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RTLFiRST Remittance Processing Solution Proposal

with OPEX AS7200i AND Model72 Extractor

¢

Client Name: Hidalgo County

Address: 2804 S US Hwy 281, Edinburg, TX 78539
Attention: Eva Mireles

Date: October 22, 2013

RTL Account Executive: John Phillips

Solution Description/Scope of Work:
* Hardware Lead-Time: Please note that the order needs to be placed three months prior to date of
install due to the 90 day lead time for scanner delivery.
* Hardware Cost: Hardware price validity is until December 31, 2013 Only. Order needs to be placed on
or before December 31st to avail of the below quoted price. New OPEX hardware price increase is
effective January 1, 2013.
* Software Support: Please note that should the Client terminate the Annual Support, the Client is
refunded the prorated portion of the support.
* OPEX Processor: The OPEX Connect RTL Processor function of RTLFIRST must run on its own dedicated
processor workstation. This workstation is NOT included in the solution quote. Client can elect to
provide their own processor workstation(s) or purchase them through RTL. Please note that RTL
standardizes on Dell PCs and Servers.
* Processor: The RTLFiRST Processor function will run on the host remittance and imaging server.

® Server: Host remittance and imaging server is required. Server is NOT included in main solution guote,
client can elect to provide own server station or purchase one through RTL,

* RTLFIRST & its Imaging Archival module FiRSTView utilizes MS SQL Server.

* Verification & Imaging Stations: Verification and Imaging can run on existing Windows-based PCs.
Some PCs for verification and image retrieval purposes are NOT included in the solution quote.

* Check21: Upon Client's decision to move forward, the Client must notify its bank of its intent to
generate ICL/ Check21 files through software provided by RTL. RTL will work closely with the Client and
its bank representatives to coordinate for transmission and file testing.

* ICL/ Check21 file will be generated by the Client, using RTL's provided Check21 application. File(s)
generated will be transmitted directly to it's bank from the Client's location.

* Check21 components quoted are for use with remittance processing back office system. Additional use
of this module for other purposes, such as (but not limited to),converting front counter captured items
requires purchase of additional licenses, software components, and services.

* Check21 HW PC: RTL recommends the Client to have a dedicated PCto "process Check21 items"”. This
PC will be used for ICL file generation and for image quality and endorsement functions.

* Check21 Processing PC Specification: It must have Windows 2000 Professional/Windows XP (at least
SP2)/Windows 2003 0S, Minimum 1 GB RAM, 2+GHZ Processor (minimum Pentium 4), 60 GB Hardisk
and at minimum RTLFIRST 6.0 version required.

* Check-21 Processing PC is NOT quoted in this proposal but required. See other notes regarding this PC.
If desired, the client can request RTL to provide a quotation of such PC. RTL normally guote Dell
computers. HP/Compaq is also available upan request.
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Solution Description/Scope of Work:
* Real-Time Lookup: RTL will be providing a 2-command/function-call real-time lookup feature. The 2-
commands will consist of (a) lookup and validation of account information by passing Account Number to
search by, (b) lookup and validation of account information by passing Name(s) and Address information
to search by. This function will allow for "partial" search on these fields.

* Client and RTL understand that the client's IT staff will be providing the 2 Stored Pracedure calls
necessary for RTL's program to call in the search by Account Number or by Name+Address. With Client's
IT providing these Stored Procedure calls, this will give client the necessary flexibility of future changes in
its own CIS system and better security control. RTL will work closely with IT to identify the necessary
"passing" parameters.

* The Intelligent List Processing feature is NOT concurrent license based, but is fixed station/seat based.

* The Intelligent List Processing feature provides automatic “Reading” of the list and returning values for
each line item; thus, eliminating the task of "operator keyboard entry" of every account number and
dollar amount on the stub. In addition, a virtual stub is automatically created for every line item,
providing for a complete "stub image" for which the amount was distributed.

* TxDMV: is a lookup between RTLFiRST and the Texas Department of Motor Vehicles.

