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Software as a Service and
Professional Services Agreement

between Tyler Technologies, Inc., a Delaware corporation (“Tyler”), and Burnet County, Texas (the “Client”).

Client desires to engage Tyler to provide certain products and professional services, all on the terms and conditions set forth in

this Agreement.

Background

NOW, THEREFOQORE, in consideration of the mutual promises contained herein, along with other good and valuable
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Signature:

This Software as a Service ("SaaS") and Professional Services Agreement (this “Agreement”) is made and entered into by and

consideration, the receipt and sufficiency of which all parties mutually acknowledge, Tyler and Client agree as follows:

A. Tyler shall furnish the products and services described in this Agreement, and Client shall pay the prices set forth in this
Agreement.

B. This Agreement consists of this cover and signature page and the following attachments and exhibits attached hereto and to
be attached throughout the Term of this Agreement, all of which are incorporated by reference herein:

IN WITNESS WHEREOF, this Agreement has been executed by a duly authorized officer of each Party hereto to be effective as of
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Software as a Service and
Professional Services Agreement

This Software as a Service ("SaaS"} and Professional Services Agreement (this “Agreement”) is made and entered into by and
between Tyler Technologies, Inc., a Delaware corporation (*Tyler”), and Burnet County, Texas (the “Client”).

Background

Client desires to engage Tyler 1o provide certain products and professional services, all on the terms and conditions set forth in
this Agreement.

NOW, THEREFORE, in consideration of the mutual promises contained herein, along with other good and valuable
consideration, the receipt and sufficiency of which all parties mutually acknowledge, Tyler and Client agree as follows:

A. Tyler shall furnish the products and services described in this Agreement, and Client shall pay the prices set forth in this
Agreement.

B. This Agreement consists of this cover and signature page and the following attachments and exhibits attached hereto and to
be attached throughout the Term of this Agreement, all of which are incorporated by reference herein:

Schedule 1. - Investment Summary
Exhibit A. — General Terms & Conditions
Exhibit B. — Service Level Terms and Conditions

Schedule B-1. — Application Availability Period Service Level

IN WITNESS WHEREOF, this Agreement has been executed by a duly authorized officer of each Party hereto to be effective as of
the date last set forth below (the “Effective Date™):
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(Schedule 1)
Investment Summary

Hosting Term Contract Term

5 years from commencement of Saa$ Fee initiation Commencing on Effective Date
SaaS Fee Payments SaaS Fee Annual Amount
See Schedule Below
As provided in Section 3 of Exhibit A
Software Licenses
No. Cost/User Saa$ Fee
Odyssey Online - Licensed Software Users per Month (Annual)
Odyssey Case Manager -Enterprise 57 § 12500 $ 85500
Odyssey Attorney Manager 27 § 125.00 $ 40,500
Odyssey Check Manager 2 $ 12500 $ 3,000
Qdyssey Supervision B § 125.00 $ 12,000
Odyssey Law Enforcement & Jail Manager 47 $§ 125.00 $ 70,500
Odyssey Law Enforcement & Jail Manager (shift users) 66 $ 6250 $ 49,500
CJIS Reporting Included
Public Access- Basic Included
LiveScan $ 1,000
TDEX & VINES included
Tyler Jury 3 § 12500 $ 4,500
Total Users 210 Base Annual Fee  $266,500
Discount applied and resulting Annual SaaS Fees are as follows:|  Year $167,880
Year 2 $172,880
Year 3 $177,880
Year 4 $182,880
Year 5 $187,880
Embedded Third Party Software
Nene
Professional Services
T&M Services Hours Rate Cost
Project Management 16 § 170.00 $ 2720
Setup, Configuration, & Consulting 52 § 155.00 $ 8060
Go-Live Assistance 52 § 145.00 $ 7540
Subtotal T&M Services $18,320
Estimated Travel Expenses $902
Total Implementation Services $19,222




{Exhibit A}
General Terms and Conditions

1. CERTAIN DEFINITIONS

1.1.  Agreement means this Software as a Service and Professional
Services Agreement, including all exhibits attached herete and to be
altached throughout the Term of this Agreement, all of which are
incorporated by reference herein.

