APPRAISAL AND COLLECTION TECHNOLOGIES, L.L.C.

HOSTING SERVICE AGREEMENT
C-15-070-06-23

This Hosting Service Agreement (this “Agreement”) is made and entered into as of the date set
forth below (the “Effective Date”) by and between Appraisal and Collection Technologies, L.L.C., a
Texas limited liability company (“ACT”), and the customer County of Hidalgo, Texas, by and through the
Hidalgo County Tax Assessor & Collector (the “Customer”).

In consideration of the rights and benefits that they each will be receiving under this Agreement,
and intending to be legally bound, ACT and Customer (each a “Party” and together, the “Parties”)
agree to the terms of this Agreement.

APPRAISAL AND COLLECTION TECHNOLOGIES, L.L.C. Address:
Q/ % &'J‘Q 911 Central Parkway North
Jim Bfod Chief Executive Officer San Antonio, Texas 78232

Attention: Chief Executive Officer

ATTEST=

BY: ,,é' /10

/Atturo Guafardo .y/,‘County Clerk

CUSTOMER: HIDALGOC \.OUNTY TX

_ﬁwﬁt/l Address:
302 W. University
Print Name: i on (:‘) av CUV 9Dr

Edinburg, TX 7853
Attention:
Title: ()Ltrd‘k T(&/IJ\Z/ €ounty—Judge
APPROVED BY

COMMISS{ONERS L COURT
- on:__gl23]IS
Effective Date: July 1, 2015 : =

ADDITIONAL TERMS AND CONDITIONS OF THIS AGREEMENT BEGIN ON THE FOLLOWING
PAGE. THIS AGREEMENT MAY CONTAIN SEVERAL ATTACHED SCHEDULES, THE PAGES OF
WHICH MAY NOT BE NUMBERED.

TABLE OF SCHEDULES

Schedule 1 Fee Schedule

Schedule 2 Service and Support Level Specification Agreement

Schedule 3 Statement of Work




TERMS AND CONDITIONS
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iransferable, wmuow. la right and license 1o access and use the Services for me du aton of ihe
herein solely for the purposes of tax assessmant and colfection by or on behalf of Customer. Thi
o Custorner's payment of all required fees desoribed in Exbibt A (tne Fees E at tachad hersto and 1w>r;> ated
hey am d{?d wmpi ance Wi i a of '*s obiiqaixanq under t'nis Agteement. The Servzces means the serv

1.1, Customers Rignls o Use the Sarvices. ACDT grantz Cuslomer 2 bmied noreexclisive, hon-
Vs rlafi

Levels. in providing the Services, ACT shall use (,on*ﬂ’eu,z iy reascnable efforts to comply
spects with any servica lavals set forth in Schedule 2 (Service Levels™;, ACT shall not be

s for failing 10 mest a Service Level (o the exlent the failures csaus,ed by Customear, a third party or &
ause bayond ACT s reasonable control,

ACT shall be free to provide Services for others on an unresiricted
e Services without notice, consent or any other resiriction and bas so
nsultants, including, but not limited o third panty server hostmg SENices.

v angd olher Righls,

2. Customsr Resirictions, Proprie

Restrictions, Customer shall not, and shail not permit any third party to! {§) sublicense, resell, lease
sigr (o any third pacdy the Services or any associated software owned by ACT ("ACT Software”) ¢
software owned by a third party ("Third Party Software™), (i} dup t, szy ar make z.ierwa.zve
: y ACT -;>(.-i+' are of Third Parly Software; or (iii) reverse enginesr, deoompi ie dés'zo*sunbe, of transiate
U Soltwace or Thirg Party Scitware. Customer has no rights to the sowce code of the A " Software or
-"rty Software. C istomer may not access the Services other than as exgressly provided

I
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reement. Access to the Services shall be limited by Customer to eraployses. cond zac? rs;, cansultants,
.3{:\/@ or agents of Customer thal are authorized by Customer to access and use the Sewvicas on
g oahal (¢ Auuzoruad Users™). Customer shall be solely responaibis for any activitias that occur under

its seeourd with ACT, Including ihe acbvilies of its Authorizad Users.

ta Righiz. Cusiomer grants ACT a royalty-fres, non-exclusive, nore-ira sic zip worldwide nght
and ikcense ac nd use in any media the data, dormation, tademarks ard conlent of Customer
{"Customere Data’y 1o the exterd ACT needs the Customer Data io provide the Sewmes o c nfigure the format
ciher technical {isplay reouirernents of the Services, and o rﬂanépufate and display the Customer 69{~ fc{
ssing transacions ore behalf of Cuslomer. The Services may be des sg'“”d o co»ied transaction, oo
seriprmance inforntation for use by ACT ("Transaction Information”). r\ii w.s\ r Dats and Tran

zs and shall remain the sole and exclusive property of Customer and shall not LE wwed by ACT |

er than the performance of its obligations and exercise of its rights unde ir Agreement.
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' Poliny. Cuslomer agrses that ACT and #s affiliales ray use any ’:ra&:- mation Customer
. ing udmg bt no ited to, the Customer Data and Transaction Information for the purposss o wf
e"t and it @ manngr consistent with ACT's then-current Privacy Policy as set forth at www astiax.co

.;‘ be changed by ACT without notice. Customer agraes, however, that ACT is not responsiblie for any
mation Custorner provides 1o third parties, and that the privaay policias, i any, of such third parties will govern
t‘ma use and discloswre of such information

sz Customer shall
2 Policy Incatad at %
tets] { Use Pohcy

use its Authorized Users 1o comply, with the
td‘/ br= rost m(, iro’ﬂ time o time, gt ACT's
Poi v viclation by Customsar
i i the vicigtion i
& te that L'SF"""
-._}ser ﬁzat continues (o viclate the

“

O mmz nef fails o lenming te tne access of an y ’M, tharize
ACT shalt have the right to ternunale this gxeemsm, {,usiumer shi i comply with written pcs.cses

{rat are published or reasonably conwy g all ressonabie written directives
’-"T ‘mi *e\pcc* to use of the Senvice that are re asonao,y rk signed by ACT o ensure efficient
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25 Propristary Righls
sgorets, know-how, methodoiog
propretary and indellachueal
Third Pady Scitware are an
shall not be used by Cusiomer
i a2t this Agresment,

ol AC‘I‘. The Se '/ices, the ACT Software. the Third Parly Softwars and any trade
wes and processes, copyrights, trademarks, paients, trade secrels, and any other
pmpe‘y r.ghts SECTate tad with o inherent in the Sawvicss, the ACT Software or tha
d shal reraain the sole and exclusive property of AGT ang its third panty licensars and
rfor any purpose other than the performance of its obiigations and exercise of ils

talation: ACT and Cuostomer shall sach designate & representative (a “‘Refationship
ager’) | . Each Pas*y shall have the dght to change its Relationship Mamaer or designate an
affemate oy proy ix 16 wr:ttew clice (o the other Party.
4 Fayvment, Taxes

