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COST ACCOUNTING AND DECISION SUPPORT SYSTEM 
AND RELATED SERVICES
Request for Proposals

Exhibit A.2.RF (Support Services and Maintenance SOW Response Form)

#CADSS2019

	Section 
Reference
	County Language
	Acceptance 
/ Objection(s)
	Proposed Revisions to County Language

	SECTION 1. (INTRODUCTION)

	Paragraph 1
	This Exhibit A.2 (Support Services and Maintenance Statement of Work) (sometimes referred to in this Exhibit as “this SOW”) is an attachment and addition to the Cost Accounting and Decision Support System and Services Agreement dated _______________, 20___ (the “Agreement”) entered into by and between the County of Los Angeles (“County”) and _________________ (“Contractor”), and is incorporated in the Agreement by reference hereof. In the event of conflicting terms between the Agreement and this SOW, the terms of the Agreement shall prevail and nothing in this SOW shall modify or amend any provisions of the Agreement (including all components such as Statements of Work, Service Level Agreements, Exhibits, etc.) unless such modifications or amendments and the provisions of the Agreement which they modify or amend are specifically identified in this SOW and are Approved. This SOW includes any attachments hereto. Any capitalized terms not defined in this SOW shall have the meaning as used in the Agreement.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	This Exhibit A.2 (Support Services and Maintenance Statement of Work) (sometimes referred to in this Exhibit as “this SOW”) is an attachment and addition to the Cost Accounting and Decision Support System and Services Agreement dated _______________, 20___ (the “Agreement”) entered into by and between the County of Los Angeles (“County”) and _________________ (“Contractor”), and is incorporated in the Agreement by reference hereof. In the event of conflicting terms between the Agreement and this SOW, the terms of the Agreement shall prevail and nothing in this SOW shall modify or amend any provisions of the Agreement (including all components such as Statements of Work, Service Level Agreements, Exhibits, etc.) unless such modifications or amendments and the provisions of the Agreement which they modify or amend are specifically identified in this SOW and are Approved. This SOW includes any attachments hereto. Any capitalized terms not defined in this SOW shall have the meaning as used in the Agreement.

	[bookmark: _Toc8921571]SECTION 2. (COST ACCOUNTING AND DECISION SUPPORT SYSTEM)

	Paragraph 1






	This SOW describes the Support, maintenance, and operation Services of the CADS System. The Deliverables in this SOW may be delivered such that Services may occur as to multiple tasks simultaneously.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	This SOW describes the Support, maintenance, and operation Services of the CADS System. The Deliverables in this SOW may be delivered such that Services may occur as to multiple tasks simultaneously.

	SECTION 3. (SOW SUMMARY)

	3.1 (SOW Team Structure and Resources)
	Contractor will provide a Project Staffing and Resource Management Plan (as specified under Subtask 1.2 (Maintain Project Staffing and Resource Management Plan) of this SOW). This plan will be utilized to establish fully loaded (identification of FTE equivalent or hours for all resources by Key Milestone) Contractor resource staffing commitments and to detail specific County resources that will guide County on how best to allocate and deploy staff to this Project. Notwithstanding the forgoing, this is a fixed fee engagement and the Contractor resources identified in the Project Staffing and Resource Management Plan do not limit the resources that may be required by Contractor.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will provide a Project Staffing and Resource Management Plan (as specified under Subtask 1.2 (Maintain Project Staffing and Resource Management Plan) of this SOW). This plan will be utilized to establish fully loaded (identification of FTE equivalent or hours for all resources by Key Milestone) Contractor resource staffing commitments and to detail specific County resources that will guide County on how best to allocate and deploy staff to this Project. Notwithstanding the forgoing, this is a fixed fee engagement and the Contractor resources identified in the Project Staffing and Resource Management Plan do not limit the resources that may be required by Contractor.

	3.2 (Critical Success Factors)
	A number of factors are deemed critical to overall Project success. The Parties acknowledge that the following factors are critical to the success of this Project: 
Strong Project Management — Effectively managing the Services provided under the Agreement to the Project Schedule and results to be achieved and managing issues, driving decisions, risk, dependencies, and resources in a manner to achieve the Project Schedule and the results.
Open Communication and Governance Structure Clearly Defined — Good and open communication must be established early. Governance, committee structure, and committee members must be defined early. Meeting schedules must also be established for the length of the Project.
Executive Leadership Involvement — It is imperative that executive leadership from Contractor and County be involved in the Project governance and meet at regular intervals to discuss the Project’s progress and reach agreement on any key decisions that have been escalated to their level.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	A number of factors are deemed critical to overall Project success. The Parties acknowledge that the following factors are critical to the success of this Project: 
Strong Project Management — Effectively managing the Services provided under the Agreement to the Project Schedule and results to be achieved and managing issues, driving decisions, risk, dependencies, and resources in a manner to achieve the Project Schedule and the results.
Open Communication and Governance Structure Clearly Defined — Good and open communication must be established early. Governance, committee structure, and committee members must be defined early. Meeting schedules must also be established for the length of the Project.
Executive Leadership Involvement — It is imperative that executive leadership from Contractor and County be involved in the Project governance and meet at regular intervals to discuss the Project’s progress and reach agreement on any key decisions that have been escalated to their level.