1.2. Business Day means any day, Monday through Friday, excluding
any Tyler holiday.

1.3. Business Hour means 7.00 a.m. to 7.00 p.m., Central Time
during Business Days.

1.4. Claims mean any and all claims, liens, demands, damages,
liability, actions, causes of action, losses, judgments, costs, and expenses,
including reasonable attorneys’ fees and expenses.

1.5. Current Production Software Version means the current
production version of Tyler's software listed on the Investment Summary.

1.6. Defect means any bug, error, contaminate, malfunction, or other
defect in the Licensed Soltware caused by, arising from, or emanating from
the reasonable control of Tyler that renders the Licensed Software in non-
conformance with Tyler’s then current published specifications.

1.7. Documentation means the user's operating manuals and any
other materials in any form or media provided by Tyler to the users of the
Licensed Software.

1.8. Embedded Third Party Software means licensed third party
software {other than Third Person Software) that is required to provide the
functionality of the Licensed Software, which as of the date of this
Agreement, consists of the software set forth on Schedule 1 labeled as
“Embedded Third Party Software”.

1.9. Indemnified Parties mean Client and each of its personnel,
agents, successors, and permitted assigns.

1.10. Jnvestment Summary means the summary of fees and services
set forth on Schedule 1.

1.11. SaaS Fee means the “Total Annual SaaS Fee" as set forth on
the Investment Summary, which is due and payable as set forth in Section
KRN

1.12. Licensed Property means the Licensed Software and the
Documentation.

1.13. Licensed Scftware means: (a) the Current Production Software
Version; {b) Embedded Third Party Software; and (c) any Local
Enhancements.

1.14, Local Enhancements means any refinement, enhancement, or
other customization to the Current Production Software Version to be
developed by Tyler per the Investment Summary,

1.15. Party means, individually, Tyler and Client.

1.16. Project means the delivery and license of the Licensed Property
and the performance of all services to be provided by Tyler in accordance
with the provisions of this Agreement.

1.17. Project Manager means the person designated by each Party
who is responsible for the management of the Project.

1.18. Service Level Terms and Conditions means the terms and
conditions for Tyler's maintenance and support of the Licensed Software,
which are set forth in Exhibit B.

1.19. T&M means time and materials.

1.20. Third Person Hardware means the workstations and other
hardware to be leased, purchased, or otherwise acquired by Client from a
third party that is minimally required to operate the Licensed Software and

such other hardware that Client has actually leased, purchased or
otherwise acquired and/or may be minimally required in the future to
operate the Licensed Software.

1.21. Third Person Software means the operating systems and other
software to be licensed, purchased, or otherwise acquired by Client from a
third party that is minimally required to operate the Licensed Software and
such operating systems and other software that Client has actually
licensed, purchased, or otherwise acquired and/or may be minimally
required in the future to operate the Licensed Software.

1.22. Tyler Confidential and Propriefary Information means all
information in any form relating to, used in, or arising out of Tyler's
operations and held by, owned, licensed, or otherwise possessed by Tyler
{whether hetd by, owned, licensed, possessed, or otherwise existing in, on
or about Tyler's premises or Client's offices, residence(s), or facilities and
regardless of how such information came into being, as well as regardless
of who created, generated or gathered the information), including, without
limitation, all information contained in, embodied in (in any media
whatsoever) or relating fo Tyler's inventions, ideas, creations, works of
authorship, business documents, licenses, correspondence, operations,
manuals, performance manuals, operating data, projections, bullelins,
customer lists and data, sales data, cost data, profit data, financial
statements, strategic planning data, financial planning data, designs, loges,
proposed trademarks or service marks, test results, product or service
literature, product or service concepts, process dala, specification data,
know how, software, databases, database layouts, design documents,
release notes, algorithms, source code, screen shots, and other research
and development information and data. Notwilhstanding the foregoing,
Tyler Confidential and Proprietary Information does not include information
that: (a) becomes public other than as a result of a disclosure by Client in
breach hereof; (b) becomes available to Client on a non-confidential basis
from a source other than Tyler, which is not prohibited from disclosing such
information by obligation to Tyler; (c} is known by Client prior to its receipt
from Tyler without any obligation of confidentialily with respect thereto; or
(d) is developed by Client independantly of any disclosures made by Tyler.