* TxDMV has a sequence overview that tells how exactly the Realtime lookup should act. After the
remittance scanner has scanned an entire batch of renewals and checks; the three phases necessary to
integrate the TXDMV renewal processes are (1) Lookup Motor Vehicle Record, (2) Post Verified/Accepted
Renewals, and (3) Confirm Posted Renewal Batch.

* Installation of the RTLFiRST TXDMV Integration Module.

* OPEX Hardware: At |east one day of OPEX hardware installation services required for each new OPEX
transport included in solution configuration,

* Installation and Training. The purchase price includes not only the equipment, but also the installation
of the equipment and the training of machine operators using your media. OPEX Sales and Service Teams
will oversee all aspects of installation and thoroughly test machine components to insure that everything
is running smoothly. Besides this initial training, OPEX also provides periodic on-site refresher training, at
no additional cost, for the life of the equipment.

* Warranty Information. OPEX warrants to the original purchaser that, a.) OPEX shall transfer good title
to the Product to purchaser; b.) All services provided by OPEX pursuant to this proposal will be
performed in a good and workmanlike manner, based upon commercially reasonabie practices and
standards; and c.) OPEX shall repair or replace defective parts, including labor, and shall perform
preventive maintenance at no cost to purchaser for a period of 30 days commencing from the date of
delivery. Labor during the warranty period is limited to OPEX's standard maintenance hours, 7 AM to 3
PM, Monday through Friday, excluding OPEX holidays.

* Service: Pre-implementation services include remote install of the system on RPS designated PCs such
as the server/processor station, scan station, verification workstations, etc. prior to ansite installation.

* Client must provide for remote connection to these designated PCs/server to facilitate pre-onsite
remote access installation of the remittance system.

* Travel: Travel and other miscellaneous expenses for the duration of project implementation,

* $35/day per diem per person.

* Freight: Shipping of hardware equipment to Client's facilities

* Price Validity: Pricing is valid for 60 days from the date of proposal.
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Pricing

Plus applicable taxes

Annual
Part Number Description Qty Price Support
Hardware
OPX-AS72i OPEX AS7200i Scanner (Includes Rear Inkjet, CIS Imagers & OPEX 1 $54,495 $8,430
Standard Barcode Package)
OPX-MICR MICR Reader (Magnetic and Optical) 1 $2,750
OPX-FIP Front Inkjet Printer 1 S750
OPX-M72 OPEX Model 72 Extractor 1 $24,950 $2,470
INS-DYO Installation - 1 day Onsite (OPEX Certified Technician) 1 Incl N/A
Sub-Total $82,945 $10,900
Server and Scan PCs
Server 1 $12,000
Scan Station PCs (1 OPEX Connect PC and 2 Verification PCs) 3 $2,700
Sub-Total 514,700
RTLFIRST Software
OPX-01 Opex Connect/OPEX Import - Process Module - (for AS7200i) 1 $5,000 $750
PRC-01 RTLFIiRST Process Module 1 85,750 $863
CAR-01 AZ2iA CAR/LAR engine (1 Million Checks/Year) 1 $1,750 $263
SVR-01 One-Operation Supervisor/Verification Lic (1st User) Conc Lic 1 $1,750 $263
VRF-01 One-Operation Verification License (1st User) Conc Lic 1 $1,750 5263
VRF-01 One-Operation Verification License (2nd and 3rd User) Conc Lic 2 $3,000 $450
FVW-DB-01 FiIRSTView Imaging - Desktop+Browser (1st User) Conc Lic 1 $3,750 $638
CHK 21-001 Check21/ICL Processing Module (Image Exchange) 1 $4,000 S$600
CHK 21-IMS Image Score License (1 Million Checks/Year) 1 $1,500 5300
MOP-00 Initial Operation (DMV ) 1 Incl S0
MOP-00 Additional Operation (Property Tax) 1 $750 $150
CUS-LKPL Real Time Lookup Lite (Lookup by acctn & by name,address) for Property 1 S5,000 $900
Tax)
RTL-DMVL RTLFIRST TxDMV Integration Module Lite 1 $5,000 $750
RTL-ILP RTLFRST Intelligent List Processing {1st Client Site) 1 $12,000 $1,800
Sub-Total $51,000 57,988
Special Discount on ILP (S4,000)
Goodwill Discount (S4,000)
Sub-Total $43,000 $7,988
Supplies & Accessories
OPX-S&A Scanner supplies & accessories are included in the package 1 Incl N/A
RTLFIRST & FiRSTView Training Manual (Qty 1 each) 1 Incl N/A
Sub-Total ] S0
RTL Services
Planning, Implementation, Installation, Testing and Training Services $13,600 N/A
Sub-Total $13,600 S0

