark, tl3de --. intolteomal ~ Ol' 

other ownmbip rights to any P.topdelaa IUms are 1Uii4eued ID Customer by YirtDo of 
this .Agreamem. AD copies of PJoprfemy Ziems la Cnsrtlmen possessfoa sbaD remain 

· the aa1aslva proped¥ ofSlmG4Jd am sballbo deem«! to be onlaan ID CUsaomcrcladDg 
thetmm of1bfs Aareement. . 

S.S. Prop1'fatDr7 RestlidlDJls. Costomet slla1l uot do. aucmpt to do. nor~ DY olher 
persoll IO~ &tl'f oftho~ 

• SA. 

·:·~ -

{a) ase any Plopdetary Item for uypmpose, or in llDf Dl11DDCl' 2lOt sped8caDy 
auilsodze4by1hfs ~ ar 

(b) mab crnslafn GYCOVJofuyPlapJietmyllaD exacptas specificaDy amborbed 
bytflfs~or 

(c) _ czeateort=Raletaewoadofortbe Sotwae, orJ'M'Dgfnm;. moaso 
~=.~or.•1? m'olodmSaftware;cr 

(d) modlfy.ada;it. bamdatoarcmllodedvatlve wom based 11pOD Ibo Softwamor 
Dommeutaticm. orcnmbiae o:rmc:qp arqpan of tho Software or J»euawta•tun 
with or tldo m,, other software or cb1 a••da&ID; or. 

(e) mfi:r ro or otherwisellSOflllY ~ lle:m as pm of auy efbt to davetop a 
. pmpmbavmg any fitnatfoaal a&1rlb111es, v1Dl expresskms arother~ 

similar so thoie ofdac S"o1lware ti> c:Cmp$wltll&mGmd; or 

(f) ~erase or tamper wflb anyc:opyrfaht orodlerpropdelmynodcepinted or 
stamped on. afihccl ta, ar encoded orsecDided bi 8f11Pfc¢elaryIt.em.orfail10 -- . • • • 
ptCXrVCall oopJl'fabtazad oilacrpzopilotaaf ~-mry t:l11'Jof DD)''Propzictary 
Jlemmado bf~ar ·. 

• Cg) sell. mazker. JiceDsc, sabUcease, clisaibum or othenriso pt to any pezson. 
iuctudlng tmy 0\11l1Cm1Cer, wmfor, camultmt Gl'~atftJrisJar t.o USO fSS1J 
Prop:jomy ll=, whetheroa CUstomcn be1mlf arod=Wisc. ... . 

Notice and lbmed:r of Breaches. Each pmv shall promply sive wDuCll J10ticc to the 
other of any~ or~ bteach by It of any of the ~om of this Sectiau 5, 
whedier or not httemtkmal. im4 the bniaablng P8X1¥ shall. at its expense. tab an steps 
~~ly~bythcod\q'panyioprqvcatqr~y~lireacb. _ _ • _ . - . -·- ...... ,, ~ . . ...... . ·- . -:--:-- -· - -·-:. -·· .. -·· .. 
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'IERMJNA.TION 

6.1. Term1Da1fosl b)' Customer. Customer may fmmeclimoly tenninate this~ by 
gfviDg wzlnmL uodco of te4 mtn&tfon to SunGam. upoa 1ho occuneaco ot any of aho 
tbllowfns events: • 

.. -.. 

(a) StmGarctbxeaches'a:r/ ofim mmdal obJiptkm u:aderdis AgreemCm and does 
not cmetho breach witbln 1hfn,y (30) c1aya (or such othertfme period as may be 
nasmable \mdertlm chcnmstances) abrCDstome:r Ii'* wril1= nodceto 
SauGarcl desczibiDg tho breadl fir. reasonahtc derail. 

lb} SmlGard (ora mrviviDg campmy fD GIG cvcat of a mmprcrAJo ofSUDGanf) 
dissolves or Jfquidates or 01herwise dlscomiD1lea mlaantfally all oflm busfmss · 

• opcrazlou. Notwfdislandfns., ttnsafag, S=Gmd111S1:1Va the Dsfit m _ .• 
• oidSo8lte pmftmiflfmirlliiW:ii w&lCliWfnDatbe d=med pJUDds fbr Customer 

tmnimr.km. hemmBcr. 

