
AMENDMENT

This amendment (“Amendment”) is effective as of the date of signature of the last party to sign as indicated 
below (“Amendment Effective Date”), by and between Tyler Technologies, Inc. (“Tyler”), a Delaware 
corporation with offices at 5519 53rd Street, Lubbock, TX 79414, and the City of Yuma, AZ (“Client”) with an 
address of One City Plaza, P.O. Box 13013, Yuma, AZ 85366.

WHEREAS, Client and New World entered into a software agreement on or about June 4, 2010 (“Agreement”); 
and

WHEREAS, Tyler acquired New World on or about November 16, 2015, becoming the successor-in-interest to 
New World, and assumed New World’s rights and obligations under the Agreement; and

WHEREAS Client desires to amend the Agreement to add the products, licenses, and services listed herein.

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

1. Definitions. The following definitions shall apply to this Amendment:
 “Amendment Investment Summary” means the agreed upon cost proposal for the software, 

products, and services attached hereto as Exhibit A. 
 “Brazos Components” means the Brazos software components of Tyler Software identified in 

the Amendment Investment Summary. 
 “Hosting Services” means the hosting services Tyler will provide for the Brazos Components for 

the fees set forth in the Amendment Investment Summary. Terms and Conditions for the 
Hosting Services are set forth in Exhibit B.

 “SLA” means the service level agreement applicable to the Hosting Services for the Brazos 
Components. A copy of Tyler’s current SLA is attached hereto as Schedule 1 to Exhibit B.

 “Third Party Services” means the services provided by third parties, if any, identified in the 
Amendment Investment Summary. 

 “Tyler Software” means the licenses to the software identified in Exhibit A.
 “Support Call Process” means the support call process applicable to the Brazos Components. A 

copy of Tyler’s current Support Call Process is attached as Schedule 2 to Exhibit B. 

2. Products Added. The hardware, software, services, and support itemized in the Amendment 
Investment Summary are hereby added to the Agreement as of the Amendment Effective Date.

3. Payment Terms. 
a. License Fees: License fees listed in the Amendment Investment Summary are due upon 

delivery of the Tyler Software.
b. Maintenance and Support Fees: Maintenance and Support Fees are due upon ninety (90) days 

of delivery of the Tyler Software, and annually thereafter on the anniversary of that date. 
Maintenance and Support Fees for the initial year are as listed in the Amendment Investment 



Summary. Fees for subsequent years are at Tyler’s then-current rates.
c. Hosting Fees: Hosting Fees for the Hosting Services are invoiced annually in advance on the 

Amendment Effective Date, and at our then-current rates on each anniversary thereof.
d. Hardware: Hardware costs, if any, are invoiced upon delivery.

4. Effect on Terms. All terms and conditions not herein amended or superseded shall remain in full force 
and effect and shall govern this Amendment.

IN WITNESS WHEREOF, persons having been duly authorized and empowered to enter into this amendment 
hereunto executed this Amendment effective as of the date last set forth below.

Tyler Technologies, Inc. Client

By: By: 

Name: Name: 

Title: Title: 

Date: Date: 



Exhibit A
Amendment Investment Summary

The following Amendment Investment Summary details the software, products, and services to be 
delivered by Tyler to Client under the Agreement.  This Amendment Investment Summary is effective as of 
the Amendment Effective Date.  Capitalized terms not otherwise defined will have the meaning assigned 
to such terms in the Agreement. 

[The remainder of this page is intentionally left blank.]



Amendment Investment Summary



Exhibit B
Hosting Terms for Brazos Components

1. Tyler will either host or engage Third Party Services in order to host the Brazos Components set forth in 
the Amendment Investment Summary for the fees set forth therein. Client agrees to pay those fees 
according to the terms of the Amendment. In exchange for those fees, Tyler agrees to provide the Hosting 
Services according to the terms and conditions set forth in this Exhibit, and the other applicable terms of 
the Agreement as amended. If Client fails to pay those fees, after advance written notice to Client, Tyler 
reserves the right to suspend delivery of the applicable Hosting Services.  

2. Tyler will utilize hosting services through a Third Party Services provider, Rackspace, in accordance with the 
terms set forth in the Amendment Investment Summary. The fees contained in the Amendment 
Investment Summary are subject to annual increases. Client acknowledges and agrees that, in Tyler’s sole 
discretion, Tyler may migrate the Hosting Services to a replacement system (including Tyler’s own) and will 
undertake reasonable efforts to complete such transfer during maintenance windows as set forth in the 
SLA. Tyler will undertake reasonable efforts to provide Client with advance written notice of any such 
transfer. Client agrees to provide all reasonable assistance and access in connection with any such transfer.  
In the event the Brazos Components are transferred to Tyler’s data center and Tyler provides hosting 
services directly to Client, the terms of the SLA will also apply.