Payment Terms

® 40% of the Project Amount Due at the Time of Order

* 35% of the Project Amount Due on the Date of Installation
® 25% of the Project Amount Due upon Acceptance

* 100% of the Annual Support Due NET 30 upon Installation

S61,698 + tax
$53,986 + tax
$38,561 + tax
518,888 + tax
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20 Quarter Lease Pricing Option

(Hardware and Software)

Pricing
Amount per Month
20 Quarter $1.00 buyout
Part Number Description Municipal Lease Payment

Base Configuration $8,733.93
OPEX AS7200i Scanner with Model 72 Extractor

RTLFIRST Software

Supplies and Accessories

RTL Services

Monthly Support (Billed Annually) $1,573.96

$10,307.89

Leasing Notes * Provided is the lease pricing option for 20 quarters with $1.00 buyout monthly payment for the Total
Cost of $154,245.00
* At the end of the lease the Client would own the equipment.
= These prices are used with a Municipal Lease Agreement which contains a Non Appropriations clause
allowing the customer to terminate the lease and return the equipment with no penalty at the end of a
full Budget Year provided there are insufficient funds to pay the lease payments for their next Budget
Year.
* Annual Support Charges are NOT included in the base price and will be billed separately.
= At the termination of the lease, Client is responsible for the freight charges of shipping the unit in its
original packaging back to RTL's Southern California office
* Sales tax is not included in this annual lease amount and it will be billed at the same time as the lease
payment but in addition to lease payment.

* RTL will not be furnishing insurance against damages to the scanner during the term of the lease. It will
be the Client's responsibility to safeguard against physical damage to the equipment.

I agree and approve to the base configuration as well as the terms and conditions as stated in this proposal.

Client Contact's
Printed Name:

Signature: Date:

RT Lawrence Corporation - 7740 Painter Avenue Suite 100, Whittier CA 90602 - (562)696.4843 - www.rtlawrence.com
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October 8, 2013

Mpr. Pablo "Paul" Villarreal, Ir.
Tax Assessor & Collector
2804 US Hwy 281

Edinbure, TX 78539

PDear Mr. Villarreal:

RT Lawrence's remiuance processing system. RTLFIRST is a proprietary software solution
developed and available only from RT Lawrence Corporation (RTL). RTLFiRST is the only
available software that has a direct interface between hi gh speed scanners and the Texas Department
ol Mowor Vehicles, RTS system.

Therefore it should be understood that any Licenses for this software can only be obtained and
supported by RTL as 4 Sole Source Provider.

Sincerely.

Jobin Phillips

John Phillips

Director, Payment Solutions

Direet: (312) 296.2796

E-mail: John Phillips @rflawrence .com

Where Technology Meets Business



— _’g ' : 305 Cornmerce Drive @ Moorestowr, NJ 08037
o Phone: 836-727-1100 o Fax: 856-727-1955
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Cctober 112013
Phs Msvy Garcle - Uacksen!