6.2. Tenialmrtlon b)' SonGara. SunGard mfl'! Immediately tciminato dis~ by 
giviDg Mitten notice of tennjnatfon to Ozstcmcr. 1ipon the ~cm:reu.= of arry ~ the 
.followiag evcm: 
(a) Customer fails to pay to S111lGmd. wlthln thhTy (30) days after SmiGard maJces 

'wDue:n. d=umd zheremr, 11111past.dne amoum payablo miderdlfs~ 
(fnchidlna !ntcrest thereon) dm ls llOt the subject of a pci ~ dfspme. 

(b} Customer breaches mry oim matmfalobHgatious ~thls.Apemeat aud • 
does not cure the breach witldlrtldny {,30) days Cot &ch btherdme peifocl as· 
may be reasomble) afier' SmiGaid aives wdsten.~toCostnmer dtscdbiJ)g 
thO bn:ach in reasonable cJezail. -

(c) C';nsttnner dissolves or liquidates or otherwise cliscnutfnues substamial1y all ofiis 
. . • - .J>!tabiess oper.dions.. • ... • 

6.3. CermiD Remedies for Nonpaymeat. If Cosromcr fails to p1.1 ,to SuaGmd. whbiD. tea 
(10) claya a1ler- &mGaid makes wtia= dGmeDd 1berefbr. ., pasMlna ~payable 
11hder1bis ~ (mclndfng hWrisl thereou) tbat Is aot ~ snlicct of a good faith 

• dlapDt9 hi additiou to all otherzflhts ad ramodiC$ which ScmGard may have at Jaw arm 

-. 

_ .. ·- ..: • .-.cqgky. SuuGB14 may. ~fls..soJLdfaQ!on ~.Jritbout.filrther,notfcaJQ ~·~· · · ·~
suspend ped>mwice or revoke Cho Lfceuse ammed under this Agreement WltD all past · 
due amounts are paid in fnlL •• .• 

6.4. Effect of Termfnatlon. Upon a termination of dUs AgrcemcDt, whether under ibis 
Scct:ion 6 or ~ Customer shall: (a) dlseominue all use of all Software and 
Docl1men1ation. (b) promptly retum IO SunGard all copies of the Soflwme, the 
DocmDentation and any other PIOprielary Items 1ben m Customer's possessiOD. and (c) 
give wrincn notice to SmiGani cenifying 1hat all copies of tbe Soihvme have been 
pemumendy deleted from its computers. Customer shall remain liable for all paymca1I 
d!Se to SunGard with iespect to the period cm!mg 011 the dato of tennfnatlao. Tb 
provisions of &hedulc B, and Sec:doDS 4 {excluding 4.1), S, and 1 shall survive 81l'J 
tennbmtion of this Agreement. whedierlll!derthis Section 6 or otherwise. 
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SCllBDULll A 
TO SOFl'WARB J.JCENSft AGRllUYJRNT 

ItmJtlzcc1 UstafS~RWaro n1HI assadalcd Profcasloun1 Scrvlw 
·1 

CUSTOM PROJfWJSIONAL SRRVICES 
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SCBEOOLEB 
TO SOFrWARILICENSEAGREEMENT 

PaymentSehimnlo and Terms 

. ·----------------~~~~~---~--~--~------------~------~ 
;s..i. PA.'YMEN'l" SCBBl>tJL'E 

-·-

B-U. Du: upoa ~ of tbo JPAS Sofiwm: l.kCll5C AgrecmCDt and the clmivery of the Software and 
tefae:m:e manuals. 

30% of aD applbble IFAS Lfet.Dse l'ees 
100% of'P!xed Fee Senk:e:s for A.ccomst Ma=gemsnt 

$141,27&40 
10,000.UO 

If applk:ablc, 100% of'the sa1esfuaa tax due on the taxable mnount f'or1be entire Asieezncmt. 
B-1.2. ·Due on November 1, 2001 • · 

40% orai appUClbleDAS.JJcebse l'ees 
100% D'AS Mahdenace 

S.13 Du.c OU Dccmnber 31, 2001 

30% c(ADa~JtlFASLlcensdi'ees 

B-lA Due maatblyas services are perfbtmed. . . . .. 
100% or~ ScrvkcFccs (adlldlag Reed Fee Scnlccs) 

s J88,rit.lo 
108,Ul.00 

$14~78.40 

.. -- .. ,.. ... ,. ·-·. ·--s 1,141,800.00 . . 

~ Lbmo Pea. Cusiomcr sbal1 'gr/ to SmlGanl liccmc fees in the amowi,l ~ ia Schcclule A. fD 
accmdancc with tho Payment~ and Team saaedhezem. . . 