	3.3 (Schedule)
	[bookmark: _Hlk10539990]Scheduled commencement dates, scheduled completion dates, and anticipated durations for tasks and subtasks will be developed as part of the Project Work Plan in accordance with Exhibit A.1 (Cost Accounting and Decision Support System Statement of Work), Section 5.1 (Services and Deliverables), Subtask 1.1 (Develop and Maintain Detailed Project Work Plan), and maintained in accordance with Section 5.1 (Services and Deliverables), Subtask 1.1 (Maintain Detailed Project Work Plan).
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Scheduled commencement dates, scheduled completion dates, and anticipated durations for tasks and subtasks will be developed as part of the Project Work Plan in accordance with Exhibit A.1 (Cost Accounting and Decision Support System Statement of Work), Section 5.1 (Services and Deliverables), Subtask 1.1 (Develop and Maintain Detailed Project Work Plan), and maintained in accordance with Section 5.1 (Services and Deliverables), Subtask 1.1 (Maintain Detailed Project Work Plan).

	SECTION 4. (GENERAL RESPONSIBILITIES)

	Paragraph 1
	For the Services provided under this SOW: 
(1) The Services will be performed by Contractor on-site, at sites designated by County and off-site location(s) as agreed by the Parties in writing for specific activities. 
(2) Contractor will provide designated full-time on-site key Project leadership members to deliver the Services during normal business hours, 8:00 AM to 5:00 PM, Pacific Time, Monday through Friday, except County and Contractor recognized holidays, unless otherwise agreed by the Parties in writing. Project leadership that is not on-site will also be available during normal business hours, 8:00 AM to 5:00 PM, Pacific Time, unless otherwise agreed by the Parties in writing.
(3) Contractor will utilize a web portal implementation methodology, templates, and other tools as required to support the efficient and cost-effective execution of the Services defined in this SOW to the extent the web portal is not inconsistent with the Agreement. This includes use of Contractor’s knowledge capital databases and other repositories of Deliverables and intellectual capital from previous client experiences.
(4) Contractor will provide all Services in English.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	For the Services provided under this SOW: 
(1) The Services will be performed by Contractor on-site, at sites designated by County and off-site location(s) as agreed by the Parties in writing for specific activities. 
(2) Contractor will provide designated full-time on-site key Project leadership members to deliver the Services during normal business hours, 8:00 AM to 5:00 PM, Pacific Time, Monday through Friday, except County and Contractor recognized holidays, unless otherwise agreed by the Parties in writing. Project leadership that is not on-site will also be available during normal business hours, 8:00 AM to 5:00 PM, Pacific Time, unless otherwise agreed by the Parties in writing.
(3) Contractor will utilize a web portal implementation methodology, templates, and other tools as required to support the efficient and cost-effective execution of the Services defined in this SOW to the extent the web portal is not inconsistent with the Agreement. This includes use of Contractor’s knowledge capital databases and other repositories of Deliverables and intellectual capital from previous client experiences.
(4) Contractor will provide all Services in English.

	4.1 (Contractor Project Manager Responsibilities)
Paragraph 1
	Contractor will designate a Contractor Project Manager through Final Acceptance to whom all County communications may be addressed and who has the authority to represent and commit Contractor in connection with all aspects of this SOW.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will designate a Contractor Project Manager through Final Acceptance to whom all County communications may be addressed and who has the authority to represent and commit Contractor in connection with all aspects of this SOW.

	4.1 (Contractor Project Manager Responsibilities)
Paragraph 2
	The Contractor Project Manager’s obligations include:
(1) Establish and maintain communications through the County SOW Lead and Project governance structure;
(2) Manage the delivery of Services and Service Interdependencies;
(3) Notify County of any Contractor focal point or contacts for specific activities or tasks;
(4) Manage and maintain the Project Work Plan that lists, as appropriate, the activities, tasks, assignments, Service Interdependencies, Key Milestones, and Deliverables, and schedule;
(5) Measure, track, and evaluate progress against the Project Schedule;
(6) Work with the County SOW Lead to resolve deviations, if any, from the Project Schedule; 
(7) Coordinate and manage the activities of Contractor Personnel; 
(8) Report to the County SOW Lead problems and issues impacting Contractor's provision of the Services that require County’s attention and resolution;
(9) Coordinate resolution of all Service issues including those raised by the County SOW Lead and, as necessary, escalate such issues within the Contractor organization;
(10) Administer the Project Control Document with the County SOW Lead; 
(11) Conduct regularly scheduled Project Status Meetings and prepare weekly Status Reports for the Services defined in this SOW; and
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	The Contractor Project Manager’s obligations include:
(1) Establish and maintain communications through the County SOW Lead and Project governance structure;
(2) Manage the delivery of Services and Service Interdependencies;
(3) Notify County of any Contractor focal point or contacts for specific activities or tasks;
(4) Manage and maintain the Project Work Plan that lists, as appropriate, the activities, tasks, assignments, Service Interdependencies, Key Milestones, and Deliverables, and schedule;
(5) Measure, track, and evaluate progress against the Project Schedule;
(6) Work with the County SOW Lead to resolve deviations, if any, from the Project Schedule; 
(7) Coordinate and manage the activities of Contractor Personnel; 
(8) Report to the County SOW Lead problems and issues impacting Contractor's provision of the Services that require County’s attention and resolution;
(9) Coordinate resolution of all Service issues including those raised by the County SOW Lead and, as necessary, escalate such issues within the Contractor organization;
(10) Administer the Project Control Document with the County SOW Lead; 
(11) Conduct regularly scheduled Project Status Meetings and prepare weekly Status Reports for the Services defined in this SOW; and

	4.1 (Contractor Project Manager Responsibilities)
Paragraph 3
	Contractor will perform these activities throughout the provision of the Services.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will perform these activities throughout the provision of the Services.