Higzlgo Sounty Tax Dffice

2804 8 Bus Hwy 281

Edinbuty, Texas 78539

Re: _ OPEX Corporation — Sole Source Information, AS7200i

Digar Mary

The OPEX® AS7200™ integrated extractor / scanner is manufactured by OPEX Corporation, with
woridwide headquarters located in Moorestown, New Jersey. OPEX is the sole manufacturer of
this uninue product, and is solely responsible for its distribution into the marketplace,

What makes the OPEX AS7200i fruly one-of-a-kind is the integration of 2n OPEX Rapid
Extraction Desk (i.e Model 51 or Model 72) with a high-speed color scanner equipped with a
uniGue drop feeder By combining mail extraction with image capture, it is no longer necessary to
rodte paper outside of the mailroom to be processed In just one step, the AS7200i operator can
oRen. exiract identiry, capture, erient, sort, print an audit trail and cutput mail contents. No
othar mail extracton or scanning product available in the marketplace today offers this
combination of features.

CPEX s 3lsn the sole authorized source for parts and service on its equinment. No third party
nas been authorized to act on behalf of OPEX regarding OPEX warranty service or maintenance
support. Warranty claims and end user maintenance requests are handled exclusively by service
technicians who are direct employees of OPEX's national setvice organization.

Additionatly. please be advised that the AS7200i equipment utilizes proprietary service diagnostic
scftware covered by vatious patents and copyrights. OPEX has not released this software to
thir parties To effectively support OPEX equipment, these third parties would have to develop
then own diagnostic software.

| ust this information is helpful. If you have any questions, or need additional information, please
do not hesitate tc contact me at (856) 727-1100 ext. 2324 or via email at iqonzalez@opex.com.

Sincerely,
OPEX CORPORATION

b onsadty
John Gonzalez
Sales Engineer



HIDALGO COUNTY PURCHASING DEPARTMENT
SOLE SOURCE AFFIDAVIT

THIE 15 AN FFICIAL PURCHASING DOCUMENT-RETAIN WITH PURCHASE ORDER

Befure me, the undersigned official, on this day. personally appeared )i \%i(m-\ L(-t!,'ifreﬂr;E_TE?"— :
a person known to m= te be the person whose signalure appears below, whom after being duly sworn
upon his/her cath deposed and said:

: My name is_{i ) [11Globw LL'{_:UU"-'UHE o2, 1 .am over the age of 18 have never
7
hesn convicted of erime and am competent im‘ﬂgake this affidavit

,.} o . e - =
2, ! aman authorized representative of the following company or ﬁv-m:__f_ﬁ_,'._ L renee Lo Pon\hm
3 The above named company or firm is the sole saume for the following itemi(s), oroduct(s) or
sanfice(s)

RTLEIRST Remitpy e Boneasey OUA Ty

A Competition in providing the above named tem(s). product(s), servicel(s) is precluded by the
@istence of a patent, copyright. secret process or menopoly as stated under Section
#92.024(2)(T)(R) of the Local Government Code  Alse, attzched hereto is & sole source
letter. which sets forth the reasons why this Vendor is a sole source provider (dated and

signed)

There is/are no other like item(s) or product(s) available for purchase that would serve the
same purpnse or function,

6, Note:  This Vender understands that by providing false information on this Sale Source
Affidavit. It may be considered a non-responsible Vendor on this and future purchases and
mzy resuit in discontinuations of any/all business with Hidalgo County

/ ' i / Lf: A
Signalure ‘.:‘J('jf LA %uﬁh&%

SWORN AND SUBSCRIBED TO under oath before me on 25 cday o Ot~ 2013

AN S NGHS 182
PRINTED NAME

LNV, ) Zo/ly
MY COMMISSION EXPIRES

COMPANY NAME: RT LAWRENCE CORPORATION

ADDRESS, CITY, STATE & ZIP CODE:_3740 BATWNTER AVE, SITITE 1460

PHONE.__ . _ . cog sa43 NUMBER, WHITTIER, CA 20602

CONTACT NAME AND TITLE,_ M2 Fubin Pin, |1 s

WEBADDRESS o | 2urcnce con EMAIL:__ o Phillipy® R T Lawverice Covn
FEDERAL TAX ID NUMBER:_g5 _455033 3 TEXAS SALES TAX NUMBER:




Hidalpe County

RTL £nnual Supoort Agreemenit

Tois RIGFIRST Annue: Susport Agssamient shiall have s ore 1) year teom effective upon muLualexes tion of the
Agreeniant, and may e cEnswed tor additienal one (1) year termls) upon written agreement of the parties. RTL
shall sravice sixty (60) cavs written notjice prior to the expiration of the term anc any rerewal thereafter as to

wchient’s right to resew th=tarm. The charga far amy such renewal hall not increase fram the zctual amount

chargec ipse mqadighuy precedingterm by nomaore than the tesser of the incresse if the cost of fiving or three
pergent 13%) for 1« HTL= R8T saftware product anty.

RTL shall provdde hie cuppart sat forth herem, ina ampetent. profesiianal and timaly manner in accordarce with
industiy standards BTL- Annual Support includes the provisinf of Upprades and update features buy the ciignt i
expect=d to apply the unarades and Upcates on their eiwn. Services t6 nstall upgracos and updates are nat parl.of
the Antual suppor Senvires in ecrardence With the industy «tandard’

PHONE SUPPORT £ HEMITE COMPUTER ACCESS

RTL teconical stafi is av.laole o arovide supnart on RTL software wia phone ana remate access. RTL support

Serviter FeGJITe «INele ACCESS Lantection to cilent's computers where the RTL software (< installed so that ATL
techmicarst=ff can e | dia e nate deress softwarennto'theclient's workstation. RTL requires an internet- based

cunnecion. RIL vl we L with olent!s 1T ar Security Departipznt to unsure that suchicofinectivity i= sstablished

under Lae clieni . |1 ar sosurty zuidellnes. RTL technical support does not include or cover on-site or remote
upgrade instaliation and conversion services. 1T su-i servicas ard requestad by the diiers, BTL will provide, in

atvaincs, ar Of<lic alid) o Remote Upgrao‘e Service price prepasal for cliént's approval,

Holirs.

Mondey Througs Hriday, SAM-87 Eastern Time/SANMSPM iPacific Time, excluding holidays recogilzed biy RTL.
Reguests for suane't af sthey haurs will be available only as mutually agresd upo and will be charzed at BTi's
then ciirént avertime pnd/or haliday ratee

Response Tine:

For wgrntitemy - aithin ane hal) recaipt f notice

VUser fewar.

If the dient did rot fecaiva a2hy tonfirmation, they must ¢sll the Techiical Support Caordinator to confirm that
theirreauestwas 126aiv - We cammit ta respond ir egordanes o lhe "Respansivs vass" stated above byt [t does
nob maan tatthe srab'e nts) e be or will be resolvad in the tinve rane spacified Fergin.

CLIENT 5 RESPONSIBILITIC S
The cllamt must vreavien remote access capaliility in accordance with guidelines provided for remote access

wonnect:on. THe ©=ulpi Semvices Grop will prowide thes= guidelines gt the bezinning of the prc:qe_tt arlssue

updates as aeedad ta frovide ouality supsort. Please not=that it 's critical for RTL 10 be able o perfarm its

‘salution intallat i and setup smoothly and tuprovice adesuate support viz the use of remote sccess, |If this

capabllity i« mat ffered’ By ithe Client, RTL cannet and wil' nat be held responsible for the unsuscessiul and
uptimely fimaleme tatlo  and inadequate suppart of the saiution. Thara will be substantial charges billéd to the
client far services wivick cauld have been offered via reiniote access and phona support versus on-site, but because
the cliest didine: provics remote access, e burden of additional investment in lime, resoufces anid travel was.