:s..23 Ammal.SllpportAgreemcmt. Upon the iDi1ial Software iDstallatioll, Cust0met shall pay amma1 Sofiw• 
SDpport fees (as c1esedbad m Schedule E herelD.) iD 1he amowt stated cm Schelidc A (which fees shall 
not be mduced or·~ \>med on the mem otaso or *It of use of VDl1 module) as~ from 

.. • • • . year to year as follows: SU;ppoa-will br:-aiibjcct to.fucrease ~in~ with the lncteases _ • 
in the pccaitap of ibc San Pranclsco Regional Oiiico CPI ~- pgblsbed by the U.S. 
Dqia•nnem ott.abor end Stat5sticawirh the ~l'=f at tho ~plm two perccDt (2%). 

B-2.3 ?rof esslonal Services. 

(a) 1bced Fee SeMces fer AccouDt ~as per D-3J(c). SamGard's Accoaut Mauger 
scrYkcs sbaU bopzvvidcd by SunGIIdona ono-timc fee basis and not ma~ 
basis. Pa)'meut of lhe me-time .Accomlt Mamger fee shall be paid as piovided m B--1.1. 

(b) Other ProfeasioJ2a1 Services. SunGard will c1cliva-tboso SOl'Yiccs idcndfied ia Schedule A and 
iUnher desc:rlbed in Schedule D. lftbe Olsromcdesfies sc:rvices &om SunGao! or £ts 
SUbcontractors..whlch are not ldei1tffied fu Schednles A or D, then th& Custcmer shall have the 
optioa. of purctmi:og additional services fiom SuuGard at SmiGafd•s professioml services fee 
rates which are in effect at that time. Professionat services shall be fnvoiced. monthly as services 
are rendered. 
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SCBEDULIC • 
TOSOnwAREUCSMSEAGRDMIN? 

Scope of Sofbme 'UR, I.!mffsatfons,iDd Notias 

c.t. UMrrD CONCtJim'ENTtJSDS 
SoAwatc mt Is Bmlled by tJJc JWIDbet of Conclmm t1sm JlllDlecl in Schalo A ad defiacd fD Section 1; as 
amendedb dmoto ~ · 

C..Z. . Lll'tm'ED TO Ct1STOMU'S OWN 1lSE 
nm Software licemed 1112dcrthfs A.groemcmt fs 1br use by tlia Customer Oil tho QJstomerls COmpuutrB for izs own 
bucmal pioceashtg.. OJstomer ahall DOt use lhe Saiwaro to conduct tst.rl tne of semce bureaD ar tfmo-sliai i•'8 
ope:radml or10pmY54orcmoccpac:ess'ng,nawodcpm:eam,.neiwcrk1eln:cnnnnnfeari'JllS or s1mDar setv1ccs to 
~ pmcm. v.fledterou a f= liasls orothcrwlse. 

-·0$.-· ·TERM onC>Fl'WARELICENslt- - ·-·- - -

• nc Sof1wam Uceaso gnmtcd harem shall com:isme 6'oJa year to yarso Ions &IS Cos!omeris paying Ammal 
Support tees es per SchedDleB. 

C4. · NoriCES AND aitrm:CAnONS 

~-·· ( . 

Cuslcmor shall pom.pt1y complt.ro Bild remi:n to SmiGerd periodic cordficadous which SmiGard, in ifs sole 
cllscredOD. may &um time to time 8CDd to Cusuimar, ~ lbat Customer Jaas compJlcd aad Js th= in 
complhmco with tho Sofiware Use LUimuians of tlJfs Aslcentent. Customer shall alve Wliaeu DOtico to SuoGani 
(miJ!B1addedmetfcesuappicable)JfCustomerexceedsdleamhodzcduumberofCouoammtU=. 

(a) 

. . 
s~ mq~ at ha ~ =· bj' ~ieaiO'Dable" ~~ noifce t0 ~: enter 
Casrombr lo=tions dbrhas normal busiDess ll01m mid audit the aumbcr o! Cw.azrutOt l1,ers of the 
Sobare,' amt other iuformatloa penafDfaa ao c~ eomplimcn wirh the proYfslam of Section 2 
and Seclfon S and 1lds 'Scf!edule C. If SunGard dlseowm that there fs an nnattthmfzed number of 
Ccmcnaeat Users or that Castomer is l10t fn compUa=e ~ tbo poyfsiom of SeciioDs 2 and. 5 and 
Scbedulti"C ha anymiteri'il ~ tbeu Cussmner shall n:iD1bUISe SunGanl fii tho expmses fa=red b)' 
SanCJard in ccmd\lCdng the audiL 

·(b) If the Customa- violates the teabs of$cct5on 2 0r Sectioil 5 ordds Scbedule C. SUDGard sball have the 
iflbt, m addhion to &ey odler temedfes avaOab1e to dlmi, to fqjlmcdvc n:ficf' eqfoinfDg UH of the C!>--- d - • • • - • • .• .. .. • • . . .• ;xu•waa,;ilD 1e1m1m1t£onofthis~-- -···' ••• - - --- • .~ ••• • ~ -.·· 

C-S. CU$T<>MEllJNITlADDP~ ·:• 

,.A. •• 
~. 