4.1

LCustomer shall pay ACT the Fees set forth in Schedule 1

Paymant. Unless this Agreement or a Schedule o this Agreement specifically prov‘%des otherwiss,
shall pay all Fess within thitty (30) days of the dale tf invoice at the addrass specified in Scheduls
& ool paid when dus shall accrue inferest at a rate equal 1o the fesser of () one ¢ ”3 one haif parcen
o ths ‘rwaww amount per month or (i} the maximum rale allowabls onder applicable aw on all unpai

xt Cusiamer frazﬁ 0 pay any Fees on a timely basis, ACT may suspend Customers acoess 1o the
fe cutstanding payment including any late charges is mads in full

enses
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angible raatedal acquired by ACT for Cuslomer s*)eneﬁ*

4.4, Taxes Customse shail be lable for, and shall reimburse ACT for, all sales, use, transler, privilege.
exsise, survice, lelecommunication, all olher taxes and all duties and requiatory fees related 1o is Agresment,
% :m{ fofw;n fe(wai state or focal, however designated (nchuding any interest and penalties imposed thereon),

ot the net income of ACT

or permitted by this Agr
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: ige to any othe
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iy will hold Confidential Information and Trade Secrels in 2 fiduciary capac iy for the benefit of
hear ~arw and shall not {a) directly or indirectly use, copy. reproduce, distribute, manufasture, duplicate,
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e patuns F”‘zd '3i & asaistance, al ACT's axpense, in the defanse of

5 of the Claim and reasonab!
G dafend or settie such infiingement caim.

“T has the sole authordly fo

ny "*h(u ha: dwara, software
sua;;.u, of tha infringernent clain.

= 1} / <"T may .equ 5 Luttorne o d scontoue use of the S,e Py ces irme 'im e-y and vmt.)mc.
¢ with suvh re ey wm: ang (bY ACT will, at ite soie oplion, either | ; we for Customer the right to

fm'rc with respest (o the Services as provided in this Agreer {' {ii} m;} A the Semces with
s of m/wfy iha Services to make i not infringing similar
: seibein clauses (i) and (b)) are not sam izau.aiiy k js‘b e, 2s de ternined
i,.u% Mg{e&f’?c‘i in whole of i parl, and pay o Licensse any prepaid Fees
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BIFRING

SPT FOR DAMAGES RESULTING FROM BREACHES OF SECTION
K =f 3 bH#\LL NOT BE LIABLE TO CUSTOMER FOR ANY INDIRECT
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BE LIABLE TO CUSTOMER FOR; (1) LOST DATA; OR (1) FAILURE TO REALIZE EXPECTED
SAVINGS va&:ubt NG FROM THE USE OF THE SERVICES, EVEN IF ACT HAS BEEN
ADVISED OF THE POSSIBILITY OF SUCH L{WSE N ANY CASE. EXCEPT FOR
DAMAGES RESULTING FROM BREACHES OF & CT%ON 5 quNF"}FNTiALITY) ACT'S
f"‘HiRF AGGREGATE LIABILITY UNDER ANY PROVNIF‘N OF THIS AGREEMENT SHALL
S LIMITED TO THE FEES ACTUALLY PAID BY CUSTOMER TO ACT UNDER THIS
AGREEMENT.  NOTWITHSTANDING  ANYTHING N THIG AGREEMENT TO THE
CONTRARY, THIS SECTION SETS FORTH CUSTOMER S SOLE AND EXCLUSIVE REMEDY
FOR ANY t<R A’“%i’r WARRANTY.
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SCHEDULE 1

Fee Schedule

v baginning July 1, 2015 through June 31, 2

o~

ot fae includes other modules in addition 1o the ACT Tax Collection :’,stt m
i ies avaliable at no additional cost include Taxledge (entily remitlance
and iquor fees), Special Inventory Tracking (31T} and L.enb {code

Customern wif be sant an invoices and payment will be made in equal guarterly instaliments. Payment will

S,
S 2 UR

by Customer for modifications, enhancements, consolidations of naw tex jurisdi *i*Wac oF
ERS e ALY Syste;rs as datined i the Sen ':e and uuopn' vl n;cfc ation Agresment
et as Schedule 2 (the "SSLSA™Y) shall b tad by ACT and processad in
C ol Procedures set forth at Schedule C of the BSLEA. If the Cusiomer
in acc:..f:i snce with such Change Controf Proceduras, ACT will detarming f the
r acknowledges that any reqgusst determined 1o be bi iubie will be charged

Hourly Baie

51934

S158.06

SHIA00

L

93 {0

FRRUY

L

sonae S e

g IRS standard rate
Aactare Sotual Adriare
Por bhiem \’N{L{ ¥§ Lmregs




Service and Support Level iy

{atiached)

SCHEDULE 3

Statemeant of Wark

AT shall purchase and cause o be delivered o the Hidal go County Tax Sifica or any other location n
Edinburg. Texas specii zw} by ihe Tax Assassor Collector ("TACT) the following equipmeant.

Aroa Quantity tem Price Total

50 Dell OptiPlex 8030 Al S82.526.57

Optitlex G030 A BTX B0306X

Processor:

Intel® Core i%-4

Core, 6 MB, 3.0

Graphics)

Operating Systern{s)h

Windows 7 Professional English/French

€4hit (includes Windows 8.1 Pro license)

lippﬁca‘téc«n Sofrware;

Aicrosaft™ Gifice Home and Business
2013, Lr whish, French and Spanish

Adobe® Acrobar®™ X1 Standard, Digital

Delivery

Memory:

BGH (2¢4GB) 1600NHE DBR3L Memary

8GIN3

Hard Drive:

SOGGE R400 rprn SATA Hard Drive 500654

Videp Card:

intel¥ Integrated Graghics INT

CD ROM/DVD ROV

Ex Stimdine DVD+/UR Drive 8DVDRW

Keyhoard/Mousa:

English Wireless Keyboard and Mouse

KERMSWE

Stands:

integrated Basie Stand BSTND

LD

23 HOWLED Fu
isplay NONTCH

Hardware Support Services:

5 Year Harshwars Service with Onsite/in-

Homa Service Aftar ??.en'ac»Atg‘!n;{ssgnossa

55805 Processor (Guad
3G »y/ HD4GCO

HO A Non-Touch

B-1




NEDS

Business Essentials:

American Power Conversion BE750G Back
UPS- 450 Watt A70C0302

Fower User Systems | 25 Dell OptiPlex 8020 Small Form Factor: 542,705.41
OptiPlex 9020 Small Form Factro 9SFFX
Processor:

Intel® Core i5-4530s Processor (Quad
Core, 65 MB, 3.30 GHz w/HD4LCO
Graphics}

parating Systern{s)

Windows 7 Professional English/French
Gabit {(includes Windows 8.1 Pro license}
Application Software:

picrosoft® Office Home and Business
2013, English, French and Spanish
Adobe® Acrobat™ X Standard, Digital
Detivery