3. Where applicable, Tyler will perform or cause to have performed upgrades of the applications, hardware, 
and operating systems that support the Hosting Services. These upgrades are performed in commercially 
reasonable timeframes and in coordination with third-party releases and certifications. Tyler will make 
available information on industry-standard minimum requirements and supported browsers for accessing 
the Hosting Services. 

4. Hosting Term. The initial term for the Hosting Services is one (1) year.  Thereafter, the term will renew 
automatically for additional one (1) year terms, at Tyler’s then-current rates, unless terminated by either 
party at least thirty (30) days in advance of the upcoming renewal date.



Exhibit B
Schedule 1

Service Level Agreement 

Agreement Overview

This SLA outlines the information technology service levels that Tyler will provide to Client to ensure the
availability of the Hosting Services that Client has requested Tyler to provide. All other support services are
documented in the applicable Support Call Process.  All defined terms not defined below have the meaning set 
forth in the Agreement.

Definitions

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

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

Downtime: Those minutes during which the applicable software products are materially unavailable for Client’s
use. Downtime does not include those instances in which only a Defect is present.

Service Availability: The total number of minutes in a billing cycle that a given service is capable of receiving,
processing, and responding to requests, excluding maintenance windows, Client Error Incidents and Force
Majeure.

Service Availability

The Service Availability of the applicable software products is intended to be 24/7/365. Tyler sets Service 
Availability goals and measures whether Tyler has met those goals by tracking Attainment.

Client Responsibilities

Whenever Client experiences Downtime, Client must make a support call according to the procedures outlined 
in the applicable Support Call Process exhibit. Client may escalate through the hosting hotline. Client will
receive a support incident number.  Any Downtime is measured from the time Tyler intakes Client’s support 
incident.

To track attainment, Client must document, in writing, all Downtime that Client has experienced during a 
billing cycle. For purposes of this Service Level Agreement, billing cycle shall be based on each calendar 



quarter. Client must deliver such documentation to Tyler within thirty (30) days of a billing cycle’s end.

The documentation Client provides must substantiate the Downtime. It must include, for example, the
support incident number(s) and the date, time and duration of the Downtime(s).

Tyler Responsibilities

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

Upon timely receipt of Client’s Downtime report, outlined above, Tyler will compare that report to Tyler’s own
outage logs and support tickets to confirm that a Downtime for which Tyler was responsible indeed occurred.

Tyler will respond to Client’s Downtime report within thirty (30) days of receipt. To the extent Tyler has
confirmed Downtime for which Tyler is responsible, Tyler will provide Client with the relief set forth below.

Client Relief

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

Notwithstanding the above, the total amount of all relief that would be due under this SLA will not exceed 5%
of the fee for any one billing cycle. Issuing of such credit does not relieve Tyler of its obligations under the 
Agreement to correct the problem which created the service interruption. A correction may occur in the billing 
cycle following the service interruption.  In that circumstance, if service levels do not meet the corresponding 
goal for that later billing cycle, Client’s total credits will be doubled, with equal relief being provided in that later 
billing cycle.

Client Relief Schedule

Targeted Attainment Actual Attainment Client Relief
100% 98-99% Remedial action will be taken at no 

additional cost to Client.

100% 95-97% Remedial action will be taken at no 
additional cost to Client.  4% credit
of fee for affected billing cycle will 
be posted to next billing cycle

100% <95% Remedial action will be taken at no 
additional cost to Client.  5% credit
of fee for affected billing cycle will 
be posted to next billing cycle



Client may request a report from Tyler that documents the preceding billing cycle’s Service Availability,
Downtime, any remedial actions that have been/will be taken, and any credits that may be issued.  That report 
is available by contacting the hosting hotline through the support portal(s).

Applicability

The commitments set forth in this SLA do not apply during maintenance windows, Client Error Incidents, and
Force Majeure.

Tyler performs maintenance during limited windows that are historically known to be reliably low-traffic times.
If and when maintenance is predicted to occur during periods of higher traffic, Tyler will provide advance notice
of those windows and will coordinate to the greatest extent possible with Client. When maintenance is 
scheduled to occur, Tyler will provide approximately two (2) weeks’ advance written notice to the contact 
information that Client supplies on Client notification form.  When emergency maintenance is scheduled, Client
will receive an email at that same contact point.

