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STATE OF NEW HAMPSHIRE

DEPARTMENT OF INFORMATION TECHNOLOGY

27 Hazen Drive | Concord, NH 103301

Fax: (603) 271-15161TDD: (800) 753-2964

cloit.nh.gQv

Denis Goulet, Commissioner

Her Excellency, Governor Kelly A. Ayotie
and the Honorable Executive Council

Stale House

Concord. NH 03301

May 15, 2025

REQUESTED ACTION

Authorize the Department of Information Technology, for the benefit of the Department of Safely
(DOS), Division of Motor Vehicles (DMV) to amend an existing Sole Source contract with Q-
Maiic Corporation, Duluth, GA. (Vendor #168807), by increasing the price limitation by
$68,456.90 from $347,697,79 to $416,154.69 for providing continued support and maintenance
services for the hosted appointment scheduling and queuing system that includes the utilization of
kiosk equipment for customers to self-check-in, and to extend the end date from June 30, 2025, to
June 30, 2026, effective upon Governor and Council approval. The contract was originally approved
by The Governor on June 30, 2020, and presented to the Executive Council on August 5, 2020,
Item #0, with Governor and Executive Council approving Amendment A, Item #30 on December 20,
2020, and Amendment B, Item #48 on January 31, 2024,

100% Other (Agency Class 27) funds: the Agency Class 027 used by the Department of Safety to
reimburse DoIT is 100% Agency Income (Cost of Collections) funds.

Funds are anticipated to be available in Fiscal Year 2026, upon the availability and continued
appropriation of funds in the future operating budget, with the authority to adjust encumbrances
between fiscal years within the price limitation through the Budget Office, ifneeded and justified.

CAT#-DEPT#-AGENCV#-ACTIVITY#-ACCTG UNIT#- DEPT

NAME-AGENCY NAME-ACCTG UNIT NAME CLASS CODE-

ACCOUNT CODE -CLASS TITLE

SPY 2026 TOTAL

01 -03-03-030010-76230000-Don-IT for Safety - 038-509038 -

Technology Software

Activity Code 03230147 BRM DOS HW/SVV for DMV

$68,456.90 S68.456.90

Total $68,456.90

"Innovative Technologies Today for New Hampshire's Tomorrow"



EXPLANATION

This request is Sole Source because Q>Matic provides a proprietary web-based, hosted,
appointment-booking interface with text messaging and other associated services currently
deployed by the Division of Motor Vehicles (DMV) at designated locations. This system allows
DMV resources to be effectively dedicated to serving the in-person needs of New Hampshire
residents and visitors who require services. In 2024 the Division of Motor Vehicles (DMV)
serviced 405,577 customers using Q-Matic to manage queues across 14 substations to separate
customers by transaction type, of those visits 255,832 were appointments booked using the
customer facing booking site. This extension will ensure the continued and uninterrupted operation
of the Department of Safety, Division of Motor Vehicles (DMV) queuing and appointment
booking system, providing customer-facing online appointment scheduling services, and ongoing
support and maintenance of kiosk devices that enables customers to complete self-check in at
DMV locations for efficient transaction processing. This extension will also provide the necessary
time to prepare and issue a Request for Proposals (RFP) and subsequent contract with an awarded
vendor, ensuring a competitive procurement process for future system support and enhancements

The Department of Information Technology requests approval of this agreement with Q-Matic
Corporation.

Respectfully submitted,

Denis Goulet

Commissioner of

Information Technology

innRooert L. Ql
rnmmiQ<tinner f>f

DOIT #2020-1000

RID #92794
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF INFORMATION TECHNOLOGY/ DEPARTMENT OF SAFETY

Q-MATIC ORCHESTRA SCHEDULER:

DOS 2020-100

CONTRACT AMENDMENT C

5/14/2025



INTRODUCTION

WHEREAS, pursuant to an Agreement approved by The Governor on June 30, 2020 and presented to the
Executive Council on August 5, 2020, as a result of DOS 2020-100, on, Item UO, (herein after referred to
as the "Agreement"), I " amendment on December 2,2020, Item #30,2"^^ amendment on January 31,2024
Item #48, Q-Matic (Vendor #168807) 2875 Breckinridge Blvd Ste 100, Duluth, OA, 30096 (hereinafter
referred to as "Contractor") agreed to supply certain services upon the terms and conditions specified in
the Agreement and In consideration of payment by the Department of Information Technology (hereinafter
referred to as the "Department"), certain sums as specified therein;

WHEREAS, pursuant to the Agreement Section 17: Amendment and the provisions of the Agreement, the
Agreement may be modified or amended only by a written instrument executed by the parties thereto and
approved by the Governor and Executive Council;

WHEREAS, the Department has agreed to amend the Agreement to extend the completion date from June
30, 2025, to June 30, 2026;

WHEREAS, the Department has agreed to amend the Agreement to increase the price limitation from
$347,697.79 to $416,154.69;

WHEREAS, the Vendor has agreed to amend the Agreement to provide continued maintenance and
support services through the new completion date of June 30, 2026;

WHEREAS, the Vendor has agreed to amend the Agreement to increase the price limitation to
$416,154.69;

NOW THEREFORE, in consideration of the foregoing, and the covenants and conditions contained in the
Agreement and set forth herein, the parties agree as follows:

The Agreement is hereby amended as follows:

1. Amend Section 1.7 of the State of New Hampshire P-37 General Provisions by extending the
completion date from June 30, 2025, to June 30, 2026.

2. Amend Section 1.8 of the State of New Hampshire P-37 General Provisions by increasing the
Price Limitation by $68,456.90 from $347,697.79 to $416,154.69.

3. The Agreement is further amended as described in Table I:

TABLE 1: AMENDMENT DETAILS

Price and

Payment
Schedule

AMENDED TEXT

Section 1.1 Amend Table I B: Cost summary, add the optional additional State Fiscal Year 2026 to
the contract total and to include pricing for MAINTENANCE SUBTOTAL - kiosk
equipment. ^

5/14/2025



Tattif U: Cost Summwy Sf!V21 ^32 SFTjp srr24 srf25 5FV26
SFY27

Optional

50nWME SUBTOTAL S 19,26B.S4 S . s 5 5 5 5

HARDWARE SUBTOTAL S s s 5 5 5 5

SCRVtCES SUBTOTAL S 17.092.12 s s S 5 5 5

ANNUAL nCS FOR HOSTING AND TEXTS S 28,137.16 s 26.659.90 527,193.10 S27.736J6 528291.70 5 29.140.45 529.140.45

MAINTENANCE SUBTOTAL - Now Fostvros S 3.460.78 s 3,460.78 5 3.460.78 5 3.460.78 5 3.460.78 5 3.564.60 5 3.S64.60

MAINTENANCE SUBTOTAL • ExlsUnt StlM S 25.007.87 s 25.007.87 525.007.87 $25,007.87 52SJX)7.87 5 25.007.67 525.007.87

MAINTENANCE SUBTOTAL • Desk Equlptntr S s 5 5 5.767.25 5 637027 5 7.179.38 5 7394.76

Hottini fw Ttft EmiranRtont S 3.460.00 s 3,460.00 5 3360.00 S 3.460.00 5 3.460.00 5 3,564.60 5 3.S64.60

S«t-Up Fot lor T«t Envtrenmont $  1.S39.54 s 5 5 5 5 5

Total S 96^64.01 s 58,68835 599.121.75 56633238 567.190.62 5 68396.90 565,87128

Total 5416,154.89

TABLE 2: CONTRACT HISTORY

CONTRACT AND

AMENDMENT

NUMBER

AMENDMENT

TYPE

G&C APPROVAL

DATE

END

DATE

CONTRACT

AMOUNT

DOS 2020-100 Original Contract August 5, 2020,
Item #0

June 30,

2025

$208,920.92

Amendment A Maintenance &

Support Services

December 2, 2020,

Item #30

June 30,

2025

$125,039.35

Amendment B Additional

Kiosks

January 31, 2024,
Item #48

June 30,

2025

$13,737.52

Amendment C Contract

Extension

TBD June 30,

2026

$68,456.90

CONTRACT TOTAL $416,154.69

5/14/2025



CONTRACTOR

Except as provided herein, all provisions of the Agreement shall remain in full force and effect. 'ITiis
modification shall take effect upon the approval date from the Governor and the Executive Council.

IN WITNESS WHEREOF, the parties have hereunto set their hands as of the day and year first above
written.

Date: 5/14/2025
Douglas R. Caines, VP of Sales
Q-Matic Corporation

STATE OF NEW HAMPSHIRE

"  Date: May 19. 2025

Denis Goulct, Commissioner

State of New Hampshire

Department of Information Technology

The preceding Amendment, having been reviewed by this office, is approved as to form, substance, and
execution.

Approved by the Attorney General

Date:

State of New Hampshire, Department of Justice

I hereby certif>' that the foregoing amendment was approved by the Governor and Executive Council of
the State of New Hampshire at the Meeting on: (date of meeting)

Office of the Secretary of State

Date:

State of New Hampshire, Department of Administration



State of New Hampshire

Department of State

CERTIFICATE

I. David M. Scanlan, Sccreian' of State of the State of New Hampshire, do hereby certify that Q-MATIC CORPORATION is

a illinois Profit Coiporation registered to transact business in New Hampshire on June 10, 2020. 1 further certify that all fees and

documents required by the Secretar)' of State's office have been received and is in good standing as far as this olTice is concerned.

Business ID: 843974

Certificate Number: 0007176821

SI

u.

o

A

%

IN TESTIMONY WHFREOI-,

I hereto set my hand and cause to be affixed

the Seal ofthe State ofNew Hampshire,

this 7th day of May A.D. 2025.

David M. Scanlan

Secretar.' of State



/xcoKc:^ CERTIFICATE OF LIABILITY INSURANCE
OATE(MM/00/YYYY)

05/14«025

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS

CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND. EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POUCIES
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certificate holder is an ADDITIONAL INSURED, the policylies) must have ADDITIONAL INSURED provisions or be endorsed. If
SUBROGATION IS WAIVED, subject to the terms and conditions of the policy, certain policies may require an endorsement. A statement on this
certificate does not confer rights to the certificate holder in lieu of such endorsementfs).

PRODUCER

Aon Risk Services South, inc.

Atlanta Ga office
3550 Lenox Road ne
Suite 1700
Atlanta GA 30326 USA

CONTACT
NAME;
KHONt FAX
(A/C. No. E*i): (JWC.No.):

E-MAIL
AD0RES9:

INSURERfS) AFFOROINO COVERAGE NAKS

MURED

Q-Matic Corporation
2875 Breckinridge Boulevard, Suite 100
Ouluth GA 30096 USA

IN9URERA: Indian Harbor insurance Company 36940

MSURERB XL Insurance America Inc 24554

MSURER C

INSURER 0

INSURER E

MURERF

COVERAGES CERTIFICATE NUMBER: 570112545926 REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
INDICATED. NOTV\flTHSTANDING ANY REQUIREMENT. TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS.
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS. LImIti thown ar* as rnuastad

TOR
TYPE OF WSURANCE POLICY NUMBER

POLKVEFP poucveyp

COMMERCIAL GENERAL UABHJTY

CLAIUSJAAOE 0'

CENl AGGREGATE LIMIT APPLIES PER:

POUCY r~l r~l LOC

us001M101li25a
IMMIOC IMMfOO/YYYYI

05/01/2026 EACH OCCURRENCE

DAMAGE TO RERTED
PREMISES (El occufrtnc«l

UEO EXP (A/iy on* ptrton)

PERSONAL & AOV INJURY

GENERALAGGREGATE

PRODUCTS • COMP/OP AGG

$1,000,000

$100,000

$5,000

$1,000,000

$2,000,000

$2,000,000

AUTOMOBLE UABOJTY US00100101LI25A 05/01/2025 05/01/2026 COMBINED SINGLE LIMIT

IEi«cdO*nl> $1,000,000

ANY AUTO

OWNED

AUTOS ONLY
MREO AUTOS

ONLY

BODILY INJURY (P*r p«rMn)

SCHEDULED

AUTOS

NON-OWNED

AUTOS ONLY

BODILY INJURY (Ptr •«ad*ni)

PROPERTY DAMAGE

(P*r«cod«nl)

UMBRELLA L1A8

EXCESS LIAB

OCCUR

CLAIMS-MADE

US00090777LI25A 05/01/2025 05/01/2026 EACH OCCURRENCE $5,000,000

$5,000,000

DEO I X RETENTION $10,000
WORKERS COMPENSATION AND

EMPLOYERS' UABajTY

ANY PROPRIETOR / PARTNER! EXECUTIVE
OFFICERMEMSER EXCLUM07

(Mand*iory In NH)
K y*>, d*>cnb« und*r
DESCRIPTION OF OPERATIONS Mlow

T I N

□
PER STATUTE OTH.

£a_
£.L. EACH ACODENT

E.L. DISEASE-EA EMPLOYEE

E.L. DISEASE-POLICY LIMIT

OESCRPTION OF OPERATWNS I LOCATIONS I VEHKLES (ACORO 101. AddHlenil Ramirlit SchcihS*. my b* atUelMd H men *p*c* b nquind)
RE: Department Of information Technology/ Department Of Safety Q-Matic Orchestra Scheduler: DOS 2020-100. s

SI
CERTIFICATE HOLDER CANCELLATION

State of New Hampshire
Department of Information Technology
Attn: Chief Information officer
27 Hazen Drive
Concord NH 03301 USA

SHOULD ANY OF THE ABOVE OESCRI8EO POLICIES BE CANCELLED BEFORE THE
EXPIRATION DATE THEREOF, NOTICE MLL BE DELIVERED IN ACCORDANCE WITH THE
POLICY PROVISIONS.

AUTHORIZEO REPRESENTATIVE

ACORD 25 (2016/03)
(D1988-2015 ACORD CORPORATION. All rights reserved.

The ACORD name and logo are registered marks of ACORD



AcalTaf CERTIFICATE OF LIABILITY INSURANCE DATE (MMA)0/YYYY)

05/08/2025

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE

HOLDER. THIS CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE
AFFORDED BY THE POLICIES BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE

ISSUING INSURER(S), AUTHORIZED REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certificate holder is an ADDITIONAL INSURED, the policy(les) must be endorsed. If SUBROGATIONIS WAIVED,
subject to the terms and conditions of the policy, certain policies may require an endorsement A statement on this certificate does
not confer rights to the certiflcate holder In lieu of such endorsementfs).

PROOUCER

AUTO DATA PROCESSING INS AGCYINC

76250717

71 HANOVER ROAD

FLORHAM PARK NJ 07932

CONTACT NAME:

PHONE (800)524-7024 fax (800)524-4013
(A/C. No. Exi); (A/C. No):

E-MAIL ADDRESS:

INSURER($) AFFORDING COVERAGE NAIC*

INSURER A Hartford Fire and Us P&C Affiliates 00914

INSURED

Q-MATIC CORPORATION

2875 BRECKINRIOGE BLVD STE 100

OULUTH GA 30096-4988

INSURERS

INSURER C

INSURER D

INSURER E

INSURER F

COVERAGES CERTIFICATE NUMBER: REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD

INDICATED.NOTWITHSTANDING ANY REQUIREMENT. TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH.THIS

CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALlWhE
TERMS. EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

INSR

JJE
TYPE OF INSURANCE

AOOL

'MSR

SU8R

WVD
POLICY NUMBER

POLICY EFF

iwwppmnm

POUCYEXP

IMM/DDfY YYY>
UMITS

COMMERCIAL GENERAL LIABIUTY

CLAIMSJMOEI [occur
EACH OCCURRENCE

DAMAGE TO RENTED

PREMISES (Ea oceurrencal

MED EXP (Any ona panon)

PERSONAL & AOV INJURY

GENL AGGREGATE LIMIT APPLIES PER:

POLICY LOC

OTHER:

GENERAL AGGREGATE

PRODUCTS • COMP/OP AGG

AUTOMOBILE UABILITY

ANY AUTO

COMBINED SINGLE LIMIT

(Ea aebdanll

BODILY INJURY (Per pereon)

ALL OWNED

AUTOS

HIRED

AUTOS

SCHEDULED

AUTOS

NON-OWNED

AUTOS

BODILY INJURY (Par acddeni)

PROPERTY DAMAGE

(Per acbdertl)

UMBRELLA UAB

EXCESS UAB

DEO

OCCUR

CLAIMS-

MADE

EACH OCCURRENCE

AGGREGATE

RETENTION $

WORKERS COMPENSATION

AND EMPLOYERS' LIABILITY

ANY Y/N

PROPRIETOR/PARTNER/EXECUTIVE

OFFICER/MEMBER EXCLUDED?

(Mandatory In NH)

t( yee. describe under

DESCRIPTION OF OPERATIONS below

c

PER

STATUTF

OTH-

£S_

E.L. EACH ACCIDENT $1,000,000

76 WBGGI5191 01/01/2025 01/01/2026
E.L. DISEASE -EA EMPLOYEE $1,000,000

E.L. DISEASE - POLICY LIMfT $1,000,000

oeSCRVTION OF OPERATIONS/LOCATIONS/veHICUES (ACORD 101, AddHionM Remarks Schedule, may be attached H more space is required)

Those usual to the Insured's Operations. DEPARTMENT OF INFORMATION TECHNOLOGY/ DEPARTMENT OF SAFETY Q-MATIC ORCHESTRA
SCHEDULER: DOS 2020-100

CERTIFICATE HOLDER CANCELLATION

State of New Hampshire

Department of Information Technology

ATTN: Chief Information Officer

27 HAZEN DR

CONCORD NH 03301-6503

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED

BEFORE THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED

IN ACCORDANCE WITH THE POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE

ACORD 25(2016/03)

© 1988-2015 ACORD CORPORATION. All rights reserved.

The ACORD name and logo are registered marks of ACORD



Certificate of Authority

(Corporation. Non-Profit Corporation)

Corporate

1. Susan Begando hereby certify that I am duly elected Clerk/Secretary/Officer of

0-Matic Corporation. 1 hereby certify the following is a true copy of a vote taken at a

meeting of the Board of Directors/shareholders, duly called and held on 4/29. 2025,

at which a quorum of the Directors/shareholders were present and voting.

VOTED: That Douglas R. Caines is duly authorized to enter into contracts or agreements on behalf of

Q-Matic Corporation with the State of New Hampshire and any of

its agencies or departments and further is authorized to execute any documents which

may in his/her judgment be desirable or necessary to effect the purpose of this vote.

I hereby certify that said vote has not been amended or repealed and remains in full force

and effect as of the date of the contract to which this certificate is attached. This authority remains

valid for thirty (30) days from the date of this Corporate Resolution. I further certify that it is

understood that the State of New Hampshire will rely on this certificate as evidence that the person(s)

listed above currently occupy the posiiion(s) indicated and that they have full authority to bind the

corporation. To the extent that there are any limits on the authority of any listed individual to bind the

corporation in contracts with the State of New Hampshire, all such limitations are expressly stated

herein.

DATED: 5/09/2025 ATTEST:
Susan Begando

DigitsUy signed by Susas Begando
ON: cn-Susan Begando. o, aM)-MaCK Corporation.

Jemail'Susan.begandoCqmatic.com, c«US -
_JbICiiC25.«.09 11:15:52-WOO

Susan Begando, VP of People and

Culture/Secretary

Page 1 of 1



STATE OF NEW HAMPSHIRE
DEPARTMENT OF INFORMATION TECHNOLOGY

27 Ha^cn Dr.. Concord, NH 03301
Fax: 603.271-1516 TDD Access; 1.800-733.2964

wH'w.nh.gov/doit

Dents Goulet

Commissioner

December 26, 2023

His Excellency, Governor Christopher T. Sununu
and the Honorable Executive Council

State House

Concord, NH 03301

REQUESTED ACTION

Authorize the Department of Information Technology, for the benefit of the Department of.
Safety (DOS), to Retroactively amend an existing Sole Source Contract with Q-Matic
Corporation, of Duluth, GA, (VC #168807) by increasing the price limitation by 513,737.52
from $333,960.27 to 5347,697.79 for the purpose of providing support and maintenance services
for kiosk equipment which will be utilized to manage daily customer interactions and self-check-
in, retroactive to September 1, 2023, with no change to the contract completion date of June 30,
2025, effective upon Governor and Executive Council approval. This agreement was originally
approved by the Governor on June 30,2020, and presented to the Executive Council on August 5,
2020, Item #0 and amended on December 2, 2020, Item #30.

100% Other (Agency Class 27) flmds: the Agency Class 027 used by the Department of Safety to
reimburse DoIT is 100% Agency Income (Cost of Collections) funds.

Funds are available in the following account for State Fiscal Years 2024 and 2025, with the
authority to adjust encumbrances between fiscal years through the Budget Office, if needed and
justified.

.eAT#-DEPT#-AGENCY#-ACrivrrY#-ACCTG . ,
,UNiT#- DEPT NAME-AGENCY^NAME-ACtrTG
.UNIT NAME GUASS CODE-AGCbUNT CODE-- / V '
CLASS TiTLE'^- ':. ... C"".:.

*•

SFY

.■2024 ,
•  ">3

SI^' *
2025'

TOTAL
■r' ' •• •%.

01-03-03-030010-76230000-DolT-IT for Safety- 038-
509038-Technology Software.

Activity Code 03230147 BRM DOS HW/SW FOR
DMV

56,767.25 56,970.27 $13,737.52

Total $13,737.52

"Innovative Technologies Today for New Hampshire's Tomorrow"



His Excellency. Governor Christopher T. Sununu
and the Honorable Executive Council

December 26,2023
Page 2

EXPLANATION

This agreement was originally approved by the Governor on June 30,2020 and presented to the
Executive Council on August 5,2020, Item #0 and amended on December 2,2020, Item #30.

t

The Department of Safety, Division of Motor Vehicles (DMV) respectfully requests approval to
enter into a Retioactive, Sole Source amendment with Q-Matic Corporation.

This Amendment is sole source as Q-Matic is the provider of the existing,proprietary system and
is the only vendor able to provide support and maintenance for the kiosk equipment.

This Amendment is retroactive because the Department of Safety (DOS) had procured additional
kiosk equipment for the existing system which DOS would like to cover under a maint^ance
agreement The Department is requesting to add this maintenance to the existing contn ct thatwas
already established with the vendor.

No alternatives were considered. Q-Maiic curicntly supplies the DMV with its proprietary Queue
Management System, which fully integrates with the Scheduling system, allowing the DMV to
maintain safe citizen access to its locations.

The Department of Information Technology and the Department of Safety respectfully requests
approvaJ of this contract.

Respectfully submitted.

Denis Goulet

Commissioner of Information

Technology

Ro ert inn

Commissioner of Safety

RID #83428

DOIT #2020-1OOB

'Innovative Technologies Today for New Hampshire's Tomorrow'
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STATE OF NEW HAMPSHIRE

STATE OF NEW HAMPSHIRE

Q-MATIC ORCHESTRA SCHEDULER:

DOS 2020-100

CONTRACT AMENDMENT B



DEPARTMENT OF SAFETY/DEPARTMENT OF INFORMATION TECHNOLOGY

Q-MATIC ORCHESTRA SCHEDULER

DOS 2020-100

CONTRACT AMENDMENT B

INTRODUCTION '

WHEREAS, pursuant to an Agreement approved by Governor and Council, as a result of Contract DOS
2020-1 GO, on August 5,2020, Item #0 (herein after referred to as the "Agreement"), Q-M ATIC (hereinafter
referred to as "Contractor" agreed to supply certain services upon the terms and conditions specified in the
Agreement and in consideration of payment by the Department Information Technology (hereinafter
referred to as the "Department"), certain sums as specified therein;

WHEREAS, pursuant to the Agreement Section 17: Amendment and the provisions of the A^eemeril, the
Agreement may be modified or amended only by a written instrument executed by the parties thereto and
approved by the Governor and Executive Council;

WHEREAS, the Vendor and the Department have agreed to amend the Agreement in certain respects;

WHEREAS, the Vendor agrees to provide maintenance and support for additional Q-MATlC kiosk
equipment.

WHEREAS, the Department and the Vendor wish to increase the Contract price by 513,737.52 to bring
the total contract price to $347,697.79.

NOW THEREFORE, in consideration oflhc foregoing, and the covenants and conditions contained in the

Agreement and set forth herein, the parties agree as follows;

The Agreement is hereby amended as follows:

1. Amend Section 1.8 of the State of New Hampshire P-37 General Provisions by increasing the Price
Limitation by S13,737.52 from $333,960.27 to $347,697.79.

2. The Agreement is ftirther amended as described in Table I:

rr'AhLE i ZiAM ENDMENT DETXi LS , •  . '•'i'
-i ■'

i  -r • • • . f !• *' - 1  •

-  V

'Price and ' •
-r •

Payment^ ->
i Schedule - - r

i' . ̂ , .
;; AMENDED TEXT; , -

•1 • ♦ .. *

.  •• ;?s '. • ■ ' .'i •• • ,

Ct*'

■  'r .

State of NH Contract

Date: 12/20/2023

Contractor's Initials

Page 2 of*!



DEPARTMENT OF SAFETY/DEPARTMENT OF INFORMATION TECHNOLOGY

Q-MATIC ORCHESTRA SCHEDULER

DOS 2020-100

CONTRACT AMENDMENT B

Section Number

I.

Amend Table IB: Cost Summary to add maintenance for kiosk
equipment.

Tible tB: Cost SunuiurY rrn FY22 FY21 FT24 FY2S

SOFTWRE SUBTOTAL

HAROWAAE SUBTOTAL s

SERVICES SUBTOTAL S 17,092.12

ANNUAL FEES FOR HOSTING AND TEXTS S 26,137.16 S 26.6S9.90 S 27,193.10 S 27,736.96 S 28.2S1.70

MAINTENANCE SUBTOTAL • New Features i }>160.78 $ 1,460.78 $ 3,460.78 $ 1,460:78 5 3,460.78

MAINTENANCE SUBTOrAL - eiclstlni sites $ 7S,n7.l7 $ 25,007.87 $ 25,007.87 $ 25,007J7 S 25,007.17

MAINTENANCE SUBTOTAL • kiosk equipment $ 6,767.25 S 6,9^.27

Hostinj for Test EnvifonmenI S 3.460.00 $ 1.460.C0 S 3.460.00 i 3.460.00 5 3,460.00

. Set-up fee for Test Erwironmem S 1.S79.54

SUBTOTAL S 96,354.01 S 68,588.55 S 53,121.75 S 66,432J6 5 67,19a62

CONTACTTOTAL s 347,697.73

TABLET: GpNTRACXHICTORY
- 1 e..

^iCONTRACT*
AMENDMENT.':
NUMBER r. :

r><MENDMENX'^^
TXP E " ■

G&G APPkoVAli'
DATF;" ;

>■ ; ' 't ; •'

'END.' .-' ' -
DATE' ^

CONTRACT
AMOUNT

DOS 2020-100 Original Contract August 5, 2020.
Item ffO

June 30,
2025

S208.920.92"

Amendment A 1" Amendment December 2. 2020
Items 1/30

June 30.
2025

S125.039.35 *

Amendment B 2~' Amendment TBD June 30,
2025

$13,737.52

f y xqNTRAct total ^ '^S347^697.7>, ' '
1

State of NH Contract
Date: 12/20/2023
Contractor's Initials
Page 3 of 4



DEPARTMENT OF SAFETY/DEPARTMENT OF INFORMATION TECHNOLOGY

Q-MATIC ORCHESTRA SCHEDULER

DOS 2020-100

CONTRACT AMENDMENT B

CONTRACTOR

Except as provided herein, all provisions of the Agreement shai) remain in. full force and effect This
modiOcation shall take effect upon the approval date from the Governor and the Executive Council.