Memory:

GGB (2x4GB) 1600MHz DDRY Memory
G20

Hard Drive:

SO0GHE 3.5 inch SATA {7.200 RPMY Hard
rive

Video Card:

intel® integrated Graphics

D ROM/DVD RO

8x Shmhine DVD+/DR Drive 8DVDRW
Reyboard/Mouse:
ghish Wireless e
RBRSWE

Dell Monitors:
Delt UtraSharp 24 Monitor — UZ5120
Hardware Support Services:

5 Years Pro Support with next Business
Day Onsite Service

Business Essentials:

P Arnerican Power Convarsion BE7506G Back

S- 450 Wit 7000302

viward and Maouse




Dell OptiPlex 9020 Small Form Factor: $25209.78
OntiPlex 9020 Smiall Form Factor SSFFX
Processor;

Cintel® Core i7-4780s Frocessar {Quad
Core, 8 MB, 3.60 GHz w/HDAL00
Graphics) 5
Operating System{s):

Windows 7 Frof nal Enghishi/Franch
64bit {Includes Windows 8.1 Pro license}
Application Software:

Microsoft® Office Home and Business
2013, English, French and Spanish
Adobe® Acrobat® Xi Standard, Digital
Delivery

Memory:

1668 {4x4GB} 1600MMz DDR Memory
Hard Drive:

SGOGH 3.5 inch SATA {7.200RPI) Hard
Drive

i Video Card:

AMD Radeon ™ K7 250, 2 GB, Hall Height,
{DP and DV

€D ROM/DVD ROM: 5
8x Slimiine DVD+/DR Urive SOVDRW
Kevhoard/Mouse: !
English Wireless Kevboard and Mouse
KBIASWE

el Monitors:

Deli UltraSharp 24 Monitor - U241283
Hardware Support Services:

S Year ProSupport with Next Business Day
Onsite Service

Business Essentials;

Amarican Power Conversion BE750G Back
UPS- 450 Watt AT000302

| Delt Portable Backup Hard Drive-1 T8

s
2
3
o~
=3
&
=t
Poss
et
<<
o
o

«

j

,,,,,, S0 HE L P2035 30PPM 520,871 .35
SLENNETE 1 Heron Kit D130 Scanners with Stands ‘ 317,862 43

ot Quote for PrintarsiSuar

TOTAL $189,275.5%
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ACT Servize Lavel Agresment

Exhibit B
Service and Support Level Specification Agreement

Hidalgo County Tax Gffice

1. INTRODUCTION

1.1 Purposs and Objectives

This Se' Ace and Support Level Specification Agreement is made pursuant 1o the
‘Hosting Service Agreement” dated July 1, 2015 between Appraisal and
Coiiwt%{m Technologies (ACT) and Hidaigo Tax Office (HTO}. the Client.

Thia purpose of the Service Level Agresmant is to identfy current and projected
iovels and qualifications of support staff. hardware and scoltware components,
systeme support service levels including the roles, responsibiiities and response
bmes batwaen ACT and HTO for change management. version control, secunty.
oroblem source identification and resclution, back-up/recovery and disaster
recovery, help-desk, user training, sysiem enhancemernt development, system
configuration and gperations and upgrades.

1.2, Definilionz

“ACT means Appraisal and Coltection Technologies LLC, a whiolly cwned entity
of Lingbarger Gogygan Blar & Sam{*sm LLP. All references 1o ACT harein
include ACT personnel and ACT management.

1\

ACT Systemy” or "Systern” means the Appraisal and Coliection Technologias
Tax Tollection System, developed by ACT for use by a current tax office
{software gnd hardware) including all upgrades and modifications. The ACT
Systam Service Componants are listed in Section L.

CT Systermn Source Code” means the programs and dalabase objects that
{z’mkc up the ACT System,

ACTEVALY means that particular portion of the ACT System where HTO tasting
data resides and is manipulated

ACTPROD means that particular portion of the ACT Sysiem whars the HTO
ive data resides and is manipulated.
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ACT User Manual” means a set of instructions designed to feach persons o use
ihe ACT System and as usad herein refers to those mstructions embeddad within

4

the ACT Systam contained help funchionaily

"CAD" mzans the County Appraisal Disinct,

rs

Change Controf Procedures” means the process to be followed when software
or hdrciw;:z‘, g changes are required to the ACT Systemn

“‘Chent Mana gef means the ACT resource responsibie for managing the
alationship betweean the client and ACT.

Client Preferences” means those settings within the ACT System which can b
managed by HTO and serve to alter the ACT Sysient's behavior,

“Datg Fix" means the insertion or correction of data diractly in the Primary
System via specialized tonls. A Data Fix bypasses all ACT System controls,
audits. and edits.

‘Entittements” means security saitings within the ACT & 1 that serve (o
enable a usaer {0 perform specific operations.

"Global Code Freferences” means thoss setiings which are configurabile within
the ACT System, but are intendad to be managed by ACT and not HTO.

"\

‘Mardwareg” means any and all computer components insialied by ACT at HTO
facilities to coerate the System,

"Heln Dask Sarvices” mean the specified support services gidvi"@d by ACT o
HTO 1o fac ‘"tﬁ understanding in oparating and exscuting the deliversd
Services.

"Hosting Service Agreement” means the Agreement exsculed between HTO and
ACT that provides the license for the f\\k,T System tc HTO to which the Service

and Support Level Specification is Exhinit B.

“Melrics” means the numeric critena against which performance under this
Agresment are to bg measured.

“Normal Business Hours” means 7:00 AM to 8:30 PR C8T Monday through
Triursday and 700 AM o 6:00 PM CET Friday, except publishad holidays.

et F'»:;” mzans computer cods changes to the ALT System Source Code
designed to create or alter the ACT Systemn functionality

"Feak Busingss Perieds” means end of {ax year processing pericds, end of fiscal
year procassing pericds, month end close procassing perinds, certified tax billing
processing pariods and any other time designated as oritical by HTO.
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-~

“Primary System” means the ACTPROD portion of the ACT System

“PROT means the internal ACT Problem, Request and Control system ulilized to
manage ine software development life cycie. All Software Probiems and
Softwars Thange Requesls are entered into this system for rescivdion control

Problem Escalat o'v means the procedurs for alerting and notifying increasingly
senior members of ACT of the non-reseclution of problams.

“Froplern Management” means the procedures for providing support and problem
resolution sarvices to HTO.

“Proplem Priority” means the methed used to defing the urgenoy of a reported
issue or change.

“Services” maan the work that ACT gerforms for HTQO

‘Service fkvaéiab'?‘t‘f means the times and periods thal ACT wilt make thay
Services available to HTO

“Servics gomp rent” meaans a divisible and wentifigile part of ihe overall
o b detivered.

Services

‘Service review meeatings” mean meetings that are heid belwesn ACT and HTQ
spacifically to discuss issuss arising from the delivery of the Services including
the performance of the Service delivery.