\ , 

V- · 

Should tbcCastomcr~ aiiew ~ eycle, which~ ap.ro~ audlordemODStmtlon of Software 
liceuaed bf tbis Apmeiat, Customerapees io pay ~c:cnsin: fees i!Castomefs ova1uadon resulls iD the 
ccminublg use ofSotiware. 
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(e) Traintng Ind CcmsuJtfna. 

(d) 

(e) 

(f) 

1 • l"liJt;mm t nm"'s SunGard will deD.vct isaiufDg ad comRllt.mg by Dlatauce ~ 
or by classes held at SuDOard (Class Boars) or by CODSllldDg at the ~s locatioD 
(Oa-Slte Homs). SahcduJo A idcmttiles die aUocadon of~ and eomultfng amoiag 
the th!= deD.vcry methods. Schodlllt A a1ao Ycmffias tho ~OD Koma, au4 T
Boms w1dqh me fnctnded In dds Apament. 

Dbtlmce I wnhlg scsskms sba1l be delivered remolelf via ~ ·Each 
D1srance Leamfns aesskm shaJl ccms1st of a two Cl) Jzaar DmJOre mdning (plus 
appr=imately 45 mmums - apfibDow-ap) ~ wllh a call hD the Cmncmtct. 
Classes held at SmiGanl (exapi lba Acccmm'ng CoDSult8doD aml tbc laymDIBmnan 
Reaomto Ovelvfew) am lfmJted to dnee aai:mdees. Additional smdents may mm.d 
classes at SanGard on. a spaco-avaiJabJo basla at 1be thou c:uu=t 1laiDiq rate. Stwkmts 
fiom at least two «her~~ be present m class at SlanGarcl. CJISSCS held at 
Qntoml'A"s locmbl.sboukl be~ 1010 smdeats. and each sboald have a tmhUag 
wodcsmtfcm. 

l. Imntng 'Ilmmu CcuffJed SWqintr1qtqg, SDDG&rd, ai rm cpticm maypzwtdo ~ 
or coasWting pezsozmcl tbrouah cenf:8et1 sub-ccm2racrms. SnuGard will aSsumc 
respm!Sibilhy to assure 1be same level of comperency Js awilable to Customer whcdaer 
tadnhlg or coiisaltbig .Is~ by &mGatU or by a cP:dfied aah-comza-:tor. If 
Ourume:- is not satisfied vdrh Che technical compea:uee of SUDGani's llflflfp:4 ll'llaers, 
they may request a dlifcrcml lndncr. · 

3. 
• - • • r •• • • •• • ... • • 

The "allocatioil of trafDing betWeen Dilrahce l ,eamini, 'DMrina at SU!lGsnf. Task Hours. 
and Training at.the Customer Jocadon may be a4justcd 6om one aaepy IQ another. by 

'• S.Gmd as may be in the 1'cstinfeft1St ot a sw:ceAfitJ ~ • 

hcoUDt Manag=mcDL An ACCOUDt .Mamlgcr swdcmed at SunCJard• shall b~ assigned to 
~all SunCiardrcla1ccl ~acdvitles. 

Consaldng and Other Servlces.. At Customers rcasoD~ zeqileSt amt sahjeot to the availability 
of SunOard's peaon.ueJ. SunGard shall provide to Customer comuJt!ng scmccs, cusiom 

modificaticn ~It support seMces relatiDg to custom. modlicazions. assistauce with 
clala IUlhSf~ sym:m iestans md ~ and other specla1hed support service$ wi1h 
respect to the Software. 'llicse semces shall be piovided by SunGard ll SanGard or at Customer 
locmion(s) if and when S1mGard and Customer ap that on• scmces are necessary. Such 
.servi=i sball be offmd at lb dicn cun= profcss2oDal scMccs razes .in c&ct. 

-18-



... 
r .... 
tt . . 