IN WITNESS

Wf

the parties have hereunto set their hands as of the day and year first above

Date: 12/21/2023

Q-MATIC Corporation

STATE OF NEW HAMPSHIRE

Dale- 28, 2023

Denis Goulet Commissioner
State of New Hampshire
Department oflnformation Technology

The preceding Amendment having been reviewed by this office, is approved as to form, substance, and
execution.

Approved by the Attorney General

W.
Duncan A. Edgar, Esq.

State of New Hampshire, Department of Justice

Date: January' 3. 2024

I hereby certify that the foregoing amendment was approved by the Governor and Executive Council of
the State of New Hampshire at the Meeting on: (date of meeting)

Office of the Secretary of State

Date:

State of New Hampshire, Department of Administration

State of NH Contraa

Date: 12/20/2023

Contractor's Initials

Page 4 of 4



state of New Hampshire

Department of State

CERTIFICATE

I, David M. Scanlan, Secretary of Stale of the State of New Hampshire, do hereby certify that Q-M ATIC CORPORATION is

tt Illinois Profit Corporation registered to transact business in New Hampshire on June 10,2020.1 further certify' that all fees and

documents required by the Secretary of Stale's ofTice have been received and is in good standing as for as this office is concerned.

Business ID: 843974

Certificate Number: 0006353167

Op
&

Ik

o

N

IN TESnMONY WHEREOF.

I hereto set my hand and cause to be afTlxed

the Seal of the Stale of New Hampshire,

this 5th day of December A.D. 2023.

David M. Scanlan

Sccrctan- of State



j^COKCf CERTIFICATE OF LIABILITY INSURANCE
OATcmum/rYYV)

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS

CERTIFICATE DOES MOT AFFIRMATIVELY OR NEGATTVCLY AMEND. EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POUCIES

BELOW. THIS CERTinCATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURERCSK AUTHORIZED

REPRESENTATIVE OR PRODUCER. AND THE CERTIFICATE HOLDER.

IMPORTANT: If ths csrtiAcats helPsr Is «n ADDITIONAL INSURED. th« p

SUBROGATION IS WAIVED, subject to the terms srtd conditions of the

eerttficaie does not confer rigtiis to the eertlflcett holder In Ueu of such cndorscmer

ollC)(let) mutt have ADDITIONAL INSURED provlslont er be endoned. If
policy, cerum pollclet may require an endorssmenL A sutsment on this

rtfs}.

AKOOUcee

Aon Risk Services South, Inc.

Atlanta OA Office
3S50 Lenox Road NE
Suite 1700
Atlanta GA 30326 USA

COHIACI
•lAMf;

(866) 263.2122 (BOO) 363-0105

tJIAIl
AOCneti:

Msuncnm AFroRoato covEMos MAK*

nsunco

Q-Maiic Corporation
267S BreckinHdge Souleverd, Suite 100
OuluCh.CA 30096 USA

imuetAA: Indian Harbor insurance Coeipany 36940

imuRUa: XL Insurance Anerica inc 24554

nSUfUAC:

■MUlXA 0:

INtUMHC:

■Nwee*':

COVERAGES CERTIFICATE NUMBER: S70102&423d4 REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POLClES OF INSURANCE LISTEO eELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOO
INDICATED. NOTVMTHSTANDINO ANY' REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TQ IWICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN. THE. INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SMOVWJ MAY HAVE BEEN REDUCED BY PAO CLAIMS. Uwittt thoww «rt M

rr*c o* wtMANcc
*001
MO

tUM
jmB. •OUCrNUmcA

usM1MU1li?3a—
FOucrtp«

mm
fOUCVCjr*

immft
itmt

COMWMCM OUCML UAttUTY

ClA4l»JiP*0e I 1 I OCCUA
EACMOCCUMAENCE '

OAUAoi (OAKNILO
AAEMIWaiE.twiwl

>itC9 CAP lAftr «"• MPMXI

ACAtONM. * KWAT

«ra WXPECMTE lIMi; AAFlES AEA
. AAO-POUCT 'a

4iNi6LW*« ~^ aCNeAiH.AOaREa*TE

"Aooucrs - coMA/o(> «ao

SI.000.000

SIOO.OOO

SS.OOO

SI.000,000
S2.000,000

S2,000.000

AUiOMOWLC uMurr

ANTAVTO

OMNEO
MJTOC OHIY
MAig •UtO«

KHEOUICD
AUTOS
NW«ANCO
AUTOS ONLY

US00100L01LI23A 0Sy01/2O2J OS/01/2024 COMIHtD SMOU LBUT
lA. SI,000.000

•OOA.T WAIATI Ao p«<Ma)

•OOAT MMAT (A*r ((MM)

PAOACAT> OAUAOt
(A*'

UMAACUA UAA

UCm IMS

CCCUA

CLAMSAUOC

US00090777L123A 05/01/2023 OS/01/2024 EMHOCCUAAEKCE SS,000,000

ss.ooo.ooc

* AETtHTnu tio.ooo
MAAZm COMACMAnOM AMD
IIM^CAS'UAtUTV

Vft AAOAAKTOA/AAAtNSA I EAfCUTTVt
OmCEAMUN* E'CtUOf O?
|lllllll| l| IaWHI
■ y«t. MMT** iiM«r
CCKA'TiONCFOAEBaTIONS »*Im

XlB
ACA STATUTE

El C.ACHACCIOENT

El nSEASE-eAEMAlOYU

El ottCASE AOicriiwrT

oescnAnoN of oAtAAnens < locAnows > vt>«cus iacoao tsi. /mmexi Attirsi toAM«t*. mtt •• «ajsM« ■ mm* pam k 'aabam)

£2

CERTIRCATE HOU>ER CANCELLATION £:

State of MH
Department of Information Technology
Attn: Department of Mocor- vehicles
23 Hazen Drive
Concord nh 03301 usa

iHouLD AMT « rw ABOVE oucmecD Acuaes at cmiccuxo ecFont me

ezMunoN Mte thcivof. Nonce mli ae ocifvcMD in accoroamcc wtth mt .
AOUCT FROVimOHS

AUTHonzu) eeAKSCNCAnvt

I

ACORO 25(2016203}
ei8SS-2016 ACORD CORPORATION. AD rights rMsnrtd.

Ths ACORD nsffls snd lego irt rsgUtsrsd msrtis o1 ACORO



AcoPrf CERTIFICATE OF LIABILITY INSURANCE DATE (MMrtJtWYYYY)

12/19/2023

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE
HOLDER. THIS CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE
AFFORDED BY THE POLICIES BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE
ISSUING INSURER(S), AUTHORIZED REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the ceittflcate holder It en ADDITIONAL INSURED, the poilcy(les) must be endorsed, if SUBROOATIONIS WAIVED,
subject to the terms and conditions of the policy, certain policies may require an endorsement A statement on this certificate'does
not confer rights to the certificate holder in lieu of tuch endorBoment(t).

PROOUCCR

AUTOMATIC DATA PROCESSING INS AGCY

76250717

71 HANOVER ROAD

FLORHAM PARK NJ 07932

CONTACT NAME:

PHONE (800) 524-7024 fax

(A/C.Ne,En): (AJC.N«>:

eaiAIL ADDRESS;

MSUR£fMS)AFFORStHO COVERAGE NA)C«

mSURERA Hartford Fire and Its P&C Affiliates 00914

INSURED

OMATIC CORPORATION

2875 BRECKINRIDGE BLVO STE 100

OULUTH OA 30006-4988

INSURER B

INSURER C

INSURER D

INSURER E

INSURER F

COVERAGES CERTinCATE NUMBER: REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POUCIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY.PERlOD

INDICATED.NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS

CERTIFICATE MAY BE ISSUED OR MAY PERTAIN. THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE

TERMS. EXCLUSIONS AND CONOtl tONS OF SUCH POUQES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

WSR

JJR
TYFC OF (NSUfUMCE

AOOL

IWSH

SUBR

WVP
POLICY NUMBER

POLICY trr

i¥woorrrm

POLICY exp

iMM/ppiY rm
LMm

CCUUERCtAt GENERAi. LIABLITY

CLAIMS-MADE [ joCCUR
EACH OCCURRENCE

DAMAGE TO WNTEO

PRPMISES <e» aeeufTW»>

M£0 EXP (Any o«<« amon)

PERSONAL A AOV INJURY

GENl AGGREGATE LIMIT APPLIES PER:

OTHER;

POLICY I

GENERAL AOOREOATE

PRODUCTS • COMPlOP AGG

AUTOMOBILE UABILITY

ANY AUTO

COMBINED SINGLE LIMIT

IE«»rciBiwtl

BOOILY INJURY (P«f Mrrcn)

ALLOSVNEO

Ainos

HIRED

AUTOS

SCHEDULED

AUTOS

NON-OWNED

AUTOS

BODILY INJURY (P*f •eeUtfH)

PROPERTY DAMAGE

(Ptr •eddtfti)

UMBRELULIAB

EXCESSUAB

OCCIA

CLAIMS-

MADE

EACH OCCURRENCE

AGGREGATE

DEO RETENTION $

WORKeIrS COMP^SAbON
AND EMPLOYERS' LIABIUTY

ANY

PROPRIETOR/PARTNER/EXECunvE ,—

OFFICERAinMSeR EXCLUDED?

(Mandatofy In NH)
n yt*. daitwOa undar
OPSCRIPTION OF OPERATIONS balow

YIN

5T*TVTE

C.L. EACH ACCIDENT Si.000.000

76 W6GGI5191 01/01/2024 01/01/2025
E.L. DISEASE -EA EMPLOYEE $1,000,000

e.L. OISE.ASE • POLICY LIMTT $1,000,000

OESCMPTXJN OP OPERA HOWS / LOCA nOMS/VEHtCLeS <ACORO 101, Additional Ramark* Sehadula. may ba attaehad il ntora apaea la raquirad)

Those usuei to the Insurod's Operations.

State of NH

Department of Information Technology

Ann: Deparlmem of Motor Vehicles

23 HAZEN OR

CONCORD NH 03305

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED

BEFORE THE EXPIRATION DATE THEREOF. NOTICE WILL BE DELIVERED

m ACCORDANCE WTTH THE POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE

ACORD 25 (2016/03)

e 1966*2015 ACORD CORPORATION. All rights reserved.

The ACORD name and logo are registered marks of ACORD



Ccrtirica<cofVotc

I.Susan Beuancin. hereby certify that I am duly elected Clerk/Sccretary/OfRcer ofQmatic .

Corporation. 1 hereby certify the fotlowing is a true copy of a vole taken at a Qmatic Corporation,

a meeting of the Board of Directors/shareholders, duly called and held on May 8"^, 2023

at which a quorum of the Directors/shareholders were present and voting.

VOTED; That Douglas Caines is duly authorized to enter into contracts or agreements on behalf of

Qmatic Corporation with the Slate ofNew Hampshire and any of Qmatic's agencies or departments

and further is authorized to execute any documents which may in his/her judgment be desirable or

necessary to effect the purpose of this vote.

i hereby certify that said vote has not been amended or repealed and remains in full .force and

effect as of the date of the contract to which this certificate is attached. This authority remains

valid for thirty (30) days from the date of this Corporate Resolution I further certify that it is

understood that the Stale of New Hampshire will rely on this certificate as evidence that the

pcrson(s) listed above currently occupy the positionfs) indicated and that they have full authority to

bind the corporation. To the extent that there are any limits on the authority of any listed individual

to bind the corporation in contracts with the State of New Hampshire, all such limitations arc

expressly .stated herein. ^ f '/

DATED;. 0^,101.5 ATTEST:^"^^^^^^^
Susan^cgando ̂
Secretary, Q-Matic Corporation



N0U20'20pri 2:33 RCVD 50
STATE OF NEW HAMPSHIRE

department of information technology
27 Hazen Dr., Concord. NH 03301

Fax: 603-271-1516 TOD Access: 1-600-735-2964

www,nh.gov/dOlt

Denis Coulct

Conwiissiontr

His Excellency, Governor Christopher T. Sununu
and the Honorable Executive Council

State Mouse

Concord, NH 03301

November 4, 2020

REQUESTED ACTION

Authorize the Department of Information Technology on behalf of the Department of Safety, to
RETROACTIVELY amend an existing SOLE SOURCE Contract with Q-Matic Corporation, of
Duliilh, CA, (VC U I 68807) by increasing the price limitation by $125,039.35, from $208,920.92 to
$333,960.27, for the purpose of providing support and maintenance services for the queuing and
appointment booking legacy systems utilized to manage daily customer interactions, retroactive to
September I, 2020, with no change to the contract completion date of June 30, 2025, effective upon
Governor and E.xecutive Council approval. This agreement was originally approved by the Governor on
June 30,2020, and presented to the Executive Council on August 5, 2020 item #110.

100% Other (Agency Class 27) funds; the Agency Class 027 used by the Department of Safety to
reimburse DolT is 100% Agency Income (Cost of Collections) funds.

Funds are available in the following account for State Fiscal Years 2021 and are contingent upon the
availability and continued appropriation of funds in future operating budgets for SFY 2022, 2023, 2024,
and 2025, with the authority to adjust encumbrances between fiscal years through the Budget Office, if
needed and justified.

■  . ̂  J." . " r. Accouint V
"eode'

• ""iS'tate "'1
fiTcali -<

■^ea'i; ' '

. " Ainount'
v.-. ' .f . '

01-03-03-030010-76230000 DOIT - IT for DOS 038-
509038 ASD DOS HW/SW FOR DMV

03230147 2021 $25,007.87

01 -03-03-030010-76230000 DOIT - IT for DOS 038-
509038 ASD DOS MW/SW FOR DMV

03230147 2022 $25,007.87

01-03-03-030010-76230000 DOIT - IT for DOS 038-
509038 ASD DOS HW/SW FOR DMV

0323014? 2023 $25,007.87

01-03-03-030010-76230000 DOIT- IT for DOS 038-
509038 ASD DOS HW/SW FOR DMV

03230147 2024 $25,007.87

01 -03-03-030010-76230000 DOIT - IT for DOS 038-
509038 ASD DOS HW/SW FOR DMV

03230147 2025 $25,007.87

'• 4 t - 4 :■ 1 Total' .
5125,03935 ■"

'Innovative Technologies Today for New Hampshire's Tomorrow"



His Excellency, Governor Christopher T. Sununu
and the Honorable Executive Council

Page 2

EXPLANATION

This agreement was originally approved by the Governor on June 30, 2020 and presented to the
Executive Council on August S, 2020 item ll/IIO.

The Department of Safety, Division of Motor Vehicles (DMV) respectfully requests approval to
enter Into a RETROACTIVE SOLE SOURCE amendment with Q-Matic Corporation.

This Amendment is Sole Source as Q-Matic is the provider of the existing, proprietary system and
is the only vendor able to provide support and maintenance.

This Amendment is Retroactive because the Department of Safety (DOS) was negotiating
and considering other procurement methods for support and maintenance of ihe-existing system while the
new system went under contract and began implementation. The DOS requested to add these services
to the existing contract that was already established with the vendor.

No alternatives were considered. Q-Matic currently supplies the DMV with its proprietary Queue
Management System, which fully integrates with (he Scheduling system, allowing the DMV to maintain
safe citizen access to its locations.

The Department of Information Technology and the Department of Safety respectfully request
approval of this contract.

Respectfully submitted.

DG/kaf

DolT#2020-l00A

RID: 53950

cc: Ron Reed, DoIT IT Leader

Robert L. Quinn
Commissioner

Department of Safety

Denis Goulet

Commissioner

Department of Information Technology

'Innovative Technologies Today for New Hampshire's Tomorrow'



71

STATE OF NEW HAMPSHIRE
DEPARTMENT OF INFORMATION TECHNOLOGY

27 Hazen Dr., Concord, NH 03301

Fax: 603-271-1516 TDD Access: 1-800-735-2964

www.nh.gov/doit

Denb Goulet

Commissioner

November 6, 2020

Robert L. Quinn
Commissioner of Safety

Department of Safety
33 Hazen Drive

Concord, NH 03305

Dear Commissioner Quinn:

This letter represents formal notification that the Department of Information Technology (DolT)
has approved your agency's request to enter Into a Retroactive Sole Source amendment with Q-Matic
Corporation, of Duluth, GA as described below and referenced as DolT No. 2020-100A.

This is a request for approval to enter into a contract amendment with Q-Matic Corporation
for the purpose of providing support services for the queuing and appointment booking
legacy systems utilized to manage daily customer interaction, while the new hosted system
is implemented.

The funding amount for this amendment is $125,039.35, increasing the current contract
from $208,920.92 to $333,960.27 with no change to the completion date of June 30, 2025.
This amendment shall become effective upon Governor and Executive Council approval
through June 30, 2025.

A copy of this letter should accompany your Agency's submission to Governor and Executive
Council for approval.

Sincerely,

Denis Goulet

-DG/kaf/

DolT #2020-1OOA

RID: 53950

cc: Pamela McGovem, DolT - IT Lead

"Innovative Technologies Today for New Hampshire's Tamorrow"
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STATE OF NEW HAMPSHIRE

Q-MATIC ORCHESTRA 7 SCHEDULER

DOS-2020-100

AMENDMENT A - SUPPORT AND MAINTENANCE

INFORMATION TECHNOLOGY



Department of Safety

Q-MATIC Orchestra 7 Scheduler

DOS-2020-100

AMENDMENT A

INTRODUCTION

WHEREAS, pursuant to an Agreement approved by Governor and Council, as a result of Contract DQS-
2020-100, on August 5, 2020, Item UO (herein after referred to as the "Agreement"), Q-MATIC
(hereinafter referred to as "Contractor" agreed to supply certain services upon the terms and conditions
specified in the Agreement and in consideration of payment by the Department Information Technology
(hereinafter referred to as the "Department"), certain sums as specified therein;

WHEREAS, pursuant to the Agreement Section 17: Amendment and the provisions of the Agreement, the
Agreement may be modified or amended only by a written instrument executed by the parties thereto and
approved by the Governor and Executive Council;

WHEREAS, the Vendor and the Department have agreed to amend the Agreement in certain respects;

WHEREAS, The Vendor agrees to provide maintenance and support for existing Q-MATIC queuing
equipment at the following DMV locations: Concord, Dover, Manchester, Nashua and Salem;

WHEREAS, the Department and the Vendor seek to clarify the Contract Completion Date from June 30,
2029 to read June 30, 2025.

WHEREAS, the Department and the Vendor wish to increase the Contract price by $125,039.35 to bring
the total contract price to $333,960.27;

NOW THEREFORE, in consideration of the foregoing, and the covenants and conditions contained in the
Agreement and set forth herein, the parties agree as follows:.

The Agreement is hereby amended as follows:

1. Amend Section 1.7 of the State of New Hampshire P-37 General Provisions by correcting the
Completion Date from June 30, 2029 to read June 30,2025.

2. Amend Section 1.8 of the State of New Hampshire P-37 General Provisions by increasing the
Price Limitation by $125,039.35 from $208,920.92 to $333,960.27.

3. The Agreement is further amended as described in Table I:

TABLE 1; AMENDMENT DETAILS

Exhibit C
AMENDED TEXT

State of NH Contract

Date: 11/04/2020

Contractor's Initials

Page 2 of 6



Department of Safety

Q-MATIC Orchestra 7 Scheduler

DOS-2020-100

AMENDMENT A

Price aod

Payment
Schedule

Section Number

1.1

Delete Table IB: Cost Summary and replace with table in
Attachment 1

TABLE 2: CONTRACT HISTORY

CONTRACT AhlD

AMENDMENT

NUMBER

AMENDMENT

TYPE

G&C

APPROVAL

DATE

END DATE CONTRACT

AMOUNT

DOS- 2020-100 Original Contract 08/05/2020, Item
#0

06/30/2025 $208,920.92

DOS 2020-100 1" Amendment Pending Approval 06/30/2025 $125,039.35

CONTRACT TOTAL $333,960.27

State of NH Contract

Date: 11/04/2020

Contractor's Initials [Af
Page 3of6



Dqiartmen t of Safety

Q-MATIC Orcbcstra 7 Schedolcr

DOS-2020-100

AMEI^MENTA

CONTRACTOR

Except as provided herein, all provisions of the Agreement shall fematn in full force and effect. This
modification shall take effect upon the approval date Oom the Governor and the Executive Council.

IN WITNESS WHEREOF, the parties have hereunto set their hands as of the day and year first above
writt<

Dale: ^ f jQ'A r~i
w

Q-MATIC Corporation

STATE OF NEW HAMPSHIRE

Denis Goulet, Commissioner

State of New Hampshire

Department of Information Technolc^

Date: 11/06/2Q2Q

The preceding Amendment, having been reviewed by this ofTice, is approved as to form, substance, and
execution.

Approved by the Attorney Gcocrai

Date; -11/10/2020

State of New Hampshire, Department of Justice

State of NH Contract

Date:
Contractw's Innials kv-t^
Page ' '<LJ^ 4of6



Department of Safety

Q-MATIC Orchestra 7 Scheduler

DOS-2020-100

AMENDMENT A

1 hereby certify that the foregoing amendment was approved by the Governor and Executive Council of
the Slate of New Hampshire at the Meeting on: (date of meeting)

OfTice of the Secretary of State

Date:

State of New Hampshire, Department of Administration

State of NH Contract

Date: 11/04/2020

Contractor's Initials

Page 5 of6



Department of Safety

Q-MATIC Orchestra 7 Scheduler

DOS-2020-100

AMENDMENT A

Attachment 1

Exhibit C (Amended):

Table IB; Cost

Summary
FY21 FY 22 FY 23 FY 24 FY 25

Descriptioa

SOFTWARE

SUBTOTAL
$19,226.54

HARDWARE

SUBTOTAL
$0.00

SERVICES

SUBTOTAL
$17,092.12

ANNUAL FEES

FOR HOSTING

AND TEXTS

$26,137.16 $26,659.90 $27,193.10 $27,736.96 $28,291.70

MAINTENANCE

SUBTOTAL-

New Features

$3,460.78 $3,460.78 $3,460.78 $3,460.78 $3,460.78

MAINTENANCE

SUBTOTAL-

existing sites

$25,007.87 $25,007.87 $25,007.87 $25,007.87 $25,007.87

Hosting for Test
Environment

$3,460.00 $3,460.00 $3,460.00 $3,460.00 $3,460.00

Set up Fee for
Test Environment

$1,979.54

SUBTOTAL 96,364.01 $58,588.55 $59,121.75 $59,665.61 $60,220.35

CONTRACT

TOTAL
$333,960.27

State of NH Contract

Date: 11/04/2020

Contractor's Initials

Page 6 of 6



State of New Hampshire

Department of State

CERTIFICATE OF AUTHORITY OF

Q-MATIC CORPORATION

The Secretary of Slaic of the Suie of New Hampshire hereby certifies that an Application of Q-MATIC CORPORATION for a

Certificate of Authority to transact business in this State, duly signed pursuant to the provisions of the New Hampshire Business

Corporation Act, has been received in this ofTice.

ACCORDfNGLY the undersigned, by viruic of the authority vested in him by law, hereby issues this Certificate of Authority to Q-

MATIC CORPORATION to transact business in this Slate under the name of Q-MATIC CORPORATION, and attaches

hereto a copy of the Application for such Certificate.

Business ID: 843974

V

&

Ik

o ■w

A
%

J*

IN TESTIMONY WHEREOF.

I hereto set my hand and cause to be affixed

the Seal of the State of New Hampshire,

this lOth day of June A.D. 2020.

William M. Gardner

Secretary of Slate



Certificate of Vote

i. Jeff Green, hereby certify thai I am duly elected Clerk/Secrctary/Offlcer of Qmatic Corporation.

I hereby certify the following is a true copy of a vote taken at a Qmatic Corporation,

a meeting of the Board of Directors/shareholders, duly called and held on September 30^, 2020,

at which a quorum of the Directors/shareholders were present and voting.

VOTED: That Margaret Fevriere is duly authorized to enter into contracts or agreements on behalf

of Qmatic Corporation with the State of New Hampshire and any of Qmatic's agencies or

departments and further is authorized to execute any documents which may in his/her judgment be

desirable or necessary to effect the purpose of this vote.

I hereby certify that said vote has not been amended or repealed and remains in full force and

effect as of the date of the contract to which this certificate is attached. This authority remains

valid for thirty (30) days from the date of this Corporate Resolution. I further certify that it is

understood that the State of New Hampshire will rely on this certificate as evidence that the

person(s) listed above currently occupy the position(s) indicated and that they have full authority to

bind the corporation. To the extent that there are any limits on the authority of any listed individual

to bind the corporation in contracts with the State of New Hampshire, all such limitations are

expressly stated herein.

DATED: November 4. 2020 ATTEST;

Jefffey R'Green

CEO, Q-Matic Corporation
COO, Qmatic AQB



ACt^cf CERTIFICATE OF LIABILITY INSURANCE DATE (mvDonnrw)

06/10/2020

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING IN8URER(S). AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certificate holder le art ADDITIONAL INSURED, the pollcy(la*) muet have ADDITIONAL INSURED provlelonc'or be andoraed.
If SUBROGATION IS WAIVED, eubjact to tha tarme and condltlona of Iha policy, certain pollclea may require an andoraamant. A atatamant on
thia cardflcata doaa not confer righta to tha certificate holder In lieu of auch andoraamant(e).

FROOUCEfl

Auiomailc Data ProcaasJng Insurance Agency, Inc.

1 Adp Boulevard

Rosalsnd NJ 07088

- Automatic Data Processing Insurance Agency, Inc.

1-«00.524-7024
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IKSUREIUSI AFPOROmO COVERACC NAice

INSURERA PKpMtyAAdCAMiafty Intwranoa Company OT Harflord 34890

INSURED Q^rieUcCorp

2400 Commerce Ave Bidg 1100 St

Duluth OA 30006

MSURER B

MUREBC

MSURER0

INSURER e

MSURERF

COVERAGES CERTIFICATE NUMBER: 1S56308 REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
INDICATED. NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN. THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

MSB
LTR TYFB Of eteURANCE lunni^vi POUCY NUMBER

POUeVEPP
rMH/DO/VVVV)

MLieVBXP
fiouoorrrm UMTTS 1

1

COMMERCIAL 01JIERAL LIABUTY

)E 1 1 OCCUR

1

EACH OCCURRENCE S

CLAIMS-MM
UAHAUb 10 HbHIkO
PREMISES (Ea occurrtnoa) %

MED EXP <Any ana pa>aan) t

PERSONAL 4 AOV INJURY s

G£Nt AGGREGATE LMU APPLIES PER; GENERAL AGGREGATE t

_

POLICY 1 15^ 1 |lOC
OTHER:

PRODUCTS • COMMOP AGG S

□
lAUTOMOeU LIABiUTY

•

couaiNEO 5IN0LE UUIT
(&• aoalaani) 1

ANY AUTO

:i«OULEO
ITOS
M-OWNEO
ITOS ONLY

BOOLY INJURY (Par paraon) s

OWNED
AUTOS ONLY
HIRED
AUTOS ONLY

SC
AL

B00R.V INJURY (Pat tocMant) 1  1
NC
AL

PHUKfeHIY IMMACE
(Pataedoatin t

I

UMBRELLA UAS

EXCESS LlAB
_J OCCUR

CLAIMS-MADE

EACH OCCURRENCE 1

AGGREGATE 1

loEol iRETEKnONS 1 l'

A

WORKERS COKPEMaATION
AHDCKPLOYERS'UABnJTY

lAMYPftOPReTOrVPARTNER^XECUTIve rTTn
OfnC£RA(EM8CR EXCIUDEOT Y
IMMatwy In NM) '
f yaa daaoriba undar
OlSCRlPnON Of OPERATIONS bNoar

N/A N 76WBGQI5191 01/01/2020 01/01/2021

\y W-H 1 OTH.
A STATUTE 1 ER

1 e.L. EACH ACCIDENT 1 1.000,000

E.L DISEASE • EA EMPLOYEE t 1.000,000

E.L. DISEASE • POLICY LIMIT , 1,000,000

DtKRMnOH Of OfeRAnOwe / lOCAnONe / VEKCLES IACORO 1 . Ae^onaJ RatawU echadiM. may ba aeacM ■ mora apac* la raevtrad)

CERTIFICATE HOLDER CANCELLATION

Slaie or NH Depanmeni of Information Technology attn:
Department of Motor Vehicles.