"Softwarg Changs Reguest” means new systemn design to suppuort business

reguirements not currently supported b T System functionality
‘Software Problem” means existing AT System functionality notworking as it

was onginally intended to function as {1’001,‘::"(':63”{@0’ #y the ACT User Manual

.....

“Gtandby Systam” means the copy of ACTPROD that is replicaled at the ACT
Disaster Recovery Sile

“System Avaliabliity” means the ability of HTO to process transactions and

Test Bystem means an environment where user lesting can ocour without
impact to the Primary System. The main component of the T&&i System s
ACTEVAL.
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2. SCUORE OF WORK
Services (o be delivered under this Agreement are sat forth in Schedule Al
2.2 Servicas Ay aisaﬂﬂty

The availakulity operatéom'% reliability, and responsa times of the Services {0 beg
detivered and disaster recovery procedures are sel forth iy Schedule B.

2.3 Changes o Services

Change Control Procedures are descnbed in Schedule C

3. PERFORMANCE, TRACKING AND REPORTING

3.1 Key Personnel Changes

ACT will notify HTQ within (3) days of changes to any ACT Resowrces that could
potentially affect the delivery of Services to HTO.

services Availability Momtoring

C."?

2.

{3

The meihodoiogy to be used o monitor Services Avadabili ty i st forth in
4
Sohadule D

\,-

3.3, Seyvices Level Reporting

The content and schedule of Services Level repoits are set forth in
Schaeduls B

3.4 Services Review Meeatings

Services review meelings o discuss such dems as Searvices parformance levels,
Scfiwars Froblems. proposed Software Change Reguests and administrative
issues will be held on an as-needed basis with ACT at HTO.

4. PROBLENM MANAGEMENT
4 1. Heln Desk Services

Schedide F orovides information on ACT s Help Desk Sarvices and support
ocroceduras.

U
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4 2. Problem Escalation & Priority Resolution
Sehedule G delalls the Probiem Bscalation procedure. Schedudie H details

Software Problem definitions and resciution time frames. Scheduis J contains a
sample of ACT s Software Problem resolution reqguast form.

4.3. Dats Backup & Retentio
Sehedule | detals ACT s Systermn backup and retention policy for HTO dala
4.4. Contact information
Schedule K contains ACT production support contact irformation
45 ACT System Service Componenis
Schadule L itemizes the ACT System Service Components.
5 HTO BUTIES AND RESPONSIBILITIES

5. HTO will ensure that ACT hag timely access o approprisgte HTO
”erqc: *np% and will arrarge for ACT to have suitabie and safe access 1o

o

52 W1 will ensure that ACT has timely gecess 16 any greas wharg ACT
enuipenent {including periphera! hardware or connections) is housed 1o
ensure agreed upon levels of sarvic

6. BOHEDULES

SCHEDULE A Services

SCHEDULE B Services Avaiiability

SCHEDULE C Change Control Procedure

SCHEDULE D Services Montoring and Performance Measurament
SOHEDULE B Service Level Reporling

SCHEDULE F Support and Help Desk Services

SCHEDULE G Froblem Escalation
SOHEDULE H Scftware Probiem Priarity Resolution Matrix
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SCHEDULE System Backup

SCHEDULE J Problem Report and Correction Form
SCHEDULEK ACT Production Support Contact information
SCHEDULE L ACT Systern Servica Componants

7. SCHEDULE A SBERVICES

Schedule A provides a detailed list of the Services that are to he delivered to HTO
and  identifies HTO's responsibilities to receive these Services.

HTO owng an :i ':,-*-'-sﬂi maintain exclusive controt of alt of i records stored in the ACT
System mci ing data imported from exdernal sources, ,au has no rights to HTO
data but may gain access by complying with established Onen Record Requast
sroncedures divected o the HTO Public information Officer. ACT may utilize the HTCO
data stored within the ACT system as necessary {o perform the ssrvices.

29

HTO wi p' widg BCCESS 10 necessary ras s and information in a timely manner
1o support ACT in delivering these Servicas,

74 ACT Responsibilities
ACT shalt provide technical and analytical support for processing and reporting

;::e:yfmmed 11 any ACT System Service Component instalied at HTO during the
term of tha Coniract,

Current Business Areas include:

a)y Assessment & Fresze Processing

i3y Current and Delinguent Billing

oy Elechonic Batch & Onling Pwmemts

dy  Special Transaction Processing (such as reversals, returned items,
agricuitural-rolibacks. pro-rations & transfers)

&y Harch & Online Recerpt*nq

i1 Rsfund Processing & Check Generation

i fection & Monthly Reporting

) Jur. dictional Disbursement Pzw‘essmg

i Litigation Status Management

o Certified Tax Year and Annual Fiscal Roflover
K ?-i’ci'@’ and Dealer Sales Filings

Cofi

o in-bound and Outbound Data Exchangs

13 fv’,wie Data & Client Preference Maintenance

iy User Security Management

oy And any other provesses or funchions performad in ACT not demized
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7 2 ACT Supplied Hardware and Third Party Software

{3} ACT will be responsible for maintaining all Oracle componenis including
product upgrades.

(o} ACT will manage, acquire and administer all licenses and maintenancs
agregmants related to the Oracie software toolset and ACT related hardware,

{ey ACT will maintain the current ze»/e of hardware infrastruciure and nackup
equipment (o minimize downtimes o HTO.

(dy ACT will maintain hardware infrastructure for that hardware provided by ACT
and the broadband connection between the hardware and the ACT faciiities.
HTO wilt be responsible for the maintenance of alf other hardwars uwred by
HTO and peripheral devices used by the ACT Systenmy throughoui HTO
Spe ai s, The managament and maintenance of the HTO network and
servers will be the responsibility of HTO.

{gy A SOC 1, Type l examination will be performed by an independend
consulling firm annually.

7.3 ACT Help Desk

t mainiain and manage a Help Desk to support users at HTO

7.4, Consclidation of New Jurisdictions

ACT wili provide the necessary software and hardwars {Systm*) racdifications io
SbQ.Q“ the collection of ad valorem taxes for new jurisdictions consolidating into
1 HTO. ACT will perform data conversion activibies in conjunction with HTO
rescources. ACT agrees to perform all necessary dats conversion at a cost not o

gxcged the amount reflecied in the Hosting Service Agreement (Schadule 1 -

Fee Schedule),

7 5. Systemn Modifications

HTO wilh make '«u-';y request for System modifications in writing with sufficient
spacificity 1o identify the exact changes being requested and the reason the
changs s necessary or desirable. HTO shall complete the ACT supphed
lemplate (ses Schedude ) as well as other documents to complete tha
spacification for the anhancement

As requestaed by HTO, ACT shall work with HTO to implement other ACT Bystem
Service sk,orz.prmcmo offered by ACT not currently installed at HTCO

[xe]
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ACT will maintain core developmeant of application fives and enhancements to
the ACT Systerm Source Code

sed across clients developed within the ACT Systany will remain the

HTO will develop and maintain user requested reporis using an ad hoc reparting
tool p{ov.jm and censed by ACT. ALZT will be avaiable to aid in this effort as
needed. However. joint HTO and ACT report deveiopment using an ad hoc
reporting tool will be mutually agreed upon in advance by both parties.