1.23. Users means individuals who are employed and authorized by
Client to use the Licensed Property, and who have besn supplied with user
identifications and passwords by Client (or by Tyler at Client's request).

2. TITLE AND LICENSE

2.1. License Grant. In consideration for the SaaS Fee, which shall be
due and payable as set forth in Section 3, Tyler hereby grants to Client a
limited, non-exclusive, revocable and non-transferable license (and
sublicense with respect to the Embedded Third Parly Software) to use the
Licensed Property for Client's internal administration, operation, and/or
conduct of Client’s business operations by the number of Users as set forth
on the Investment Summary.

TYLER HAS THE RIGHT TO REVOKE THIS LICENSE IF CLIENT
TERMINATES, CANCELS OR FAILS TO RENEW THIS AGREEMENT.
TYLER HAS THE RIGHT TO UNILATERALLY REVOKE THIS LICENSE
AND DENY CLIENT ACCESS TO THE LICENSED PROPERTY IF CLIENT
FAILS TO REMIT ANY REQUIRED FEES WITHIN THIRTY DAYS OF THE
DATE SUCH FEES BECOME DUE AS SET FORTH HEREIN AND SUCH
AMOUNTS REMAIN OUTSTANDING FOR A PERIOD OF THIRTY DAYS
FOLLOWING TYLER'S WRITTEN NOTICE OF ITS INTENT TO REVOKE
THE LICENSE.

2.2 Userlicenses. Unless otherwise specified on the tnvestment
Summary: (a} the Licensed Property is purchased as User subscriptions
and may be accessed by no more than the specified number of Users; (b)
additional User subscriptions may be added during the Term at the same
pricing as that for the pre-existing subscriptions, prorated for the remainder
of the Term in effect at the time the additional User subscriptions are
added; and (c) the added User subscriptions shall terminate on the same
date as the pre-existing subscriptions, User subscriptions are for
designated Users and cannot be shared or used by more than one User;
provided, however, that User subscriptions may be reassigned to new
Users replacing former Users who no longer require ongoing use of the
Licensed Property.

2.3, BRestrictions. Unless otherwise expressly set forth in this
Agreement, Client shall not {a) reverse engineer, de-compile, or
disassemble any portion of the Licensed Software or (b) sublicense,



transfer, rent, or lease the Licensed Software or its usage. To the extent
Client employs contractors, subcontractors, or other third parties to assist in
the Project, Client shall obtain from such third parties an executed Tyler
confidentiality agreement prior to such parties being permitted access to
Tyler Confidential and Proprietary Information.

2.4. Embedded Third Party Soltware. The license grant set forth in
Section 2.1 includes the right to use any Embedded Third Party Software;
provided, however, that such access to and use of such Embedded Third
Party Software shall be according to such terms, conditions, and licenses
as are imposed by the manufacturers and/or third party licensors of such
Embedded Third Party Sottware. All such Embedded Third Party Software
shall be included in the SaaS Fee. Tyler shall pass through to Client any
and all warranties granted to Tyler by the owners, licensors, and/or
distributors of such Embedded Third Party Software.

25, Title.