	SECTION 4.2. (SPECIFIC COUNTY TASKS)

	4.2.1 (County SOW Lead Responsibilities)
Paragraph 1
	The County will assign a lead for this SOW (referred to as the “Cost Accounting and Decision Support System Lead” or “County SOW Lead”). The County SOW Lead will:
(1)	Serve as the primary interface between the Contractor Project Manager and County for the tasks and Deliverables set forth in this SOW;
(2)	Review this SOW and the responsibilities of both County and Contractor with the Contractor Project Manager;
(3)	Coordinate, manage, and be responsible for the control of the activities of County personnel for this SOW;
(4)	Communicate to the Contractor Project Manager any changes that may materially affect Contractor’s provision of the Services set forth in this SOW;
(5)	Coordinate with Contractor Project Manager on Contractor’s efforts to resolve problems and issues related to the Services set forth in this SOW;
(6)	Work with the Contractor Project Manager to resolve deviations, if any, from the Project Work Plan related to this SOW; 
(7)	Coordinate resolution of issues raised by the Contractor Project Manager pertaining to this SOW and, as necessary, escalate such issues within the County organization;
(8)	Serve as the interface between Contractor’s Project team and all County departments participating in activities for the Services set forth in this SOW;
(9)	Notify Contractor of any County focal point or contacts for specific activities or tasks related to this SOW;
(10)	Ensure that tasks related to this SOW assigned to personnel within the County organization will be completed according to the timetable in the Project Schedule; and
(11)	Participate in selected Project status meetings with Contractor Project team members and schedule and coordinate attendance and participation of County personnel for interviews, meetings, and work sessions related to the completion of this SOW.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	The County will assign a lead for this SOW (referred to as the “Cost Accounting and Decision Support System Lead” or “County SOW Lead”). The County SOW Lead will:
(1)	Serve as the primary interface between the Contractor Project Manager and County for the tasks and Deliverables set forth in this SOW;
(2)	Review this SOW and the responsibilities of both County and Contractor with the Contractor Project Manager;
(3)	Coordinate, manage, and be responsible for the control of the activities of County personnel for this SOW;
(4)	Communicate to the Contractor Project Manager any changes that may materially affect Contractor’s provision of the Services set forth in this SOW;
(5)	Coordinate with Contractor Project Manager on Contractor’s efforts to resolve problems and issues related to the Services set forth in this SOW;
(6)	Work with the Contractor Project Manager to resolve deviations, if any, from the Project Work Plan related to this SOW; 
(7)	Coordinate resolution of issues raised by the Contractor Project Manager pertaining to this SOW and, as necessary, escalate such issues within the County organization;
(8)	Serve as the interface between Contractor’s Project team and all County departments participating in activities for the Services set forth in this SOW;
(9)	Notify Contractor of any County focal point or contacts for specific activities or tasks related to this SOW;
(10)	Ensure that tasks related to this SOW assigned to personnel within the County organization will be completed according to the timetable in the Project Schedule; and
(11)	Participate in selected Project status meetings with Contractor Project team members and schedule and coordinate attendance and participation of County personnel for interviews, meetings, and work sessions related to the completion of this SOW.

	4.2.1 (County SOW Lead Responsibilities)
Paragraph 2
	County may change the County SOW Lead by providing notification to the Contractor Project Manager with an introduction and handoff meeting to establish plans for a smooth transition.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	County may change the County SOW Lead by providing notification to the Contractor Project Manager with an introduction and handoff meeting to establish plans for a smooth transition.

	4.2.2 (Other County Responsibilities)
Paragraph 1
	County agrees to comply with its responsibilities as described in this SOW. Such obligations are to be performed at no charge to Contractor.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	County agrees to comply with its responsibilities as described in this SOW. Such obligations are to be performed at no charge to Contractor.

	4.2.2 (Other County Responsibilities)
Paragraph 2
	County will:
0. Provide County standard and available office space, furniture, and access to the internet supporting VPN for Contractor Personnel while working at County’s facilities;
0. Locate the Contractor Personnel in an area near County subject matter experts and technical personnel, where feasible; 
0. Provide necessary security badges and clearances for Contractor Personnel working at County’s facilities; and
0. [bookmark: OLE_LINK5]Make available staff with appropriate skills and experience to deliver County tasks as specifically set forth in this SOW.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	County will:
0. Provide County standard and available office space, furniture, and access to the internet supporting VPN for Contractor Personnel while working at County’s facilities;
0. Locate the Contractor Personnel in an area near County subject matter experts and technical personnel, where feasible; 
0. Provide necessary security badges and clearances for Contractor Personnel working at County’s facilities; and
0. Make available staff with appropriate skills and experience to deliver County tasks as specifically set forth in this SOW.

	SECTION 5. (SERVICES AND DELIVERABLES)

	5.1 (Services and Deliverables Summary Table)
Paragraph 1
	The Services and Deliverables to be provided under this SOW are included in the following table and described in greater detail in Section 5.4 (Detailed SOW Tasks).
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	The Services and Deliverables to be provided under this SOW are included in the following table and described in greater detail in Section 5.4 (Detailed SOW Tasks).