23 Hazen Oriva

Concord NH 03301
1

8HOULO ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF. NOTICE WILL BE DELIVERED IN
ACCORDANCE WITH THE POUCY PROVISIONS.

AUTHOROEO REPRESEMTAinC

ACORD 25 (2016A)5)
e 1988-2015 ACORD CORPORATION. Al| right* roMrved.

The ACORD name and logo era reglatarad marica of ACORD



CERTIFICATE OF LIABILITY INSURANCE
{WTE(MMCCvrvyv)

otnwnm

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND' CONFERS NO RI0KT8 UPON THE CERTIFICATE HOLDER. TKS
CERTIFICATE DOCS NOT AFFIRMATTVELY OR NEOATTVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLIOE8
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE OSUNC IMSUREROL AUTHORIZEO
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the ceniflcate holder It an ADDITIONAL INSURED, the peUe)<lee) muet have AOOmONAL INSURED prevlelona or be endoreed.
If SUBROGATION IS WAIVED, eublect to the terms end condftione of the poBcy. certMn pollelee mey require en endertement A itetement en
thie certifleete dote not eortfer dohu to tho certmceto holder In Oeu of euch endortwnentfel.
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COVERAGES CERTIFICATE KUMBER: 570082265602 REVISION NUMBER:
TXIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POUCY PERIOD
INDICATEO. NOrMTHSTANOING ANY REQUIREMENT. TERM OR CONDITION Of ANY CONTRACT OR OTHER DOCUMENT WTTH RESPECT TO -WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED KEREM IS SUBJECT TO ALL THE TERMS
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h
STATE OF NEW HAMPSHIRE

DEPARTMENT OF INFORMATION TECHNOLOGY
27 Haten Or. Concord. NH 03301

Fax: 603-271.1S16 TOO Accrss:1-800>735'296«

www.nh.gov/doit

Dcnli Could

Commistlontr

July I, 2020
His Excellency, Governor Christopher T. Sununu
and the Honorable Executive Council

Slate House

Concord, New Hampshire 03301

informational item

Pursuant to RSA 4:45. RSA 4:47, and Section 4 of Executive Order 2020*04 as extended
by Executive Orders 2020-05, 2020-08, 2020-09, 2020-10 and 2020-I4", Governor Sununu
has authorized the Department of Information Technology, on behalf of the Department of
Safety, Division of Motor Vehicles (Dos, DMV) to enter Into a SOLE SOURCE Contract with
Q-Matic Corporation, of Duluth OA, in the amount of $208,920.92 to provide a hosted
scheduling and queuing system to the DMV to allow for appointment-only customer services at
DMV locations, effective upon approval through June 20, 2025.

100% Other (Agency Class 27) funds: the Agency Class 027 used by the Department of
Safety to reimburse OolT is 100% Agency Income (Cost of Collections) funds.

Funds are available in the following account for State Fiscal Years 2021 and are contingent upon
the availability and continued appropriation of funds in future operating budgets for SPY 2022,
2023, 2024, and 2025, with the authority to adjust encumbrances between fiscal years through the
Budget Office, ifneeded and justified.

ATa-DEPTdt-AGENCVa-ACCOUNTINC UNITdl-
DEPT NAME- AGENCY NAME -ACCOUNTING UNIT
NAME CLASS-OBJECT- DESC . ̂  '

Activity •
Code

SFV Total Cost

01-03-03-030010-76230000 DOIT -^IT for DOS

038-509038 ASD DOS HW/SW FOR DMV 03230147 2021 $71,356.14

01-03-03-030010-76230000 DOIT - IT for DOS
038-509038 ASD DOS HW/SW FOR DMV 03230147 2022 $33,580.68
01-03-03-030010-76230000 DOIT - IT for DOS

038-509038 ASD DOS HW/SW FOR DMV 03230147 2023 $34,1 13.88

01-03-03-030010-76230000 DOIT - IT for DOS

038-509038 ASD DOS HW/SW FOR DMV 03230i47 2024 $34,657.74

01-03-03-030010-76230000 DOIT - IT for DOS
038-509038 ASD DOS HW/SW FOR DMV 03230147

1

2025 $35,212.48

Contract Total $208,920.92

"Innovotivt Teefynologifs Todcf for NewHampshirt't Tomorrow'



Hij Excellency, Governor ChriMopher T. Sununu
and ihe Honorable Executive Council

Page 2

explanation

The Department oT Information Technology, on behalf of the Department
of Safety, Division of Motor Vehicles (DMV) requested Governor approval to enter
into a SOLE SOURCE contract with Q-Matic Corporation to provide it's proprietary,
web-based, hosted, appointment-booking interface with text messaging and other associated
services to the Slate as described in Q-Matic Corporation's quote for services. Due to
COVID-19 emergency the Division of Motor Vehicles is in need of a scheduling solution to
allow for continued and safe customer support services.

Q-Malic will provide the Division of Motor Vehicles with its proprietary Scheduling
system, allowing the DMV to re-open on a by-appointment basis in response to the C0VID-)9
pandemic. Q-Matic currently supplies the DMV with its proprietary Queue Management System,"
which fully integrates with the Scheduling system, allowing the DMV to maintain safe citizen
access to its locations. Future costs associated with this project include possible expansion to DMV
substations in the future. Funding is expected to be available in future Operating Budgets to cover
those costs. Although there were no open source solutions proposed for this project, the solution
complies with Stale requirements with respect to open standards and open data formats. DMV
remains open to the use of open source software for use in testing of the solution.

Currently, the State uses Q-Matic Corporation's queue management system at five of its
locations. The current system is hosted in the Department of Safety's datacenter. In addition to
implementation -services for the appointment booking and texting solutions, the contract will
provide for moving the existing queuing system to Q-Malic Corporation's hosting environment
and also includes on-going support and maintenance.

As referenced in the attached Agreement, the parties may extend contracted services for
(2) two times for (2) years each in addition to the initial contract term of 5 years.

With the Governor's approval, (he Division of Motor Vehicles will be able to respond
to the increasing demand of its customers both in person as well as by phone while
still adhering to CDC guidance as well as the social distancing recommendations of the
Universal Guidelines. The Division is experiencing an unprecedented demand for Its
in-person services (license issuance, knowledge and driving tests, etc). Currently, the
Division is utilizing an outdated application to schedule appointments. This
application has been designed for a completely different use and has been
repurposed for all customer appointment scheduling during the pandemic. This legacy
system is not able to accommodate the complexity of appointment needs and does not have .
many capabilities for customization. More importantly, this legacy application can only be
accessed by DMV employees. As such, in order to schedule an appointment, a customer
has to call the DMV (we are experiencing extremely high call volumes and long wait times)
and speak to a customer service rep or request a call back. The high call volume requires the
Division to dedicate more resource to respond to calls, which in turn affects our ability to
increase availability of in person appointments. In addition, the current system has
experienced outages, which effectively have stopped all appointment scheduling abilities.

'innovotivtTtchnologies Todo/forNewHompshire'i Tomorrow'



Hi) Excellency, Governor Christopher T. Sununu
end (he Honorable Executive Council

Pige 3

The proposed purchase will allow the Division to deploy a web based, customer facing
scheduler that will allow the customers to schedule appoinimenlsdirectlyon our website and allow
us to divert some resources to in-person appointments.

DG/kaf

DoIT (112020-100

RID:51866

cc; Ron Reed, DoIT IT Leader

Respectfully Submitted,

Robert L. Quinn
Commissioner

Department of Safety

for Denis Coulet

Commissioner

Department of information
Technology

'Innovotivt Technologies Todoy/or New Hampshire's Tomorrow'
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STATE OF NEW HAMPSHIRB
DEPARTMENT OF INFORMATION TECHNOLOGY

27 Hiuq Dr.. Concord. NH 03301' '

Ptx: 603<271>1516 TDD Accttr 1-(00-73S-2M4

wtvw.nh.gov/dolt

Dcnli Could
Cemm/ulofur

June 17.2020

His Excellency, Governor Christopher T. Sununu
State House

Concord, New Hampshire 03301

R^^JE^£PACriON

Authorize the Department of Information Technology, on behalf of (he Department of
Safety. Division of Motor Vehicles (Dos, DMV) to enter into a SOLE SOURCE Contract with
Q-Metic Corporation, of Duluth OA, in the amount of $208,920.92 to provide a hosted scheduling
and queuing system to the DMV to allow for appointment-only customer services at DMV
locations, effective upon approval through June 20,2025.

100% Other (Agency Class 27) funds: the Agency Class 027 used by the Department of Safety
to reimburse DolT is 100% Agency Income (Cost of Collections) Ainds.

Funds are available in (he following account for State Fiscal Years 2021 and are contingent upon
the avBilability and continued appropriation of funds in future operating budgets for SFV 2022,
2023, 2024, and 2025, with the authority to adjust encumbrances between fiscal years through the
Budget Office, if needed and justified.

ATa-DEPTe-ACENCYe-ACCOUrfTINC UNIT#.
DEFT NAME- AGENCY NAME .ACCOUNTING UNIT

NAME CLASS-OBJECT • DESC

Activity '
Code

SFY Total Cost

01-03-03-030010-76230000 DOIT • IT for DOS

038-509038 ASD DOS HW/SW FOR DMV 03230147 2021 $71,356.14

01-03-03-030010-76230000 DOIT • IT for DOS
038-509038 ASD DOS HW/SW FOR DMV 03230147 2022 $33,580.68

01-03-03-030010-76230000 DOIT - IT for DOS
038-509038 ASD DOS HW/SW FOR DMV 03230147 2023 $34,113.88 ^
01-03-03.030010-76230000 DOIT - IT for DOS
038-509038 ASD DOS HW/SW FOR DMV 03230147 2024 $34,657.74
01-03-03-030010-76230000 DOIT - IT for DOS

038-509038 ASD DOS HW/SW FOR DMV 03230147 2025 $35,212.48

. Contract Total $208,920.92

^Inrtovcttvt TnhrtoloQiei Today for New Hampshire's Tomorrow''



Kis Excolleney. Governor Chriiiopbor T. Suaunu t
ind (he Hononblt Executive OMncil i

Ptge 2

EXPLANATION

The Department of Safety, Division of Motor Vehicles (DMV) respectfully requests
approviil (0 enter into a SOLE SOURCE contract with Q>Matic Corporation to provide Its
proprieiery web-based, hosted. appoiniment*booking interface with text messaging and other
associated services to the-State as described in Q-Matic Corporation's quote for services. Due to
COVlD-19 emergency the Division of Motor Vehicles is in need of a scheduling solution to allow
for continued and safe customer support services. *

Q-Matic will provide the Division of Motor Vehicles with its proprietary Scheduling
system, allowing the DMV to re-open on a by-appointment basis in response to the C0VID-I9
pandemic. Q-Matic currently supplies the DMV with its proprietary Queue Management System,
which fully integrates with the Scheduling system, allowing tlio DMV to maintain safe citizen
access to its locations. Future costs associated with this project include possible expansion to DMV
substations in (he future. Funding is expected to be available in future Operating Budgets to cover
those costs. Although there were no open source solutions proposed for this project, the solution
complies with State requirements with respect to open standards and open data forrruts. DMV
remains open to the use of open source sof^are for u.<ie in testing of the solution.

Currently, the State uses Q-Matic Corporation's queue management system at five of its
locations. The current system is hosted in the Department of Safety's datacenter. In addition to
implementation services for the appointment booking and texting solutions, the contract will
provide for moving the existing queuing system to Q-Motic Corporation's hosting environment
and also includes on-going support and maintenance.

As referenced in the attached Agreement, the parlies may extend contracted services for
(2) two times for (2) years each in addition to the initial contract term of 5 years.

Should the Governor not authorize this request the Division of Motor Vehicles will not be
able to respond to the increasing demand of its customers both in person as well as by phone while
still adhering to CDC guidance as well as Che social (distancing recommendations of the Universal
Guidelines. The Division is experiencing an unprecedented demand for its in-pcrson services
(license issuance, knowledge and ̂ riving tests, etc.). Currcrttly, the Division is utilizing an
outdated application to .schedule appointments. This application has been designed for a
completely different use and has been repurposed for all customer appointment scheduling during
thepandemic. This legacy system is not able to accommodate the complexity of appointment needs
and does not have many capabilities for customization. More importantly, this legacy application
can only be accessed by DMV employee.*!. As such, in order to schedule an appointment, a
customer has to call the DMV (we are experiencing extremely high call volumes and long wait
times) and speak to a customer service rep or request a call back. The high call volume requires
the Division to dedicate more resource to respond to calls, which in turn affects our ability to
increase availability of in person appointments. In addition, the current system has experienced
outages, which effectively have stopped all appointment scheduling abilities.

I
I

*/nnov9t/vr Techncto^ks Today for Ntw Hampshire's Tomorrow" |
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Hu Excdlcnc/, Oovcnwr ChrUtopher T. Sununu
ind the Hooortfale Executive Council

Pi|el

The proposed purchase will allow the Division to deploy a web based, customer facing
scheduler that will allow the customers to schedule appointments directly on our website and allow
us to divert some resources to in«person appointments.

The Department of Information Technology and the Department of Safety, Division of
Motor Vehicles respect^lfy requests approval of this contract.

Respectfully Submitted,

m

Robert L. Quinn
Commissioner

Department of Safety

for Denis Goulot

Commissioner
Department of Information
Technology

1 hereby approve this request pursuant to RSA 4:45, RSA 4:47. and Siection 4 of Executive Order
2020-04 as extended by Executive Orders 2020-05, 2020-08,2020-09 and 2020-10.

Date Name: Governor Christopher T. Sununu

DG/Vaf

DolT ff2020-l00

RID: 51866

CO. Ron Reed. DolT TP Leader

'innovotlvt Tecfinologia.Todor for New Hompshtit's Tomorrow'



FORM NUMBER POT (vmtoo 12/11/2019)

Noiice: This lytcmcni end all of its Btuchmenu thai) become puUic upon submission to Governor end
ExccxAive Council for ipprova). Any information thai is private, aonridential or proprietary must
be dearly identified to the agency and agreed to in writing prior to signing the contract

ACRCEMENT

The State of New Hampshire and the Contractor hoeby mutually agree as follows:

CEMERAL PROVISIONS

I. IDENTIFICATION.

I.I Slate Agency Name

Depanmem of Information Technology

1.2 Slate Agency Address

27 Haxdi Dr

Concord. NH 03301
1J Gmtractor Name

Q*Mattc Corporation

1.4 Contractor Address

2875 Breckinridge Blvd 8100, Duluih, OA 30096

I.S Contractor Phone

Numtier

770-817^250

1.6 Account Number

0I-O3-03-C300I0-7623O0C0

031-509038
Activity Code 03230147

1.7 Completion Date

June 30,2029

1.8 Price Limitation

S308.920.92

1.9 CorarictlngOITIcer for State Agency

Denis Goulet

1.10 State Agency TelephoneNumbcr

603-223-5703

1.11 Contractor Si^ture 1.12 Name and Title of Contractor Signatory

Margsrat Fovriore. Rrvancial ContradDr

1.13 State A)^cy Signature .

^  DW WIMOM
1.14 Name and Title of State Agency Signatory
Kenneth R. Dunn for

Denis Coulet

Commissions. Dcoanmcnt of Information Technoloav
I.I5 Approval by the N.H. Department of Administi^ion, OivisionofPenonrtd

By: Director, On:

1.16 Approval by the Attorney General (Form, Substance and ExeculionI f7/opp//ca6/c)

Bjr 0<l£ On: 7/2/2020

1.17 Approval by the Governor trtd Executive Council dppflro6/e/

GAC Item number: CAC Meeting Date:

Page 1 ofd
Cont/Rctor Initials

MF

Date 06/17/2020



1. SERVICES TO BE PERFORMED. The State of New

HAjnpshire, acting through the agency identified in block 1.1
("State"), engages contractor identified in block IJ
^Contractor") to perform, and the Contractor shall perform, the
work or sale of goods, or both, identified and more particularly
described in the anached EXHIBIT B which Is incorporated
herein by reference ("Services").

3. EFFECTIVE DATE/COMPLETION OF SERVICES.

3.1 Notwithstanding any provision of this Agreement to the
contrary, and subject to Che approval of the Governor and
Executive Council of the State of New Hampshire, ifappltcable,
this Agreement, and all obligations of the parties hertunder, shall
become effective on the date the Governor and Executive

Council approve this Agreement as irtdicaied in block 1.17,
unless no such approval Is required, in which case the Agreement
shall become effective on the date the Agreement is sigrted by
the State Agency as shown in block 1.13 ("Effective Date").
3.2 If (he Contractor commences the Services prior to the
Effective Dale, all Services performed by the Contractor prior to
the/Effective Date shall be performed a the sole risk of the
Contractor, and in the event that thb Agreement does not become
effective, the State shall have no liability to the Contractor,
including without limitation, any obligation to pay the
Contractor for any costs incurred or Services performed.
Contractor must complete ell Services by the Completion Date
specified in block 1.7. ^

4. CONDITIONAL NATURE OF AGREEMENT.

Notwithstanding any provision of this Agreement to the
contraor, all obligations of the State hereunder, including,
without limitation, the continuance of payments hereunder, art
contingent upon the availability artd continued appropriation of
funds affected by any state or federal legislative or executive
action that reduces, eliminates or otherwise modifies the
appfopriaiion or availability of funding for this Agreement and
the Scope for Services provided in EXHIBIT B, in whole or in
pan In no event shall the State be liable for any payments
hereunder in excess of such available appropriated fitnds. In the
event of a reduction or termination of appropriated funds, the
State shall have the right to withhold payment until such funds
become availabie, if ever, and shall have the right to reduce or
terminate the Services under this Agreement immediately upon
giving the Contractor notice of such reduction or leimination.
The State shall not be required to transfer funds fiom any other
account or source to the Account identified in block 1.6 in the

event fWtds in that Account are reduced or unavailable.

5. CONTRACT PRJCE/PRlCE LIMITATION/

PAVMENT.

5.1 The contract price, method of payment, and terms ofpayment
are identified and more pariicularly described in EXHIBIT C
which is incorporated herein by reference.
5.2 The payment by the State of the contract price shall be the
only and the complete reimburaement to the Contractor for all
expenses, of whatever nature incurred by the Contractor in the
performance hereof, and shall be the only and the complete

compensation to the Contractor for the Services. The State shall
have no liability to the Contractor other than the contract price.
5.3 The State reserves the right to offset fiom any amounts
otherwise payable to the Contractor under this Agreement those
liquidated amounts required or permitted by N.H. RSA 80:7
through RSA 80:7< or any other provision o f law.
5.4 Notwithstanding any provision in this Agreement to the
contrary, and notwithstanding unexpected circumstances, in no
event shall the total of all payments authorized, or actually made
hereunder, exceed the Price Limitation set forth in block 1.8.

6. COM PLIANCE BV CONTRACTOR WITH LAWS

AND REGULATIONS/ EQUAL EMPLOYMENT
OPPORTUNITY.

6.1 In connection with the performance of the Services, the
Contractor shall comply with all applicable statutes, laws,
regulations, and orden of federal, state, county or municipal
authorities which impose any obligation or duty upon the
Contractor, including, but not limited to, civil rights aiid equal
employment opportunity laws. In addition, if this Agreement is
funded in any part by monies of the United States, the Contracor
shall comply with all federal executive Ofden, rtrles, regulations
and statutes, artd with any rules, regulations and guideltrtcs as the
State or the United Stales issue to implement these regulations.
The Contractor shall also comply trith oil applicable intellectual
property laws.
6.2 Du^g the term of this Agreement, the Contractor shall not
discriminate against employees or applicants for employment
because of race, color, religion, creed, age, sex, handicap, sexual
orientation, or naiiortal origin and will take affirmative aaion to
prevent such discrimination.
6.3. The Contractor agrees to permit the State or United States
access to any of the Contractor's books, records and accounts for
the purpose ofascertaining compliance with ell rules, regulations
and orden, and the covenants, terms ajKl conditions of this
Agreement.

7. PERSONNEU

7.1 The Contractor shall at its own expense provide all personnel
necessary to perform the Services. The Contractor warrants that
ell personnel engaged in the Services shall be qualified to
perform the Scrvi^ and shall be properly licensed and
otherwise authorized to do so under all applicable laws.
7.2 Unless otherwise authorized in writing, during the term of
this Agreement, and for a period of six (6) months a^ the
Completion Date in block 1.7, the Contractor shall not hire, and
shall not permit any subcontractor or other person, firm or
corporation with whom it is engaged in a combined effort to
perform the Services to hire, any person who is a State employee
or official, who is materially involved in the procurement,
administration or performance of this Agreement. This
provision shall survive termination of this Agreement.
7.3 The Contracting Officer specified in block 1.9, or his or her
successor, shall be the State's representative. In Che event of any
dispute concerning the interpretation of this Agreement, the
Contracting Officer's decision shall be final for the State.
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8..EVENT OF DEFAULT/REMEDIES.

1.1 Any one or more of the following ecu or omiisions of the
Contrector shell constitute en event of default hereunder (*'Evenl
of Default"):
1.1.1 failure to perform the Services satisfactorily or on
schedule;
1.1.2 (ailure to submit any repoti required hereunder, and/or
1.1.3 (ailure to perform any other covenant, term or condition of
this Agreement.
1.2 Upon the occurrence of any Event of Default, the State may
take any one, or more, or all, of the following actions:
1.2.1 give the Contractor a written notice specifying the Event of
Default wd requiring it to be remedied within, in the absence of
Bgreateror lesser specification of time, thirty <30) days from the
date ofthe notice; and if the Event ofOefaull is not timely cured,
terminate this Agreement, effective two (2) days after giving the
Contractor notice of termination;
1.2.2 give the Contractor a written notice specifying the Event of
Default and suspending all paymentt to be made under this
Agreement and ordering that the portion of the contract price
which would otherwise accrue to the Contractor during the
period from the dale of such notice until such time as the State
detemines that the Contractor has cured the Event of Default

shall never be paid to the Contractor,
1.2.3 give the Contractor a written notice specifying the Event of
Default and set off against any other obligations the State may
owe to the Contractor any damages the State suffers by reason of
any Evem of Default; and/or
1.2.4 give the Contractor a written notice specifying the Event of
[)efault, treat the Agreement as breached, terminate the
Agreement and-pursuc any of its remedies at law or in equity, or
both.

1.3. No failure by (he State to enforce any provisions hercofafler
any Event of Default shall be deemed a waiver of its righu with
regard to that Event of Default, or any subsequent Event of
Default. No express failure to enforce any Event ofDefault shall
be deemed a waiver of the right ofthe State to enforce each and
all of (he provisions hereof upon any further or other Event of
Default on the part of the Contractor.

9. TERMINATION.

9.1 Notwithstanding paragraph 8, the State may, at its sole
discretion, terminate the Agreement for any reason, in whole or
in pert, by thirty (30) days written notice to the Contractor that
the State is exercising its option to terminate the Agreement.
9.2 In the event of an early termination of this Agreement for
any reason other than the completion of the Services, the
Contractor shall, at the State's discretion, deliver to the
Contracting Officer, not later than fifteen (IS) days after the date
of termination, a report ("Termination Report") describing in
detail all Services performed, end the contract price earned, to
and including the date of termination. The form, subject matter,
content, and number of copies of the Termination Report shall
be identical to those of any Final Report described in the anached
EXHIBIT B. In addition, at the State's discretion, the Conlractor
shall, within 13 days of notice of early termination, develop and
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submit to the State a Transition Plan for services under the
Agreement.

10. DATA/ACCESS/CONFIDENTIALITY/

PRESERVATION.

10.1 As used in this Agreement, the word "data" shall mean all
information and things developed or obtained during the
performance of, or acquired or developed by reason of, this
Agreement, including, but not limited to. all studies, reports,
files, formulae, surveys, rnaps. charts, sound recordings, video
recordings, pictorial reproductions, drawings, analyses, graphic
representations, computer programs, computer printouts, notes,
letters, memoranda, papers, and documents, ail whether
finished or unfinished.

10.2 All data and any property which has been received fiom
the State or purchased with fUnds provided for that purpose
under this Agreement, shall be the property of the State, and
shall be returned to the State upon demand or upon termination
of this Agreement for any reason.
10.3 Confidentiality of data shall be governed by N.H. RSA
chapter 91-A or other existing law. Disclosure of data requires
prior written approval of the State.

11. COhfTRACTOR^S RELATION TO THE STATE. In the

performance of this-Agreement the Contractor is in all respects
an independent contractor, and is neither an agent nor an
employee of the State. Neither the Contractor nor any of its
ofTiccrs, employees, agents or members shall have authority to
bind the State or receive any benefits, workers' compensation or
other emoluments provided by the Stete to its employees.

12. ASSICNMENT/DELECATION/SUBCONTRACTS.

12.1 The Contractor shell not assign, or otherwise transfer any
interest in this Agreement without the prior written notice, which
shall be provided to the State at least fifteen (IS) days prior to
the assignment, end a written consent of the Slate. For purposes
of this paragraph, a (Thange of Control shall constitute
Bssi^ment. "Change of Control" means (a) merger,
consolidation, or a transaction or series of related transactions in
which a third party, together vrith its affiliates, becomes the
direct or indirect owner of fifty percent (30%) or more of the
voting shares or similar equity interests, .or combined voting
power of the Contractor, or (b) the sale of all or substantially all
ofthe assets ofthe Contractor. . '

12.2 None of the Services shall be subcontracted by the
Contractor without prior written notice and consent of the State.
The Stale is entitled to copies of all subcontracts and assignment
agreements and shall not be bound by any provisions contained
in a subconiraa or an assignment agreement to which it is not a
party.

.13. INDEMNIFICATION. Unless otherwise exempted by law,
the Contractor shall indemni^ and hold harmless the State, its
officers and employees, from and against any and all claims,
liabilities and costs for any personal injury or property damages,
patent or copyright infrringerhent, or other claims asserted against
the State, its officers or employees, which arise out of (or which
may be claimed to arise out oO the acts or omission of (he
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Contrector, or subcontrectori, including but not limited to the
negligence, reckless or intentions! conduct. The State shall not
be liable for any costs incurred by the Contractor arising under
this paragraph 13. Notwithstanding the foregoing, nothing herein
contairted shall be deemed to constitute a waiver of the sovereign
immunity of the State, which immunity is hereby reserved to t^
State. This covenant in paragraph 13 shall survive the
termination of this Agreement.

14. INSURANCE.

14.1 The Contractor shall, at its sole expense, obtain end
continuously maintain in force, and shall require any
subcontractor or assignee to obtain and maintain in force, the
following insurance;
14.1.1 commercial general liability insurance against all claims
of bodily injury, death or property damage, in amounts of not
less than S 1.000.000 per occurrence and $2,000,000 aggregate
or excess: tnd

14.1.2 special cause of loss coverage form covering all property
subject to subparagraph 10.2 herein, in an amount not less than
80H of Ihe whole replacement value of the property.
14.2 The policies described in subparagraph 14.1 herein shall be
on policy forms and endorsements approved for use in the State
of New Hampshire by the N.H. Department of.lnsurance, and
issued by insurers licensed in the Sute of New Hampshire.
14.3 The Contractor shall furnish to Che Contracting Officer
identiried in block 1.9, or his or her successor, a certificale(s) of
insurance for all insurartce requirad under this Agreement
Contractor shall also fiimish to (he Contracting Officer tdntified
in block 1.9, or his or her successor. certirtcate(s} of insurance
for all renewalfs) of insurance required under this Agreement no
later than ten (10) days prior to the expiration date of each
insurance policy. The cenificate(s) of insurance and any
renewals thereof shall be aoached and are incorporated herein by
reference.