(a) Tyler represents and warrants that it is the owner of all
right, title, and interest in and to the Licensed Software (other than
Embedded Third Party Software) and all components and copies thereof.
Nothing in this Agreement shall be deemed to vest in Client any
ownership or intellectual property rights in and to Tyler's intellectual
property (including, without limitation, Tyler Confidential and Proprietary
Information), any components and copies thereof, or any derivative
works based thereon prepared by Tyler.

(b) Al training materials shall be the scle property of Tyler,

(c} Al Client data shall remain the property of Client. Tyler
shall not use Client data other than in connection with providing the
services pursuant to this Agreement.

3. FEES AND INVOICING

3.1. Saa8 Fee. Tyler shall invoice Client for the SaaS Fee beginning
upon Clisnt’s being provided access to a Tyler-hosted environment and
annually in advance thereafter. Client shall make payment in accordance
with Section 3.4. Upon commencement of SaaS fee invoicing, Maintenance
and Support fess shall stop with regard to any Tyler legacy products being
teplaced and discontinued hereby,

3.2. Professional Services Charges. T&M charges for all
professional services to be performed hereunder shall be invoiced and paid
by Client in accordance with Section 3.4,

3.3. Expenses. Client shall reimburse Tyler for travel, lodging, and
food expenses actually and reascnably incurred by Tyler in performing its
professional services herein in accordance with Section 3.4.

3.4. |nvoice and Payment. Tyler shall invoice Client for professional
services and associated expenses herein on a monthly basis. Each invoice
shall state the total invoiced amount and shall be accompanied by a
reasonably detailed itemization of services and expenses. Following
receipt of a properiy submitted invoice, Client shall pay amounts owing
therein thirty (30) days in arrears. All payments shall be made in U.S.
currency. Any undisputed sum not paid when due shall bear interest at a
rate of prime rate (as set forth in the Wall Street Joumnal) plus five percent
(5%) per annum or the highest rate allowed by governing law, whichever is
less.

3.5, Electronic PaﬂFent. Tyler prefers to receive payments
electronically. Tylers electronic payment information is as follows:
Bank: Woells Fargo Bank, N.A.
420 Montgomery
San Francisco, CA 94104
ABA: 121000248
Account: 4124302472
Beneficiary: Tyler Technologies Inc. — Operating

4. PROJECT IMPLEMENTATION

4.1. Professional Services. Attached hereto as Schedule 1 is Tyler's
good faith estimate of the hours and fees associated with the services to be
performed by Tyler for Client, including travel time by Tyler's persennet from
Tyler's place of business to and from Client's place of business, and for
which Client shall pay on a T&M basis. Additicnal services requested by

Cliant which are bayond those hours detailed in Schedule 1 will be billed at
Tyler's then current services rates.

4.2, Office Space. Client shall, at its sole expense, provide
reasonable access to office space, telephone access, network access
(including providing Tyler reasonable access to a secure virtual private
network connection or other comparable connection for use by Tyler from
time to time on a non-dedicated basis), Internet connections, and such
other facilities as may be reasonably requested by Tyler for use by Tyler
personnel for the purpose of performing this Agreement.

4.3, Third Person Hardware and Thirg Person Software. Client shall
be responsible to purchase, install, and configure alt Third Person
Hardware and Third Person Software. Tyler shall have no liability for
defects in the Third Person Mardware or Third Person Software.

4.4. Cooperation. Client acknowledges that the implementation of
the Project is a cooperative process requiring the time and resources of
Client personnel. Client shall, and shall cause its personnel to, use all
reasonable efforts to cooperate with and assist Tyler as may be reasonably
required to timely implement the Project, including, without limitation,
providing reasonable infoermation regarding its operations and reasonable
access to ils facilities, Tyler shall not be liable for failure to timely
implement the Project when such failure is due to Force Majeure (as
identified in Section17.14) or to the failure by Client personnel to provide
such cooperation and assistance (sither through action or omission).