~: 
l 

D-3.2. Cmtomer's Sped& Oblfgaffons 

(a) 'Plocmalleat of Baadwaae. Cuscomcr fDtcmds to cmmact 1'i'lth 5=Gmd fer ASP Services 
(Application HosdDs Sel:v!oes). lf OJstomer 4oes izot c:aldract wilh SlmGmd for ASP Servk:es, 
dlCD CUllDmcr sba11 bo mpDDsibte. at tu mpame, tor JiiUCiWfD1 8114 1Jl'dn1Rf1 •ug adequate 
llan)ware ml system aofkwa:a ad fbr llpAdDg lbe hardware d l)'ltem software as may be 
needed from time to 1ime. 

1. Pzoject Manager 
2. ~Ledger 
3.~ 
4. Pa)'JQll SpecfeJfst 
s. .BR. specJaUst 
6. Pzosram=f ~pec!ificadons fot'ccmversloD 
7. NetwodcA~Mmmpait 
8. Data.Eutry-fbr hisiorica1 data net progJ&mrmdcaIJy couvencd. 

Prlml\'y laSb fbrtbat C0st0mer staff'idcntified in this Secdo!a me lisrecl below: 

1. ~ fDstallat(oa and opc=atioll of hardwi!R aud Jletvtork 
2. Perfb!m third P81'lY soiware and SunGanl provided Sof\ware confipzalfon__ . _ 
3. DCCUlnc:Dt softwm-e confiBnJadao - - - - - . . . • . . -
4. Test software ccm8pm:tma 
5. Provide wriUesa specificmi91JS (e,a. Data Convcmmi, oic.) 
·4. ·· · · Provide 1lat &les of any data to be ccmvened bySUDGard • ' - · 

. . . 

- -·· . . . 7. Validateandtest.ccmve:tec\cfaia. • --- ... - __ .• ::-.. ·:- • · ... ..: • ···-·.. ·-- a. -··:tole JaiPkii.:ntarm·reamto become timctimal apens · · . · 

(d) 

9. Coro implemen!Btion team to ttafn all a users 
10. Test all system pniccssfng befote live opemion 

Customer :Facility. Costemer shall prvvfde amicable ttaiDiug Cl1VixoumCQt 1br S)'SttaD aaintng 
classes held at C~a locadon istcJndiDg Disraoce Inming ttamfng. Cnatomersball 
provide an 1':atemet cmmcctioa (at least 128 kilobyte$ ofbandwicJth) and a CODf'c:renco pbone 
which will be dedicated to D1s2nce Leaming. 
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SCBEOOLEJt 
TOSOFrWAULia:NSEA~ 

.Am11mlSupportA.greemaat 
(ReaaomAslfstaDce,and Software Updates) 

CVSTOMBllASSISTANCI 
E-1.L llemote Asslsmnc:e. SuuGanl sball piovfdo to CUSSDmer. 4om 5a.m. to 5p.m. Pr, Mon(fay 

tbmnsh Fziday (SGDGard ~ ~ telephone, &x, ad e.caaJl se.ppomd assls;mce 
n,pxdiug Customer's audlorlzld use ofdle La1r:st Softwme Update. CUSIOmeragnes ID aaanpt 
to locme m.tbzmadm provldelllll Daeumcaatitm prianD 11SC ofR.emote ADislaDce. fa aMithm, 
SlmOard shBil pmvide solf'service..bascd assfstmscevia SUnGanra Teclmical S\lppmt w~ Page. 

E-U hohstiola Asslstaace., OtscomershaJl ~to SuaGanln:asombly dotaiJecl cfocnmenMtion 
and ap)enmtM of'issuesto be~ toptbcrwbh UZ1der1'fng ,_ta sabatmldate BDY 
problem or fidlare and m assist SonGard Jn ks efb1s to diagnose. reproduce aml correct die 

.. "-problomorfallure. - --·--- • 
. .. . - . .. ... - .. . 

E-1.3. N9n Softnre AssJstmcc. Non Software Assisumce nquellS (e.g. teql1esls for assistam:e wl1h 
bardwme. ope:ratmg syau:ms. detabaso manapnem ~ DelWO!b. priDrer codpmicm. 
etc.) ate cnmdde the scope_ of this Ammal Support .Apemcm. However. at CDslomer's tequeat, 
Non Sofiware .Assis1am:e may be provided OD, a time mid mamrials buis, as avaDable. at the sole 
discn:doa of SunOanl. ... 

E-2. SOFIWAtUt UPDA'l'ES 
. .., . , . 