	5.2 (Deliverable Development and Approval Process) Paragraph 1
	This Section 5.2 specifies a repeating process for developing Deliverables for this SOW. Each Deliverable shall be developed in accordance with the following Contractor’s obligations, which shall be subtasks to each individual task:
(1) All Deliverables must be developed in the form and format agreed to by County and Contractor using a Deliverables Expectations Document (also referred to as a “DED”) Approved by County. As each Project Deliverable is submitted, Contractor must include a copy of the Project DED as the cover sheet. A template to be used for each DED during this Project can be found in Section 5.5 (Project Deliverable Expectations Document (DED) Template) of this SOW.
(2) Facilitate events (e.g., workshops, meetings) as required for the development of each Deliverable. 
(3) Prepare drafts of the Deliverables for County for review. 
(4) Compile and incorporate County feedback to the draft Deliverable and prepare a revised Deliverable.
(5) Distribute the revised Deliverable to County for review; obtain and analyze County feedback as above, and repeat if necessary.
(6) Complete a final version of the Deliverable including, prior to distribution for Approval by County, validation by Contractor that the Deliverable conforms to the Specifications and meets the Acceptance Criteria.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	This Section 5.2 specifies a repeating process for developing Deliverables for this SOW. Each Deliverable shall be developed in accordance with the following Contractor’s obligations, which shall be subtasks to each individual task:
(1) All Deliverables must be developed in the form and format agreed to by County and Contractor using a Deliverables Expectations Document (also referred to as a “DED”) Approved by County. As each Project Deliverable is submitted, Contractor must include a copy of the Project DED as the cover sheet. A template to be used for each DED during this Project can be found in Section 5.5 (Project Deliverable Expectations Document (DED) Template) of this SOW.
(2) Facilitate events (e.g., workshops, meetings) as required for the development of each Deliverable. 
(3) Prepare drafts of the Deliverables for County for review. 
(4) Compile and incorporate County feedback to the draft Deliverable and prepare a revised Deliverable.
(5) Distribute the revised Deliverable to County for review; obtain and analyze County feedback as above, and repeat if necessary.
(6) Complete a final version of the Deliverable including, prior to distribution for Approval by County, validation by Contractor that the Deliverable conforms to the Specifications and meets the Acceptance Criteria.

	5.3 (Support Services)
Paragraph 1
	For the avoidance of doubt, the Cost Accounting and Decision Support System shall be deemed Licensed Software under this Agreement, and subject to the representations, and warranties as set forth in the Agreement.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	For the avoidance of doubt, the Cost Accounting and Decision Support System shall be deemed Licensed Software under this Agreement, and subject to the representations, and warranties as set forth in the Agreement.

	5.3 (Support Services)
Paragraph 2
	Support and maintenance for the Cost Accounting and Decision Support System will be provided in accordance with the Services identified in Task 2 (Maintenance and Operations) of this SOW, and the term “Support Services” in the Agreement as applied to the Cost Accounting and Decision Support System shall refer to such Services.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Support and maintenance for the Cost Accounting and Decision Support System will be provided in accordance with the Services identified in Task 2 (Maintenance and Operations) of this SOW, and the term “Support Services” in the Agreement as applied to the Cost Accounting and Decision Support System shall refer to such Services.

	SECTION 5.4. (DETAILED SOW TASKS)

	Task 1 (Ongoing Project Management)
	The team members from Contractor, County, and external stakeholders will be introduced and their specific roles will be described through activities including an Ongoing Project Management Session. The Cost Accounting and Decision Support System support team will be introduced to various Contractor tools and methodologies, and Best Practice recommendations that will be used throughout this SOW.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	The team members from Contractor, County, and external stakeholders will be introduced and their specific roles will be described through activities including an Ongoing Project Management Session. The Cost Accounting and Decision Support System support team will be introduced to various Contractor tools and methodologies, and Best Practice recommendations that will be used throughout this SOW.

	Subtask 1.1 (Maintain Detailed Project Work Plan)
	Contractor will have developed an Initial Project Work Plan (PWP) as set forth in Exhibit A.1 (Cost Accounting and Decision Support System Statement of Work).  The Contractor will maintain the Project Work Plan (PWP) throughout the duration of this SOW, including incorporating County feedback and continuously updating the PWP as necessary. The Contractor will hold regular PWP review sessions or incorporate the PWP into ongoing project meetings.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will have developed an Initial Project Work Plan (PWP) as set forth in Exhibit A.1 (Cost Accounting and Decision Support System Statement of Work).  The Contractor will maintain the Project Work Plan (PWP) throughout the duration of this SOW, including incorporating County feedback and continuously updating the PWP as necessary. The Contractor will hold regular PWP review sessions or incorporate the PWP into ongoing project meetings.

	Deliverable 1.1 (Detailed Project Work Plan)
	· Updated and maintained Project Work Plan
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Updated and maintained Project Work Plan

	Acceptance Criteria 1.1
	· Updated and maintained Project Work Plan is delivered in accordance with the Agreement, Specifications and agreed delivery date, and has been Approved by County.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Updated and maintained Project Work Plan is delivered in accordance with the Agreement, Specifications and agreed delivery date, and has been Approved by County.

	Subtask 1.2 (Maintain Project Staffing and Resource Management Plan)
	Contractor will have created a Project Staffing and Resource Management Plan for all project steps for County as set forth in Exhibit A.1 (Cost Accounting and Decision Support System Statement of Work).
Once Approved by County, Contractor will ensure the Project Staffing and Resource Management Plan is carried out appropriately. Contractor will maintain the Project Staffing and Resource Management Plan and periodically update it as necessary.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will have created a Project Staffing and Resource Management Plan for all project steps for County as set forth in Exhibit A.1 (Cost Accounting and Decision Support System Statement of Work).
Once Approved by County, Contractor will ensure the Project Staffing and Resource Management Plan is carried out appropriately. Contractor will maintain the Project Staffing and Resource Management Plan and periodically update it as necessary.

	Deliverable 1.2 (Project Staffing and Resource Management Plan)
	· Updated Project Resource requirements and estimates
· Updated Project Staffing and Resource Management Plan
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Updated Project Resource requirements and estimates
· Updated Project Staffing and Resource Management Plan

	Acceptance Criteria 1.2
	· Periodically, the Project Staffing and Resource Management Plan is updated as necessary, delivered, and Approved by County.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Periodically, the Project Staffing and Resource Management Plan is updated as necessary, delivered, and Approved by County.