5. INSTALLATION OF THE LICENSED SOFTWARE

Tyler shall use commercially reasonable etforts to promptly install the
Licensed Sofiware on Tyler's Servers in accordance with a mutually agresd
upon timetable. Upon installation, Tyler shall conduct its standard
diagnostic evaluation to determine that the Licensed Software is properly
installed, and upon completion, shall deliver written instructions for
accessing the Licensed Software to Client.

6. VERIFICATION OF THE LICENSED SOFTWARE

6.1. Verlication Procedure. Upon installation of the Licensed
Software, Tyler shall perform its standard test procedures and shall certify
to Client that the Licensed Scftware is in substantial conformance with
Tyler's then current published spacifications and is ready for Client's use.
In the event Tyler cannot so certify, Tylsr's sole obligation shall be to
correct the cause thereof, which shalt be Client's sole right and remedy
against Tyler.

6.2. Cedification Final. Tyler's cerification that the Licensed
Software substantially complies with the then current published
specifications shall be final and conclusive, except for latent defect, fraud,
and such gress mistakes that amount to fraud.

6.3. Use. Notwithstanding anything to the contrary herein, Client's
use of the Licensed Software for its intended purpose shall constitute
Tyler's verification of the software products, without exception and for all
purposes.

7. TRAINING

To the extent that training services are included in Schedule 1, Tyter
shall train Client in accordance with a mutually agreeable training plan. The
training plan shall outline the training required for personnel to operate the
Licensed Software. Tyler shall provide Client personnel with only the
number of hours of training for the respective portions of the Licensed
Software as set forth in Schedule 1. Training shall be provided at Client's
principal place of business or other site selected by Client. Training shall be
performed according to the training plan, but in any event shall be “hands-
on" using production-ready versions of the Licensed Software. The courses
shall train Client's employees or agents in a manner to provide basic end
user training. Client shall be responsible for providing an adequately
equipped training facility to operate the Licensed Software.

8. MAINTENANCE AND SUPPORT SERVICES

8.1. Saervice Level Tems and Conditions. Upon Tyler's certification
of the Licensed Software or Client's use, whichever occurs first, Tyler shall
provide Client with the maintenance and suppont services for the Licensed
Software as set forth in Exhibit B.

EXHIBITA-Page20i 5



(Exhibit B)
Service Level Terms and Conditions

1. CERTAIN DEFINITIONS

1.1. Temns Not Defined. Terms not otherwise defined in this Exhibit
B shall have the meanings assigned to such terms in the Software as a
Service and Professional Services Agreement (the “Agreement”).

1.2. Application Availability Period has the meaning set forth in
Schedule B-1.

1.3, Circumvention or Circumvention Procedures means, as applied
to a Documented Defect, a change in operating procedures whereby Client
can reasonably avoid any deleterious effects of such Documented Defect.

1.4. Defect means any bug, error, malfunction, or other defect in the
Licensed Software caused by, arising from, or emanating from the
reasonable control of Tyler that renders the Licensed Software in non-
conformance with Tyler's then current published specifications.

1.5, Documented Detect means a Defect that Client documents for
Tyler pursuant to Section 2.1,

1.6. Downtime means minutes during the Application Availability
Period where the Licensed Software is not available as set forth in Section
3.1.

1.7.  Operational Maintenance Window has the meaning set forth in
Schedule B-1.

1.8. Service Level 1 Defect Documented Defect that causes {a)
complete application failure or application unavailability.; (b) application
failure or unavailability in one or more of Purchasers remote locations; (c)
systemic loss of multiple essential system functions.

1.9. Service Level 2 Delect means a Documented Delect that causes
(a) repeated, consistent failure of essential functionality affecting more than
one user or (b} loss or corruption of data.

1.10. Service Level 3 Defect means a Priority 1 Defect with an existing
Circumvention Procedure, or a Priority 2 Defect that affects only one User
or for which there is an existing Circumvention Procedure.