E-2.1. ~ o,dates.' ~ahan ~le; lhc CastOGicr Soti\Y;n Updales tor UNIX~ 
based Sofiware via Basslo P1eo Sapport1" (BfS). BFS mcam that SaDGanl wDJ lo!'Qll to 
CaSIDmtt's designated tJNDC semir. with aatbor:izadon .fi'om Cnstomcr, aml load the UNIX 
serveri.bued Software tJpdasa imo a sfDsie Aecouat i>r the Castmaer. lf Olslomer uti1bca 
SunGmd'a ASP Sorvice, the SmiGanl wDJ loa-cm to~· MP Sarver, wflb au&:horizudoD 
1iom Caato=o, and ioad tho-'UNIX· server-based Softwme .. Update·inta two· .Meounts 
(Pmcbaodcm Aac0\1Dt and Ten .Accolmt) lbr the Cusiomcr. BFS is micdy 1*rDCt delivered. 
1'herabe, the exc1vmp of mapcticlopdcal media for tJNJX ~ Soflwln l1pcJates is 
not available. If SanGlud. m its sole.dlscn:dan. detmnmes cbat 4ellveq pt the UNIX serRI" 
based Softwan, Updaic via 1memet is llOt )maticiJ, thesi ~will z=afW mapeticfoptical 
media 6lcqfWUhmstru.cdous biimaeDg SllliGsnriiipptylni&\JNIX"senlel"Wascd Software- -
~ 1or Software Updates for Wiadows1M based Software, m=Da wDJ bo sent to Customer. 
including Costaml!f loadbig ~ Soflwin Upda!m shall be accompimiod by~ to 
1ht DocumentaUon on opcka1 media whoncver SuDGazd detamincs. iD las sole discretion. that 
such tlpdatcs are necessmy. CbAomc:r agrees to a=:pl Software Updmes as they became 
available and to t'eUlain. Cl1mat w th Latest Software Update. In addidoii, bctwecD Software 
t1pdatcs, scrvi= packs may bo available Car Cmtome:r ~oad IDd bmaJJation. For those 
eustomer's that choose not 10 utb the BFS medlod of Sottwre Update delivery; the Software 
Updates are available fbt download by the Otstmncr &om SmiGarrrs m site. 

E·U From time to time new optional features may be added to lb Software as a result of a Sottwarc 
Update. Optiontl f'~ may require tbo use of tbinl part)' soi\vare or hmdwan:. ~ 
shall have the option to procure or not to ~ such third party products to eaab1e such 
optkmal~. 
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E-2.3. Tho Cimomer apocs to maintain, fir the dannion of this AgrccmoDt, ID 1DtelDct CODlleotfou 
(comimng of Fl'.P and 1'ELNiT aDowbaa SUuGard am= to Cuiamcr's server 8)'StCm) to 
fiu:Uimta Sdwale Updates and nmote support of die UNIX SCPer based. Sotiwase im4 to 
majntain remote eoulrOl software (as specified b)' SunGard) to au;poxt tho Wim!ows1M based 
Sofiwme. ~will be based '2pOD SaGarcl'1 mW}110 IP address.~ after a aood &itb ef1brt, 
Cuaomcr cmmot mai"l'm ea IDtmtlt cOimo;Uon, dta SUllGatd will prOviclo Soflwans Upct8ies 
to Costomcr on mapoddopdcal media. CUSIOmar agrees to malatafn at least a 33600 W 
modem ommeclion and to make awflable compeseat p=iazme1 to assist SmiGard in mnstuq 
tho smtwans Updates to tbe server. cassomer a&&Jsum.co may be: requfred dmfq DDIMIM+rd 
work ho=s, audi as ovesiblp, weelcemk d/or holidays. A DOmiDal b1IDdlbig c:harp will apply 
ro cover the cost of tbl media amaldppfngcUrps. 

:£..2.5. SunGmJI shall pnMdo Customer with Soi\waro Updates to maflltabl d1e mmpatib!Jlry of the 
Software with~ releases of thoopmdn.g systOm under wbfcb die Software fa licensed.. 

. 
!-2.7. Arsy modificadons not mado by Sm1Gard, and the msul!S caused 1hczeby to tho Software shall be 

die sole iespcmsibility of the Customer. • . 
E-l.B. SunGard will use ~ reasonable om.its to pmidc Sofiwarc Updates ID cause dlo 

Soi\waro to oombme to ccd:mn to GASB and OAAP ~ and CO mahnafn acc:mate 
Federaf·mid State payroll tax tables (as pabHsbed by lb caxfDs authmides) and tbe:ir reJated 
caJcnlarion processes. !n the Mlllt that Grislnal prcijf &mning IS ieq11ired to meet any Cllher 
mandated Soliwaro chanse (!Deluding S. Fede:nll, or Local mandated . cbaQes). the 
"dc:velopmcm-cosis will be bomc b)''lll CQSIOmm who milin 1hat-Softwaic chmgc. ........ . 