‘placed 'on RiL,

Page | 1



Hidalgo Connty

LIMIT AT 10

Na othar datranty, expossed an implied, shatl apply to the parts and services provided under this Agresiment,
includiig arywsasraniyo’ mercha disability or fitnexs foy & particular nurpose, which are exsressly disclalired. |In
e =r will RO ke lisvie for sny:spedial, direct, Indlract, ineldéntal or ransequential sarmages of any kind
including withaw linitar en, lose ohiuss, lazs of data. lnss af nrafits or Labilities to third paities, howsver caused.
oo zvent witl &1L s labuiyexcoeed th= annial price jraid by tne custormerunder this Apgresmant

ATL e cory s ey wn s sidecyydde with our Client's designated tecanical staff 14 erisure that the end users of
Qur soitiens gre sunporield fn & tmely-and appropriate:marner. To accomiilish this goal we haus astaslished
CErUET gUINANNes 19 @5 ot our Cliant's staffin navigating throughy this seemingly nebulcis relationship or gray
arez

HErE we 2tten ot 19 fineownen RTL will OMLY serve: 2 | pited auxiliary er-advizory role to o client's staff
WIthOL! fesvard. (08 GO commitment to Care about olf dlient’s needs  Pleasa nate that Ingsitwalions cutlined
here do Aol camirenens vely list al) the situatiods when RTL wiil serve in alinuted auxiliary role.

Service s thatare aznernily considered " additional”

As chients wamionr soutoos, they ganerdly find new apolicanans for the solution, any times the solution can
easily by exandaf ryer el apgiications requining orly pﬂhor.g-cns;ussi-.-ns.and guldance from RTL However, there
aresigialiens wha 5< iitantis amocat of time or =xpertssis regqllleul'te sat up the sollittanigrapery,

Far instance, the <lent ey wai to set upie new "template” or substantially revise anexisting template withinthe
forms vrorsssing madule THE =K may invelve a redizsign o thefory temiilate, changes to the outour darabasse,
moditication ta the imas ing modille, testing, and policy and procedurai cirangss. In thisexa mple, the scopeaf RTL
sUppart selvices Sclides auravallability to answer spacifie cuestigns that the client may have. But RTL's suppert
sarvices de ot [oclude reing tha work” on the elisnt's beHalf. Thesa services are considered to b= chargeabla
additional work. mMareaver, In thls example, it & major pranlem le.g.. database carruption znd major destruction
H A Divisusly vorking o uticy) sdises that waould require many howrs of “sixing RTL's support role would pe
sUitlerfancmal privvan sowey +r the client can slsct ta pau far thesw addillonal "1l services,

Please note tha' ine ¢ iimple wied, atove is meant to lustrate the circumstances undsr which RTL suppait
services donot ansle, Trare o na Way ta rire svery nassible situation. |n genaral "changes" and/ar "additions"”,
WINCH EY avE AL Liries assoriasad fegative consequences to the sauttons are the client's responsioilities.

Exeess = cpande. (o the olution environment

As thne geas By #TL anbicipates our clisnts' need tg upgrate andfon change theit system anviranments, In tha
eventingt prebleins o i taour colution whils the cllents Upgrade thelr systems, we will be available g assist and
Iprovide guidance Ve recommeand that aur tlignts discuss their Upgrade plans with usin advance to mitimize and
safeguard gdine the Lossibiliny of IUring into problems, even though, we_ do net aiways have the fare-
xrowieage of the upgrace's comparibility and/or ram fications. -

imowever, inareer fur RTL wo effectively nup and Manage our support piograms while providing nigh quality service
at the lawoeat cost passinle, we need ta safeguard oursalves fram substantial invelvement in prablems causad by
excessive and frequant <ystem chianges. Please note that our support services are auvxiliary in a frequently
changing envirer sient a8 RTL W natify the client when circumstances deern thethselves as such.