II WORKERS'COMPENSATION.

III By signing this agreement, the Contractor agrees, certifies
and warrints that the Contractor is in compliance with or exerhpt
from, the requirements of N.H. RS A chapter 281 -A C**^orkers'
CompensaJion ").
I S.2 To the extent the Contractor is subject to the requirements
of N.H. RSA chapter 28I'A, Contractor shall maintain, and
require any subcontractor or assignee to secure and maintain,
payment of Worfcen' Compcnsetion in connection with
activities which the person proposes to undertake pursuant to this
Agreement The Contractor shall IWnish the Contracting OfRcer
identified in block 1.9,or his or her successor, proofof Workers' '
Compensation in the manner described in N.H. RSA chapter
281-A and any applicable renewal(s) thereof, tvhich shell be
etiached and are incorporated herein by reference. The State
shall rwt be responsible for payment of any Workers'
Compensation premiums or for any other claim or benefit for
Contractor, or any subcont^tor or employee of Contractor,
which might arise under applicable State of New Hampshire
Workers' Compensation laws in connection with the
performance of the Services under this Agreement •

Id. NOTICE. Any notice by a party hereto to the other, party
shall be deemed to have been duly delivered or given at the time
of mailing by certified mail, postage prepaid, in a United States
Post Office addressed to the parties at the addresses given in
blocks 1.2 and 1.4, herein.

17. AMENDMENT. This Agreement may be amended, waived
or discharged only by an instrument in writing signed by the
parties hereto and only after approval of such amendment
waiver or discharge by the Governor and Executive Council of
(he State of New Hampshire unless no such epprovaJ is required
under the circumstances pursuant to State law. rule or policy.

1ft. CHOICE OF LAW AND FORUM. This Agreement shall
be governed, interpreted and construed in accordance with (he

>. laws of the Slate of New Hampshire, and is binding upon and
inures to the benefit of the parties and their respective successors
and assigns. The wording used in (his Agreement is the wording
chosen by the panics to express their mutual intent, and no rule
of construction shall be applied against or in favor of any party.
Any actions arising out of this Agreement shall be brought and
maintained in New Hampshire Superior Court which shall have
exclusive jurisdiction thereof.

19. CONFLICTING TERMS [n the event of a conflict

between the terms of this P07 form (as modified in EXHIBIT
A) and/or attachments and amendment thertof, the terms of (he
P-37 (as modified in EXHIBIT A) shall control.

20. THIRD PARTIES The parties hereto do not intend to
benefit any third parties and this Agreement shall not be
construed to confer any such benefit

21. HEADINGS. The headings throughout the Agreement are
for reference purposes only, end the words contained therein
shall In no way be held to explain, modify, amplify or aid in the
interpretation, construction or meaning of the provisions of this
Agreement.

22. SPECIAL PROVISIONS Additional or modifying
provisions set forth in the attached EXHIBIT A'are incorporated
herein by reference.

23. SEVERABILITY. Intheevenlanyofthc provisions of this
Agreement are held by a court of competent jurisdiction to be
contrary to any state or federal law, the remaining provisions of
this Agreement will remain in full force and effect.

24. ENTIRE AGREEMENT. This Agreement, which may be
executed in a number of counterparts, each of which shall be
deemed an original, constitutes the entire agreement and
understanding between Ihe parties, and supersedes all prior
agreements and understandings with respea to (he subject matter
hereof.
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TERMS AND OEPINITIONS

.The following general contracting terms and defmitions apply except as specifically noted elsewhere in
this document.

TERM DEFINITION

Acceptance

Notice from the State that a Deliverable has satisfied
Acceptance Test or Review.

Acceptance Letter
An Acceptance Letter provides notice from the State that a
Deliverable has satisfied Acceptance Tests or Review.

Acceptance Period
The timeframe during which the Acceptance Test is
performed.

Agreecneot
A Contract duly executed and legally binding.

AttacbCDcot

Supplementary material that is collected and.appended at the
back of a document.

Autborized Pcnooi / Uien

The Vendor's employees. Contractors, Subcontractors or
other agents who need to access the State's Personal Data to
enable the Contractor to perform the Services required.

Unlawful and unauthorized acquisition of. unencrypted
computerized Data that materially compromises the security,
confidentiality or integrity of personal information
maintained by a person or commercial entity.

Breacb of Secnrity or Breaeb

"Breach" means the loss of control, compromise,
unauthorized disclosure, unauthorized acquisition,
unauthorized access, or any similar term referring to
situations where persons other than authorized users and for
an other than authorized purpose have access or potential
access to personally identifiable information, whe^er
physical or electronic. Breach" shall have the same meaning
as the term "Breach" in section 164.402 of Title 45, Code of
Federal Regulations.

State of NH Contract

Date: 06/17^20
Contractor's Initials

Page S of 44



DEPARTMENT OF MOTOR VEHICLES

QMATIC ORCHESTRA 7 SCHEDULER

DOS-202(L100

PART 2 - INFORMATION TECHNOLOGY PROVISIONS

Bug

A condition where the CFM System does not perform to its
speclHcations, e.g. by an error in the CFM System design,
code or conflicts between Applications, which may lead to
an ̂ or.

Buslocu Hoon

The Vendor's personnel shall work normal business hours
between 0:00 a.m. and S:00 p.m. ET, eight (8) hour days,
forty (40) hour weeks, excluding Slate of New Hampshire
holidays.

Case
The reporting and logging of an Error buy the Qiem to
Qmailc.

Certificatioa

The Vendor's written declaration with full supporting and
written Documentation (including without limitation test
results as applicable) that the Vendor has completed
development of the Deliverable and certified its readiness for
applicable Acceptance Testing or Review.

Case
The Reporting and logging of an Error, by the Stale to
Qmatic.

CFM Sjratcm
The Sofhvare (I.e. all the Applications) provided by Qmatic
and licensed to the State.

Cbaogc Request/Order or CR

FomaJ documentation prepared for a proposed changed
within the specifications or scope of work requested and
approved by both parties that becomes effective only when
signed by an authorized representative of both parties.

Client . The State of New Hampshire Department of Motor Vehicles

Completion Date
End date for the Contract. (See (^ntrect Agreement, P-37
General Provisions, Block 1.7)

State ofNH Contract
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Computer Security locident

"Computer Security Incident" shall have the same meaning
"Computer Security Incident" in section two (2) of NIST
Publication 800-61, Computer Security Incident Handling
Guide. National Institute of Standards and Technology. U.S.
Department of Commerce.

Information required to be kept Conftdential from
unauthorized disclosure under the Contract. "Confidential

Information" or "Confidential Data" means all conftdential

information disclosed by one party to the other such as ail
medical, health, financial, public assistance benefits and
personal information including without limitation. Protected
Health Information and Personally IdentiHable Information.

CoofUicocial iDfonnatiOD

Conftdential Information also includes any and ail
information owned or managed by the State of NH • created,
received from or on behalf of any state agency or accessed
in the course of performing contracted services - of which
collection, disclosure, protection, and disposition is
governed by state or federal, law or regulation. This
information includes, but is not limited to Personal Health
Information (PHI). Personally Identifiable (nformation (PII),
Federal Tax Information (FTI), Social Security Numbers
(SSN), Payment Card Industry (PCI), and or other sensitive
and confidential information.

Cootraci

An Agreement between the State of New Hampshire and a
Vendor, which creates binding obligations for each party to
perform as specified in the Contract Documents.

Cootract Agrccmcol

Part 1,2, and 3. The Documentation consisting of the P-37,
(T General Provisions, IT Provisions, and the Exhibits which

represents the understanding and acceptance of 'the
reciprocal legal rights and duties of the parties with respect
to the Scope of Work.

Slate of NH Contract
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Cootract Cooclusloo

Refen to the conclusion of the Contract, for any reason,
including but not limited to. the successful Contract
completion, termination for convenience, or termination for
default.

Cootract Docomcott
Documents that comprise this Contract. (See Part 2, IT
Provisions - Section l.l)

CoDtract Managerfs)

The persons identified by the State and the Vendor who shall
be responsible for all Contractual authorization and
administration of the Contract. These resportsibillties shall
include but not be limited' to processing Contract
Documentation, obtaining executive approvals, tracking
costs and payments, end representing the parties in all
Contract administrative activities.

Cootract Prin

The total, not to exceed amount to be paid by the State to the
Contractor for product and Services described in the
Contract Agreement. This amount is listed in Part 1, P-37
Genera) Provisiorts - Section 1.8: Price Limitation, as well
as Part 3, Exhibit B - Paragraph 2: Contract Price.

CooCractor/Cootracted Vcodor

The vendor whose proposal or quote was awarded the
Contract with the State and who is responsible for the
Services and Deliverables of the Contract.

Custom Code

Code developed by the Contractor speciftcaily for this
Project for the State of New Hampshire.

Data

1

State's records, files, forms, Data and other documents or
information, in either electronic or paper form, that will be
used /converted by the Vendor during the Contract Term.

Data Brcacb

The unauthorized access by a non-authorized person(s) (hat
results in the use, disclosure or theft of (he State's
unencrypted Non-Public Data.

Delldeocy (-lesyDefects

A failure, Deficiency or Defect in a Deliverable resulting in
a Deliverable, the Software, or the System, not conforming
to its Specifications.

State of NH Contract
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Deliverable

A Deliverable is any Written, Software, or Non-Software
Deliverable (letter, report, manual, book, other), provided by
the Contractor to the State or under the terms of a Contract
reouirement.

Departmeot
An agency of the State

Departocot of loformatioD
Tccbnology (DolT)

The Department of Information Technology established
under RSA chapter 21-R by the Legislature effective
September S, 2006.

Docuaacotatloo

All information that describes the operation, and use of the
Software, cither in printed or electronic format.

EfTective Date

The Contract and all obligations of the parties hereunder
shall become effective on the date the Governor and .the
Executive Council of the State of New Hampshire approves
the Contract.

Eocrypcioo

The process of converting date to an unrecognizable or
"encrypted" form. It Is commonly used to protect sensitive
Information so that only authorized parties can view it. This
includes files and storage devices, as well as data transferred
over wireless networks and the Internet.

EobaoccmenU

Updates, additions, modifications to, and new releases for
the Software or System, and all changes to the
Documentation as a result of Enhancements.

Error

'  /

Any event which is not part of the standard operation of the
CPM System and which causes, or may cause, en
interruption or a reduction in, the quality or the usability of
the CFM System, such as identification of a Bug.

State of NH Contract
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Cveotof Default

Any one or more of the following acts or omissions of a
Vendor shall constitute an Event of Default hereunder

C'Event of Default'*):
a. failure to perform the Services satisfactorily or on
Schedule;
b. failure to submit any report required; and/or
c. failure to perform any other covenant, term or condition
of the Contract.

Fully Loaded

Rates are inclusive of all allowable expenses, including, but
not limited to: meals, hotel/housing, airfare, car rentals, car
mileage, and out of pocket expenses.

Coveroor aod Ibc Executive Couacil
The New Hampshire Governor and the Executive Council.

Hoftiog Services

The management of specifled software applications by an
Application Service P^vider in a shared environment on
behalf of the State and exclusively for the benefit of
permitted users of the Software.

Hoitiog Systcio

The combination of hardware, sofhvare and networking
components used by the Application Service Provider to
deliver the Hosting Services-

Ideotiflcalioo aod Autbeoticatlon

Supports obtaining information about those parties
attempting to log on to a system or application for security
purposes and the validation of those users.

ImplemeDtatioo
The process for making the System fully Operational for
processing the Data.

Ifflplemcolatioo Plaa

Sets forth the transition from development of the System to
full operation, and includes without limitation, training,
business and technical procedures.

loteot to Negotiate

The purpose of the letter of intent is to ensure there is a
"meeting of the minds" on price and key terms before the
parties expend significant resources and legal fees, in
pursuing a procurement.

lovokiog Party /
In a dispute, the party believing itself aggrieved.

Slate ofNH Contract
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Key Project Staff
Personnel identified by the State and by the Vendor as
essential to work on the Project.

Uceoic

Rights to use the proprietary Software; Software Updates,
online and/or hard-copy documentation and user guides.

Liceasee
The State of New Hampshire

Maioteoaoce Rclcaie

Is a release of a product that does not add new features or
content.

Maioteoaoce Service Access to the software patches and software upgrades.

(

National Institute of Standards and

Tecboology (NIST)

A unit of the U.S. Commerce Department. Formerly known
as the National Bureau of Standards, NIST promotes and
maintains measurement standards. It also has active

programs for encouraging and assisting industry and science
to develop and use these standards.

Noo-Esciusivc Contract

A Contract executed by the State that does not restrict the
State from seeking alternative sources for the Deliverables
or Services provided under the Contract.

Non«Public Data

Data, other than Personal Data, thai is not subject to
distribution to the public as public information. It is deemed
to be sensitive and confidential by the State because it
contains information that is exempt by statute, ordinance or
administrative rule from access by the general public as
public information.

Non-Software Deliverables

Deliverables thai are not Software Deliverables or Written

Deliverables, e.g, meetings, help support. Services, other.

Not to Exceed (NTEJ

The commitment by the vendor that the value of an interim
estimate (plus contingency allowances) will not exceed the
amount of the firm proposal and estimates to be submitted at
a later date. A NTE value, however, downward depending
on the changes in the scope of work or in the associated
specifications.

State of NH Contract
Date:_06^
Contractor's Initials Mp
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Notice to Proceed (NTP)

The State Contract Manager's written direction to the
Vendor to be^n work on the Contract on a ̂ ven date and
time.

Opeo Data Formats

A nie format for storing digital data, defined by a published
specification usually maintained by a standards
organization, and which can be used and implemented by
anyone.

Opeo Source Software

Software that guarantees the user unrestricted use of the
Software as defined in RSA chapter 21-R:I0 and RSA
chapter2UR:I I.

ppeo Standards

Specifications for the encoding and transfer of computer
Data that is defined in RSA chapter 2)-R:IO and RSA
chBpter2l-R:I3.

Operating Syttero

System is fully functional, all Data has been loaded into the
System, is available for use by the State in its daily
operations.

Operational

Operational means that the System is operating and fully
functional, all Data has been loaded; the System is available
for use by the State in its daily operations, and the State has
issued an Acceptance Letter.

Order of Precedence '

The order in which Contract/Documents control in the event

of a conflict or ambiguity. A terin or condition in a document
controls over a conflicting or ambiguous term or condition
in a document that is lower In the Order of Precedence.

Parties

The Contractor and the State of New Hampshire
collectively.

StAte of NH Centred
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Pcrfooal Data

"Personally Identifiable Information" (or "Pd")' means
information which can be used to distinguish or trace an
individual's identity, such as their name, social security
number, personal informatiori as defined in RSA 359-C:']9.
biometric records, etc., alone, or when combined with other
personal or identifying information which is linked or
linkable lo a specific individual, such as date and place of
birth, mother's maiden r\ame, etc.

Project

The planned undertaking regarding the entire subject matter
of an Rf P and Contract and the activities of the parties
related hereto.

Project Holdback

Portion of payment to a contractor withheld by the State of
New Hampshire until a deliverable finished to the agencies
satisfaction.

Project Maoagcmeot Plao
A document that describes the processes and methodology
to be employed by the Vendor to ensure a successful project.

Project Maoager<8)

The persons identified who shall function as the State's and
the Vendor's representative with regard to Review and
Acceptance of Contract Deliverables, invoice sign off, and
Review and approval of Change Requests (CR) utilizing the
Change Control Procedures (CCP).

Project StafT
State persom>el assigned to work with the Vendor on the
Project.

Project Team

The group of State employees and Vendor's personnel
responsible for managing the processes and mechanisms
required such that the Services are procured in-accordance
with the Work Plan on time, on budget and to the required'
Specifications and quality.

Proposal
The submission from a Vendor in response to the Request
for a Proposal 'or Statement of Work.

Review
The process of Reviewing Deliverables for Acceptance.

SlAte ofNH Contract

Date: 08/17/20
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Review Period

The period set for Review of a Deliverable. If none is
specified then the Review Period is five (5) business days.

Schedule

The dates described in the Work Plan for deadlines'for

performance of Services and other Project events and
actlviiies under the Contract.

Services

The work or labor to be performed by the Vendor on the
Project as described in the Contract.

Service Leveb The Time within Qmatic shall respond to a case.
*

Software

All Custom, SAAS and COTS Software provided by the
Vendor under the Contract-

Sonwarc Deliverables
All Custom, SAAS and COTS Software and Enhancements.

Software Uceose
Licenses provided to the State under this Contract.

Soflware-a»-a-Servicc (SaaS)

The capability provided to the Stale to use the Contractor's
applications running on a cloud infrastructure. The
applications are accessible from various client devices
through a thin*client interface such as a Web browser (e.g.,
Web-based email) or a program interface. The State does not
manage or control the underlying cloud infrastructure
including network, servers. Operating Systems, storage or
even individual application capabilities, with the possible
exception of limited user-specinc application configuration
settings.

SolutloQ

The Solution consists of the total Solution, which includes,
without limitation, Sofhvare and Services, addressing.the
requirements and terms of the Specifications. The off-the-
shelf Software and configured Software customized for the
State provided by the Vendor.

Slate of NH Contract
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SpecillcatioQs

The written Specifications that set forth the requirements
which include, without limitation, this RFP, the Proposal, the
Contract, any performance standards, Documentation,
applicable State and federal policies, laws and regulations.
State technical standards, subsequent State-approved
Deliverables, and other Specifications and requirements
described in the Contract Documents. The Specifications
are, by this reference, made a part of the Contract as though
completely set forth herein.

State Data

All Data created or in any way originating with the State, and
all Data that is the output of computer processing of or other
electronic manipulation of any Data that was created by or
in any way originated with the Slate, whether such Data or
output is stored on the State's hardware, the Contractor's
hardware or exists in any system owned, maintained or
otherwise controlled by (he State or by the Contractor.

State FtKal Year (SPY)

The New Hampshire State Fiscal Year extends from July 1 st
through June 30th of the following calendar year.

State Project Leader
State's representative with regard to Project oversight.

*

State*! Coofldeotial lofonnatioo

Slate Data and information and Confidentiality regardless of
its form that is not subject to public disclosure under
applicable state and federal laws and regulations, including
but not limited to RSA Chapter 91-A; Access to Government
Records and Meetings.

State*! Coofldeotial Records

State's information regardless of its form that is not subject
to public disclosure under applicable state, and federal laws
and regulations, including but not limited to RSA chapter 91 •
A: Access to Governmental Records and Meetings.

/

State of NHContnct

D»le: 06/17B0
Contractor's Initiab Mr

Page IS of44



DEPARTMENT OF MOTOR VEHICLES

QMATIC ORCHESTRA 7 SCHEDULER

DOS-2020-100

PART 2 - INFORMATION TECHNOLOGY PROVISIONS

Stale*! Project Manager (PM)

State's representative with regard to Project Management
and te^nical matters. Agency Project Managers are
responstbie for Review and Acceptance of specific Contract
Deliverables, invoice sign off. and Review end approval of
a Change Request (CR).

Statcmcot of Work (SOW)

A Statement of Work clearly defines the basic requirements
and objectives of a Project. The Statement of Work also
defines a high level view of the architecture, performance
and design requirements, the roles and responsibilities of the
State and the Vertdor. The Contract Agreement SOW
defines the results that the Vendor remains responsible and
accountable for achieving.

Sobcootractor

A poson, partnership, or company not in the employment
of, or owned by, the Vendor, which is performing Services
under- this Contract under a separate Contract with or on
behalf of the Vendor.

Support Service!
The maintenance and technical support services provided by
Contractor to the State during the Tenn of the Contract.

System

All Software, specified hardware, and interfaces and
extensions, integrated and functioning together in
accordance with the Specifications.

System MalDteoaoce
The various forms of computer or server maintenance'
required to keep a computer system nmning properly.

Tecboical Autborlzatioo

Direction to a Vendor which fills in details, clarifies,
interprets, or specifies technical requirements.

Term

Period of the Contract from the Effective Date through
Contract Conclusion or termination.

Tnnsltioa Services

Services and support provided when the Vendor is
supporting system changes.

Veador/ Cootracted Vendor

The Vendor whose Proposal or quote was awarded the
Contract with the State and who is responsible for .the
Services and Deliverables of the Contract.

State ofNH Contract
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Verincatioo

Supports the confirmation of authority to enter a computer
system application or network.

Warraoty

¥

The conditions under, and period during, which the producer
or vendor wii) repair, replace, or other compensate for, the
defective item without cost to the buyer or user. It also
delineates the rights and obligations of both parties in case
of a claim or dispute.

Warraoty Period

A period ofcoverage during which the Vendor is responsible
for providing a guarantee for products and Services
delivered as defined in the Contract.

Warraoty Release
Code release that are done during the Warranty Period.

Warraoty Services
The Services to be provided by the Contractor during the
Warranty Period.

Work For Hire

Work created or prepared by contracted personnel within the
scope of their employment, or a work specially ordered or
commissioned for use as a contribution to a collective work.

Such work is Mnsidered the sole property of the State.

Work Hours

Vendor personnel shall work normal business hours between
8:00 a.m. and.S:00 p.m., eight (8) hour days, forty (40) hour
weeks, excluding State of New Hampshire holidays.
Changes to this schedule may be made upon agreement with
the State Project Manager. State holidays are: New Year's
Day, Martin Luther King Day, President's Day, Memorial
Day, July 4th, Labor Day, Veterans Day, Thanksgiving Day,
the day after Thanksgiving Day, and Christmas Day.
Specific dates will be provided upon request.

State of NH Contract
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Work Plao

The overall plan of activities for the Project created in
accordance with the Contract The plan and delineation of
tasks, activities and events to be performed and Deliverables
to be produced under the Projea as specified in Appendix C:
System Requirements and Deliverables. The Work Plan

shall include a detailed description of the Schedule,
tasks/activities. Deliverables, critical events, task
dependencies, and the resources that would lead and/or
participate on each task.

Writtco Deliverables

Non-Soriware Written Deliverable documentation (letter,
report, manual, book, other) provided by the Contracted
Vendor either in paper or electronic formal.

Remainder of page IntentlonaUy left blank

State of NH Contract

Date: .55^,
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INTRODUCTION

This Contract is by and between the State of New Hampshire, acting throu^ New Hampshire Department
of Information Technology, on behalf of the Department of Safety, Division of Motor Vehicles ("State'*),
and (^Matic Corporation. ("Contractor"), having its principal place of business at 2875 Bredunridge
Blvd., Suite 100, Duluih GA, 30096.

RECITALS

/

Whereas the State desires to have the Contractor provide an Appointment Scheduling with text messaging
and associated Services for the State;

Whereas (he Contractor wishes to provide a web*based, hosted, appointment-boolcing interface with text
messaging and other associated services to the State.

The parties therefore agree as follows;

1. CONTRACT DOCUMENTS

1.1. Cootract Documents

This Contract Agreement DOS 2020-100 (^Matic Scheduler is comprised of the
following documents;

A. Part I - Form P-37 General Provision

B. Part 2 - Information Technology Provisions

C Part 3 - Exhibits

Exhibit A - Special Provisions

Exhibit B - Scope of Services

Exhibit C - Price and Payment Schedule

Exhibit 0 - Administrative Services

Exhibit £ - Implementation Services

Exhibit F - Testing Services

Exhibit G - Maintenance and Support Services

Exhibit H - Requirements

Exhibit I ~ Work Plan

State of NH Contract
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Exhibit J - Software Agreement

Exhibit K - Warranty and Warranty Services

Exhibit L - Training Services

Exhibit M - Agency RFP with Addendums. by reference (Not Applicable)

Exhibit N - Vendor Quote, by reference

Exhibit 0 - Certificates and Attachments

1.2. Order olPrecedeocc

in the event of conflict or ambiguity among any of the text of the Contract Documents,
the following Order of Precedence shall govern;

i. State of New Hampshire, DOS 2020-100 QMATIC Orchestra 7 Scheduler
Contract Agreement, including Parts I, 2, and 3.

il. Vendor Quote Dated May 13, 2020 Response to DOS 2020-100 QMATIC
Orchestra 7 Scheduler.

2. COWRACTTERM

2.1. The Contract and all obligations of the parties hereunder shall become effective after full
execution by the parties, and the receipt of required goverrunental approvals, including,
but not limited to, Governor and Executive Council of the State of New Hampshire
approval ("Effective Date").

2.2. The Contract shall begin on the Effective Date and extend ihrbu^ the date indicated in
Part I, P-37 General Provisions • Block 1.7: Completion Date. The Term may be extended
up to Two (2) times, for two (2) years each, ("Extended Term") at the sole option of the
Slate, subject to the parties prior written Agreement on applicable fees for each extended
term, up to but not beyond June 30,2029 under the same terms and conditions, subject to
approval of the Governor and Executive Council.

2 J. The Contractor shall commence work upon issuance of a Notice to Proceed by the State.

2.4. The State does not require the Contractor to commence work prior to the Effective Date;
however, if the Contractor commences work prior to the Effective Date and a Notice to
Proceed, such work shall be performed at the sole risk of the Contractor. In the event that
the Contract does not become effective, the State shall be under no obligation to pay the
Contractor for any costs incurred or Services performed; however, if the Contract becomes
effective, all costs incurred prior to the Effective Date shall be paid under the terms of the
Contract.

State of NH Contract
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2.5. Time is of the essence in the performence of the Contrector's obligBticn under the
Ccntrsct.

3. COMPENSATION

3.1. Coo trad Price

The Contract Price is identified in, Pan 1, P-37 GeneraJ Provisions - Block 1.8: Price
Limitation. Method of payment and terms of payment are identified and more particularly
described in Part t, P-37 - Section 5: Contract Wcc/Price Limitation/Payment, and Part 3
- Exhibit C: Price and Payment Schedule.

3.2. Non-Exclusive Contract

The State reserves the right, at its discretion, to retain other Vendors to provide any of the
Services or Deliverables identified under this procurement or make an award by item, part
or portion of an item, group of items, or total Proposal. The Contractor shall not be
responsible for any delay, act, or omission of such other Contractors, except that the
Contractor shall be responsible for any delay, act, or omission of the other Vendors if such
delay, act, or omission is caused by or due to the fault of the Contractor.

4. CONTRACT MANAGEMENT

The Project will require the coordinated efforts of a Project Team^consisling of both the Contractor
and State personnel. The Contractor shall provide all necessary resources to perform its.
obligations uruler the Contract. The Contractor shall be responsible for managing the Project to
its successful completion.

4.1. Cootrsctor's Cootract Maaager

The Contractor shall assign a Contract Manager who shall be responsible for all Contract
authorization and administration. The Contractor's Contract Manager is:

Kiran Lachumanna '

2875 Breckinridge Blvd., Suite 100,

Duluth GA, 30096.

4.2. Cootractor*8 Project Manager

4.2.1. The Contractor shall assign a Project Manager who meets the requirements of the
Contract. The Contractor's selection of the Project Manager shall be subject to

State of NH Contract
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the prior written approval of the State. The State's approval process may include,
without limitation, at the State's discretion, review of the proposed Contractor's
Project Manager's resume, qualifications, references, and background checks,
and an interview. The Slate may require removal or reassignment of the
Contractor's Project Manager who, in die sole judgment of the State, is found
unacceptable or is not performing to the State's satisfaction.

4.2.2. The Contractor's Project Manager must be qualified to perform the obligations
required of the position under the Contract, shall have full authority to make
binding decisions under the Contract, and shall function as the Contractor's
representative for all administrative and management matters. The Contractor's
Project Manager shall perform the duties required under the Contract, including,
but not limited to, those set forth in Pan 3 - Exhibit I: Work Plan, Section 2:
Contractor Roles and Responsibilities. The Contractor's Project Manager must be
available to promptly respond during normal Business Hours within two (2) hours
to inquiries from the State, and be at the site as needed. The Contractor's Project
Manager must work diligently and use his/ her best efforts on the Project.