.... .. -

--- --.--.--~-- -- . . -... - - ..... -· --.---
.• .· 
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Application Software Maintenance and Support Services 

APPLICATION SOFTWARE MAINTENANCE AND SUPPORT SERVICES 

SunGard K-12 Education's Application Software Maintenance and Support Services provide you with the comprehensive 
support services to meet your ongoing needs as you use our application software. Under the terms of our Maintenance 
and Support Agreement, the following services are provided: 

Customer Support Center 
Customer Relationship Management 
Enhancements To The Software 

• Customer Web Site 
Sharing User Community 

CUSTOMER SUPPORT CENTER 

Our success as an organization is dependent on how well our support staff services our customers every day - taking care 
of our customers is the most important thing we do. We work diligently to provide talented staff that are knowledgeable in 
the applications, strong communicators, empathetic to our customers' needs and experienced in school district operations. 
The tenure of our support staff is over 10 years, and a number of our staff has previous experience working in a school 
district. We are committed to partnering with you over the long term to ensure that your organization meets the goals and 
expectations that come with the implementation of our solution . 

• Hours of Service 
Application software support is available 8:00 am to 5:00 pm customer local time, Monday through Friday, 
excluding holidays, to respond to any question or problem you may have with the use of our products. Service 
needs outside of our normal business hours can be arranged in advance for a nominal fee. 

• Customer Support Case Tracking 
All customer support inquiries are recorded and managed in a customer relationship management (CRM) system. 
Support cases can be initiated by calling our toll free telephone number or entering the case via our support 
Internet portal at httos://support.sungardps.com/k12. SunGard K-12 Education's online case tracking system 
allows a collaborative environment for problem solving, and all communication between you and our support staff 
is available on-line, real time. Besides being a powerful tool for tracking support requests, the system includes a 
full-featured knowledge base to assist you and our support staff in finding answers to your questions quickly. 
These tools have proved invaluable in enhancing service levels, measuring service quality, and improving 
customer satisfaction. 

• Response Times/Priorities 
When a support case is initiated, we establish, along with the customer, the priority of the case. Priority levels 
define the severity level and impact a problem has on the customers' operations. This enables us to be sure we 
are addressing your needs in the proper sequence. 

• On-Line Problem Diagnosis 
Our support staff utilizes diagnostic tools that enable remote system access to aid in problem resolution. Our staff 
can immediately see exactly what you are seeing such as data, reports, error messages, etc. and can bring this 
information back to our data center as necessary to facilitate problem resolution. We are in the process of 
implementing a new connectivity tool, Securelink, which will provide improved security and connection reliability. 
This tool meets the rigorous SAS70 audit requirements . More information at http://www.securelink.com/. 

• Users/Client Access to Support 
It's important to balance the need for customer staff to access our support staff with the need to coordinate issue 
resolution between our organizations. For security audit reasons, we ask that you identify a few key contact names 
that can contact our staff for issue resolution. We want to ensure that we are providing support services to 
individuals that you have authorized to represent your organization . 

CUSTOMER RELATIONSHIP MANAGEMENT 

Your Customer Relationship Manager is your main contact for our ongoing relationship. Customer Relationship Managers 
are responsible for helping all clients achieve excellence in their use of the PLUS 360 application software solutions. 
Customer Relationship Managers contact each client on a regular basis with the following goals: 

wwv,1.sur.gc.rd.com/K12 
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Application Software Maintenance and Support Services 

Consistently measure the satisfaction level of all clients. 
Provide regular and personal communication to all clients. 
Help cl ients to improve the usefulness of the PLUS 360 solutions at their sites. 
Coordinate additional product sales, training and professional services. 

The purpose of the Customer Relationship Manager is to build positive relationships and enhance client satisfaction 
through on-going communication with our clients and SunGard employees. The Customer Relationship Managers explore 
viable solutions for user issues, facilitate client awareness of seNices, products and new technologies, and bring client 
issues forward to management for consideration in resource re-allocation. 

ENHANCEMENTS TO THE SOFTWARE 

SunGard K-12 Education continually commits funds to research and development for on-going product enhancement 
projects. SunGard K-12 Education has on on-going commitment to our existing customers and will continue to focus on 
product enhancements that provide benefit and value to our customers. 