2

ACT System Chiact Fix(es) will follow the procedures cutlined i hadude C

7 6. System Configuration Management

ACT shalt maintain distribution rules, rates and commissions for Taxladge as
foliows: *t”ﬂ, will deliver to ACT complete dala for all changes in wr,tzrag, 'E’h
changes will then be inseried info the ACT System by ACT and approved by
HTO before production usaga.

ACT shall manage Global Code Preferenc sed throughout the ACT System.
HTO will maintain the HTO client Preferences code set. ACT shall supnort HTO
in this activity as requestad by HTO

ACT wili provids support te aid HTO in performing business requiremeants
analysis and assisting in the specifications documeritation of Software Change
Reauests.

ACT shall manage on-line system change z\,quest i ::..xfrwn*a{i'm HTO
approved mque 'e”i updates shall be provided to i writing (Ses Section d).

While ACT cannol guarantee m'*crpom*se af ail rm;yu»te d changes into the ACT
System. 'ar‘h Wil *ter* recuest will be addressed inwiting within a timely manner,

(See Sachion H for response time )

bard
1
J

7 Security Admunistration
ACT shali add and maintain any HTO required security roles based on
specifications supplied by HTO for the ACT Systam.

Ao

selup and maintain User 1Ds for the ACT System. HTO, or ACT upon

direction from HTO, shall assign usars to roles.

HTG shall azsign Entitlements 1o users for the ACT System.

As ACT enhances front-end security functionality to aliow for HTC parsonnel io
assume more security related responsibilities, HTO shall assume thess

3
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responsibiiities, with ACT training and / or assistance a5 ngeded.

..,
20

Training

ACT shail pfovd; contirung product raining as regussted b,‘ HTO, ACT
System frain gy will be performed via Webinar.  To ensure effective training,
:;eozdmai:on ot dates and class size will be agreed o peN i1y advance by ACT and
HTC. For any training to be provided on-site, HTO will provide faciities and
gruired egwpment to support the training.

Uniess otherwise agreed between the parties, third party vendor fraining for HTO
ig the responsibiity of HTO

9
bV

8. Behedule B SERVICES AVAILABILITY

A

srovicdes a list of the times and neriods whan the ACT System will he
3 7

Access to the ACT System should be avaliable at all timesz except when essential
rr‘-ainienancm tn nardware or software is mqu;reri {f it bec’»:;mes NETEssary 1
interrupt service during Normal Business Hours, ACT will alfempt prios r’»T!?uh won {o
HTO uniess i"e situabion is oritical in nature and couid cause more damage i not
nandled wmrradistely. As much as possible, interruptions will be scheduied to
mininize any mpact on users.

&1 System Availability

ACT commits 16 89% ACT System Availability during Normat Business Hours.
ACT shall aizo provide this level of System Avallability during Peak Business
Fenods. Upon request, ACT shall provide monthly reports summarizing System
Avallability and downtime using ACT provided <~ys.t, oy uttities. ACT wili notify
HTO of any unscheduled outage and resolve the wsus as guickly as possibis

07

ACT Personnel Availabiiity

HTO will provide ACT reasonable notice when ACT sup ;Jof* 18 required gutside
Normal Business Hours. ACT will provide support as required under these
i'r"r ons.

0

2 Seheduled System Downtime

seheduied downbime will be conducted outside Normal Business Hours and
Feak Business Periods.

“eo’ufed downtime will occur on g weekly basis on Mondays from 500 AM -
30 AM CBT. Thus scheduled downtime is requirad 1o conduct a weekly cold
L\up

C"U‘i (:
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Planned downtime outside the Scheduled System Downtime may be necessary
ACT shall provide two (2) days advance written notice 1o HTO, uniess the
maintenance is deemed critical to systam stability

HHTO requires System Avallability durmg ACT Scheduled System Downtime,
HTO shall provide ACT with advance written notice. ACT shall strive to fuifil

Fo
these requests,
8 4. Unplanned System Downtime

Upen identidfication or notification by HTO of an unsmecheicd event that reduces
Systam Availability, ACT shall begin problam source identification and
troubleshouoting the problem within @ 15-minute timeframe. ACT shall use all
means at its disposal to keep HTO updated as to i m qfatus of the problem and
ihe estimated time of the raeturn of System Availabi

8.5, Back-Up Procedures
Backup procedures are performed as defined in Schedule |
8.6. Disaster Recovery / Hardware Failure

hysical Rmu' dancy. HTO's Primary System is repiicated at the ACT Disaster
Recovery Site (Standby System).
2y

Fowear Re dumam; HTO is responsibis for providing power to the HTO facilities
ard ait eguipment housed within it. Tha ACT Primary System is housad in a
facility i San Antonio, Texas. This facility is eq Ifg{‘i@f‘f with & stand-by generalor
with sufm ent capacity to continug to operate in the event of a power grid outags.

Atail-over to ihe Standby System will be initiated and managed by ACT ACT
' Kiore-n *e!iTO to the Slandby System. H.u will provide technical
E R wded

Once the defect s cured on the Primary System, ACT will have 5 business days
o resiore Bervices on the Primary System by reloading its data from the Standby

> -
Systam

Level 1 Disasters are defined as having low data impact, possibly high
oparations impact, but no continuity issuss. These disasters da not put data that
is on the database at risk. Level 1 disasters include:

Faijure of the Router: ACT will troubleshoot and if it i3 determined that a new
router is necessary, one of ACT's backup routers wili be dispatched with an
appropriately trained technician to instail the new equipment.

Level € Disasters are defined as having medium to b gh data impant. possibly

o]

fugh operations impact, and potential continuity issues. ACT wii %f@ CUS 10

11
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minimize data ioss. Level 2 disasters include:

Faidure of the main HTO Primary System: Should a failure of the Primary System
oceur, the un-posted Data Guard logs would he posted to the Standby System
that would become the Primary System. HTO would agin to receive Services
from the Standby System.

Faiture of an application server There are muiup?e application server instances
that faciiitate HTO access to the Primary System. If oneg instance faills, the user
would be reguired Lo restart the application which would redirect the user to the
other application sarver instance.

t.evel 3 Disasters are defined as having high data émpact. high operations
impact and busingss continuity issuss. Level 3 Disasters include: Major
damage/ioss of building and infrastructure, chemical or biclegical incident ihat
makas the building inhospitable to employees, and a meateorolegical event that
makes access (o the building impossibie for employees.

Whenever HTO cannot obtain Services from the Priraary System and ACT
determines that continued attempts to cure the causea of the Service interruption
is not timely, ACT will utilize the Standby System to continue Services to HTO.