Neglects, Tampering, and Physica! Damage

Systeme regulre ngging housek: t0ing and maintenarice. Some of these functions include, but are not limited to,
frequent and routine batrups, raenitaring and managoment of starage space and srher resclirees, preparation for
disaste recovéry and dtabese autimization, fthe systens is rieglected by the cllant orf the system has been
tampersd with (= 1. ati=pts tochange dalabase strictures or miass undates of the databa<es via the use of other

L

Page | 2



Hidizig: County

FIERiENs Yo oo tnnd), the extepr of BT suppert sar Ces. dogs not cower or ncluge services tg "Hy" Fny
profiless i atim e bave resulted from such reglecs or tamoermg: RTLS row will besauxi ary and K7L staff wii
answer speEodfic qu=stions: thay the ¢snt may bave. But sdppart services do, ot Inacltide "daing the fixing".
Howear o aigeable adiitiona) <=rvices are sualiabile 25 an antion: Plegse nots that problems caused Gy a client's
Maibr charge tosne seludlan, ef companents tnereof, are considersd tamosring  For Instance, items that are
conzmidered ramponng I olide; bt are not limilted'to: (1) cherges ta'source code, INIfiles, 218 other setup Tiles: in
rErE L e e e azlols e eliegnts have legitmate accece to the selution's sdurce code; (2] enanges Lo the
atatece sLGE e withuut prier discussion and RTL's consent, (3] sutitantial changes to the database information
My that Fffe t 1he riegrity af the databawe ag wisl| 8¢ i s dats odinz stored. |f chenges sucf) as ths ongs
statedd abole are made o Thechent, BT cannat be leld responsible to support and troublesiioet pratilems unless
soetih all agreed upon v RTL 1o coverthase - fanges. The agreement must be sp=¢lfic and nat a mere genara
LRI RTLE RS £ w IEFT o To THT

Genera Syuem nouseloepinkg  and sdministrative functions

Sarvicle are catei=d 1 - far gusity and cost effective management o probiems. cven though our salutions are
AEEMpE L gane iy etk on compliters and inetworks. our services do not nclude the houszieeping and
adtninizora pn ot e corputers and natworks themsalves, -or instance, If oLr solution doss not function due 1o
oepblens with U camaular ar the NEtwOTk, Tt s our respons bility te wark with the clignt 1o get the salutivn back
WH e UREIng A0 TEH He cllent rasalves tha general camputer and fetwark problems. Gur serviges alsg does not
Pl el esessay administrative functlons such as bBagkuns. making of CDs, durlication. of CCs, and
W ntef s i andki- o differeont storags madiz

FREs BE vt Thatewnnithoudn thesliedt may plrshase tha netwonk file sarver tod the rarkstatiions from RTL,
i daet foT miean tha RTL upport services covar general network and wuarkstatinns houselizeping  and
4Tt Tan  rwsuls mnlyibe ¢ e If the client has specifically asked for these services and RTL included these
entiE Ene cngpe s sl el Y its sgreerent/cortract with the dlient,

Tima 1A wra e e sedifrac RTLARY itekns without support services st bseripran

RIL regets sna orubleiny related to-or prablems ciusad by or Induded in RTLs suppart plaw {teme fhat are not
SV dannot cs zuprorted,  Flgase nats that in rare oreasions items that are 46t covered by .on suppart cal
sV ly atteel e patts of tro dalutan ‘Kt gre Alpportsd oy us. v those cilitimstancas, ATL: role will ve
durilizry an i the eetepl ORTL dz:itance will orlly be to angwer specific guestiuns, NOT ta "dn the fisirg",

Scone nf darabzaro reps © seryices

Infreducnn, daiznaser gecarruptad for various reasans, 1o such Instances, BTL will work clhsel‘y with the cliegit
larresclve the gomem unless thie corruption is due o situations net saecifically covered by RTL's support plan
wihien g RTL will @nly e availaalea auxiliary 1o answer guestions. Generally, database repair seryicec are caprigd
outin she Flowing seavence: (1) Database repair programs will be executed by the client's MIS steff with RTL's
phone and cemole seee s support. (2) if the problem G@annot be resolved after numeraus triss, the database may
Be sen to ATL for 2loskr examinstion ane repair; (3) rarely, but passibly, the final step wold be to restore from
oacxlip tanesithe fast verzioniof the database. Please nate that It recant backup tapes were riot availalle, it would
bvan-ige. 2d@cmmistianye negligence on the cligp s part