	Subtask 1.3 (Continue Ongoing Project Management)
	Contractor will conduct ongoing project management activities for the duration of the Agreement and will provide the following Project Control Documents:
· Maintain Project Work Plan (set forth in Subtask 1.1);
· Coordinate work efforts related to this SOW with other Contractor and County initiatives (e.g., EHR System Upgrades, Enhancements, etc.);
· Perform Error Management;
· Manage and Develop Communications;
· Perform Risk Management;
· Manage staffing and resources consistent with the Project Staffing and Resource Management Plan (developed in Subtask 1.2);
· Perform Configuration and Technology Change Management;
· Perform Issue Management;
· Develop Status Reports and Conduct Status Meetings; and
· Maintain the solution architecture document consisting of recommended configurations, integrations, workflows, and technologies as identified.
The Contractor will provide Resources to execute all Project Management tasks, functions and activities described in Task 1 (Ongoing Project Management
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will conduct ongoing project management activities for the duration of the Agreement and will provide the following Project Control Documents:
· Maintain Project Work Plan (set forth in Subtask 1.1);
· Coordinate work efforts related to this SOW with other Contractor and County initiatives (e.g., EHR System Upgrades, Enhancements, etc.);
· Perform Error Management;
· Manage and Develop Communications;
· Perform Risk Management;
· Manage staffing and resources consistent with the Project Staffing and Resource Management Plan (developed in Subtask 1.2);
· Perform Configuration and Technology Change Management;
· Perform Issue Management;
· Develop Status Reports and Conduct Status Meetings; and
· Maintain the solution architecture document consisting of recommended configurations, integrations, workflows, and technologies as identified.
The Contractor will provide Resources to execute all Project Management tasks, functions and activities described in Task 1 (Ongoing Project Management

	Deliverable 1.3 (Ongoing Project Management)
	· Bi-weekly status reports, or according to an agreed-upon schedule, and as requested by stakeholder groups
· Defined PMO structure in alignment with project structure and DHS established governance
· Updates to Project Control Documents and other Project plans
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Bi-weekly status reports, or according to an agreed-upon schedule, and as requested by stakeholder groups
· Defined PMO structure in alignment with project structure and DHS established governance
· Updates to Project Control Documents and other Project plans

	Acceptance Criteria 1.3
	· Final Project Control Documents and Project Management activities address all elements described in Subtask 1.3 (Continue Ongoing Project Management).
· Project Control Documents are regularly maintained and Approved by County, and include clearly defined and explained tasks and subtasks.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Final Project Control Documents and Project Management activities address all elements described in Subtask 1.3 (Continue Ongoing Project Management).
· Project Control Documents are regularly maintained and Approved by County, and include clearly defined and explained tasks and subtasks.

	Task 2 (Maintenance and Operations)
	Contractor will provide Cost Accounting and Decision Support System hosting services, maintenance and operations support for the duration of the Agreement Term. In addition, Contractor will continuously monitor the CADS System and will ensure the Cost Accounting and Decision Support System is maintained, tuned, configured, and optimized, with all Revisions to the Licensed Software installed and implemented, to deliver a system that (i) is available to County, (ii) is capable of delivering the required reports and data on a timely basis to meet the identified reporting requirements, and (iii) remains tuned and updated in accordance with the Agreement. Contractor also will provide training on major Revisions to the CADS System.
	
	Contractor will provide Cost Accounting and Decision Support System hosting services, maintenance and operations support for the duration of the Agreement Term. In addition, Contractor will continuously monitor the CADS System and will ensure the Cost Accounting and Decision Support System is maintained, tuned, configured, and optimized, with all Revisions to the Licensed Software installed and implemented, to deliver a system that (i) is available to County, (ii) is capable of delivering the required reports and data on a timely basis to meet the identified reporting requirements, and (iii) remains tuned and updated in accordance with the Agreement. Contractor also will provide training on major Revisions to the CADS System.