Force Majeure

Client will not hold Tyler responsible for meeting service levels outlined in this SLA to the extent any failure to do so
is caused by Force Majeure. In the event of Force Majeure, Tyler will file with Client a signed request that said
failure be excused. That writing will include the details and circumstances supporting Tyler’s request for relief with 
clear and convincing evidence pursuant to this provision. Client will not unreasonably withhold its acceptance of
such a request.



Exhibit B
Schedule 2

Support Call Process

Support Channels

Tyler Technologies, Inc. provides the following channels of software support:  
(1) Tyler Community – an on-line resource, Tyler Community provides a venue for all Tyler clients with 

current maintenance agreements to collaborate with one another, share best practices and resources, 
and access documentation.  

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

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

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

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

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

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

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

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

Support Availability

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

Tyler’s Brazos eCitations solutions offers 24/7 support of the product and software. 

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

New Year’s Day Thanksgiving Day
Memorial Day Day after Thanksgiving
Independence Day Christmas Day
Labor Day



Issue Handling

Incident Tracking
Every support incident is logged into Tyler’s Customer Relationship Management System and given a unique 
incident number. This system tracks the history of each incident. The incident tracking number is used to track 
and reference open issues when clients contact support. Clients may track incidents, using the incident 
number, through the portal at Tyler’s website or by calling software support directly. 
Incident Priority
Each incident is assigned a priority number, which corresponds to the client’s needs and deadlines. The client 
is responsible for reasonably setting the priority of the incident per the chart below. The goal of this structure 
is to help the client clearly understand and communicate the importance of the issue and to describe expected 
responses and resolutions.  

Priority 
Level Characteristics of Support Incident Resolution Targets

1
Critical

Support incident that causes (a) 
complete application failure or 
application unavailability; (b) 
application failure or unavailability in 
one or more of the client’s remote 
location; or (c) systemic loss of multiple 
essential system functions.

Tyler shall provide an initial response to Priority Level 1 
incidents within one (1) business hour of receipt of the 
support incident. Tyler shall use commercially 
reasonable efforts to resolve such support incidents or 
provide a circumvention procedure within one (1) 
business day. Tyler’s responsibility for lost or corrupted 
data is limited to assisting the client in restoring its last 
available database.

2
High

Support incident that causes (a) 
repeated, consistent failure of essential 
functionality affecting more than one 
user or (b) loss or corruption of data.

Tyler shall provide an initial response to Priority Level 2 
incidents within four (4) business hours of receipt of the 
support incident. Tyler shall use commercially 
reasonable efforts to resolve such support incidents or 
provide a circumvention procedure within ten (10) 
business days. Tyler’s responsibility for loss or 
corrupted data is limited to assisting the client in 
restoring its last available database.

3
Medium

Priority Level 1 incident with an existing 
circumvention procedure, or a Priority 
Level 2 incident that affects only one 
user or for which there is an existing 
circumvention procedure.

Tyler shall provide an initial response to Priority Level 3 
incidents within one (1) business day of receipt of the 
support incident. Tyler shall use commercially 
reasonable efforts to resolve such support incidents 
without the need for a circumvention procedure with 
the next published maintenance update or service 
pack. Tyler’s responsibility for lost or corrupted data is 
limited to assisting the client in restoring its last 
available database.



Priority 
Level Characteristics of Support Incident Resolution Targets

4
Non-

critical

Support incident that causes failure of 
non-essential functionality or a 
cosmetic or other issue that does not 
qualify as any other Priority Level.

Tyler shall provide an initial response to Priority Level 4 
incidents within two (2) business days. Tyler shall use 
commercially reasonable efforts to resolve such support 
incidents, as well as cosmetic issues, with a future 
version release.

Incident Escalation 
Tyler Technology’s software support consists of four levels of personnel: 

(1) Level 1: front-line representatives
(2) Level 2: more senior in their support role, they assist front-line representatives and take on escalated 

issues
(3) Level 3: assist in incident escalations and specialized client issues
(4) Level 4: responsible for the management of support teams for either a single product or a product 

group

If a client feels they are not receiving the service needed, they may contact the appropriate Software Support 
Manager. After receiving the incident tracking number, the manager will follow up on the open issue and 
determine the necessary action to meet the client’s needs.
On occasion, the priority or immediacy of a software support incident may change after initiation. Tyler 
encourages clients to communicate the level of urgency or priority of software support issues so that we can 
respond appropriately. A software support incident can be escalated by any of the following methods: 

(1) Telephone – for immediate response, call toll-free to either escalate an incident’s priority or to 
escalate an issue through management channels as described above. 

(2) Email – clients can send an email to software support in order to escalate the priority of an issue
(3) On-line Support Incident Portal – clients can also escalate the priority of an issue by logging into the 

client incident portal and referencing the appropriate incident tracking number. 

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