4.2.3. The Contractor shall not change its assignment of the Contractor's Project
Manager without providing the State written justification and obtaining the prior
written approval of the State. State approvals for replacement of the Contractor's
Project Manager shall not be unreasonably withheld. The replacement Project
Manager shall have comparable or greater skills than of the Contractor's Project
Manager being replaced; meet the requirements of the Contract; and be subject to
reference and background checks described above in Pan 2 - Information
Technology Provisions. Section 4.2: Contract Project Manager, and in Pan 2 -
Information Technology Provisions. Section 4.6: Reference and Background
Checks, below. The Contractor shall assign a replacement of the Contractor's
Project Manager within ten (10) business days of the depanure of the prior
Contractor's Project Manager, and the Contractor shall continue during the' ten
(ID) business day period to provide competent Project management Services
through the assignment of a qualified interim Project Manager.

4.2.4. Notwithstanding any other provision of the Contract, the State shall have the
option, at its discretion, to terminate the Contract, declare the Contractor in default

^  and pursue its remedies at law and in equity, if the Contractor falls to assign a
Contractor Project Manager meeting the requirements and terms of the Contract.

4.2.5. The Contractor and the State of New Hampshire will agree upon a Project
Manager within 10 business days after contract approval.

4 J. CoDtractor*8 Key Project Staff

4.3.1. The Contractor shall assign Key Project .Staff who meet the requirements of the
Contract, and can implement the Software Solution meeting the requirements set
forth within this contract.: System Requirements and Deliverables-Vendor

State of NH Contract
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Response Checklist. The State may conduct reference and background checks on
the Contractor's Key Project Staff. The State reserves the right to require removal
orreassignmentoftheContractor'sKey Project Staff who are found unacceptable
to t^ State. Any background checks shall be performed in accordance with Part
2 - Information Technology Provisions, Section 4.6: Background Checks.

4.3.2. The Contractor shall not change any of the Contractor's Key Project Staff
commitmems without providing the State written justification and obtaining the
prior written approval of the State. State approvals for replacement of the
Contractor's Key Project Staff will not be unreasonably withheld. The
replacement of the Contractor's Key Project Staff shall have comparable or
greater skills than of the Contractor's Key Project Staff being replaced; meet the
requirements of the Contract, including but not limited to the requirements set
forth in RFP Appendix C: System Requirements amJ Deliverables and be subject
to reference and background checks described in Part 2 - Information Technology
Provisions, Section 4.6: Reference and Background Checks.

4J.3. Notwithstanding any other provision of the Contract to the contrary, the State
shall have the option to terminate the Contract, declare the Contractor in default
and to pursue its remedies at law and in equity, if the Contractor fails to assign
Key Project Staff meeting the requirements and terms of the Contract or if it is
dissatisfied with the Contractor's replacement Project staff.

4.3.4. The Contractor and the State of New Hampshiit will agree upon a Project
Manager within 10 business days aRer contract approval.

4.4. State Contract Manager

The State shall assign a Contract Manager who shall function as the State's representative
with regard to Contract administration. The State Contract Manager is.

Jeffery Bond

23 Hazen Dr.

Concord. NH, 03301

(603) 227-4027

Jeffery.Bond@dos.nh.gov

4.5. State Project Manager

4.5.1. The State shall assign a Project Manager. The State Project Manager's duties
shall include the following:

a. Leading the Project;

State of NH Contract
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. b. Engaging and managing al) Contractors;

c. Managing significant issues and risks;

d. Reviewing and accepting Contract Deliverables;

e. Invoice sign-offs;

f. Review and approval of Change Request; and

g. Managing stakeholders' concerns.

4.5.2. The State Project Manager is:

Kelly Brudniak

23 Hazen Dr.

Concord. NH. 03301

(603)227-4317

Kelly.Brudniak@dos.nh.gov

4.6. Reference and Background Checks

4.6.1. The Contractor shall conduct criminal background checks and not utilize any
staff, including Subcontractors, to fulfill the obligations of the Contract who have
been convicted of any crime of dishonesty, including but not limited to criminal
fraud, or otherwise convicted of any felony or misdemeaiwr offense for which
incarceration for up to I year is an authorized penalty. The Contractor shall
promote and maintain an awareness of the importance of securing the State's
information among the Contractor's employees and agents.

4.6.2. The State may, al its sole expense, conduct reference and background screening
of the Contractor Project Manager and the Contractor Key Project Staff. The
Stale shall maintain the Confidentiality of background screening results in
accordance with Part 2 - Information Technology Provisions, Section 11; Use of
Slate's Information, and Confidentiality.

5. DELIVERABLES

S. I. The Contractor's Respoosibilitics

S.l.l. The Contractor shall besolely responsible forrneetingall requirements, and terms
and conditions specified in this Contract, regardless of whether or not a
Subcontractor is used.

State of NH Contract
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S.1.2. The Contractor may subcontract Services subject to the provisions of the
Contract, including but not limited to, the terms and conditions in the Contract
Agreement. The Contractor must submit all information and documentation
relating to the Subcontractor, including terms and conditions consistent with this
Contract. The State will consider the Contractor to be wholly responsible for the
performance of the Contract and the sole point of contact widi regard to all
contraciuaJ matters, including payment of any and all charges resulting from the
Contract.

5.2. Deliverables aod Services

The Contractor shall provide the State with the Deliverables and Services in accordance
with the time frames in the Work Plan for this Contract, and as more panicularly described
in Part 3 - Exhibit B: Scope of Services. Upon Its submission of a Deliverable or Service;
the Contractor represents that it has performed its obligations under the Contract
associated with the Deliverable or Services.

5.3. Noo-Softwarc aod Writtco Deliverables Review and Acceptance

After receiving written Certiftcation from the Contractor that a Non-Software or Written
Deliverable is final, complete, and ready for Review, the State will Review the
Deliverable to determine whether it meets the Requirements outlined in Pan 3 - Exhibit
B: Scope of Services. The State will notify-the Contractor in writingof its Acceptance or
rejection of the Deliverable within five (S) business days of the State's receipt of the
Contractor's written Certification. If the State rejects the Deliverable, the State shall
notify the Contractor of the nature and class of the Deficiency and the Contractor shall
correct the Deficiency within the period identified in the Work Plan. If no period for the
Contractor's correction of the Deliverable is identified, the Contractor sh^l correct the
Deficiency in the Deliverable within five (5) business days. Upon receipt of the corrected

' Deliverable, the Slate shall have five (5) business days to review the Deliverable and
notify the Contractor of its Acceptance or rejection thereof, with the option to extend the
Review Period up to five (5) additional business days. If the Contractor fails to correct
the Deficiency within the allotted period, the State may, at Its option, continue reviewing
the Deliverable'and require the Contractor to continue until the Deficiency is corrected,
or Immediately terminate the Contract, declare the Contractor in default, and pursue its .
remedies at law and in equity.

5.4. Software Review aod Acceptaocc

System/Software Testing and Acceptance shall be performed as set forth in the Test Plan
and more particularly described in Part 3 - Exhibit F: Testing Services.

Slate ofNH Contract
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6. SOFTWARE

Tlic Contractor sh£]l provide the Stete with access to the Software Licenses and Documentation
set forth in the Contract, and partlcularlydescribed in Pert 3 - Exhibit J: Software Agreement.

7. SERVICES

The Contractor shall provide the Services required under the Contract Documents. All Services
shall meet, and be performed, in accordance with the Specifications.

7.1. Admloiatrative Services

The Contractor shall provide the State with the administrative Services set forth in the
Contract, and particularly described in Part 3 - Exhibit D: Administrative Services.

7.2. Implementation Services

The Contractor shall provide the State with the Implementation Services'set forth in the
Contract, and particularly described in Part 3 - Exhibit £: Implementation Services.

7.3. Testing Services

The Contractor shall perform testing Services for the State set forth in the Contract, and
particularly described in Part 3 -Exhibit F: Testing Services.

7.4. MainCenancc and Support Services

The Contractor shall provide the State with Maintenance and support Services for the
Software set forth in the Contract, and particularly described in Part 3 - Exhibit G: System
Maintenance and Support.

7.5. Warranty Seivices

The Contractor shall provide the State with warranty Services set forth in the Contract,
and particularly described in Pan 3 - Exhibit K: Warranty A Warranty Services.

7.6. Training Services

The Contractor shall provide the State with training Services set forth in the Contract, and
paj^cularly described in Pan 3 - Exhibit L: Training Services.

State of NH Contract
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8. WORK PLAN DELIVERABLES

B.I. The Cont7«ctor shall provide ihe Slate with a Work Plan that shall include, without
limitation, a detailed description of the Schedule, tasks, Deliverables, major milestones,
task dependencies, and payment Schedule.

8.2. The initial Work Plan thai! be a separate Deliverable and is set forth in Part 3 - Exhibit I:
Work Plan. The Contractor shall update Ihe Work Plan as necessary, no less than every
two weeks, to accurately reflect the status of the Project, including without limitation, the
Schedule, tasks, Deliverables, major milestones, task dependencies, and payment
Schedule. Any such updates to the Work Plan must be approved by the State, in writing,
prior to final incorporation into Part 3 - Exhibit 1: Work Plan. The updated Part 3 -
Exhibit I: Work Plan, as approved by the State, is incorporated herein by reference.

8.3. Unless otherwise agreed in writing by the State, changes to the Part 3 - Exhibit I; Work
Plan shall not relieve the Contractor ftom liability to the State for damages resulting from
the Contractor's failure to perform its obligations under the Contract, including, without
limitation, performance in accordance with the Schedule.

8.4. In the event of any delay in the Schedule, the Contractor must immediately notify the State
in writing, identifying the nature of the delay, i.e., specific actions or inactions of the
Contractor or the State causing the problem; its estimated duration period to
reconciliation; specific actions that need to be taken to correct the problem; and the
expected Schedule impact on the Project.

B.S. In the event additional time is required by the Contractor to correct Deficiencies, the
Schedule shall not change unless previously agreed in writing by the State, except that the
Schedule shall automatically extend on a day-to-day basis to the extent that the delay does
not result from the Contractor's failure to fulfill its obligations under the Contract. To the
extent that the State's execution of its major tasks takes longer than described in the Work
Plan, the Schedule shall automatically extend on a day-to-day basis.

8.6. Notwithstanding anything to the contrary, the State shall have the option to terminate the
Contract for default, at its discretion, if it is dissatisfied with the Vendor's Work Plan or
elements within the Work Plan.

9. CHANGE ORDERS

9.1. The State may make changes or revisions at any time by written Change Order. The State
originated changes or revisions shall be approved by the Department of Information
Technology. Within five (5) business days of the Contractor's receipt of a Change Order,
the Contractor shall advise the State, in detail, of any impact on cost (e.g., increase or
decrease), the Schedule, a the Work Plan.

9.2. The Contractor may request a change within the scope of the Contract by written Change
Order, identifying any impact on cost, the Schedule, or the Work Plan. The State shall
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9J.

enempt to respond to the Contrector's requested Change Order within five (S) business
days. The State Agency, as well as the Department of Information Technology, must
approve all Change Orders in writing. The State shall be deemed to have rejected the
Change Order if the parties are unable to reach an Agreement in writing.

All Change Order requests from the Contnctor to the State, and the State acceptance of
the Contractor's estimate for a State requested change; will be acknowledged and
responded to, either acceptance or rejection, In writing. If accepted, the Change Orders)
shall be subject to the Contract amendment process, as determined to apply by the State.

10. INTELLECTUAL PROPERTY

10.1. Sofbvare Title

10.1.1. Upon successful completion and/or termination of the Implementation of the
Project, the Contractor shall own and hold all, title, and rights in any Software
modifications developed in connection with performance of obligations under the
Contract, or modifications to the Contractor provided Software, and their'
associated Documentation including any and all performance enhancing
operational plans and the Contractors* special utilities. The Contractor shall
license back to the State the right to produce, publish, or otherwise use such
software, source code, object code, mt^ifications, reports, and Documentation
developed under the Contract.

10.1.2. In no event shall the Vendor be precluded from developing for itself, or for others,
materials that'are competitive with, or similar to. Custom Software, modifications
developed in connection with performance of obligations under the Contract. In
addition, the Vendor shall be free to use its general knowledge, skills, experience,
and any other ideas, concepts, know-how, and techniques that are acquired or
used in the course of its performance under this agreement.

10.2. Slates Data and Property

Ail rights, title and interest in State Data shall* remain with tl^e State. All data and any
property which has been received from the State or purchased with funds provided for that
purpose under this Agreement, shall be the property of the State, and shall be returned to
the State upon demand or upon termination of this Agreement for any reason. The
Contractor shall not access State user accounts or State data, except:

a. in the course of Data center operations;

b. in response to service or technical issues;

c. as required by the express terms of this Contract; or
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d. at the State's written request.

lOJ. Contractor's Materials

10J.l. Subject to the provisions of this Contract, the Contractor may develop for itself,
or for others, materials that are competitive with, or similar to. the Deliverables.
In accordance with the provision of this Contract, the Contractor ihall not
distribute any products containing or disclose any State Confidential Information.
The Contractor shall be free to use its general Imowledge, skills and experience,
and any ideas, concepts, know-how, and techniques that are acquired or used in
the course of its performance under this Contract, provided that such is not
obtained as the result of the deliberate memorization of the State Confidential

Information by the Contractor employees or third party consultants engaged by
the Contractor.

I0J.2. Without limiting the foregoing, the parties agree that the general knowledge
referred to herein cannot include information or records not subject to public
disclosure under New Hampshire RSA Chapter 91-A, which includes but is not
limited to the following: records of grandjuries and petit Juries; records of parole
and pardon boards; personal school records of pupils; records pertaining to
internal personnel practices, financial information, test questions, scoring keys
and other examination data use to administer a licensing examination,
examination for employment, or academic examination and personnel, medical,
welfare, library use, video tape sale or rental, and other files containing personally
identifiable information that is private in nature.

10.4. State Website Copyrigbt

WWW Copyright and Intellectual Property Rights

All right, title and interest in the State WWW site <NH.GOV, etc.>, including copyright
to all Data and information, shall remain with the State. The State shall also retain all
right, title and interest in any user interfaces and computer instructions embedded within
the WWW pages. All WWW pages and any other Data or information shall, where
applicable, display the State's copyright.

10.5. Custom Software Source Code

In the event that the State purchases Software development Service, which results in
Custom Software, the Contractor shall provide the State with a copy of the source code
for the Custom Software, which shall be subject to the License rights. The State shall
receive a worldwide, perpetual, irrevocable, and non-exclusive paid -up right and license

State of NH Contract
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to use. copy, modify and prepare derivative works of ar)y custom developed Sofhvare.
TTiis section does not apply to the Contractor's proprieury Software code.

10.6. Survival

This Contract Agreement Part 2 - Information Technology Provisions, Section 10:
Intellectual Property shall survive the termination of the Contract.

11. USE OF STATE'S INFORMATION AND CONFIDENTIALITY

11.1. Use of State's lofonnetiOQ

In performing its obligations under the Contract, the Contractor may gain access to
information of the State, including State Confidential Information. ^^State Confldential
Information" shall include, but not be limited to, information exempted from public
disclosure under New Hampshire RSA Chapter 91-A: Access to Ptiblic Records and
Meetings (see e.g. RSA Chapter 91-A: 5 Exemptions). The Contractor shall not use the
State Confidential Information developed or obtained during the performance of, or
acquired, or developed by reason of the Contract, except as directly connected to and
necessary for the Contractor's performance under the Contract.

11.2. State CoQ ndeotial Infomiatioo

11.2.1. The Contractor shall maintain the Confidentiality of and protect from
unauthorized use. disclosure, publication, and reproduction (collectively
"release"), all State Confidential Information that becomes available to the

Contractor in connection with its performance under the Contract, regardless.of
its form.

11.2.2. Subject to applicable federal or State lews and regulations, ConfidentiaJ
Information shall not include information which:

a. shall have otherwise become publicly available other than as a result of
disclosure by the receiving party in Breach hereof;

b. was disclosed to the receiving party on a non«Confidential basis from
a source other than the disclosing party, which the receiving party
believes is not prohibited from disclosing such information as a result
of an obligation in favor of the disclosing party;

c  is developed by the receiving party independently of. or was known by
the receiving party prior to, any disclosure of such information made
by the disclosing party; or
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d. is disclosed with the written consent of the disclosing party.. A
receiving party also may disclose Confidential Information to the
extent required by an order of a court of competent jurisdiction.

11.2.3. Any disclosure of the Stale Confidential Information shall require the prior
written approval of the State. The Contractor shall immediately notify the State if
any request, subpoena or other legal process is served upon the Contractor
regarding the State Confidential Infonhation, artd the Contractor shall cooperate
with (he State in any effort the State undertakes to contest the request, sub^na
or other legal process, at no additional cost to the State.

11.2.4. In the event of the unauthorized release of State Confidential Information, the
Contractor shall immediately notify the State, and the State may immediately be
entitled to pursue any remedy at law and in equity, including, but not limited to,
Injunctive relief.

11 Cootractor Coondeotial lafonnatioo

Insofar as the Contractor seeks to maintain the Confidentiality of Its Confidential or
proprietary information, the Contractor must clearly identify in writing all infoimation it
claims to be Confidential or proprietary. Notwithstanding the foregoing, the Stale
acknowledges that the Contractor considers the Software and Documentation to be
Confidential Information. The Contractor acknowledges that the State Is subject to State
and federal laws governing disclosure of information including, but not limited to, RSA
Chapter9]>A; Access to Government Records and Meetings. The State shall maintain
the Confidentiality of the identified Confidential Information insofar as it b consistent
with applicable State and federal laws or regulations, including but not limited to, RSA
Chapter 9l*A: Access to Government Records and Meetings. In the event the State
receives a request for the information identified by the Contractor as Confidential, the
State shall notify the Contractor and specify the date the State will be releasing the
requested information. At the request of the State, the Contractor shall cooperate arid
assist the State with the collection and review of the Contractor's information, at no
additional expense to the State. Any efTort to prohibit or enjoin the release of*the
information shall be the Contractor's sole responsibility and at the Contractor's sole
expense. If the Contractor fails to obtain a court order enjoining the disclosure, the State
shall release the information on the date specified in the State's notice to the Contractor,
without any liability to the Contractor.

11.4. Survival

This Contract Agreement - Part 2 - Informatidn Technology Provisions, Section 11, Use
I of State's Information, and Confidentiality, shall survive termination or conclusion of the
Contract.

State of NH Contract
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12. LIMITIATION OP LIABILITY

12.1. Slate

Subject to applicable laws and regulations, in no event shall the State be liable for any
consequential, special, indirect, incidental, punitive, or exemplary damages. Subject to
applicable laws and regulations, the State's liability to the Contractor shall not exceed the
total Contract price set forth in Contract Agreement - Pan I. P-37 General Provisions •
Block 1.8: Price Llmiialion.

12.2. States Immuoily

Notwithstanding the foregoing, nothing herein contained shall be deemed to constitute a
waiver of the sovereign immunity of the State, which immunity is hereby reserved to the
State. This covenant shall survive termination or Contract Conclusion.

12J. Survrva!

This Contract Agreement Pan 2 - Information Technology Provisions, Section 12:
Limitation of Liability shall survive termination or Contract Conclusion.

13. TERMINATION

13.1. Termlnatioo for Default

Any one or more of the following acts or omissions of the Contractor shall constitute an
Event of Oefault hereunder ("Event of Default"):

a. ■ Failure to perform the Services satisfactorily or on Schedule;

b. Failure iosubmit any report required; and/or

c. Failure to perform any other covenant, term or condition of the Contract.

13.1.1. Upon the occurrence of any Event of Oefault, the State may take any one or more,
or all, of the following actions:

i. Unless otherwise provided in the Contract, the State shall provide the
Contractor written notice of default and require it to be remedied

' within, in the absence ofa greater orlesser specification of time, within
thirty (30) days from the date of notice, unless otherwise indicated
within by the State ("Cure Period"), [f the Contractor fails to cure the
default within the Cure Period, the State may terminate the Contract
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cfTeclive two (2) days after giving the Contractor notice of termination,
at its sole discretion, treat the Contract as Breached and pursue its
remedies at law or in equity or both.

b. Give the Contractor a written notice specifying the Event of Default
and suspending all payments to be made under the Contract and
ordering that (he portion of the Contract price which would otherwise
accrue to the Contractor during the period from the date of such notice
until such time as the State determines that (he Contractor has cured the

Event of Default shall never be paid to the Contractor.

c. Set off against any other obligations the State may owe to the
Contractor any damages the State suffers by reason of any Event of
Default.

d. Treat the Contract as Breached and pursue any of its remedies at law or
inequity,or both.

e. Procure Services that are (he subject of the Contract from ano^er
source and the Contractor shall be liable for reimbursing (he State for
the replacement Services, and all administrative costs directly related
to the replacement of the Contract and procuring the Services from
another source, such as costs of competitive bidding mailing,
advertising, applicable fees, charges or penalties, and staff time costs;
all of which shall be subject to (he limitations of liability set forth in the
Contract.

13.1.2. The Contractor shall provide the State with written notice of default, atkI the State
shall cure the default within thirty (30) days.

13.2. Termioatioo for Cooveoience

13.2.1. The Slate may, at its sole discretion, terminate the Contract for convenience, in
whole or in pan, by thirty (30) days written notice to the Contractor. In the event
of a termination for convenience, the State shall pay the Contractor the agreed
upon price, if separately stated in this Contract, for Deliverables for which
Acceptance has been given by the State. Amounts for Services or Deliverables
provided prior to the date of termination for which no separate price is stated
under the Contract shall be paid, in whole or in part, generally in accordance with
Contract Pan 3 - Exhibit C: Price and Payment Schedule, of the Contract.

13.2.2. During the thirty (30) day period, the Contractor shall wind down and cease
Services as quickly and efTicienlly as reasonably possible, without performing
unnecessary Services or aclivities and by minimizing negative effects on the State
from such winding down and cessation of Services.
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13.3. Termioafioo for Cooflict of Interest

13.3.1. The Stste may terminate the Contract by written notice if it determines that a
conflict of interest exists, including but not limited to, a violation by any of the
parties hereto of applicable taws regarding ethics in public acquisitions and
procurement and performance of Contracts.

13.3.1.1. In such case, the State shall be entitled to a pro-rated refund o.f any
current development, support, and maintenance costs. The State shall
pay all other Contracted payments that would have become due and
payable if the Contractor did not know, or reasonably did not know,
of the conflict of interest.

13.3.2. In the event the Contract is terminated as provided above pursuant to a violation
by the Contractor, the State shall be entitled to pursue the same remedies against
the Contractor as it could pursue in the event of a default of the Contract by the
Contractor.

13.4. Termioatico Procedure

13.4.1. Upon termination of the Contract, the State, in addition to any other rights
provided in the Contract, may require the Contractor to deliver to the State any
property, including without limitation, Software and Wrinen Deliverables, for
such pan of the Contract as has been terminated.

13.4.2. After receipt of a notice of termination, and except as otherwise directed by the
State, the Contractor shall:

a. The State shall be entitled to any post-termination assistance generally
made available with respect to the Service, unless a unique Data
retrieval arrangement has been established as part of the SLA;

b. Slop work under the Contract on the date, and to the extent specined,
in the notice;

c. Promptly, but in no event longer than thirty (30) days after termination,
terminate its orders and subcontracts related to the work which has been

terminated and settle all outstanding liabilities and all claims arising
out of such termination of orders And subcontracts, with the approval
or ratification of the State to the extent required, which approval or
ratification shall be final for the purpose of this Section;

d. Take such action as the State directs, or as necessary to preserve and
protect the property related to (he Contract which is in the possession
of the Contractor and in which the State has an interest;
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c. During any period of Service suspension, the Contractor shall not take
any action to intentionally erase any Slate Data;

1. In the event of termination of any Service or Agreement in
entirety, the Contractor shall not take any action to
intentionally erase any State Data for a period of:

•  10 days after the Effective Date of termination, if the
termination is in accordance with the Contract period.

•  30 days after the Effective Date of termination, if the
termination is for convenience.

•  60 days after the Effective Date of termination, if the
termination is for cause.

f. Transfer title to the State and deliver in the manner, at the times, and to
the extent directed by the State, any property which is required to be
furnished to the State and which has twen accepted or requested by the
State;

g. Provide written Certification to the State that the Contractor has
surrendered to the State all said property; and

b. Assist in Transition Services, as reasonably requested by the State at no
additional cost.

13.4 After such period, the Contractor shall have no obligation to maintain or provide
any State Data and shall thereafter, unless legally prohibited, delete all State Data
in its Systems or otherwise in its possession or under its control;

a. Transfer title to the State and deliver in the manner, at the times, and to
the extent directed by the State, ahy property which is required to be
furnished to the State and which has been accepted or requested by the
State;

b. The Contractor shall implement an orderly return of State Data in a
CSV or another mutually agreeable format at a time agreed to by the
parties and the subsequent secure disposal of State Data; ■

c. The Contractor shall securely dispose of all requested Data in all of its
forms, such as disk, CD/ DVD, backup tape and paper, when requested
by the State. Data shall be permanently deleted and shall not be
recoverable, according to National Institute of Standards and
Technology (NlST)-approvcd methods. Certificates of destruction
shall be provided to the State; and

d  Provide written Certification to the State that the Contractor has

surrendered to the State all said property.
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U.S. Survival

This Contract Agreement - Part 2 - Infonnation Technology Provisions, Section 13:
Termination shall survive termination or Contract Conclusion.

14. CHANGE OF OWNERSHIP

In the event that the Contractor should change ownership for any reason whatsoever, the State
shall have the option of continuing under the Contract with the Contractor, its successors or assigns
for the full remaining term of the Contract; continuing under the Contract with the Contractor, its
successors or assigns for such period of time as determined necessary by the State; or Immediately
terminate the Contract without liability to the Contractor. Its successors or assigns.

15. ASSIGNMENT, DELEGATION, AND SUBCONTRACTS

15.1. The Contractor shall not assign, delegate, subcontract, or otherwise transfer any of its
interest, rights, or duties under the Contract without the prior written consent of the State.
Such consent shall not be unreasonably withheld. Any attempted transfer, assignment,
delegation, or other transfer made without the State's prior written consent shall be null
and void, and may constitute an Event of Default at the sole discretion of the State.

15.2. The Contractor shall remain wholly responsible for performance of the entire Contract
even if assignees, delegates. Subcontractors, or other transferees ("Assigns") are used,
unless otherwise agreed to In writing by the State, and the Assigns fully assumes in writing
any and all obligations and liabiliiies under the Contract from the ElTective Date. In the
absence of a written assumption of full obligations and iiabilities of the Contract, any
permitted assignment, delegation, subcontract, or other transfer shall neither relieve the
Contractor of any of its obligations under the Contract nor affect any remedies available
to the State against the Contractor that may arise from any Event of Default of the
provisions of the Contract. The State shall consider the Contractor to be the sole point of
contact with regard to all Contractual natters, including payment of any and all charges
resulting from the Contract.

]SJ. Notwithstanding the foregoing, nothing herein shall prohibit the Contractor from
assigning the Contract to the successor of all or substantially all of the assets or business
of the Contractor provided that the successor fully assumes in writing all obligations and
responsibilities under, the Contract. In the event that the Contractor should change
ownership, as permitted under Pan 2 - Inrormation Technology Provisions. Section 14:
Change of Ownership, the State shall have the option to continue under the Contract with
the Contractor, its successors or assigns for the full remaining term of the Contract;
continue under the Cpntracl with the Contractor, its successors or assigns for such period
of time as determined necessary by the Slate; or immediately terminating the Contract
without liability to the Contractor, its. successors or hssigns.
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16. DISPUTE R£SOLUTION

16.L Prior to the filing of any forme! proceedings with respect toe dispute (other than an action
seeking injunctive relief with respect to intellectual property rights or Confidential
Information), the party believing itself aggrieved (the "Invoking Party") shall call for
progressive management involvement in the dispute negotiation by written notice to the
other party. Such notice shall be without prejudice to the Invoking Party^s right to any
other remedy permitted under the Contract.