Data Coaversion Hue Tu Jpgradas

Watrarty andisupaort 1 9ns: for ame, but nol all of the scitware calaporsnis in our solution include upgrades.
Hleaze rotethatn sam ‘Major Lpgrade cases, databases require cahversion and our suppart services G M3t cover
tonve swor I 1 canswle adichajseable additianal SEIICeS;

Inerdor 1o myalicaln tho 18gel 5 responsiveness granted to sach ¢lisnt, however, RTL has establiched 4 small
amourt el “eourtisy s& Jkes 1 assist dients when the situation je.aut of {he senviee stope. Thiz énables ur
suppessstalite espane auiekiv w thaut having towait for ¢liei: isstzice of ourchaseorders or payments far out-
ArsIorE setvices Wnen the annually allotted '‘cot-tesy secvizes” have been agcrued for the year, the client can

eled 1o pre-gutcnase ad itional SEIViges,
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MGenersly pior to an ou-nfsccpe sérvize and if "courtasy renvices zre still svailable, RTL will verbally notify the

clietit tiat the services are cansidered to be out-of scope, but will still be provided by RTL as & "courtesy”, After the
resallition of the nrabler, the chent will recelve a written notice: regarding the number of courtesy nours spent,
Howevie, sometiines the nature of the call does not allow for the advance notifications of an out-ofiscape
situation, tus; clients are notified afterwards,

Fleace note that ~hen P L beglos the affering ofa vourtesy call and i+ the middle of the process reaiizes that the
extent =pd the complexity of the mattar are substantially beyend what RTL can do within thiz courtesy hudzet, the
cllent Wil imes ately be informed and asked to devive on whetherto proceed and be billed far RTL services or ta
tiot render STL seryiges =aving:the slient to continues tha grocsse an tieir gwn.
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| Severity 1

Severity 2

‘re_\_rer'uty Level

 RTLFiRST Annual S.u‘bport Agreement

| Definition Affected Users

Customer Priority

The Madust® I5 not
wailing, a significant
funcrian of e Product® is

I fMuttiple

no properly warkipg or 2
sigiiticant number of '
Clignt users are unable to
ACCEsS O Lse same
functionality. There is o1
ifthe nrablem is not
promptly remedied. is

likely tohe a stanificant
impast to Cliert's

husiness,

sarlier.

Hign: Respuon:< and Fix
Thme RTLwall respond to
TL"5 Sei

G renEnesrs |
will cummencs effons e

fix Prisfiity 2 sraplemsna
BUET Thanory [L)hour
after Cilent's rwport of

Suen prodialic or'RTL 5
detactan of sueh

jfroliem, whici éver is:
anhist. REL veli use yast {
any cantinvous effars, |
wwanty-four 1) hours per ‘
day, seven (7) days ser f
wesh tiprovice an

atce taview Jearound

far the Priority 1 protilem, |
and will providea |
vermanent fix forthe
Ptiority 1 prablem no'later
than thirty (30) days after
Client's report of such
problemarRiL's
aetection of such
prablem, whichdver |s

| Functionality of tho Miiltiple ar single
| Product® s impalredor |
| sorme Client users are

unabile o accoss or use |
| ‘some functienallty. There
Is some impact ta Client'c
buzinsss,

preblem ‘whicheyer is

Medium: Respanse and
Fix Time: RTL will respotd
v apid RTL's sanior
engingers will commence
efferis Lo Fin Friority 2
prebigms ne jaier than
one (1) hour after Client's
report ¢f sich praklem or
RTL's detection of such

earliar. RKTL will yse
reasonabile and
continuous effarts 1o fix
Priority 2 problems d uring
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