1.11. Service Level 4 Defect means a Documented Defect that causes
failure of non-essential Licensed Software functicnality or a cosmetic or
other Documented Defect that does not qualify as any other Service Level
Detect.

1.12. Version Release means new versions of the Licensed Software
that contain technical improvements, functional enhancements, updates,
extensions, and/or maintenance changes to the Licensed Scitware.

1.13. Tyler Holidays means one (1) day for a New Year's holiday,
Good Friday, Memorial Day, a one (1) day holiday for Independence Day,
Labor Day, Thanksgiving Day and the day after, and two (2) days during
Christmas time. The exact date for any rolling holiday will be published on
the Tyler website in advance of the date.

2, CLIENT RESPONSIBILITIES

2.1. Documenting Defects. Cfient must document all Defects in
writing with sufficient information to recreate the Defect or otherwise clearly
and convincingly document or evidence its occurrence, including, but not
limited to, the operating environment, data set, user, or any other such
information that Tyler may reasonably raquest. Client shall deliver such
information to Tyler concurrently with its notification to Tyler of a Defect.
Client shall use all reasonable efforts to eliminate any non-application
related issues prior to its notification to Tyler of such Defect, including, but
not limited to, issues related to the network, User training, Client-produced
extensions, and data problems not caused by the Licensed Software. Any
technical or olher issue that Client requests services, but which is not a
Documented Defect, shall be treated as a request for other services and
govemned by Section 6.

2.2. Training. Except as provided in Exhibit A, Client shall provide
training to its employees on the Licensed Software and any Version
Releases related thereto.

3. TYLER RESPONSIBILITIES — APPLICATION AVAILABILITY AND
OPERATIONS SUPPORT

3.1. Application Availability.

(a) Tyler shall use its commercially reasonable efforts to provide
access to the Licensed Software during the Application
Availability Period as set forth in the goals listed in Schedule
B-1.

(b) Tyler shall maintain a log of any system issues that result in
Downtime of more than 1 hour, excluding: (i) scheduled
maintenance by Tyler's Internet Service Provider or co-
located data center, (ii) periods needed 1o deter or correct
problems due to malicious attacks or denial of service
attempts; (ii) Client hardware or network failure; (iv) negligent
actions by Client's agents, employees, or vendors; and (v)
evenis of Force Majeure (as set forth in Exhibit A, Section
17.14).

3.2.  Operations Support; Procedures for Reporting Downlime.

{a) Tyler shall provide Client with procedurss for contacting
supporn staff on a twenty-four hour, seven days a week basis
for the limited purpose of reporting Downtime. Client agrees
to designate no more than two {2) of Client's employees who
are autharized to utilize this procedure after normal Business
Hours.

(b) For each reported Downtime incident, Tyler shall assign
appropriate personnel to diagnose and correct the Downtime,
Tyler's initial response shall include an acknowledgement of
notice of the Downtime, confimation that Tyler has received
sufficient information conceming the Downtime, and an action
plan for resotving the Downtime,

3.3.  Credit for Downtime.

(a) At the end of each calendar quarter, Tyler shall prepare a
report for the prior three months detailing the average
percentage of Downtime during that three month period.

{b) Client shall earn a credit towards the next annual payment as
follows:

(i) it the average percentage of Downtime during the prior
quarter is less than 4%, no Downtime credit shall be
sarmed;

(i} if the average percentage of Downtime during the quaner
is between 4% and 6% of the Application Availability
Period during the prior quarter, Tyler shall issue a
Downtime credit towards 3% of the prorated SaaS Fee
for that quarter, to be applied on the next annual
payment due; and

(iii) if the average percentage of Downtime is greater than
6% of the Application Availability Period during the prior
quarter, Tyler shall issue a Downtime credit towards 5%
of the prorated SaaS Fee for that quarter, to be applied
on the next annual payment due.