16.2. The parties ̂ 11 use reasonable efforts to arrange personal meetings and/or telephone
conferences as needed, at mutually convenient times and places, between rtegotiators for
the parties at the following successive management levels, each of which shall have a
period of allotted time as specified below in which to attempt to resolve the dispute:

16.3. The allotted lime for the first level negotiations shall begin on the date the Invoking
Party's notice is received by the other party. Subsequent allotted time is days from the
date thai the original Invoking Party's notice Is received by the other party.

TABLE 16: Dispute Reiolutloa Rcspoosibinty and Schedule Table

LEVEL
CONTRACTOR

POINT OF CONTACT
STATE

POINT OF CONTACT

I

CUMULATIVE

ALLOTED TIME

Prirnary Kirk Lyie Kelly Brudniak Five (5) Business Days
First Kiran LacHumanna Jeffery Bond Ten (10) Business Days.

Second Michelle Gorman
Robert (^inn,
Commissioner DOS

Fifteen (15) Business
Days

17. DOIT GENERAL TERMS AND CONDITIONS

17.1. Computer Use

In consideration for receiving access to and use of the computer .facilities, network,
licensed or developed Software, Software maintained or operated by any of the State
entities. Systems, equipment. Documentation, information, reports, or Data of any kind
(hereinafter "Information"), the Contractor understands and agrees to the following rules:

a. Every Authorized User has the responsibility to assure the protection of
information from unauthorized access, misuse, theft, damage, destruction,
modification, or disclosure.

b. That information shall be used solely for conducting official State business, and
all other use or access is strictly forbidden including, but not limited to, personal.
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or other private end non-State use and that at no time shall the Contractor access
or attempt to access any information without having the express authority to dp so.

c  That at no time shall the Contractor access or attempt to access any information in
a manner inconsistent with the approved policies, procedures, and /or Agreements
relating to System entry/access.

d. That all Software Licensed, developed, or being evaluated by the State cannot be
copied, shared, distributed, sub-licensed, modified, reverse engineered, rented, or
sold, and that at all times the Contractor must use utmost care to protect and keep
such Software strictly Confidential in accordance with the license or any other
Agreement executed by the State. Only equipment or Software owned, licensed,
or being evaluated by the State, can be used by the Contractor. Personal Softvrare
(including but not limited to palmtop sync Software) shall not be installed on any
equipment.

c. That if the Contractor is found to be in violation of any of the above-stated rules,
the User may face removal from the State Contract, and/or criminal or civil
prosecution, if the act constitutes a violation of law.

17.2. Enail Use

Mail and other electronic communication messaging Systems are State of New Hampshire
property and are to be used for business purposes only. Email is defined as "intemai Email
Systems" or "State-funded Email Systems". The Contractor understand and agree that
use of email shall follow State standard policy (available upon request).

173. iDteroct/lDtraoet Use

The Internet/Intranet is to be used for access to and distribution of information in direct

support of the business of the State of New Hampshire according to State standard policy
(available upon request).
#

17.4. Regulatory GoveroraeoC Approvab

The Contractor shall obtain all necessary and applicable regulatory or other governmental
approvals necessary to perform Its obligations under the Contract.
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18. GENERAL CONTRACT REQUIREMENTS

18.1. lasuraocc certificate

The Insurance Certificate should note the Certificate Holder in the lower left hand block

including State of New Hampshire, Department Name, and name of the individual
responsible for the funding of the Contracts and his/her address.

18.2. Eihibits

The Exhibits referred to, in and attached to the Contract are incorporated by reference as
if fully included in the text.

18 J. VcQoe aad Jurisdiction

Any action on the Contract may only be brought in the State of New Hampshire.
Merrimack County Superior Court.

18.4. Survival

The terms, conditions and Warranties contained in the Contract that by their context are
intended to survive the completion of the performance, cancellation or termination of the
Contract shall so survive. ^

18.5. Force Majcure

18.5.1. Neither the Contractor nor the State shajl be responsible for delays or failures in
performance resulting from events beyond the control of such party and without
fault or negligence of such party. Such events shall include, but not be limited to.
acts of God, strikes, lock outs, riots, and acts of War, epidemics, acts of
Goverrunent, fire, power failures, nuclear accidents, earthquakes, and unusually
severe weather.

16.5.2. Except in the event of the foregoing. Force Majeure events shall not include the
Contractor's inability to hire or provide personnel needed for the Contractor's
performance under the Contract.

18.6. Notices

Any notice by a party hereto to the other party shall be deemed to have been duly delivered
or given at the time of mailing by certifted mail, postage prepaid, in a United States Post
Office addressed to the parties at the following addresses.
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TABLE 18.6: Notices

CONTRACTOR

POINT OP CONTACT
STATE

POINT OF CONTACT

Michelle Gorman Jeffery Bond

287S Breckinridge Blvd., Suite 100 23 Hazen Dr.

Ouluth. GA, 30096 Concord, NH. 03301

(407) 865-2017 (603) 227-4027

Michelle.Gorman^qmatic.com Jerrery.Bond@dos.nh.gov

18.7. Electronic Eiecutioo

An electronically tranOTitted version of this Agreement may be considered the original
and the Contractor will not have the right to challenge in court the authenticity or binding
effect of any faxed or scanned copy or signature thereon. This Agreement may be signed
in counterparts and all counterparts will be considered and constitute the same Agreement.

19. DATA PROTECTION

19.1. Data Protectioo

Protection of personal privacy and Data shall be an integral part of the business activities
of the Contractor to ensure there is no inappropriate or urtauthorized use of State
information at any lime. To this end, the Contractor shall safeguard the Confidentiality,
integrity and availability of State information and comply with the following conditions:

a. The Contractor shall implement and maintain appropriate administrative, technical
and organizational security measures to safeguard against unauthorized access,
disclosure or theft of Personal Data and Non-Public Data. Such security measures
shall be in accordance with recognized industry practice and not less stringent than
the measures the Contractor applies to its own Personal Data and Non-Public Data
of similar kind.

AH Data obtained the Contractor in the performance of this Contract shall
become and all Personal Data shall be encrypted at rest and in transit with
controlled access. Unless otherwise stipulated, the Contractor is responsible for
Encryption of the Personal Data.

b.
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Unless otherwise stipulated, the Contractor shall encrypt all Non>Public Data at
rest and in transit. Tlw State shall identify Data it deems as Non-Public Data to the
Contractor. The level of protection and Encryption for all Non-Public Data shall
be identified and made a part of this Contract.

c.

At no time shall any Data or processes —- that either belong to or are intended for
the use of the State or its officers, agents or employees — be copied, disclosed or
retained by the Contractor or any pany'reiated to the Contractor for subsequent use
in any transaction that does not include the State.

The Contractor shall not use any information collected in connection with the
Service issued from this Proposal for any purpose other than fulfilling the Service.

19.2. Data Location

The Contractor shall provide its Services to the State and its end users solely from data
centers within the Continental United Stales. Alt storage, processing and transmission of
State data shall be restricted to information technology systems within the Continental
United States. The Contractor shall not allow its personnel or sub-contractors to store State
data on portable devices, including personal computers, except as specified and allowed
by the contract, and then only on devices that are used and kept at its data centers within
the Continental United States. The Contractor shall permit Its personnel and Contractors
to access State data remotely only to provide technical support and as specified or required
by the contract.

193. Security locidcot or Data Breach

The Contractor shall inform the State of any Security Incident or Data Breach in
accordance with NH RSA Chapter 3S9-G:20: Notice ofSecurity Breach.

a. Incident Response; the Contractor may need to communicate with outside parties
regarding a Security Incident, which may Include contacting law enforcement,
fielding media inquiries and seeking external expertise as mutually agreed upon,
defined by law or contained In the Contract. Discussing Security Incidents with the
State should be handled on an urgent as-needed basis, as part of the Contrwtor
communication and mitigation processes as mutually agreed upon, defined by law
or contained in the Contract.

b. Security incident Reporting Requirements: the Contractor shall report a Security
Incident to the appropriate State Identified Contact immediately if it reasonably
believes there has been a security incident.

c. Breach Reporting Requirements: If the Contractor has actual knowledge .of a
confirmed Data Breach that affects the security of any State content that is subject
to applicable Data Breach notification law, the Contractor shall (I) promptly notify
the appropriate State Identified Contact within 24 hours or sooner, unless shorter
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time is required by applicable law, and (2) take commercially reasonable measures
to address the Data Breach in a timely manner.

19.4. Breach Respoasibilities

This section only applies when a Data Breach occurs with respect to personal Data within
the possession or control of the Contractor.

19.4.1. The Contractor, unless stipulated otherwise, shall immediately notify the
appropriate State Identified Contact by telephone in accordance with the agreed
upon security plan or security procedures if it reasonably believes there has been
a Security Incident.

19.4.2. The Contractor, unless stipulated otherwise, shall promptly notify the appropriate
State Identified Contact within 24 hours or sooner by telephone, unless shorter
time is required by applicable law, if it confimts that ttere is. or reasonably
believes that there has teen a Data Breach, the Contractor shall:

a. cooperate with the State as reasonably requested by the State to
investigate and resolve the Data Breach,

b. promptly implement necessary remedial measures, if necessary, and

c. Document responsive actions taken related to the Data Breach,
including any post-incident Review of events and actions taken to make
changes in business polices in providing the Service, if necessary.

19.4.3: Unless otherwise stipulated, if a Data Breach is a direct result of the Contractpr's
Breach of its Contract obligation to encrypt Personal Data or otherwise prevent
its release, the Contractor shall bear the costs associated with:

a. The investigation and resolution of the Data Breach;

b. Notifications to individuals, regulators or others required by State law;

c. A credit monitoring Service required by State (or federal).law;

d. A website or a toll-free number and call center for affected individuals

r^uired by State law — all not to exceed the average per record per
person cost calculated for Data Breaches in the United States (currently
$201 per record/person) in the most recent Cost ofOata Breach Study;
Global Analysis published by.the Ponemon Institute at the time of the
Data Breach; and

e. Complete all corrective actions as reasonably determined by the
Contractor based on root cause; all [(a.) throu^ (d.)] subject to this
Contract's limitation of liability.
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19.5. NotiricatloD of Legal Requeati

The Contractor shaJI.contact the State upon receipt of any electronic discovery. Ittigation
holds, discovery searches and expert testimonies related to the State's Data under this
Contract, or which in any way might reasonably require access to the Data of the State.
The Contractor shall not respond to subpoenas, Service of process and other legal requests
related to the State without first ratifying the State, unless prohibited by law from
providing such notice.

19.6. Access to Security Logs and Reports

The Contractor shall provide reports to the State in a format as agreed to by both the
Contractor and the State. Reports shall include latency statistics, user access, user access
IP address, user access history and security logs for all State files related to this Contract.

19.7. Contract Audit

The Contractor shall allow the State to audit conformance to the Contract terms. The State

may perform this audit or Contract with a third party at its discretion and at the Stale's
expense.

19.8. Data Center Audit

The Contractor shall provide audit details of its' Vendor Data centers at least annually at
its expense, and provide a redacted version of the audit repon upon request. The
Contractor may remove its proprietary information from the redacted version. A Service
Organization Control (SOC) 2 audit report or approved equivalent sets the minimum level
of a third-party audit.

19.9. Advance Notice

The Contractor shall give advance notice to the Stale of any upgrades (e.g., major
upgrades, minor upgrades. System changes) that may impact Service availability and
performance. A major upgrade is a replacement of hardware, Soflware or firmware v^ih
a newer or better version in order to bring the System up to date or to improve its
characteristics. It usually includes a new version number.

19.10. Security

The Contractor shall disclose its non-proprietary security processes and technical
limitations to the State such that adequate protection and flexibility can be attained
between the State and the Contractor. For example: virus checking and port sniffing —
the State and the Contractor shall understand each other's roles and responsibilitiei
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19.11. Non-Disclosure aod Separation ofDutics

The ContTBCtor shall enforce separation of job duties, require commercially reasonable
non-disclosure Agreements, and limit staff knowledge of State Data to that which is
absolutely necessary to perform job duties.

19.12. Import and Export of Data

The State shall have the ability to import or export Data in piecemeal or in entirety at its
discretion without interference from the Contractor. This includes the ability for the State
to import or export Data to/from other Service providers.

19.13. Respoosivitiea and Uptime Guaraotcc

The Contractor shall be responsible for the acquisition and operation of all hardware,
Software and network support related to the Services being provided. The technical and
professional activities required for establishing, managing and maintaining the
environments are the responsibilities of the Contractor. The System shall be available
24/7/36S (with agreed-upon malntenaiKe downtime), and provide Service to customers as
defined in the SLA.

19.14. Right to Remove lodividuals

The State shall have the right at any time to require that the Contractor remove from
interaction with State any the Contractor representative who the State believes is
detrimental to its working relationship with the Contractor. The State shall provide, the
Contractor with notice of its detennination, and the reasons it requests the removal. If the
State signiHes that a potential security violation exists with respect to the request, the
ContTBCtor shall imm^iateiy remove such individual. The Contractor shall not assign the
person to any aspect of the Contract or future work orders without the State's consent.

Remainder ofIhis page intentionaUy lefi blank
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EXHIBIT A - SPECIAL PROVISIONS

1. SPECIAL PROVISIONS

There are no changes to the terms outlined in the P-37 General Provisions.
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EXHIBIT B - SCOPE OF SERVICES

The general scope of (he project is to implement the appointment-scheduling component and move the
queuing system on premise to a hosted environment.

I. STATEMENT OF WORK ,

1.1. Geoeral Project Assumptiona-Qmadc

a. CFM System versions deployed by State must match Service Provider's list of
supported versions.

b. Qmatic. in its reasonable opinion and supported by manufacturer information, may
designate certain equipment as obsolete or defective, and therefore exclude it from
coverage under this Agreement.

c. Anti-virus solution must be in place, updated, with valid update subscription.

d. Power surge protection must be provided for all covered computers and devices.

e. Qmatic must be provided with convenient and timely access to the equipment (if
applicable) covered under this Agreement including remote access, adequate
working space and facilities within a reasonable distance of the equipment, and
access to and use of all information, internal resources, and facilities determined
necessary to service the equipment.

f. The Stale will be required to conduct preliminary diagnostic steps or provide
additional information related to a support request, prior to a technician being
dispatched to the State's facilities.

g. The Stale must agree to assign one employee to be liaison or contact person to
Service Provider In order to make communications between both parties effective.

1.2. Geoeral Project Assumptions - The Statie

a. The Contractor will provide project tracking tools and templates to record artd
manage issues, risks, Change Requests, requirements, decision sheets, and other
documents used in the management artd tracking of the Project. The State of New
Hampshire and the Contractor's Project Managers will review these tools and
templates arul detennine which ones will be used for the Project. Training on these
toots and templates will be conducted at the start of each phase in which they will
be used.

b. Prior to the commencement of work on Non-SoRware and Written deliverables,
the Contractor shall provide to the State a template, table of contents, or agenda
for Review and prior approval by the State.

c. The Contractor shall ensure that appropriate levels of security are implemented
and maintained in order to protect tte integrity and reliability of the Stale's
Information Technology resources, information, and services. Security
requirements are deTtned in Part 3 - Exhibit H: Requirements. The Contractor shall
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prt}vide the State resources, infonnation, and Services on an ongoing basis, with
the appropriate infrastructure and security controls to ensure business continuity
and to safeguard the Conndentiality and integrity of Slate networks. Systems and
Data.

d. The Deliverables are set forth in the Schedule described below in Section 2. By
unconditionally accepting a Deliverable, the State reserves the right to reject any
and all Deliverables in the event the State detects any Deficiency in the System, in
whole or in part, through completion of all Acceptance Testing, including but not
limited to. Software/System Acceptance Testing, and any extensions thereof.

c. Pricing for Deliverables set forth in Part 3 • Exhibit C: Price and Payment
Schedule. Pricing will be effective for the Term of this Contract, and any
extensions thereof.

Remainder of this page inienthnally left blank
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EXHIBIT C - PRICE AND PAYMENT SCHEDULE

i. PAYMENT SCHEDULE

1.1. CoatractTypc

This is s Not to Exceed Contmct. The total Contract value is indicated in Part 1, P-37
General Provisions • Block 1.8: Price Limitation for the period between the Effective Date
through date indicated in Part I, P-37 General Provisions • Block 1.7: Completion Date.
The Contractor shall be responsible for performing its obligations in accordance with the
Contract. This Contract will allow the Contractor to invoice the State for the following
activities. Deliverables, or milestones appearing in the price and payment tables below:

Table IB: Cost

Sunmary

FY21 FV22 PYI3 FY 24 FY 2S Option
Year*

FY26.27

Option
Yean

FV28.29

Desertpttofl

SOFTWARE

SUBTOTAL
SI9,226.S4

HARDWARE

SUBTOTAL 1
,

SERVICES

SUBTOTAL
$17,092.12

ANNUAL FEES

FOR HOSTING

AND TEXTS

$26,137.16 $26,659.90 $27,193.10 $27,736.96 $28,291.70 $29,140.45 $30,014.67

MAINTENANCE

SUBTOTAL-

New Features

$3,460.7B $3,460.78 $3,460.78 $3,460.78 $3,460.78 $3,564.60 $3,671.54

Hosting for Test
Environmeni

$3,460.00 $3,460.00 $3,460.00 $3,460.00 $3,460.00 $3,564.60 $3,671.54

Set up Fee for Test
Environment

$1,979.54

SUBTOTAL $71,356.14 $33,510.68 $34,113.88 $34,657.74 $35,212.48

CONTRACT

TOTAL
$208,920.92

1.2. Proposed Veodor Staff, Resource Hours aod Rates Worksheet

Use the Proposed Vendor Staff Position, Resource Hours and Rates Worksheet to indicate
the individuals that will be assigned to the Project, hours and applicable rates. Names
must be provided for individuals designated for key roles, but titles are sufficient for
others.

Qmatic will charge the listed prices in Table IC below for consultation and cn-site support
where they apply.
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1.3. Services Priciog Worksheet

Pricing must reflect the payment of maintenance through the Contract end date. Price
estimate should reflect the most optimistic Implementation date. Actual payments may
differ from the estimate if the project stan date slips or if Implementation takes longer as
this will cause a shorter maintenance period.

Table IC D9\hnarable

OeDvereble

Type QTY Description Per Unit Price

Software 1 Orchestra 7 Upgrade 19,226.S4 19,226:54

Service 36 Project Management Services Hourly 157.78 5,680.08

Service SB Systems Analyst Services Hourly 168.59 9.441.04

Service 4 Business Analyst Hourly 162.75 6S1.Q0

Service 8 Trainer level II Hourly (Web Ex) Hourly 165.00 1,320.00

Service 1

Hosting Services for Orchestra (Monthly) - contact
Pre-sales for pricing 6,137.16 6,137.16

Service 1 SMS Services - up to 2.000,000 sms per year 20,000.00 20,000.00

Maintenance 1 QMatic Software Care (Starts Day One) 3,460.78 3,460.78

CONTRACT PRICE

Notwithstanding any provision in the Contract to the contra^, and notwithstanding unexpected
circumstances, in no event shall the totid of all payments made by the State exceed the amount
indicated in Part I. P-37 General Provisions - Block 1.8: Price Limitation. The payment by the
State of the total Contract price shall be the only, and the complete reimbursement to the
Contractor for all fees and expenses, of whatever nature, incurred by the Contractor in the
performance hereof.

TRAVEL EXPENSES

The State will not be responsible for any travel or out of pocket expenses incurred in the
performance of the Services performed under this Contract. The Contractor must assume all
reasonable travel and related expenses incurred by Contractor in performance of its obligations.
All labor rates in this Agreement will be considered "Fully Loaded", including, but not limited to:
meals, hotel/housing, airfare, car rentals, car mileage, and any additional out of pocket expenses.
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4. SHIPPING AND DELIVERY FEE EXEMPTION

The Stale will not pay for any shipping or delivery fees unless specifically itemized in this
Agreement

5. INVOICING

TTid Contractor shall submit correct invoices to the State for all amounts to be paid by the State.
All invoices submitted shall be subject to the State's prior written approval, which shall not be
unreasonably withheld. The Contractor shall only submit invoices for ̂ rvices or Deliverables as
permitted by the Contract. Invoices must be in a fonnat as determined by the State and contain
detailed information, including without limitation: itemization of each Deliverable and
identification of the Deliverable for which payment is sought, and the Acceptance date triggering
such payment; date of delivery and/or installation; monthly maintenance charges; any other
Project costs or retention amounts if applicable.

Upon Acceptance of a Deliverable, and a properly documented and undisputed invoice, the State
will pay the correct and undisputed invoice within thirty (30) days of invoice receipt. Invoices
will not be iMckdated and shall be promptly dispatched.

6. INVOICE ADDRESS

Invoices may be sent to:

Lisa Lienhart

Division of Motor Vehicles

23 Hazen Dr.

Concord, NH 03301

accountsDavBble@dos.nh.oov

7. PAYMENT ADDRESS

Payments shall be made via ACH. Use the following link to .enroll with the State Treasury for
ACH payments: hltps://www.nh.gov/treasury/siate-vendors/index.htm

8. OVERPAYMENTS TO THE CONTRACTOR

The Contractor shall promptly, but no later than fifteen (IS) business days, return to the Staie'the
full amount of any overpayment or erroneous payment upon discovery or notice from the Slate.
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9. CREDITS

The State may apply credits due to the State arising out of this Contract, against the Contractor's
invoices with appropriate information attached.

10. PROJECT HOLDBACK

The State shall withhold ten percent (10%) of the price for each Deliverable, except Software
License fees, as set forth in the Payment Table, until successful conclusion of the Warranty Period
of 30 days after go-live (Issuing tickets in the new system).

Remainder ofthis page Uuentlonaify lefi blank
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EXHIBIT D - ADMINISTRATIVE SERVICES

1. ACCESS/COOPERATION

As applicable, and subject to the applicable laws and regulations, the State will provide the
Contractor with access to all program files, libraries, personal computer-based systems, software
packages, network systems, security systems, and hardware as required to complete the contracted
services. The State will use reasonable efTorts to provide approvals, authorizations, and deelsiorts
reasonably necessary to allow the Contractor to perrorm its obligations under the Contract.

2. STATE-OWNED DOCUMENTS AND COPYRIGHT PRIVILEGES

The Contractor shall provide the Slate access to all State-owned documents, materials, reports,
and other work in progress relating to this ContracL Upon expiration or termination of the
Contract with the State, the Contractor shall turn over all Slate-owned documents, material,
reports, and work in progress relating to this Contract to the State at no additional cost to the State.
Documents must be provided in both printed and electronic format.

3. RECORDS RETENTION AND ACCESS REQUIREMENTS

3.1. The Contractor shall agree to the conditions of all applicable State and federal laws and
regulations, which are incorporated herein by reference, regaling retention and access
requirements, including without limitation, retention policies consistent with the Federal
Acquisition Regulations (FAR) Subpart 4.7: Contractor Records Retention.

3.2. The Contractor and its Subcontractors shall maintain books, records, documents, and other
evidence of accounting procedures and practices, which properly and sufficiently reflect
all direct and indirect costs invoiced in the performance of their respective obligations
under the Contract. The Contractor and its Subcontractors shall retain all such records for

three (3) years following termination of the Contract, including any extensions. Records
relating to any litigation matters regarding the Contract shall be kept for one (I) year
following the termination of all litigation, including the termination of all appeals or the
expiration of the appeal period.

3.3. Upon prior notice arrd subject to reasonable time frames, all such records shall be subject
to inspection, examination, audit and copyinghy personnel so authorized by the State and
federal officials so authorized by law, rule, regulation or Contract, as applicable. Access
to these items shall be provided within Merrimack County of the State of New Hampshire,
unless otherwise agreed by the State. Delivery of and access to such records shall be at
no cost to the State during the three (3) year period following termination of the Contract
and one < I) year term following litigation relating to the Contract, including all appeals or
the expiration of the appeal period. The Contractor shall include the record retention and
Review requirements of this section in any of Its subcontracts.

3.4. The State agrees that books, records, documents, and other evidence of accounting
procedures and practices related to the Contractor's cost structure and profit factors shall
be excluded from the State's review unless the cost of any other Services or Deliverables
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provided under the Contract is calculated or derived from the cost structure or profit
factors.

4. ACCOUNTING REQUIREMENTS

The Contractor shall maintain an accounting system in accordance with Generally Accepted
Accounting Principles (GAAP). The costs applicable to the Contract shall be ascertainable from
the accounting system and the Contractor shall maintain records pertaining to the Services and ail
other costs and expenditures.
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1. PROJECT MANAGEMENT

The State believes that efTective communication and reporting are essential to Project success.
The Contractor shall employ efTective communication and Reporting strategies to ensure Project
success. The Contractor Key Project SiafTshaJl participate in meetings as requested by the Stale,
in accordance with the requirements and terms of this Contract.

1.1. State Meetings and Reports

1.1.1. The Contractor Key Project Staff shal) participate in meetings as requested by the
State, in accordance with the requirements and terms of this Contract.

a. loiroductory Meeting: Participants will include the Contractor's Key
Project Staff and State Project leaders from both Department of Justice
and the Department of Information Technology. This meeting will
enable leaders to become acquainted and establish any preliminary
Project procedures.

«

b. KickofTMeeting: Participants will include the State and the Contractor's
Project Team and major stakeholders. This meeting is to establish a
sound foundation for activities that will follow.

c. Status Meetings: Participants will, include, at the minimum, the
Contractor's Project Manager and the Slate Project Manager. These
meetings will be conducted at least bi-weekly and address overall Project
status and any additional topics needed to remain on schedule and within
budget. A status end enor report from the Contractor shall serve as the
basis for discussion.

d. Tbe Work Plan: must be reviewed at each Status Meeting and updated,
at minimum, on a bi-weekly basis, in accordance with the Contract.

e. SpcclBl Mectiags: Need may arise for a special meeting with State
leaders or Project stakeholders to address specific issues.

f. Eiit Mcetlog: Participants will include Project leaden from the
Contractor and the State. Discussion will focus on lessons learned from

the Project and on follow up options that the State may wish to consider.

1.1.2. The Slate expects the Contractor to prepare agendas and background for and
minutes of meetings. Background for each status meeting must include an
updated Work Plait. Drafting of formal presentations, such as a presentation for
the kickoff meeting, will also be the Contractor's responsibility.

1.1.3. The Contractor's Project Manager or the Contractor's Key Project Staff shall
submit monthly status reports in accordance with the Schedule and terms of this
Contract. All status reports shal) be prepared in formats approved by the State.
The Contractor's Project Manager shall assist the State's Project Manager, or
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itself produce reports related to Project Management-as reasonably requested by
the Slate, all at no additional cost (o the State. The Contractor shall produce
Project status reports, which shall contain, at a minimum, the following;

a. Project status related to the Work Plan;

^  b. Deliverable status;

c. Accomplishments during weeks being reported;

d. Planned activities for the upcoming two (2) week period;

e. Future activities;

r. Issues and concems requiring resolution; and

g. Report and remedies in case of falling behind Schedule.

1.1.4. As reasonably requested by the State, the Contractor shall provide the State with
information or reports regarding the Project. The Contractor shall prepare special
reports end presentations relating to Project Management, and shall assist the
State in preparing reports and presentations, as reasonably requested by the State,
all at no additional cost to the State.

2. IMPLEMENTATION STRATEGY

2.1. Key Conpooeott

The Contractor shall employ an industry-standard Implementation strategy with a timeline
set forth in accordaiKe with the Work Plan:

a. The Contractor shall manage Project execution and provide the tools needed to
create and manage the Project's Work Plan and tasks, manage and schedule
project staff, track and manage issues, rhanage changing requirements, maintain
communication within the Project Team, and report status.