8. SCHEDULE € CHANGE CONTROL PROCEDURES

Schedule C provides information on the change control procedures (o be foliowed for
Software Probiem or HTO requested changes to the ACT System

9. 1. Scftware Design Change Reqguests

HTO Seftware Change Requests shall be delivered 1o ACT iy writing for
consideration. (See Section J)

HTG shali provide a writlen specification wentifying detalis of the requesied

change and reason for the change. HTO shall maife key personnst avallable to
discuss the reguested change.

ACT shall evaiuate the Software Change Request and parform 2 cost benefit
impact analysis considering the HTO requirements as well as the impact on other
ACT clients. ACT may share Software Change Reguest information with olher
clients

i i’r’p' ot anaiysis yields a potential confiict with Otht:f clients, A
HTG (and ali chients) to resolve in a rmmd.iy beneficial manner,

1 will work with

After HTCQ and ACT approve a Software Change Raguest. a target availabfity
date will be scheduled that is agreed upon by parlies and akes info
consideration development and internail test timeframes,




ACT Service Level Agreement

Afier ACT develops and internally tests an Object Fix as necessary to meet the
obpbt vas of the Software Change Reqguest, ACT will migrate the Objact Fix{es}
to the Test Svstem on a weekly basis, tnless a HTO SIMergency requires sooner
actmn in this environment, HTO will have the opportunity to test the Object Fix.

if an C}‘“;e ot Fix involves a HTO specific object, for exampie2, a tax statement,
esting is limited 1o HTO.

HTO has the right to test any Object Fix and provide written test resulis to ACT in
three (3} business days.

i HTO identifies a Software Problany, ACT will remadiate the Object Fix and re~
test before re-migrating it to the Test \aystem.

if Software Change Reguest functionality or Software Problem(s) are identified
during testing that were not in the original request SCOR2, @ New Software
Changs Regquest will be required and a new schedule of development will neged
to be discussed and agread upon.

Onea HTO verifies that the Software Change Requast parforms as expected,
including successful execution of relevant transactions in the Test System o
gnsure no corruption of non-related functions, ACT shall migrate the Object Fix to
the Primary System.

HTO will have the option to test all Object Fix(es) before migration to the Primary
Systen

ACT will not be obligated {o approve any change recuest that ACT reasonably
belisves (i) does not conform to generally accepted industry standards or best
practices, (it} could adversely impact or materially degrade the performance of
the ACT Systam, (i) could adversely impact ACT s ability to meel ifs service
fevel commitmanis or other obligations under this agreement, or {iv) could
adversely impact other clients that use the ACT S;**“ m i ACT declines to
approve a char g2 reguest for any of these reasons, it will work with HTO in an
affort to reviss the change request in a mutually accapiable manner,

The ACT System warranty shall extend to all additions and modifications to the
ACT System by ACT unless the modification has baean reguested by HTO and
ACT has advised against the modification because of associated risks in so
daing.

8.2 Sofiware Problems

HTG shall provide ACT detalled ’nformation when reporting a Software Problem.
Examples of relevant information include the date and time the problem

et
(Y]
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ocourred, a detailsd description of the issue in terms of impact on business
processing. the process that was being performed within the ACT System when
the error occurred, system error message receved and the user 1D operating the
system. This information will be captured using the PRC form or a documeant
template of similar nature which must be approved by HTO. (See Schedule J)

Software Problems will be assigned a priority and resolved within the timeframe
outlined in Schedule H.

Once A«J develops and internally tesis the Object Fix for a Software Problem,
ACT will migrate the Object Fix to the Test System. This mugration wiill occur
weaakly on Monday nights outside Normal Business Hours.

Within thres {3) days of the migration, HTO shall veriy that the Object Fixis
operating as nee dm:i Unless a written notice of e‘«:cvt fon is received *rovz‘ HTO,
ACT shall mig the Object Fix to the Primary System on Thursday nights after

MNormal Busin e” Hour&, following HTO's three day review perod.

if continued Software P:obiem(s; are identified with a particular Olect Fix, ACT
will correct and re-test before migrating the Object Fix back 16 the Primary
Sysiam.

if a Software Change Request or Object Fix is rejectad by HTQ, the applicalion
code will be placed on hold or removed from the Test System and not migrated
further to the Primary System. A PRC will be initialed on behalf of HTO in ACT’s
PRC system 1o track an Object Fix that will meet HTO needs and minimize code
devigtions across HTO and other client environments.

8.3. HTO Testing Timeframe
Time is of the essence in resolving Software Problerma. HTO will test an Object
Fix inthe Test System according to the HTO test plan in accordance to the

timeframes bsted below:

Softwars Froblem: three (3) working business days {penerally Tugsday through
Thursday)y.

Softwars Change Request: three {3) working business da,"o uniess otherwise
agreed upon by HTO and ACT {generaily Tuesday through Thursday).

ACT shall mugrate Object Fix or Data Fix to the Primary System unless a written
axceplion s received from HTO.

ACT shall migrate Object Fix{es) to the Test System weekly Exceptions to this
practice would ccour if a HTO generated high priority Object Fix is ready for HTO

review.
»ﬂCT shali rigrate Object Fix{(es) weekly on Monday mghts, as needed. HTO
hall be pmw ded three (3) days to test 1e. Tuesday through end- of-day

Tku sday. HTO shall notify ACT in writi ng of a defect in any PRC by 4 PM
Thursday. Uniess HTO has notified ACT of a defect, ACT shall migrate thess

14
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Object Fix{gs) into the Primary System also on a weekly basis, on Thursdays
after Normmal Bv siness Hours.
10, SCHEDULE D SERVICE MONITORING AND PERFORMANCE MEASUREMENT

Schedulz D provides detailed information on the monitoring of Services delivered to
HTO and the Metrics and other means to be applied to mezasure the performance of
the Services dehvered.

101 Performance Monttoring

U‘

ACT shall have tools in place to be usad to analyze parformancs issuas
HTO users who experience ACT System performance issues shall report such
issues to HTO and ACT.  ACT shall investigate reported performance issues. I
the problem is identified as an ACT issue, parformance uning results and targets
will be reviewsd and approved and Object Fix{es) made as necessary.
if, afier ACT investigation, ACT believes the underiying cause of the jzsue
originates with HTQO, the issue shall be turned over to HTO for further review or
jointly reviewad by ACT and HTO.
Parties will reviaw any non-compiiance with perdformance expectations.

162, Software Problems
ACT cornmits to deliver within the specified timeframes. Schedule H cutiinas the
delivery timeframe for Software Problem rezclution. P;oceSoes covaersd under
each Problam Priority level are outlined in Schedule H.

HTO will provide appropriate and timely turnaround to support ACT problem
r8se ut n efforts and timeframes listed in Schedule H.
10 3. Software Enhancements

ACT commits to deliver within the negoliated targst dates associated with
Software Change Requests.