	Subtask 2.1 (Provide Cost Accounting and Decision Support System Production Supports)
	Contractor will provide ongoing Cost Accounting and Decision Support System Production Support for the duration of the Agreement during the hours of 8:00 AM to 5:00 PM Pacific Time as follows:
· Contractor will provide application monitoring and management services, including:
· Monitoring and managing all Licensed Software and Third-Party Products used in the Cost Accounting and Decision Support System;
· Proactively and reactively notifying County help desk of issues, incidents, and problems found by Contractor that affect or may affect the Service, and of any required County intervention to avoid or resolve the issue, incident, or problem; and
· Monitoring and managing changes to inbound data.
· Contractor will provide application support for all Licensed Software and Third Party Product issues and County support requests, including:  
· Integration with the County help desk and ticketing system to ensure tracking and resolution of tickets routed to Contractor team for resolution; 
· Addressing issues escalated from County help desk related to Licensed Software and Third Party Products;
· Providing a single point of contact for application support issues;
· Supporting County help desk incident resolution as needed;
· Participating in the process of “hand off” from the County help desk to Contractor;
· Maintaining a record of incidents handed off from County help desk;
· Monitoring County help desk tickets to identify patterns and improve services;
· Electronically documenting resolution through an Interface to County’s help desk and ticketing system (currently Cherwell); 
· Conducting root cause analysis on frequently recurring calls on the same topic;
· Providing monthly service reports that include:
· Number of service requests;
· Description of issues;
· Root cause analysis; and
· Resolutions implemented.
· Identifying recurring issues, proactively recommend solutions, and implement based on County’s request;
· Supporting County in addressing recurring issues as needed and agreed upon;
· Developing and maintaining workflow documentation.
1. Contractor will provide operations management services for the CADS System and its Interfaces, including:
· Monitoring scheduled operations jobs to ensure scheduled tasks start and process without error;
· Detection of abnormal conditions or alarms;
· Logging of failed operations jobs and corrective action taken;
· Restarting operations jobs as required;
· Documenting and reporting operations job issues; and
· Adding and removing operations jobs.
1. Contractor will provide incident/problem management and resolution services using a structured IT service management methodology, including: 
· Response to Contractor or County-identified incident/problems;
· Assessment of impact on County operations;
· Triaging;
· Tracking;
· Escalation;
· Notification; and 
· Resolution.
1. In providing the incident/problem management and resolution services, Contractor will: 
· Provide a single point of contact for incident reporting, resolution, and escalation;
· Provide multiple channels for problem or incident reporting (e.g., online, email, telephone) to a single point of contact;
· Maintain ownership of all problems through resolution and closure;
· Perform root cause analysis on problems; 
· Notify County help desk of incidents or problems found by Contractor;
· Staff operations and provide on-call incident and problem management and resolution during normal business hours, 8:00 AM to 5:00 PM, Pacific Time, Monday through Friday, except County and Contractor recognized holidays, unless otherwise agreed by the Parties in writing; and
· Ensure notification and escalation of incidents in accordance with the service-level agreements and Section 9.7 (Support Services) of the Agreement.
· Contractor will provide County with a monthly report on incident/problem management, including:
· Number of incidents;
· List of all open problems;
· Priority of problems;
· Owner of problems;
· Progress on open problems;
· Estimated time to resolution of open problems; and
· Root cause analysis for resolved problems as requested by County.
· Contractor will design and implement a formal process for managing configuration and technology changes made to Licensed Software and Third-Party Products, including: 
· Coordination of configuration and technology changes with build and deployment teams during the Project;
· Configuration and technology change management procedure including submission, analysis and prioritization of requests;
· Execution of configuration and technology change; and
· Validation of configuration and technology change.
· Contractor will provide application-specific security services based on County guidelines in accordance with Exhibit K (Information Security Requirements) and Section 20 (Security) of the Agreement, including; 
· Providing and maintaining virus protection;
· Monitoring for security errors, exceptions, and attempted violations; 
· Reporting security violations to County per County policies; and
· Monitoring legal and regulatory requirements, conduct compliance testing, and provide compliance and certification review 
· Contractor will provide Security services in compliance with applicable federal, state, County, and payor requirements.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will provide ongoing Cost Accounting and Decision Support System Production Support for the duration of the Agreement during the hours of 8:00 AM to 5:00 PM Pacific Time as follows:
· Contractor will provide application monitoring and management services, including:
· Monitoring and managing all Licensed Software and Third-Party Products used in the Cost Accounting and Decision Support System;
· Proactively and reactively notifying County help desk of issues, incidents, and problems found by Contractor that affect or may affect the Service, and of any required County intervention to avoid or resolve the issue, incident, or problem; and
· Monitoring and managing changes to inbound data.
· Contractor will provide application support for all Licensed Software and Third Party Product issues and County support requests, including:  
· Integration with the County help desk and ticketing system to ensure tracking and resolution of tickets routed to Contractor team for resolution; 
· Addressing issues escalated from County help desk related to Licensed Software and Third Party Products;
· Providing a single point of contact for application support issues;
· Supporting County help desk incident resolution as needed;
· Participating in the process of “hand off” from the County help desk to Contractor;
· Maintaining a record of incidents handed off from County help desk;
· Monitoring County help desk tickets to identify patterns and improve services;
· Electronically documenting resolution through an Interface to County’s help desk and ticketing system (currently Cherwell); 
· Conducting root cause analysis on frequently recurring calls on the same topic;
· Providing monthly service reports that include:
· Number of service requests;
· Description of issues;
· Root cause analysis; and
· Resolutions implemented.
· Identifying recurring issues, proactively recommend solutions, and implement based on County’s request;
· Supporting County in addressing recurring issues as needed and agreed upon;
· Developing and maintaining workflow documentation.
1. Contractor will provide operations management services for the CADS System and its Interfaces, including:
· Monitoring scheduled operations jobs to ensure scheduled tasks start and process without error;
· Detection of abnormal conditions or alarms;
· Logging of failed operations jobs and corrective action taken;
· Restarting operations jobs as required;
· Documenting and reporting operations job issues; and
· Adding and removing operations jobs.
1. Contractor will provide incident/problem management and resolution services using a structured IT service management methodology, including: 
· Response to Contractor or County-identified incident/problems;
· Assessment of impact on County operations;
· Triaging;
· Tracking;
· Escalation;
· Notification; and 
· Resolution.
1. In providing the incident/problem management and resolution services, Contractor will: 
· Provide a single point of contact for incident reporting, resolution, and escalation;
· Provide multiple channels for problem or incident reporting (e.g., online, email, telephone) to a single point of contact;
· Maintain ownership of all problems through resolution and closure;
· Perform root cause analysis on problems; 
· Notify County help desk of incidents or problems found by Contractor;
· Staff operations and provide on-call incident and problem management and resolution during normal business hours, 8:00 AM to 5:00 PM, Pacific Time, Monday through Friday, except County and Contractor recognized holidays, unless otherwise agreed by the Parties in writing; and
· Ensure notification and escalation of incidents in accordance with the service-level agreements and Section 9.7 (Support Services) of the Agreement.
· Contractor will provide County with a monthly report on incident/problem management, including:
· Number of incidents;
· List of all open problems;
· Priority of problems;
· Owner of problems;
· Progress on open problems;
· Estimated time to resolution of open problems; and
· Root cause analysis for resolved problems as requested by County.
· Contractor will design and implement a formal process for managing configuration and technology changes made to Licensed Software and Third-Party Products, including: 
· Coordination of configuration and technology changes with build and deployment teams during the Project;
· Configuration and technology change management procedure including submission, analysis and prioritization of requests;
· Execution of configuration and technology change; and
· Validation of configuration and technology change.
· Contractor will provide application-specific security services based on County guidelines in accordance with Exhibit K (Information Security Requirements) and Section 20 (Security) of the Agreement, including; 
· Providing and maintaining virus protection;
· Monitoring for security errors, exceptions, and attempted violations; 
· Reporting security violations to County per County policies; and
· Monitoring legal and regulatory requirements, conduct compliance testing, and provide compliance and certification review 
· Contractor will provide Security services in compliance with applicable federal, state, County, and payor requirements.