2.2. Timeline

The timeline is set forth in the Work Plan. During the initial planning period Project task
and resource plans will be established for: the preliminary training plan, the charige
management plart, communication approaches, Project standards and procedures
finalized, and team training initiated. Timing will be structured to rMOgnize
interdependencies between applications and structure a cost effective and timely
execution. Processes will be documented, training established, and the application will be
ready for Implementation in accordance with the Work Plan.
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23. Cbaoge Maoagcmeot ftod Traloiog
y

The Contractor's change management and (raining services shall be focused on
developing change management and training strategies and plans. Its approach relies on
State resources for the execution of the change management and end user training.

Remainder ofthb page InientionaUy left blank
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EXHIBIT F-TESTING SERVICES

The Contractor shall provide the following Products and Services described in Part 3 - Exhibit F: Testing
Services, including but not limited to:

1. TESTING AND ACCEPTANCE

The Contractor shall bear all responsibilities for the full suite of Test Planning and preparation
throughout the Project.

a. The Contractor will provide training as necessary to the State staff responsible for test
activities.

b. . The Contractor shall be responsible for all aspects of testing contained in the Acceptance
Test Plan including support, at no additional cost, during User Acceptance Test
conducted by the State and the testing of the training materials.

c. The Test Plan methodology shall reflect the needs of the Project and be included in the
finalized Work Plan. A separate Test Plan and set of test materials will be prepared for
each Software function or module.

d. All Testing and Acceptance (both business and technically oriented testing) shall apply
to testing the System as a whole, (e.g., software modules or functions, and
Implementation(s). This shall include planning, test scenario and script development,
Data and System preparation for testing. Regression tesu. Performance Tuning and
Stress tests, Security Review and tests, and support of the Sute during User Acceptance
Test and Implementation. '

e. In addition, the Contractor shall provide a mechanism for reporting actual test results
vs. expected results and for the resolution and tracking of all errors and problems
identified during test execution. The Contractor shall also correct Deficiencies and
support required re-testing.

1.1. Test Plaonlng and Preparation

1.1.1. The Contractor shall provide the State with an overall Test Plan that will guide
all testing. The Contractor provided, State approved, Test Plan will include, at a
minimum, identification, preparation, and D^umentation of planned testing, a
requirements traceability matrix, test variants, test scenarios, test cases, test
scripts, test Data, test pha^, expected results, and a tracking method for
reporting actual versus expected results as well as all errors and problems
identified during test execution.

1.1.2. As identified in the Acceptance Test Plan, and documented in accordance with
the Work Plan and the Contract, Stale testing will commence upon the
Contractor's Project Manager's Certification, in writing, that the Contractor's
own staff has successfully executed a!) prerequisite Contractor's testing, along
with reporting the actual testing results, prior to the start of any testing executed
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by Slate stafT. State will be presented with a State approved Acceptance Test
Plan, test scenarios, test cases, test scripts, test data, and expected results.

l.U. The State will commence its testing within Five (S) business days of receiving
Certification from the Contractor that the State's personnel have b^n trained and
the System Is installed, configured, complete, and ready for State testing. The
testing will be conducted by the State in an environment independent from the
Contractor's development environment. The Contractor must assist the State with
testing in accordance with the Test Plan and the Work Plan, utilizing test and live
Data to validate reports, and conduct stress and performance testing, at no
additional cost.

1.1.4. Testing begins upon completion of the Software configuration as required and
user training according to the Work Plan. Testing ends upon issuance of a letter
of DAT Acceptance by the State.

M.S. The Contractor must demonstrate that their testing methodology can be Integrated
with the State standard methodology as applicable.

M. Unit Testing - Not Applicable (N/A)

Unit Testing is not within the scope of this contract.

U. System lotegratioo Testing -Not Applicable (N/A)

System Integration Testing is not within the scope of this contract.

1.4. Convcrsioo/Mlgrattoo Validation Testing • Not Applicable (N/A)

Conversion Validation Testing is not within the scope of this contract.

■l.S. Installalioo Testing

In Installation Testing the application components are installed in the System Test
environment to test the installation routines and are refined for the eventual production
environment. This activity serves as a dry run of the Installation steps in preparation for
configuring the production System.

1.6. User Acceptance Testing (UAT)

1.6.1. UAT begins upon completion of the Software configuration as required and user
training according to the Work Plan. Testing ends upon issuance of a letter of
UAT AcceptarKe by the State.
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1.6.2. The User Acceptance Test (UAT^ is a verification process performed in a copy of
the production environment. The User Acceptance Test verifies System
functionality against predeflned Acceptance criteria that support the successful
execution of approved business processes.

1.6.3. UAT will also serve as a performance and stress test of the System. It may cover
any aspect of the new System, including administrative procures such as the
results of the UAT provide evidence that the new System meets the User
Acceptance criteria as defined in the Work Plan.

1.6.4. The results of the User Acceptance Test provide evidence that the new System
meets the User Acceptance criteria as defined in the Work Plan.

1.6.5. Upon successful conclusion of UAT and successful System deployment, the State
will issue a letter of UAT Acceptance and the respective Warranty Period shall
commence'.

Activity Descriptloo The System User Acceptance Tests verify System
functionality against predefined Acceptance criteria that
support the successful execution of approved processes.

CoDtractor Team

Respooiibilitics
• Provide the State an Acceptance Test Plan and seleciion.of
test scripts for the Acceptance Test.

• Monitorthe execution of the test scripts and assist as needed
during the User Acceptance Test activities.

• Work jointly with the State in determining the required
actions for problem resolution.

State

Respoaslbilities
• Approve the development of the User Acceptance Test Plan
and the set of Data for use during the User Acceptance Test.

• Validate the Acceptance Test environment.

• Execute the test scripts and conduct User Acceptance Test
activities.

• Document and summarize Acceptance Test results.

•Work jointly with the Contractor in determining the required
actions for problem resolution.

• Provide Acceptance of (he validated Systems.

Work-Product

Descriptloo
The Deliverable for User Acceptance Tests is the User
Acceptance Test Results. These results provide evidence that
the new System meets the User Acceptance criteria defined
in the Woric Plan.
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1.7. PerformaoccTuoiog aod Stress Tcstiog

The Contrsctdr shall develop and document hardware and Software configuration and
tuning of the software infrastructure as well as assist and direct the State's System
Administrators end Database Administrators in conriguring and tuning the infrastructure
to support the Software throughout the Project

1.7.1. Scope

a. The scope of Performance Testing shall be to measure the System level
metrics critical for the development of the applications infmtructure and
operation of the applications in the production environment.

b. It will include the measurement of response r^tes of the application for end.
user transactions and resource utilization (of various servers and network)
under various load conditions. These response rates shall become the basts
for changes and relesting until optimum System performance is achieved.

c. Performance testing and tuning shall occur in the final production
environment and shall use a copy of the final production database to provide
the best results.

1.7.2. Test Types

Performance testing will be performed to include testing for remote sites. Baseline
tests shall collect performance data and load analysis by running scripts where (he
output is broken down into business transactions or functions. The test is like a
single user executing a defined business transaction. During baseline testing
each individual script is run to establish a baseline for transaction response time,
throughput and other user*based metrics.

1.7J. Tuning^

Tuning will be the Contractor led and occur during both the development of the
application and load testing. Tuning is the process whereby the application
performance is maximized. This can be the result of making c(^ more efficieni
during development as well as making tuning parameter changes to the
environment.

1.6. Regrcssioo Testing

1.6.1. As a result, of the user testing activities, prt^lems will be idemined that require
correction. The State will notify the Contractor of the nature of the testing failures
in writing. The Contractor will be required to perform additional testing activities
in response to State andfor user problems identified from (he testing results.
Regression Testing means selective re-testing to detect faults introduced during
the modification effort, both to verify that the modifications have not caused
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unintended adverse effects, and to verify that the modified and related (possibly
affected) System components still meet their specifted requirements.

1.9. ' Security Review aod Testing

1.9.1. (T Security involves oil functions pertaining to the securing of Slate Data and
Systems through the creation and definition of security policies, procedures and
controls covering such areas as Identificatidn, Authentication and non-
repudiation.

1.9.2. All components of the Software shall be Reviewed and tested to ensure they
protect the State's hardware and Sofhvare and its related Data assets. Tests shall
focus on the technical, administrative and physical security controls that have
been designed into the System architecture in order to provide the necessary
Confidentiality, integrity and availability. Tests shall, at a minimum, cover each
of the service components. Test procedures shall include penetration tests (pen
tests) and application vulnerability scanning.

SERVICE Component DEFINES THE SET OF CAPABILllTIES

THAT:

IdcDtiflcatioD and Authentication Supports obtaining information about those
parties attempting to log onto a System or
application for security purposes and the
validation of users.

Access Control Supports the management of permissions for
logging onto a computer or network.

Encryption Supports the encoding of Data for security
purposes.

lotniiioo Detection Supports the detection of illegal entrance into a
computer System.

Verification Supports the confirmation of authority to enter
a computer System, application or network.

Digital Signature Guarantees the unaltered state of a file.

Uwr Management Supports the administration of computer,
application and network accounts within an
organization.
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Roie/Privilege Maoagerocat Supports the granting of abilities to users or
groups of users of a computer, application or
network.

Audit Trail Capture aod Analysis Supports the Identification and monitoring of
activities within an application or System. .

Input Validation Ensures the application is protected from
buffer overflow, cross-site scripting. SQL
injection, and .unauthorized access of files
and/or directories on the server.

1.9.3. Tesis shall focus on the technical, adrhinistrative and physical security controls
that have been designed into the System architecture in order to provide-the
necessary Confidentiaitty, integrity and availability. Tests shall, at a minimum,
cover each of the service components. The Contractor shall provide a certificate
of application, vulnerability scanning, and 3rd pany Penetration Tests (pen test)
when appropriate.

1.9.4. Prior to the System being moved into production the Contractor shall provide
results of all security testing to the Department of Information Technology for
Review and Acceptance. All Software and hardware shall be free of malicious
code (malware).

1.10. Penetration Teatiog (Nod-PCI)

The Contractor shall provide Certification that their Software and System environment
has undergone penetration testing in accordance with current recommendations from a
recognized industry standards organization, such as the U.S. Department of Commerce
National Institute of Standards Technology (NIS7*). The State requires that the Contractor
has this testing performed annually by a qualified third-party Vendor at least annually,
and afler every major release.

Successful UAT Completion

Upon successful completion of UAT, the Slate will issue a Letter of UAT Acceptance.

System Acceptance

Upon completion of the Warranty Period, the State shall issue a Letter of Final System
Acceptance. (
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I. SYSTEM MAINTENANCE

I

The Contractor shall maintain and support the System in all material respects as described in Part
2 - Information Technology Provisions, Section I: Contract Documents, through the Contract
end date.

LI. Cbotractor^a Respoosibility

The Contractor shall maintain the System in accordance with the Contract. The
Contractor will not be responsible for maintenance or support for Software developed or
modified by the State.

1.1.1. Maintenance Releases

The Contractor shall make available to the State the latest program updates,
general Maintenance Releases, selected functionality releases, patches, and
Documentation that are generally offered to its customers, at no additional cost.

1.1.2. Minor Release

A minor version is released to handle Bug fixes and/or to keep Applications up to
date with new technology, e.g. support for new operating systems, new database
versions or new browser applications or versions.

8. Minor releases are identified as x.l, x.2.

b. If not mentioned otherwise; the previous minor version is automatically
withdrawn from the market when a new minor version is released.

c. Minor versions are only released for the latest major version ofa software
Application.

d. A minor version is compatible with the previous minor version and
functionality in these remains. If a system has been customized for the
State then the compatibility cannot be guaranteed.

e. Technically, it is possible to update only from the previous minor version
for which Qmatic will provide the necessary tool(s) and information to
do so.

The Client may choose to install a new minor version. If a Client chooses not to
install a new minor version as advised by Qmatic, Qmatic's responsibility to
support the Client in issues affected by that specific minor version ceases If
Qmatic and the Client disagree whether an issue is affected by a specific minor
version or not, then Qmatic's view shall prevail.

1.1.3. Major Release

A major version is released when significant changes or/and new features are
added to the CRM System.
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«. Major versions are identified as ) .0,2.0.

b. Technically it is only possible to upgrade from the latest release of the
previous major release for which Qmatic will provide the necessary
toolfs) and information to do so.

A Client that decides to install a new major version may choose to utilize
Qmatic's services for installation. The cost of the installation (time and expenses)
is then charged separately. If remote access can be usad for installation then only
the time wlil be cl^ged.

1.1.4. Standard Agreement

The State will adopt the Contractor's standard rruuntenance Agreement modified
to address terms and conditions inconsistent with State Statutes and genera) State
Information Technology (IT) practices.

2. SYSTEM SUPPORT

2.1. Conlractor^s Responsibility

2.1.1. The Contractor will be responsible for performing on-site or remote technical
support in accordance with the Contract Documents, including without limitation
the requirements, terms, and conditions contained herein.

2.1.2. As part of the Software maintenance Agreement, ongoing Sofhvare mainten^ce
and support levels, including all new Software releases, shall be responded to as
defined below.

3. SUPPORT SERVICES

5.1. The Support Service includes unlimited off-site support by telephone, e-mail or the
Qmatic Portal during the Service Hours, and includes the following Services:

a. Advice and guidance in response to Cases.

b. Identification of Bugs.

c. Diagnosis of Cases and problems.

d. Interrogation of known fault information and provision of avoidance actions where
applicable.

e. Providing solutions (workarounds) to the extent possible.

f. Responding to a Case according to its prionty.

5.2. Consultation (i.e. services not based upon a Case and an Error) is subject to consultation
fees according to the prices specified in Appendix S.2.

SJ. Availability (Service Hours), Service^Levels and priority definitions for the Support
Service are specified in Appendix S.3.
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5.4. Qmatic shaJl strive to respond to 8 rested Case according to the time (response time) as
set out in Appendix 3.3. Qmatic shall strive to have a solution (a woricaround) in place
within the time (target workaround times), in accordance to the Case priority, as set out in
Appendix SJ.

5.5. The Client understands and hereby acknowledges that Qmatic can not guarantee that it
will provide a workable solution Tor every Case within the target time. Qmatic will,
however, use its best efforu in order to achieve these targets.

5.6. The Client acknowledges and a^ees that Services required due to failures and/or cases
caused by any of the following circumstances are not considered normal maintenance or
support and are not covered under the Services of this Agreement.

a. Service and repair made necessary due to accidents, damage from fire originating
outside of equipment, water, wind, earthquakes, lightning, terrorism, transponing
equipment, vandalism, burglary, or similar circumstances."

b. Service and repair made necessary by the alteration, modification or relocation of
software and/or equipment other than that authorized by Qmatic.

c. Service and repair made necessary by utilizing non-authorized supplies (i.e.
tickets).

d. Service and repair of damage or problems caused by neglect, malicious activity, or
misuse including, without limitation, use of the CFM system.

e. for purposes other than which it was designed, by the Client, its employees or third-
party contractors.

f. Service or repair due to electrical damage caused by electrical wiring at system
location or resulting from electrical surges, sags, or spikes.

g. Service and repair made necessary by bugs released by other software vendors,
e.g. adverse effects from installing updates or service packs.

b. Development work: All development work requested and approved by the
Customer representative. Examples would include: writing reports, integration to
third parly applications, database maintenance, category and button name changes,
Priority changes. Management screen changes, workstation script changes, script
changes to include: ticket text, display text, e-mail text, pager text, video text,
button script, calendar text, web text, staff text, alarm text, voice text, information
display text, Q-Net script, card reader script, category script. (

I. Development work required when migrating to a new minor or major release. This
may include recreating custom development that exists in the current version.'

j. Resolving user generated input problems. (User inadvertently affects the data
integrity which can only be resolved via technical intervention.)

k. Trainingand documentation material.

1. Training on any functionality within the application.
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m. Operating system and database level security.

0. Disaster Recovery Service.

0, Support for self>upgrade$.

4. SERVICE HOURS, SERVICE LEVELS AND PRIORITY DEFINITIONS

Qmatic wilt provide the Support Service for the Error! Unkoowo docnmeat property oarae.
during the Service Hours and according the Service Levels as defined below.

Service Houn

iluiir.s (mt hi'lp 1 t  11 ) ■

Monday through Friday Saturday and Sunday

Start End Stan End

7:00 am 9:00 pm 00:00 ... 00:00 .

*P)us on-call personnel outside of specified limes

Service Lcvcb

.■Si-rviif r l iiii ih'
'l iinr ^Sri'v irr

ll(«lll.s)

1  iitiMil

"l iiiu" (."Sfi \ iri- luiiiis)

1 Critical I hour to confirm c^:^ 8 hours-

Service Suppon
2 Major 2 hours - •. • : ' 16 hours"

3 Normal 4 hours • ^ . .24 hours . '

4. Minor .4 hours ' ■48hours<'-

Priority deOnitioni for Case*



DEPARTMENT OF MOTOR VEHICLES

QMATIC ORCHESTRA 7 SCHEDULER

DOS-2020-100

PART 3 - INFORMATION TECHNOLOGY EXHIBITS

EXHIBIT G - MAINTENANCE AND SUPPORT SERVICES

1  I'liiM'iiy 1

I CriticAJ All CFM System services come to a total halt or if the Error! Uokoowo
documeot property oame.s fimctiortality is affected in such a way that
the system is no longer usable or crucial processes cannot be executed.

Examples:

• Error! Uokaowo docufDcot property oaiDe. services are not
available for all branches

• Data corrupted
• System hangs indefinitely, causing unacceptabfe or indefinite

delays for resources or response.

• System repeatedly crashes .!>

2 Major Any individual element of the Error! Uokoowo documeot property
oame. service or infrastructure component failing. There is a partial
workaround but the ability to maintain CFM Service is severely degraded.

Examples:
• Partial System or Application failure i.e. a severe fault or

disturbance affecting an area of functionality, but not the Error!
Uokoowo docoocot property oamc service.

• Severely downgraded performance due to failures in the CFM
System software, fox example, prolonged response times, poor
performance in terms of email reaction and/or delivery time.

• Case encountered with localized or isolated impact

3 Normal Inteimitteni Cases encountered with minimal impact to Error! Uokaowo
documeot property name, service operations. These may be localized to
individuals.

There is a partial workaround but the ability to maintain CFM System
services is slightly degraded.

Examples:

• End users are experiencing a technical problem with Error!
Uokoowo documeot property oame. services.

• Multiple attempts are required to use or access Error! Uokoowo
documeot property oame. services.

4 Minor Consultation on particular functions or configuration.

Requests for documeniation or information.
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5. SUPPORT OBLIGATIONS AND TERM

5.1. The Contractor shall repair or replace SoOware, and provide maintenance of the Software
j  in accordance with the Specifications and terms and requirements of the Contract.

5.2. The Contractor shall maintain a record of the activities related to the Warranty repair or
maintenance activities performed for the State.

53. If the Contractor fails to correct a Deficiency within the allotted period of time stated
above, the Contractor shall be deemed to have committed an Event of Default, andjhe

^  State shall have the right, at its option, to pursue the remedies in Part 2 - Information
Technology Provisions • Section 13 ): Termination for Default, as well as to return the
Contractor's product and receive a refund for all amounts paid to the Contractor, including
but not limited to. applicable license fees, within ninety (90) days of notification to the
Contractor of the State's refund request.

If the Contractor fails to correct a Deficiency within the allotted period of time stated above, the
Contractor shall be deemed to have committed an Event of Default, and the State shall have the
right, at its option, to pursue the remedies in Pan I, P-37 General Provisions - Section S: Event of
Default/Remedies.

Remainder ofthis page intentionaify left blank
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1. REQUIREMENTS

AttAchment I; Project Requirements is hereby incorporated within.

Remainder of thispa^e inuntlonolty left blank
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The Contractor's Project Manager and the State Project manager shall finalize the Work Plan within
Fourteen (14) Calendar days of the Effective Date and further refine the tasks required to implement the
Project. The elements of the preliminary Work Plan are documented in accordance with the Contractor's
plan to implement the requirements defined in the RFP and further describe in the Contractor's Proposal.
Continued development and management of the Work Plan is a joint effort on the part of the Contractor
and State Project Managers. ^

The preliminary Work Plan created by the Contractor and the State is set forth at the end of this Exhibit.

In conjunction with the Contractor's Project Management methodology, which shall be used to manage
the Project's life cycle, the Contractor team and the State shall finalize the Work Plan at the onset of the
Project. This plan shall identify the tasks. Deliverables, major milestones, task dependencies, and a
payment'Schedule required to implement the Project, (t shall also address intra-iask dependencies,
resource allocations (both State and Contractor's team members), refine the Project's scope, and establish
the Project's Schedule. The Plan is documented in accordance with the Conuactor's Work Plan and shall
utilize agreed upon project management software to support the ongoing management of the Project.

1. ASSUMPTIONS

LI. General

a. The State shall provide team members with decision-making authority to support
the Implementation efforts, at the level outlined in the Request for Proposal
Document State Staffing Matrix.

b. All State tasks must be performed in accordance with the revised Work Plan.

c. All key decisions will be resolved within five (S) business days. Issues not
resolved within this initial period will be escalated to the State Project Manager
for resolution.

d. Any activities, decisions or Issues taken on by the State that affect the mutually
agreed upon Work Plan timeline, scope, resources, and costs shall be subject to
the identified Change Control process.

1.2. Project Maoagemeat

a. The State shall approve the Project Mahagement Methodology used for the
Project.

b. The Stale shall provide the Project Team with reasonable access to the State
personnel as needed to complete Project tasks.

c. A Project folder created within the State System shall be used for centralized
storage ar>d retrieval of Project documents, work products, and other material aitd
information relevant to the success of the Project and required by ProjMt Team
members. This central repository Is secured by determining which team members
have access to the Project folder and granting either viewer read/write privileges.
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The Contractor's Project Manager will establish and maintain this folder. The
State Project Manager shall approve access for the State team. Documentation
can be stored locally for the Contractor and State^team on a "shared" network
drive to facilitate ease and speed of access. Final venions of all Documentation
shall be loaded to the State System.

<t. The Contractor assumes that an Alternate Project Manager may be appointed
from time to time to handle reasonable and ordinary absences of the Project
Manager.

1.3. Coovcrtiooi • Not Applicable (N/A)

Conversions are not within the scope of this Contract.

1.4. Project Schedule

Deployment is planned to begin by July 10, 2020, with a planned go-live date of
September 18, 2020.

1.5. Reportiog

The Contractor shall conduct status meetings, and provide reports that include, but are not
limited to, minutes, action items, test results, and Documentation, upon reasonable
request.

1.6. UterTraioing

a. The Contractor's Team shall lead the development of the end-user
training plan.

b. Train the trainer approach shall be used for the delivery of end-user
training.

c. The State is responsible for the delivery of end-user training.

d. The State shall Schedule and track attendance on all end-user training
classes.

1.7. Performance and Security Measures

a. The Contractor's Team shall provide a performance test workshop to
identify the key scenarios to be tested, the approach and tools required,
and best practices information on performance testing.

b. The State shall work with the Contractor on all testing as set forth in Part
3 -Part 3 - Exhibil F: Testing Services.
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2. CONTRACTOR ROLES AND RESPONSIBILITIES

2.1. CoDlractor's Team Project Eiecutive

The Contractor Team's Project Executives (Contractor and Subcontractor Project
Executives) shall be responsible for advising on and monitoring the quality of the Services
throughout the Project life cycle. The Project Executive shall advise the Contractor Team
Project Manager and the State's Project Ii^ership on the best practices for implementing
the Contractor Software Solution within the State. The Project Executive shall participate
in the definition of the Project Plan and provide guidance to the State's Team.

2.2. Contractor*! Team Project Manager

The Contractor Team Project Manager shall have overall responsibility for the day-to-day
management of the Project and shall plan, track, and manage the activities of the
Contractor's Implementation Team. The Contractor Team Project Manager will have the
following responsibilities:

a. Maintain communications with the Slate's Project Manager;

b. Work with the State in planning end conducting a kick-off meeting;

c. Create and maintain the Work Plan;

d. Assign the Contractor Team consultants to tasks in the implementation
Project according to the scheduled staffing requirements;

t. Define roles and responsibilities of all the Contractor Team members;

f. Provide update progress reports to the State Project Manager upon
request;

g. Notify the State Project Manager of requirements for State resources in
order to provide sufficient lead time for resources to be made available;

b. Review task progress for time, quality, and accuracy in order to achieve
progress; .

i. Review requirements and scheduling changes and identify the Impact on
the Project in order to identify whether the changes may require a change
of scope;

j. Implement scopeand schedule changes as authorized by the State Project
Manager and with appropriate Change Control approvals as identified in
the Implementation Plan;

It Inform the Slate Project Manager and staff of any urgent issues if and
when they arise;
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1. Provide the State completed Project Deliverables and obtain sign-off
from the State's Project Manager;

m. Manage handoff to the Contractor operational staff;

0. Manage Transition Services as needed.

2  CootractorU Team Aaalyab

The Contractor Team shall conduct analysis of requirements, validate the Contractor
Team's understanding of the State business requirements by application, and perform
business requirements mapping;

I

a. Cortstruct and confirm application test case scenarios;

b. Produce application configuration definitions and configure the
applications;

c. Conduct testing of the configured application;

d. Produce functional Specifications for extensions; and
\

e. Assist the State in execution of the Stale's Acceptance Test;

f. Conduct follow-up meetings to obtain feedback, results, and
concurrence/approval from the State;

g. Assist with the correction of configuration problems identified during
System, Acceptance Testing; and

b. Assist with the transition to production.

2.4. Contractor's Teara Taska

The Contractor team shall assume the following tasks:

a. Development and Review of functional and technical Specification to
determine that (hey art at an appropriate level of detail and quality; and

b. Development and Documentation of installation procedures.

3. STATE ROLES AND RESPONSIBILITIES

The following State resources have been identified for the Project. The time demands on the
individual State team members will vary depending on the phase and specific tasks of the
implementation. The demands on the Subject Matter Experts* time will vary based on the need
determined by the State Leads and the phase of the Implementation.
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3.1. State Project Maoager

The State Project Maoager shall work side-by-side with the Contractor's Project Manager.
The role of the State Project Manager is to manage State resources (If any), facilitate
completion of all tasksassigned to Slate s^, and communicate Project status on a regular
basis. The State Project Manager represents the State in all decisions on Implementation
Project matters, provides all necessary support in the conduct of the implementation
Project, and provides necessary State resources, as defined by the Work Plan and as
otherwise identified throughout the course of the Project. The State Project Manager has
the following responsibilities;

a. Plan and conduct a kick-off meeting with assistance from the
Contractor's team;

b. Assist the Contractor's Project Manager in the development of a detailed
Work Plan;

c. Identify and secure the State Project Team members in accordance with
the Work Plan;

d. Define roles and responsibilities of all State Project Team members
assigned to the Project;

e. Identify and secure access to additional State end-user staff as needed to
support specific areas of knowledge if and when required to perform
certain Implementation tasks;

f. Communicate issues, to State management as necessary -to secure
resolution of any matter that cannot be addressed at the Project level;

g. Inform the Contractor's Project Manager of any urgent issues if and when
they arise;

b. Assist the Contractor's team staff to obtain.requested information if and
when required to perform certain Project tasks;

L  Manage handoff to State operational staff; and

J. Manage State staff during Transition Services as needed.

3.2. State Subject Matter Expcrt(s) {SM£)

The role of the State SME is to assist application teams with an understanding of the
State's current business practices and processes, provide agency knowledge, and
participate in the Implementation. Responsibilities of the SME include the following;

a. Be the key user and contact for their Agency or Department; «

b. . Attend Project Team training and acquire in-depth functional knowledge
of the relevant applications;
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c. Assist in validating and documenting user requirements, as needed;

d. Assist in mapping business requirements;

e. Assist in constructing test scripts and Data;

f. Assist In Acceptance Testing;

g. Anend Project meetings when requested; and ^

h. Assist in training end users in the use of the Contractor's Software
Solution and the business processes the application supports.