Enhancements occur in one of the following ways: 

Updates for Federal and State Reporting: SunGard K-12 Education understands that state and federal 
reporting is vitally important to school districts. Our PLUS 360 solutions regulatory software includes reports and 
programs that help districts fulfill state and federal reporting requirements. SunGard K-12 Educ·ation assumes 
responsibility for providing and maintaining accurate federal and state reporting . A complete listing of provided 
regulatory reports can be provided upon request. 

SunGard K-12 Education takes seriously its responsibility to identify and understand all on-going changes to 
regulatory reporting requirements . For every state, we have dedicated teams who are responsible for delivering 
software modifications. These specialists maintain direct communication with regulatory officials, attend meetings, 
and monitor all published legislation and documentation to stay up to date. As state and federal reporting 
regulations continue to evolve, our Product Support Specialists provide direct support to customers through every 
transition. 

Client Enhancements: Customer input into the software development cycle comes from many sources 
(customer support, user groups, email database, de.monstrations, RFPs. etc.). The Product Manager reviews all 
these suggestions on a regular basis. First, the client defines a specification for the desired enhancement. 
SunGard K-12 Education then reviews the specifications and provides a quote to develop the enhancement. Once 
approved by the customer, SunGard will then develop the enhancement. If the enhancement would benefit other 
customers, it will be incorporated i~o_!_~~core software 31!1_d ~~~~~.9 _?.~~ .f~tl:!_r~.:>_?~~re upd~!i:.:_ __ ·- __ . _ 

CUSTOMER WEB SITE 

SunGard K-12 Education offers a 
central place for customers to gather 
information on upcoming releases, 
user group meetings, software 
updates and other topics relevant to 
those using the PLUS 360 solutions. 
Our customer services website was 
designed to provide a central 
reference area for our clients. 

K- 12 SOFTWARE SOLUTIONS 
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Application Software Maintenance and Support Services 

• Company 
Information about our company, contact information , hours of support are available on our website. 

• News 

~ 
~i~ 

Announcements and articles are available and updated frequently with current information from SunGard K-12 
Education. Users can access information on client conferences such as registration and conference information. 
News Archives will contain past information from these areas. 

• Support 
Users can search for open cases or closed cases, or you can list all open cases. When you access cases, you are 
accessing the same system as our Product Support Specialists. 

• Knowledge Base 
Our customer website provides a robust knowledge base for customers to review prior to reporting a case. Our 
customer support website allows a collaborative environment for problem solving and all. communication between 
client and support staff is on-line, real time. If you have a question about your PLUS 360 solution, chances are 
someone else has asked the same question before and many customer questions can be answered with a quick 
web search. 

• Documentation 
All user manuals are available on-line in PDF format. Revisions to manuals are posted and users can receive 
notification when new or revised documentation is available for download. 

• Software Updates 
All software updates, service packs and release notes are accessible via our customer website. 

• Customer Forum 
An online discussion site hosted by SunGard where customers can hold conversations in the form of posted 
messages. Many discussion threads are available to accommodate many areas of interest. For example, there is 
a thread where customers can share Cognos report specifications to help all customers benefit from reports that 

( have been previously developed by other customers. 

SHARING USER COMMUNITY 

Each year SunGard K-12 Education jointly hosts along with the SunGard National User Group (SNUG) annual client 
conferences for the PLUS 360 solutions which bring together customers from all across the country. SunGard provides 
staff to these user group meetings. Location and frequency of user conferences vary based on products and region. In 
addition to annual conferences , local user groups meet in more than 25 states. Customers in states without local user 
groups are welcome to join the groups in neighboring states. Most groups hold regular meetings where peers and officers 
from SunGard come together. 

SUPPORT SERVICE LIMITATIONS 

We occasionally experience situations where a customer requires an extraordinary amount of customer support service for 
an extended period of time. This occurs infrequently, but when it does occur it's most often for reasons of inadequate 
staffing in the customer's internal support group or inadequately trained customer staff. When this occurs, we find 
ourselves providing an inordinately large amount of support resource to one customer at the expense of being able to 
provide responsive service to other customers. We monitor service usage to help prevent situations like this from 
developing. However, if we determine that your service usage over a period of time exceeds 1.5 the median average of all 
customers of comparable size, we will contact you to recommend remediation activities intended to lower the reliance on 
our support service. If the remediation activities do not resolve the problem we will apply a monthly support service 
surcharge until the service levels return to a normal level. We will be proactive about such situations if they develop by 
making you aware that a problem exists in advance, and we'll work with you to resolve the problem to help get your support 
usage back to a normal level. 

wv.w.5ungud.com/KI ~ 