	Deliverable 2.1 (Cost Accounting and Decision Support System Production Support)
	· Cost Accounting and Decision Support System Production Support Services provided
· Monthly report on incident/problem management
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Cost Accounting and Decision Support System Production Support Services provided
· Monthly report on incident/problem management

	Acceptance Criteria 2.1
	· Deliverable addresses all elements described in Subtask 2.1(Provide Cost Accounting and Decision Support System Production Support).
· Production Support services are delivered in accordance with the Agreement, Specifications and agreed delivery date, and has been Approved by County.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Deliverable addresses all elements described in Subtask 2.1(Provide Cost Accounting and Decision Support System Production Support).
· Production Support services are delivered in accordance with the Agreement, Specifications and agreed delivery date, and has been Approved by County.

	Subtask 2.2 (Conduct Service Level Monitoring and Reporting)
	Contractor will conduct Service Level monitoring and reporting in accordance with Exhibit E (Service Levels and Performance Standards) of the Agreement. Service Level monitoring and reporting will include:
· Ongoing monitoring of Contractor adherence to Service Levels; 
· Any issues that could impact an agreed-upon Service Level;
· Resolution of any root-causes impacting Contractor’s ability to meet agreed-upon Service Levels; and
· Providing monthly statistics and management reports to County on Service Level attainment.
· Contractor will conduct calls as needed with County to discuss Service Levels and related issues.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will conduct Service Level monitoring and reporting in accordance with Exhibit E (Service Levels and Performance Standards) of the Agreement. Service Level monitoring and reporting will include:
· Ongoing monitoring of Contractor adherence to Service Levels; 
· Any issues that could impact an agreed-upon Service Level;
· Resolution of any root-causes impacting Contractor’s ability to meet agreed-upon Service Levels; and
· Providing monthly statistics and management reports to County on Service Level attainment.
· Contractor will conduct calls as needed with County to discuss Service Levels and related issues.

	Deliverable 2.2 (Service Level Monitoring and Reporting)
	· Service Level monitoring and reporting
· Access to a dashboard report
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Service Level monitoring and reporting
· Access to a dashboard report

	Acceptance Criteria 2.2
	· Service Level monitoring and reporting addresses all elements described in Subtask 2.2 (Conduct Service Level Monitoring and Reporting).
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Service Level monitoring and reporting addresses all elements described in Subtask 2.2 (Conduct Service Level Monitoring and Reporting).

	Subtask 2.3 (Provide Hosting Services)
	Throughout the Term of the Agreement, Contractor will provide Hosting Services.
The Hosting Services will comply with the requirements of Exhibit M (Additional Hosting Services Terms and Conditions), Exhibit M.1 (Business Continuity Guidelines), Exhibit E (Service Levels and Performance Standards), Exhibit K (Information Security Requirements), the Agreement, and applicable SOWs. 
Contractor will:
· Provide Hosting Services
· Operate the Licensed Software and the Hosting Services on a 24x7x365 basis;
· Provide County with access to the Licensed Software and Hosting Services over network connections from the Hosting Environment on a 24x7x365 basis;
· Provide, monitor and maintain Hosting Services hardware, software and communications infrastructure, including:
· Physical infrastructure for data center (e.g., facility, environment, power);
· Shared networking and application infrastructure; and
· Computer systems, network equipment and Contractor WAN;
· Provide technical support in the installation of network termination devices; and
· Provide and maintain all Licensed Software, Hosting Software, and Third-Party Product licenses and sublicenses, and Documentation required to provide the Hosting Services.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Throughout the Term of the Agreement, Contractor will provide Hosting Services.
The Hosting Services will comply with the requirements of Exhibit M (Additional Hosting Services Terms and Conditions), Exhibit M.1 (Business Continuity Guidelines), Exhibit E (Service Levels and Performance Standards), Exhibit K (Information Security Requirements), the Agreement, and applicable SOWs. 
Contractor will:
· Provide Hosting Services
· Operate the Licensed Software and the Hosting Services on a 24x7x365 basis;
· Provide County with access to the Licensed Software and Hosting Services over network connections from the Hosting Environment on a 24x7x365 basis;
· Provide, monitor and maintain Hosting Services hardware, software and communications infrastructure, including:
· Physical infrastructure for data center (e.g., facility, environment, power);
· Shared networking and application infrastructure; and
· Computer systems, network equipment and Contractor WAN;
· Provide technical support in the installation of network termination devices; and
· Provide and maintain all Licensed Software, Hosting Software, and Third-Party Product licenses and sublicenses, and Documentation required to provide the Hosting Services.