(c) The issuance by Tyler of any Downtime credit shall not
relieve Tyler of its obligaticns to correct the problem that
resulted in Downtime in accordance with its obligations
harein. However, Client acknowledges that correction may
occur in the following quarter and, because of the time
reasonably needed to perform any such correction, the
quarter in which the correction cccurs may also be affected
by Downtime.



{d) Notwithstanding the foregoing, the total of all credits that
would be due under this SLA shall not exceed 5% of the
prorated annual SaaS Fee for any one quarter.

4. TYLER RESPONSIBILITIES — HELP DESK

Tyler shall provide Client with procedures for contacting support statt
during normal business hours (7:00 a.m. to 7:00 p.m., Central Time,
OMonday through Friday, excluding Tyler holidays) for general application
assistance,

5. TYLER RESPONSIBILITIES -DOCUMENTED DEFECTS
5.1.  General Services for Reporting Documented Defects.

{a) Tyler shall provide Client with procedures for contacting
support staff during normal business hours (7:00 a.m. to 7:00 p.m.,
Central Time, Monday through Friday, excluding Tyler holidays) for
reporting Documented Defects. Tyler shall assist Client in the diagnosis
of any Documented Defect, including the assigned Priority and Tyler's
tracking number.

{b) For each reported Documented Defect, Tyler shall assign
appropriate personnel to diagnose and correct the Documented Defect,
and where appropriate, identify Circumvention Procedures. Tyler's initial
response shall include an acknowledgement of notice of the
Documented Defect, confiration that Tyler has received sufficient
information concerning the Documented Defect, and an action plan for
resolving the Documented Defect and avoiding further deleterious
consequences of the Documented Defect.

5.2. Service Level 1 Defects Tyler shall provide an initial response to
Service Level 1 Defects within one (1) Business Hour of receipt of the
Documented Defect. Tyler shall use commercially reasonable efforts to
resolve such Documented Defects or provide a Circumvention Procedure
within one (1} Business Day. Tyler's responsibility for loss or corrupted
data is limited to assisting Purchaser in restoring its database to a known,
accurale state.

5.3. Sewice Level 2 Defects. Tyler shall provide an initial response
to Service Level 2 Defects within one {1) Business Hour of receipt of the
Documented Defect. Tyler shall use commercially reasonable efforts 1o
resolve such Documented Defects or provide a Circumvention Procedure
within five (5) Business Days. Tyler's responsibility for loss or corrupted
data is limited to assisting Purchaser in restoting ils database to a known,
accurate state

5.4, Service Level 3 Defecls. Tyler shall provide an initial response
to Service Level 3 Defects within one (1)} Business Day of receipt of the
Documented Defect. Tyler shall use ccmmercially reasonable efforts to
resolve such Documented Defect without the need for a Circumvention
Procedure with the next published maintenance update or service pack,
which shall occur at least quarterly. Tyler's responsibility for lost or
corrupted data is limited to assisting Purchaser in restoring its dalabase to a
known, accurate state,,

5.5. Service Level 4 Defects. Tyler shall provide an initial response
to Service Level 4 Defects within two (2) Business Days. Tyler shall use
commercially reasonable efforts to resoive such Documented Defect with a
future Version Release.

5.6. Help Desk & Desktop Support. Software Provider shall provide
the Purchaser with procedures for contacting support staff during normal
business hours (7:00 a.m. to 7:00 p.m., Central Time, Monday through
Friday, excluding Tyler Holidays}) for reporting Documented Defects or

obtaining helpdesk support on general application functionality. Software
provider will provide ample help desk support; however, excessive support
requirements may indicate a training need and require the purchase of
additional training time.