10.4. Hardware Fatlure

Timeframes for recovery in the event of hardware fallures are spacified in
Schedule B

10.5. Femote Access {o Systen

ACT cannot guarantee performance or response timss on network lirks for which
ACT has no cortrol. As such, ACT does not guaranies response ime

o
[¥a
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performance Metrics for remote users. i.e. those definad as users accassing the
System cutside the HTO network. (HTO Branches wre considerad inside the
HTCO network )

11. SCHEDULE E  SERVICE LEVEL REPORTING

i~

Schedule £ provides information on the service tevel reparting provided by ACT,
1A Reporting

Within five (5) days of the receipt of a request from HTO, ACT shail provide HTO
a summary listing of all open work orders (PRCs) inciuding Software Problems,
Software Change Requests and performance or hardware issues.

The report shall identify:

FPRC identification number

PRC reported date

Original and current problem target complelion date
Problem description

Current PRC status

Completion date

< oW :I.'a Lo B~

112 PRC System
ACT and HTO shall use ACT'S PRC system to manages and report Scitware
Problems, Software Change Requests and Data Fixies). PRC reports ehali be
updated and enhanced periodically by agreement of the parties,

11.3. Qther Reports

ACT and HTO shall agree to other reporting requirements as needed.

12, 8CHEDULEF  SUPPORT & HELP DESK SERVICES
Schedula F provides information on the Support & Help Desk Services available from
ACT. HTG shall have completed the HTO annual authornzed personnsg! form which

lists those individuals from HTO who are authorized to communicate work request to
ACT.

121, Help Desk Operation

16
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ACT will staff g help desk with knowie*igeah e Tax System personnel and be
avaitabie for ass‘st'ng HTC from 700 AM through €:30 PN csY M onday through
Thursday and 7.00 AM through 800 PM CST Fridays. excepting holidays.

12.2. Problem Reporting

HTO shall communicate ACT System issues pursuant to internal HTO
procaduras. At the option of HTO, these issues will be presented to ACT via the
ACT supplisd Problem Report and Correction Form {sae schedule J} or through
the use of an internally developed HTO document that supplies the same
information. The form will contain the problem description, who reportad the
issue and contact information, resolution priority, requestad targst date and
backup documentation. ACT will review the form for completeness and assess
ihe target date for feasibility. Once this process is complels, the unit of work will
e assignhed a PRC identification number, discussed in ACT's daily operational
meeting, and sourced to an ACT resource for further review.

if a Data Fix is requested, HTO shall submil a work order to ACT wilh a proactive

request for the Data Fix or if this is not the case, and a Dala Fix s deemed
cessary, ACT must have written approval from HTO betfore a Data Fix will be

made 1o the Primary System.

For amaller (dewer than 10 minutes). non-crbical type requests, such a3
h,mcd’ ﬂg a schedulad production job, HTO may subunit an oral request to ACT.
This type of request does not require backup documaniation, a work erder. or a
PRC.

Critical priority #ems (L.e. AAA as defined in Section H) that affect System
Avaitability or cause processing delays shall be directly communicated (verbally)
by HTO to ACT. A PRC will be generated by ACT to track the issue.
12.3. Service Dealivery

ACT can be available outside Normal Business Hours to perform smergency
nroduction suppot services. Contact information for ACT will be prov Okib {0
HTC.

13. SCHEDULE G PROBLEM ESCALATION

Scheduie G provides information on the Problem Escalation procedure io be applied
o the Services.

131 Motification

ACT cha be notified of all Software Problems, no matter the leval of prionity via
submission of g probiem report (see schedule J).
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132, Siatus Reporting and Escalation

ACT shali cortact HTO on a reguiar basis (at minimum every four {4) hours)
during periods when System Availability is reduced to provide information related
to the actions being taken o resolve the issue as timely as possible. inthe
avent that an incident is not being resolved within tha agreed timeframas,
gscaiation procedures are outlined below.

ACT's Problem Escalation process assigns timeframes to contact varying
managemeant levals within ACT based on the severity of the problem and the
amount of time the issue remains unresolved.

The Position levels 2, 3 and 4 configuration of timeframes outlined halow shaill
apply when ACT exceeds the expected delivery timeframe (See Schedule H).

Resolution timeframes below are measured in hours and business days.

Problem | Position 1 Position2 | Position 3 | Positiond
Leval {ACT Support | (Client (ACT ' (Chief
{ Help Desk) Manager) Director) | Executive |
 Officer)

- Priority AAA 15 minutes 1 hour 4 hours 1 day

L Priosty AA 1 hour 2 days 3 days - 4 days

 Priority A 4 fours 5 days 10 days | 20 days

Priority B B hours 5 days 15 days 30 days
Enhancements | N R

For exampia, ACT shall resolve a AAA (commonly known as “triple A7)
development/hardware issue within 15 minutes of tha occurrence of 'qued
deadiine. if the item remains unresolved, the Client Manager shall be contacled.
if. after one additional hour, the item remains unresclved or opan, the Director of
ACT shall be contacted and they must resolve the issus within four {4) hours. |f
the item still remains open, ACT's Chief Executive Cfficer shall be contactad for
final resolution within one day.

14, SCHEDULE H  PROBLEM PRIORITY RESOLUTION MATRIX

Scheduiz H provides information on the Problem Description and issue Reasolufion t©
e apphad {o the Sarvices.
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Resolution timeframes below are measured in howrs and business days uniess
otierwise noted.

S Resolution |
fority | Tunelrame | i Process Scope f impact . - :
Prionty {or as noted ~ Business Proc pe flmpac Resofution Timeframe Calculation
H £
i above) 7
Priosity AAS &) Hardware/database/Netapp failure | Start Time: Within 15 minutes of
SOQELY ASRA - : i oy .
! 48 nowrs Fnotification to ACT on-sile
LA work-around doss not exist SunportfHelp Desk. ;
;
~aechaoare : B ) i
Hardware : -Process delays are not acceptable | End Time: introduction of fix to the
production environment

a} Posting of payments,

b Ganerating receipts. | Start Time: VWithin 1 hour of

Priority AAA . . . P notification 1o A 'i,% on-siie
¢ Generation of bills. D e B

Critical - Softwars | SupportfHelp Desk

73 hours

¢} Disbursement of funds. P .
’ - | Ead Time: Infroduction of fix 1o ihe

. : ot 4 I T
-A work-around does not exiat. test bed environment,

-Frocess delays are not acoeptable.

§
vvvvvvvvvvvvvvvvvvvvvvvv v i a) Generation of refunds.
i by Processing of CAD data
: {
o , ‘Stzm Time: Within 3 days of |
| ¢ ¢y Posting of transfers & returmned items. ey i
Sriogiby A i ; fication to ACT on-site
TN A § -~ ort
10 days 1 d) Monthly closeout L Bu p UHelp Desk.