	Deliverable 2.3 (Hosting Services)
	· Hosting Services

	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Hosting Services


	Acceptance Criteria 2.3
	· The Hosting Services comply with the Specifications.
· The Hosting Services address all elements described in Subtask 2.3 (Provide Hosting Services).
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· The Hosting Services comply with the Specifications.
· The Hosting Services address all elements described in Subtask 2.3 (Provide Hosting Services).

	Subtask 2.4 (Conduct Backups and Restores)
	Contractor will conduct the backups and restores required by Section 3 (Backups) of Exhibit E (Service Levels and Performance Standards), including:
· Regular backups of all County Data 
· Regular backups of raw data and algorithms in the Cost Accounting and Decision Support System;
· Backup validation.
Contractor will conduct meetings as needed with County to discuss backup and restore activities and related issues.
Contractor will provide County with monthly reports as needed certifying successful backup validation.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	Contractor will conduct the backups and restores required by Section 3 (Backups) of Exhibit E (Service Levels and Performance Standards), including:
· Regular backups of all County Data 
· Regular backups of raw data and algorithms in the Cost Accounting and Decision Support System;
· Backup validation.
Contractor will conduct meetings as needed with County to discuss backup and restore activities and related issues.
Contractor will provide County with monthly reports as needed certifying successful backup validation.

	Deliverable 2.4 (Backups and Restores)
	· Backups Validation Report
· Monthly reports as needed
· Application monitoring via digital dashboard
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Backups Validation Report
· Monthly reports as needed
· Application monitoring via digital dashboard

	Acceptance Criteria 2.4
	The Backups Validation and Restore services address all elements described in Subtask 2.4 (Conduct Backups and Restores).
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	The Backups Validation and Restore services address all elements described in Subtask 2.4 (Conduct Backups and Restores).

	Subtask 2.5 (Provide System Adoption Services)
	During the six (6) months after the completion of the transition of the Cost Accounting and Decision Support System to production support under Subtask 6.3 (Provide Go-Live Support and Transition to Production Support) set forth in Exhibit A.1 (Cost Accounting and Decision Support System Statement of Work), Contractor will provide both of the following:
· Configuration and other changes necessary to fix any defects or issues discovered prior to or during this period that were not resolved prior to deployment
· These issues and defects will be resolved in accordance with the applicable Service Level under Exhibit E (Service Levels and Performance Standards) of the Agreement. 
· These issues and defects will be reported on consistent with the requirements related to issues and defects in general under this Agreement.
· Contractor will provide County with a single point of contact who will manage this process and provide County with regular communication about the progress of changes 
· Contractor will ensure continuity of personnel assigned to manage this process to facilitate smooth communication and resolution.
· from the assigned personnel.
This Subtask 2.5 (Provide System Adoption Services) supplements and therefore, does not reduce any applicable obligations of the Contractor under this Agreement, including, but not limited to, Task 2 (Maintenance and Operations) of this SOW, Section 9.7 (Support Services), and Section 17.1 (Contractor’s Warranties) of the Agreement.
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	During the six (6) months after the completion of the transition of the Cost Accounting and Decision Support System to production support under Subtask 6.3 (Provide Go-Live Support and Transition to Production Support) set forth in Exhibit A.1 (Cost Accounting and Decision Support System Statement of Work), Contractor will provide both of the following:
· Configuration and other changes necessary to fix any defects or issues discovered prior to or during this period that were not resolved prior to deployment
· These issues and defects will be resolved in accordance with the applicable Service Level under Exhibit E (Service Levels and Performance Standards) of the Agreement. 
· These issues and defects will be reported on consistent with the requirements related to issues and defects in general under this Agreement.
· Contractor will provide County with a single point of contact who will manage this process and provide County with regular communication about the progress of changes 
· Contractor will ensure continuity of personnel assigned to manage this process to facilitate smooth communication and resolution.
· from the assigned personnel.
This Subtask 2.5 (Provide System Adoption Services) supplements and therefore, does not reduce any applicable obligations of the Contractor under this Agreement, including, but not limited to, Task 2 (Maintenance and Operations) of this SOW, Section 9.7 (Support Services), and Section 17.1 (Contractor’s Warranties) of the Agreement.

	Deliverable 2.5 (System Adoption Services)
	· Defect and issue resolution, including reporting
· On-site and remote hands-on training
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· Defect and issue resolution, including reporting
· On-site and remote hands-on training

	Acceptance Criteria 2.5
	· One or more reports are submitted that enumerate, at a minimum, the total number of issues and defects submitted and resolved during the covered period, including all of the following for each issue and defect: 
· When a ticket was submitted
· When the ticket was resolved
· The time taken to resolve the ticket
· The Service Level applicable to the ticket by category
· The Service Level applicable to the ticket in time
· The defect and issue resolution and hands-on training were provided consistent with the requirements described in Subtask 2.5 (Provide System Adoption Services).
	Do you accept this provision?
☐ “Yes”    or   ☐  “No”

If “No,” state clearly your objection(s) to the specific concept(s) below and provide your proposed revision in the adjacent column using “track changes.”






	· One or more reports are submitted that enumerate, at a minimum, the total number of issues and defects submitted and resolved during the covered period, including all of the following for each issue and defect: 
· When a ticket was submitted
· When the ticket was resolved
· The time taken to resolve the ticket
· The Service Level applicable to the ticket by category
· The Service Level applicable to the ticket in time
· The defect and issue resolution and hands-on training were provided consistent with the requirements described in Subtask 2.5 (Provide System Adoption Services).

	SECTION 5.5 (PROJECT DELIVERABLE EXPECTATIONS DOCUMENT TEMPLATE)

	[Intentionally omitted]
	[Intentionally omitted]
	[Intentionally omitted]
	[Intentionally omitted]
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