5.7. Technical Server & Systems Support. Tyler shall use
commercially reasonable efforts to provide Purchaser with technical support
to assist Purchaser with troubleshooting the loss of functionality of Licensed
Software for reasons other than a Documented Defect. Tyler technical
suppoent shall be limited 1o

(a) assisting the Purchaser with isolating the source of Licensed
Software failure due to systems-level hardware, Third Party
Software, network, client-level hardware or peripherals;

(b) providing recommendations to Purchaser regarding resolution
of said non-defect failure(s); and

(c) providing Purchaser with assistance on basic maintenance
and administration of the Licensed Software environment,
including basic data backup and restore procedures,
deployment of Version Releases, and setup of supported
peripheral devices for use with the Licensed Software

6. ADDITIONAL SUPPORT SERVICES

Client may request suppor services in addition to the correction of
Documented Defects by delivering to Tyler a written request outlining the
nature of the services desired {a “Service Request”). Such other support
services may include, without limitation, services related to: (a) additional
training; {b) technical assistance; {¢) programming services; (d) installation
of add-on components; and/or (e) business analysis. Tyler shali provide to
Client a written response to the request which describes in datail the
anticipated impact of the request on the existing Licensed Software, the
time required to perform such services, an implementation plan, and a
schedule of the fees related thereto. Fees for additional support services
shalil be billed by Tyler directly to Client and shall be invoiced monthly,
which shall be due and payable within thirty (30} days.

7. VERSION RELEASES

Tyler shall provide Version Releases of the Licensed Software on not
less than an annual basis. Tyler shall notity Client of the occurrence of a
new Version Release and shall provide Client with access to such Version
Releases for the Licensed Scftware in a prompt manner that is consistent
with Tyler's business practices for client's utilizing the Licensed Software
under a software as a service agreement,

8. THIRD PERSON SOFTWARE

8.1. Notice of New Third Person Software. Tyler shall provide Client
with advanced notice of any mandated new Third Person Software revision
that shall be required to use the Licensed Software. Tyler shall, to the
extent practicable, minimize the need for Client to rely upen updates of
Third Person Software.

8.2, Tyler Cerification. At Tyler's expense, Tyler shall certify the
compatibility of Third Person Software components used by the Licensed
Sottware and maintain a list of supperted Third Person Software release
levels. Version Releases shall be cerlified to supported versions of all
required Third Person Software. Tyler shall cerify new releases of Third
Person Software within a reasonable timeframe.

8.3. Costs. Client is responsible for all costs associated with
installing and maintaining Third Person Software versions that are identified
on Tyler's list of certified Third Person Software.
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(Schedule B-1)
Application Availability Period Service Levels

Type

Description ' | Goal

Application Availability
Period

| Operaticnal Maintenance
Window

[ Backups

All operational time as set forth under “Goal”, and which is cutside the 10:00 a.m. Central Time Sunday fo
Operational Maintenance Window, and where Tyler has not announced its | 06:00 a.m. Central Time Sunday
intent to perform maintenance at least forty-eight {48) hours in advance.

Total of 164 hours per week.

The Operational Maintenance Window happens weekly. During this time, | 06:00 a.m. to 10:00 a.m. Central Time
Tyler can take its Odyssey servers off-line {(no Internet access) and Sunday.

perform work on supporting hardware. Tyler will provide 48 hours notice to
the Client it the Odyssey application will be unavailable during the
maintenance period.

The Application maintenance period includes upgrades or replacements of
Tyler servers, dala storage, data backup, and supporting hardware. This
period also covers software maintenance items that include scheduled hot
fixes, quarterly service releases, operating system security patches and
upgrades, and so forth.

If an Odyssey application hot fix must be performed outside the |
Application maintenance period and impacts application availability, Tyler
will provide 24-hour notice to the Client. |

Nightly backups of the following files will be completed: production | Nightly
databases, images, forms, and other documents.

Client data transactions are saved every 15 minutes during the Application
Availability Period. Every night, a full database backup is performed,
including client images, forms, and other documents.

Back-up media will be cycled off-site nightly to a fireproof vault.

Nightly backups are stored offsite.