Hg?' ; :
- ! . . ' . . vat H s iy A1 e f rrns Ty
-A work-around may be available, butit | znd Time: introduction of problem o

is time intensive, or no work-arcund : test bed environment,
BXI515
-Process delays likely

ordo Cumems.

-

b} Other items not listed above will be |

P ; C Start Time: Case by case basis -
Prioriy & i icintly defined by the HTQ and ACT. | sependent on compiex v of issue
H MU TSR W LA 7 Ctas

: " . . . P i 4 s e o
Madium ; i A feasible work-ar ut‘d s avalableto Ead Time: | , of probiem i
’ i : the test bed m»fn'or;n":err;t.

he parformed on a limited basis

| -Minimat process daiays when work-
L arounds are in place.
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' Priority 8

Low

Enhancamenis

a) Cosmetic change to reports or

Cdocuments.
2} Ciher items not listed above will be : Ztart Thue: Case by case basis -
5 dave jointly defined by HTO Management {{eggezwgeni on cof'npigxity Of issue.
i Cand ACT Group. End Tima: introduction of fix to the
l test bed environmant.
A feasible work-around is available.

| Mo process delays.

Start Time: Cass by case basis -
B Y wdent on © 1y v of chanos
HTO and ACT wil mutually agree upon | Jepe;,iaz.or. cinplexily of changs
i request,
eribancement priorily and dewery i

iates.

 Ead Time: inoduction of change to
| ne tesi bed environiment.

15 SCHEDULE SYSTEM BACKUP

All data shall e kept on the Primary System and shall be available on-line. When
backup copies are made, they serve as a snapshot of the entire dataoase, fLach
additional backup contains the previous history in addilion io any changes to data
since the prior backup. This procedure is in compliance with the Slate Complroller's
"Retention Section For Records Common to All Local Governments”, Part

5. Electronic Data Processing Records, Should the Comptrolier's requirements
change, racord retention schedule will be modified to remam in compiianca with the
State Compirolier’'s guidelines.

20
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The schadule outlined below may be modified upon agreement between ihe parties.

161 Daily backups
Server Oracle DB Storage Server (Primary Sysiem)
Type: Full backup
Scheduie: Monday. 5.00 am {cold backup shapshot)

Tuesday — Saturday 500 am. (hot backup snapshot)
Monday — Saturday: @00 p.m. (snapshot backup to tape)

Conlents. Production Environment for TCS, Tax Ledge, SIT and Hotel:
All Data, Archive Logs, and Bin DireHTOnes {programs and
software on database server)

Media Disk & Tape (copying snapshots to tape media)

Retertion: 30 days

Server Oracle DB Server; Oracle APP Servers

Type: Full & Incremental Backup

Schedulg, Fult Backup —~ Friday - 9:00 p.m.
incremental Backup —~ Monday — Thursday - .00 p.m.

Contents: Operating System, Program files, Scripts, etc.

Meadia: Disk

Retention: 30 days

15.2. Vienthly Backups
Server Oracle DB Storage Server (Primary Sysiem)

Type: Full Backup
Schadule: Morning of the first business day ¢f the new month

prior o HTO

business hours. Monthiy backups shall ocour at
1.00 am. Should

this conflict with another backup scheduled for that

monthly backup shall begin aftar the first backup is

complete
Contents: 1) Production Environment for TCS, Tax Ledge,

ST and Hotel on

Oracle DB Storage Server

2) SPOOL (USR2SPOUL)Y & IMAGES
{USERZHCTAX) volumaes

on Oracle DB Storage Server

Media: Tape
Retaention: 12 monihg
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15.3. Standby System
Server: Oracle DB Storage Server
Type: Full Backup
Schedule: Monday: Weekly 1:00 a.m. {cold backup snapshot)
Conienis. HTO Production Enviranment data for TCS, Tax Ledge, SIT and
Hotel
Media: Disk

Retention: 30 days

2
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16. SCHEDULE J  PROBLEWM REPORT AND CORRECTION FORM

Schedulz J contains ACT's standard form to report probiems and reguest fixes

17. 5CHEDULE K ACT PRODUCTION SUPPORT CONTACT INFORMATION

During Normal Business Hours the ACT Heip Dask can e reached by email at
actheip@ighs. com or by calling (877} 422-6829 or (210} 403-8870. Qutside of
Normal Business Hours critical problems can be reporied to the ACT Help Desk by
email at acthelp@lghs.com.
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18. SCHEDULE L ACT SYSTEM SERVICE COMPONENTS

This schedule describes the Service Components of the ACT System

18.1. Base Tax Collection System

- Billing

- Collections

- Records Maintenance

- Reports and Correspondences

18.2. Taxledge System

- Refund Check Processing
- Disbursements
~ Bank Reconciliation

18.3. Specal Inventory Tax System

- Exscrowing and Billing

- Collections

~ Reports and Correspondences

- Integrated with Taxiedge to Procass Dishursements

18.4. Licensing and Permits System

- Permd lssuance and Renegwal
- Reaceaipt issuance

- Bitling & Collections

- Reports and Correspondences

- integrated with Taxledge to Process Disbursements
18.5. Haotel Motel Occupancy Tax System
-~ Fitings & Billing
- Collections

- Raports and Correspondanscas

8. Offline Remittance Capture Sysiem

- Local Payment Processing & Receipt Generatio
- Data Import te ACT System Post Faijlure Vesoi tion
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18.7. Other Subsidiary Systems

1

Custemer Service

Appraisal District

- Lockbox

- Martgage Company
Litigation and Enforcement

- interned

- Appratsal District

- fmage Integration

T

188 AGT software enables the following functions:

- Current and Delingquent Tax Collection

- Concurrent Collection of Multiple Taxing Authornifies
- Suppiements and Adjustments Processing (HB1010 Support;
- Online and Batch Payment Processing

- Refunds - (Requested, Automatic, Litigated and Prior Year)
- Special Exemptions

- Returmed Mail Frocessing

~ Jurisdiction Control

- Comments, Notes and Event Tracking

- Change Logging

~ Delinquent Atlorney Support

- Security and Recoverahility

- Comprehensive Audit Trail

~ Exiensive Reporting System

- FTP Repori Processing

- Tax Ceiling Management

- TiF 7 TIRZ processing

- Internet Payment by credit card

- Check & Document Imaging

- Internet Portfolio of Accounts

- Instaiiment Contracts and Quarterly Payment Plans
- Ad Hoo Reports

~ Lign Managament

- Iy Bound and Cutbound Data Exchange

13 8. Oracle Discoversyr

In addition to the ACT System, the Oracle Discoverer application. deveinped by
Oracle Corporation, shall be utilized for user defined reporting purposes. Oracle
Discoverar is an intuitive ad hoc query, reporting. analysis, and web-publishing tool
that ailows business users at all levels access to information from databases.
Discoverer's intuitive user interface guides the end user through the entire process
of buliding and publishing sophisticated reports and graphs. Users can quickly and

easity choose from multiple charting and layout options to rapidly create a visual
representation of their guery results.
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