3.3. State Tccbnkal Lead aod Architect

The State's Technical Lead and Architect reports to the State's Project Manager and is
responsible for leadingandmanagingtheState'stechnical tasks. Responsibilities Include:

a. Attend technical training as necessary to support the Project;

b. Assist the State and the Contractor's Team Project Managers to establish
the detailed Work Plan;

c. Manage the day«to-day activities of the Slate's technical resources
assigned to the Project;

d. Work with State IT management to obtain State technical resources in
accordance with the Work Plan;

c. Work in partnership with the Contractor and lead the State technical
staffs efforts in documenting the technical operational procedures and
processes for the Project. This is a Contractor Deliverable arwl it will be
expected that the Contractor will lead the overall effort with support and
^assistance from the State; and

r. Represent the technical efforts of the State at Project meetings upon
request..

3.4. State Testing Administrator

The State's Testing Administrator will coordinate the State's testing efforts.
Responsibilities Include:

a. Coordinating the development of System, performance, and Acceptance
Test plans;

b. Coordinating System, performance, and Acceptance Tests;

c. Chairing test Review meetings;

d. Coordinating the State's team and external third parties involvement in
testing;
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e. Ensuring that proposed process changes are considered by process
owners;

f. Establish priorities of Deficiencies requiring resolution; and

g. Tracking Deficiencies through resolution.

4. SOFTWARE APPLICATION - Not Applicable (N/A)

^  Software Applicatiorts are not within the scope of this Contract.

5. CONVERSIONS - Not Applicable (N/A)

Conversions are not within the scope of this Contract..

6. CONVERSION TESTING RESPONSIBILITIES • Not Applicable (N/A)

Conversion Testing is not within the scope of this Contract.

7. ^ INTERFACES - Not Applicable (N/A)

Interfaces are not within the scope of this Contract.

8. APPLICATION MODIFICATION Not Applicable (N/A)

Application Modifications are not within (he scope of this Contract

9. PRELIMINARY WORK PLAN

The following table provides the preliminary agreed upon Work Plan for the Contract.

Phase Task Descr^thn Duration

Riase I; Project Initiation & Preparation 8 days

Project Kickoff

Includes review, confirmation, and
documentation of;

Overall Project Plan
Pnorities and timelines

Success criteria

Key stakeholders
Project roles A responsibilities

6 days
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Assumptions A constraints

Project Communication Plan

Risk Management strategy

Change Order process

Issues A. risk logs

Project
Communication

Plan

Controls:

Weekly status meetings

Risk log

Issues monitoring

Issue resolution meetings

Review of required Customer
IT preparation activities

Change Requests

Evaluation and reporting of
Change impacts on timeline, budget, etc.

Ongoing refinement of Project
Plan as necessary

Ongoing

Phase 11: Configuration 3S days

Requirements
Review

Includes:

Solution configuration and
business process determination and
documentation

Identification of all required
interfaces

Completion of required
Customer IT preparation activities

S days

Solution Design

/

Includes:

Technical Specifications
documented for interface(s) 0/in scope)

Documentation of individual

site configuration requirements for all
sites

Refinement and confirmation

of Solution Testing Plan
Refinement and finalization of

Training Plan

5-10 days

Solution

Development

Includes:

Installation of Qmatic
Managed Services environment

45 days
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Conflguration of application
and integration test environments as
needed

Initial baseline "sanity" testing

Connectivity testing

Phase III: Deployment 52 days

Implementation

Activities

Includes:

Verification Production

environmenj

Verify each branch (site) in
Production environment

Performed in

tandem with

initial site

rollouts

Site

rollout

Per site, rollout includes:

Verification of site

configuration

Site testing

Site Installation sign-off

User training (if needed)

Installation of any required
hardware (if needed)

* sites a day

Phase IV:

Testing

Testing occurs at many steps along the
way during Configuration and
Deployment. This Phase refers to final
testing of the Production solution.

5-15 days

(typically,
Customer-

driven)
1

Phase V:

Acceptance

Includes:

Completion of Project sign-off
(may include exceptions)

Provision of any outstanding
deliverables

Completion of Project sign-off
(without exceptions)

Handover from Qmatic Project
Team to Omaiic SuDtMrt

5 days

(milestone)

Post-

Acceptance
Client may be asked to complete post-
implementation satisfaction survey.
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The terms outlined in the Software Agreement are set forth below:

1. LICENSE GRANT

1.1. COTS — Annual License — Subject to the upfront payment of initial and

aonual renewal license fees:

The Contractor hereby grants to the State a worldwide, perpetual, irrevocable, non
exclusive, non-transferable, limited License to use the Software and its associated
Documentation, subject to the terms of the Contract. TTm Slate may allow its agents and
Contractors to access and use the Software, and in such event, the State shall first obtain

written agreement from such agents and Contractors that each shall abide by the terms
and conditions set forth herein.

2. SOFTWARE TITLE

Title, right, and interest (including all ownership and intellectual property rights) in the Software
provided under this agreement, and its associated documentation, shal I remain with the Contractor.

3. SOFTWARE AND DOCUMENTATION COPIES

The State shall be entitled to copies of any work product upon request to Contractor. At the
conclusion, of this Agreement, Contractor agrees to provide all copies of the Software for all
versions, including related documentation, to the State. Contractor shall not retain any work
product associated with this Agreement unless authorized by the State in writing.

Contractor shall provide the State with a sufficient number of hard copy versions of the Software's
associated Documentation and one (I) electronic version in Microsoft Word and PDF format. The
State shall have the right to copy the Software and its associated Documentation within its
possession for its internal business needs. To the extent that the Stale does not have possession of
the Software, Contractor shall provide a reasonable number of copies of the ^ftware and
associated Documentation upon request. The State agrees to include copyright and proprietary
notices provided to the State by the Contractor on such copies.

4. RESTRICTIONS

Except as otherwise permitted under the Contract, the Slate agrees not to:

a. Remove or modify any program markings or any notice of the Contractor's proprietary
rights;

b. Make the programs or materials available in any manner to any third party' for use in the
third party's business operations, except as permitted herein; or

c Cause or permit reverse engineering, disassembly or recompilation of the programs.
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S. VIRUSES

The Contractor shall provide Software that is free of viruses, destructive programming, and
mechanisms designed to disrupt the performance of the Software in accordance with the
Specifications. As a pan of Its internal development process, Contractor will use reasonable
efforts to test the Software for Viruses.

6. AUDIT

Upon forty-five (4S) days written notice, the Contractor may audit the State's use of the programs
at the Contractor's sole expense. The State agrees to cooperate with the Contractor's audit and
provide reasonable assistance and access to information. The State agrees that the Contractor shall
not be responsible for any of the Stale's reasonable costs incurred In cooperating with the audit.
Notwithstanding the foregoing, the Contractor's audit rights are.subject to applicable State and
federal laws and regulations.

7. SOFTWARE NON-INFRINGEMENT

Contractor warrants that it has good title to, or the right to allow the State to use all Services,
equipment, a/Kl Software, including any all component parts thereof such as third party Software
or programs that may be embedded in the Software ("Contracted Resources") provided under this
Contract, and that such Services, equipment, and Software do not violate or infringe any patent,
trademark, copyright, trade name or other intellectual property rights or misappropriate a trade
secret of any third-party.

The Warranty of non-infringement shall be an on-going and perpetual obligation that shall survive
termination of the Contract. In the event that someone makes a claim against the State that any
contracted resources infringe their intellectual property rights, the Contractor shall defend and
indemnify the State against the claim provided that the State:

a. Promptly notifies the Contractor in writing, not later than 30 days-after the State receives
actual written notice of such claim;

b. Gives the Contractor control of the defense and any settlement negotiations; and

c. Gives the Contractor the information, authority, and assistance reasonably needed to
defend against or settle the claim.

Notwithstanding the foregoing, the State's counsel may participate in any claim to the extent the
State seeks to assert any immunities or defenses applicable to the State.

If the Contractor believes or it is determined that any of the contracted works may have violated
someone else's intellectual property rights, the Contractor may choose to either modify the
contracted resources to be non-infringing or obtain a License to allow for continued use, or if these
alternatives are not commercially reasonable, the Contractor may end the License, and require
return of the applicable contracted works and refund all fees the State has paid the Contractor
under the Contract The Contractor will not indemnify the State if the State alters the contracted
resources without the Contractor's consent or uses it outside the scope of use identified in the
Contractor's User Documentation or If the Slate uses a version of the contracted works which has
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been superseded, if the infringement claim could have been avoided by using an unaltered current
version of the contracted resources which was provided to the State at no additional cost. The
Contractor will not indemnify the State to the extent that an infringement claim is based upon any
information design, Specification, instruction. Software. Data, or material not furnished by the
Contractor. The Contractor will not indenmify the State to the extent that an infringement claim
is based upon the combination of any contracted works with any products or Services not provided
by the Contractor without the Contractor's consent.

S. CONTROL OF ALL COMPONENT ELEMENTS

• Contractor acknowledges and agrees that it is responsible for maintaining alt Licenses or
permissions to tise any third-party Software, equipment, or Services that are component parts of
any Deliverable provided under this Agreement for the entire term of the Contract. Nothing within
this provision shall be construed to require Contractor to maintain Licenses and permissions for
SofNirare acquired by the State directly or through third-parties which may be integrated with the
Contractor's Deliverables.

9. CUSTOM SOURCE CODE

Should any custom source code be developed. Contractor shall provide the Stale with a copy of
the source code, which shall be subject to the License rights. The State shall receive a worldwide,
perpetual, irrevocable, non-exclusive paid -up right and license to use. copy, modify and prepare
derivative works of any custom developed software.

10. SOFTWARE ESCROW - Not Applicable (N/A)

Software Escrow is not within scope of this Contract.

Remainder of this page Uitentionalty left blank
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1. WARRANTIES

1.1. System

The Contractor warrants that the System wi]| operate to conform to the Specifications,
terms, and requirements of (he Contract.

1.2. Software

The Contractor warrants that the Software, including but not limited to the^individual
modules or functions furnished under the Contract, is properly functioning within the
System, compliant with the requirements of the Contract, and will operate in accordance
with the Specifications and Terms of the Contract.

For any breach of the above Software warranty, the State's remedy, and the Contractor's
entire liability, shall be: '

a. the correction of program errors that cause breach of the warranty, or if the
Contractor cannot substantially correct such breach in a commercially reasonable
manner, the State may end its program license If any and recover the fees paid to
the Contractor for the program license and any unused, prepaid technical support
fees the State has paid for the program license; or

b. the re-performance of the deficient Services; or

c. if the Contractor cannot substantially correct a breach in a commercially
reasonable manner, the State may end the relevant Services and recover the fees
paid to the Contractor for the deficient Services.

U. Noo-InfriDgcmeot

The Contractor warrants that it has good title to, or the right to allow the State to use, all
Services, equipment, and Software CMaterial") provided under this Contract, and thai
such Services, equipment, and Software do not violate or infringe any patent, trademark,
copyright, trade name or other iniellectual property rights or misappropriate a trade secret
of any third party. /

1.4. Viruses; Destructive Programmipg

The Contractor warrants that the Software shall not contain]any viruses, destructive
programming, or mechanisms designed to disrupt the performance of the Software in
accordance with the Specifications. '
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1.5. Compatibility

The Contractor warrants that all System components, including but not limited to the
components provided, including any replacement or upgraded System Software
components provided by the Contractor to correct Deficiencies or as an Enhancement,
shall operate with the rest of the System without loss of any functionality.

1.6. Services

The Contractor warrants thai all Services to be provided under the Contract will be
provided expediently, in a professional manner, in accordance with industry standards and
that Services will comply with perfoimance standards, Specifications, and terms of the
Contract.

2. WARRANTY PERIOD

The Warranty Period shall remain in effect until the conclusion or termination of this Contract and
any extensions, except for the warranty for non-infringement, which shall remain in effect in
indefinitely.

Remainder of this page intentionaUy te/l bianh
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1. TRAINING SERVICES

The Contractor shall provide the following training Services.

Omatic IniMnB Plan

Required Skilb for Participatioo la Traioiog
•  Counter and Reception staff will r^uire very basic IT skills in order to use the Qmaiic software,

commensurate with the skills required to operate standard computer software such .as Microsoft
Word and Internet Explorer.

• Managerial users will require very little extra skill, although an understanding of spreadsheets is
desirable for reporting Functions.

•  IT staff, will require basic networking knowledge and have the ability to follow hardware and
software troubleshooting steps which are described in Qmatic documentation on the Qmatlc
Training Portal website.

Course Curriculum Devclopmcol
•  The curriculum for a system with standard functionality & configuration is already tried and

tested and found to be effective and comprehensive.
•  Non-standard system curricula are developed through close collaboration between agency and

Qmaiic trainin^project management staff to ensure the relevance of training materials to atypical
system designs.

•  Qmatic provides a full suite of training materials explaining all user functionality of every Qmaiic
software product.

Scope of PtaoDed Traialng
Receolion and Counter Staff

•  System overview - briefly learn about customer flow and the points of data captured by the
system for statistical purposes and the need for standardized system usage.

•  Log in and log out - learn how this affects statistical reports.

•  Issue virtual tickets - learn the Reception role's functions of adding notes and a customer's name
to a virtual ticket.

•  Call & transfer virtual tickets - learn the Counter role's basic fwictions of calling customers for
service and transferring them into other queues for additional service(s).

•  User Pools/Service Point Pools - learn how to transfer customers to individual, specific, users or
locations.

•  Provide notes for secondary service providers - learn how to provide colleagues with pertinent
customer information before transferring a ticket into another queue.

•  Add Marks/Delivered Services/Outcomes - learn how to add extra information to transactions for

statistical purposes.

tdBsami
•  System overview - learn the system's basic architecture.
•  Data capture - learn which points of data are captured and how this dictates available report

types.



department of motor vehicles

QMATIC ORCHESTRA 7 SCHEDULER

DOS-2020-100

PART 3 - INFORMATION TECHNOLOGY EXHIBITS

EXHIBIT L-TRAINING SERVICES

Add users and assign roles - provide new staff members with log-in credentials and manage their
system permissions. '
Interpret management screens - team how to monitor live customer and staff activity and manage
customer flow.

Generate and interpret reports - access and understand the historical data captured by the Qmatic
system.

Schedule reports to be emailed to specific recipients.
• Maintain and troubleshoot - learn basic preventive maintenance techniques to safeguard Qmatic

hardware and simple procedures for diagnosing and remedying problems.

Administrators

•  System overview - learn the system's architecture.
•  Add users and assign roles - provide new staff members with log-in credentials and manage their

system permissions.
• Manage the media display - in-depth view of the Surface Editor and optional Context Marketing

modules.

• Manage Marks/Delivered Services/Outcomes - learn how to add or disable entries which counter
workers use to provide extra statistical information.

•  Create & edit profiles - learn how to create profiles which dictate the calling of customers for
. service.

•  Edit Counter functionality - enable or disable key Counter module functions.

•  Maintain and troubleshoot - learn advanced preventive maintenance techniques to safeguard the
Qmatic hardware and software end procedures for diagnosing and remedying problems.

All documentation will be made available to the State of New Hampshire at the Qmatic Training Portal
website.
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1. AGENCY RFP WITH ADDENDUMS, BY REFERENCE

Exhibit M - Not Applicable to this Contract. .
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1. VENDORQUOTE, BY REFERENCE

QMatic Corporation Quote May 13.2020 is hereby incorporated and reference as fully set forth
herein.
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I. CERTIFICATES AND ATTACHMENTS

a. Exhibit H Requirements - Attachrnent I

b. Contractor's Certincate of Good Standing

c. Contractor's Certificate of Vote/Authority

d. Contractor's Certificate of Insurance
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Attachment 1: Project Reqi/iremenis

State Requirements Vendor

Req 8 1 Requirement Description | OttkaOty Vendor Response I Otfhmry Method 1 Comments

ei.i Qmatic Manated Services shall instaO and host the solution lor me Sutc M Yes Standard This hes been proposed ^
81.2 Cxbtinc State Qmatic system shall be upiraded to Orchestra 7 M Yes Standard This has been proposed

81.3
Qmatic shall provide setup services required for OMV HQ and substations to

successfutiv use atwointment scheduler
M Yes Standard Qmatic will provide

81.4
Qmatk shall provide conflfuration services to confiure the Slate solution with

ms/ltiple locations and Qmatic oueulRi solution
M Yes Standard Qmatic will provide

ei.s
Qmatic shafl provide crairdrtq to State staff Inchnflng but not Imlted to OMV
staff and IT staff

M Yes Standard
Number of hours is defined in the

price proposal .

81.6 Qmatk solution shafl include maintenance and uptrades M Yes Standard

With an Annual Maintenance fees,

the OMV will receive SW licenses

for upgrades at no cost.

Professional Services fees may

apply.

81.7 Qmatic solution shail rrsanage all certificates related to the solution M Yes Standard
Qmatic Complies with this

requirement

61.8 Qmatic solution thaD include hardware baciup M No Not Proposing

With the annual maintenance. HW

will be troubfeshoeted, repaired,

or replaced as needed. Back up

hardware stored onsite would be

purchased by the DMV at their

discretion.

B2.1 Customers shad be permitted to select date and time for service M Yes Standard
This is standard functionantyof the

system.

B2.2
Sell service pubBc web-based booUng Interface shad support two factor

authentication
M Yes Standard

This is standard funcdonalityof the

system.

B2.3
Self service pubtk web-based booking interface shaB permit Bmiting multlpte
booUngs

M Yes Standard
This is standard functionality of the

system.

B2.4 Shail Include Staff Assisted booking interface M Yes Standard
This is Standard funaionallty ̂  the
system.

BUSINESS REQUIREMENTS



AtUchment 1; ̂ jea Requirements

B2.S Shall support future B ume-day appointmenu M Ves

Same day appointments are

support, but subject to availability.

If an appointments are booked for

a day In advance, a same

appointment may not be available.

However, if the OMV reserves

some appointment blocks fi>r the

Staff assisted booking interface,

staff may be able to book a same

day appointment if available.

62.6 ShaO support both enterprise ft local schiedulirtt control M Yes Standard
This is Standard functionality of the

system.

B2.7 Shall intetrate with Customer Notification module M Yes Standard
This is standard functionality of the

system.

B2J System shall support booUnf thresholds M Yes Standard
This Is standard furtctionafity of the

system.

B3.1 System shall support eMail and/orSMS tSrect communication to customers M Yes Standard

Email communication is limited to

appointment confirmation only.

The system can send up 9 text

messages to each customer.

63.2 System shaO permit the State to set expectations with customer before arrWal M Yes

X

Standard

This can be done through tested or

emailed appointment confirmation

and tested reminders.

63.3 System shal permit the State to slyre information for a successful visit M Yes Standard

This can be done through tested or

emailed appointment confirmation

and tested reminders.

63.4 System shaO prompt for timely arrival M Yes Standard

The OMV will set the intervals for

appointment reminders via test

message, ie 24 hours and 1 hour

from the appointment time.

63.5 System shad keep customers Inforn^ whfte they wait m' Yes Standard

The OMV may send up to 2

position alerts while customs

wait.

BUSINESS REQUIREMENTS
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a3.6 System shell permit the Slate to connect with customers after their «blt

*-

M Yes. Standard

The DMV has the ability to send a

teat message when a service is

complete. However, our survey

tool has not been proposed, and is

not in scope of this project.

Ml System shall permit State to confiture communications to customers M Yes Standard
This is standard functionality of the

system.

B4.3
Notification type shall Induce two-factor authentication to book an

appointment
M Yes ' Standard

This is standard functionality of the
system.

M.3 Notidation type shalllnchMSe appointment confirmallon M Yes Standard
This is standard functior>aiitv of the

system.

M.4 NotUation type shall Irtdude appointment reminder l day prtor M Yes Standard
This is standard functior^ality of the

system.

MS Notidation type shall Irtdudc appointment render l hour prior M Yes Standard
This is standard functionalitv of the

system.

M.6
Notidation type shall indude irrkal ticket alert / queue entry with ticket
number when the customer arrlvet

M Yes Standard
This is standard fur>ctiorsalitv of the

system.

M.7
Notidation type shall indude ticket position alerts whiie the customer is

waitint M Yes Standard
This is startdard functionality of the

system.

M.a Notidation type shall indude ticket cal aiert when the custonrser is called M Yes Standard
This is standard functionality of the

system.

M.9 Notidation type shall irtdude vbit end alen M Yes Standard
This is standard functionality of the

system.

M.IO Notidation type shall Indude abiOtv to prompt customer to take a survey M No Not Proposini

Our survey tool has not been

quoted. If the DMV has their own

electronic survey, you may embed

a link to that survey in your visit

end message alert

8S.1
Walk kt customera shaD be sevmlessly blended with appointment customers

idthout manual intervention
M Yes Standard

This is standard functionality of the

system.

bS.l
Appdntmeni customers shaO be automatically prioritlted and called as dose

to their appointment time as possible
M Yes Standard

This is Standard functionality of the
system.

BUSINESS requirements



Atuctiment 1: Project ftequirenrwnts

a&.3 System stiefl support self service check In M Ves Future

Qrnatic has not proposed self

service kiosks. Customers win check

in with OMV staff. Qmatk has

recently developed • wsy that

customers can self check in with

their phortes by dtdcing a link

tested to them in the appointment

confirrrtation. This is a new feature

and win be ready for deployment

in the coming weeks.

6S.4 System shill support Impromptu visits M res Siendard

Our 'res' response assumes that

by impromptu, you mean walk in

custorrters.

as^ System shell support lete errtvels M res Siendard

The OMV can set the threshohf of
✓

how late or how early a customer

may check in.

BUSINESS REQUIREMENTS



Attachment 1: Proiect Requirements

State Requirements Vendor

Reqa Rcquircmtni Description CrtticaQty
Vendor

Response

DcQvery

Method
Comments

All
Abllltv to access data using open su ndards access protocol (pteaie specify

supported versions in the comments Held].
M Yes Standard

Qmatic insights er^able users to

visually see their data.

A1.2

Data (s avaibWe in commonly used format over which noentlty has exclusive

control, with the exception of National or International standards. Data is not

subject to any copyright, patent trademark or orhter trade secret regulation.
M Yes Startdard Data is stored in a sql database

AIJ
Web-based compatible and In conformarKe with the following W3C

standards: HTML5. CSS 2.1. XML 1.1
M Yes Standard Orchestra aheres to W3C starnfards

A2.1

Verify the tdentlty or authcrTtlcate all of the system dient applications before

allowing use of the system to prevent access to inappropriate or confidential

data or services.

M Yes Standard

We apply the Principle of Least
Privilege (PoLP) user, or programs

must be able to access only the

information and resources that are

necessary for its legitimate

purpose.

A2.2

verify the Identity and authenticate all of the system's human users before

allowing them to use lu capabilities to prevent access to inappropriate or

confidential data or services. M Yes Standard

Orchestra uses a Roles based

system for user access. Users must

have orte or several Roles to be

able to use the system.

A2J
Enforce unique user names.

M Yes Standard

A2.4

/

Enforce complex passwords for Administrator Accounts In accordance with

Ooirs statewide User Account undPoawintiMkf

M Yes Standard

Password complexity is

configurable; the default policy

speciHes a minimum of 8

characters, with a mix of lower and

uppercase characters and

numbers.

TR - APPUCATION



Attachment 1: Project Requirements

Reqf Requlremem Dcscrtptten Cnticalfty
Vender

Response

Oellvery

Method
Comments

A2.S

Enforce the use of complei passwords for general users using upiul leners,
numbers and specJat characters fo accordance with Ooirs statewide User

Accowit and Password Policy.

. M Yes Standard

Password complexity is

configurable; the diefautt policy

specifies a minimum of 8

characters, with a mix of lower and

uppercase characters and

numbers.

A2.6

Encrypt passwords in transmission and at rest within the database.

M Yes Standard

Orchestra files and data at rest can

be encrypted using 2S6-bit

Advanced Encryption Standard

(AESI

AJ.7

Estabflsh atrllity to expire pauwords after a definite period of time in

accordartce with OolTs statewide User Account and Password Policy

M Yes Standard

Orchestra 7 supports force logout

for Inactive user as well as

automatic deactivatfon of inactive

accounts. The parameters are

configurable.

A2J

Provide the abBlty to limit the number of people that can grant or change

authoritations

M Yes Standard

Orchestra uses a Roles based

system for user access. Users must

have one or several Roles to be

able to use the system.

A2.9

Establish ability to enforce session timeouts during periods of inactivity.

M Yes Standard

Orchestra 7 sup^rts force logout
for irsactive user as well as

automatic deactlvation ofjnacthre
accounts. The parameters are

configurable.

A2.10
The appiication shall not store authentication credentials or sensitive data in

Its code.
M Yes Standard Qmatic complies

A2.11
Log al> attempted accesses that fall identifkaiion, authentication and

authorization requiremenis.
M Yes Standard

Audit login will need to be add if

not already provided in quote

A2.12

The applkatiort shall log all activities to a central server to prevent parties to

appQcation transactions from dertying that they have taken place. M Yes Standard Audit login required

A2.13 AO logs musz be kept for (XX- days, weeks, or months) M Yes Standard Qmatic Gimplies

A2.14
The application must allow a human user to evplicltty terminate a session. No

remnants of the prior session should then remain.
M Yes Standard Qmatic complies

TR - APPLlCATtON



Attachment 1: Project Requirements

Req0 Requirement Description Critkailty
Vendor

Response

OeQvery

Method

A2.1S
Do not use Software and System Services for anything other than they are

desljtned for.
M Yes Standard Qmatic Complies

A2.16

The application Data shall be protected from unauthorlied use when at rest

M Yes Standard

Orchestra files and data at rest can

be encrypted using 2S6-blt

Advanced Encryption Standard

(AES)

A2.17
The appQcatlon shall keep any sensitive Data or communications private from

unauthortted individuals and proerams.
M Yes Standard Qmatic complies

A2.1B
Subsequent appficaOon enhancements or upgrades shall rrot remove or

deitrade security requirements
M Yes Standard Qrtiatic Complies

A2.19 lAiUae change management documentation and procedures M Yes Standard 'lease refer to Projea Management

A2.20
Web Services ; The service provider shall use Web services exclusively to

Interface with the Slate's data In near real time when possible.
M Yes Standard Please refer to Hosting Cloud

TR - APPUCATION



AttKhmetw: <ihmIiiii»jiu

Vender

•c9*«Man Oaotpdpn o«Wby

tt.i 41 cempencntt of the Soflwoi iM bo fT»to**d «id tcsttd lo cmwri

thov pretca tho SOBc'i oMib iKt and b robocd Osa onctL IM

res Standard
Wa d> sudt rtidkattan ta our

scr^a tereltoudy.

TIJ

rhf Vendor sM bo ropemMt tar pprtabig dDOOnonoden of

lecutfrr rastinc. M aovraprtno. Tats thrt toon on tho tecMcaf,

idiTOninratIrt w<d ptryiJcaf iccwitv concreb that h8M becrt dcs%ncd

into the $Y»tem erehfttcturt ta order to provide the reeeoar>

tarftfuolstay. imegrfrr and miabBrv. M

res Siartaard

Scoaby tettag b buti It n our

eoanaged Sendte pontodo and

tactada aspects 0f aeedottan

and dm. InbasesKturt b AWS

TIJ

aroirtdo ovWanca that suppem the fact thai wandfkattan anc

AuihortOeMtan tottaf has been reccntlr actompished: supports

obtatataf taformaitan atawt thne pirtta racmpttai to ta| onto a

IM.

res Startaard

Qmoifc corrphrctho appacation

peietiStan toting kutade

•rthcMkattan tettag.

n.4

Tot tar Access Cormb supports lha management of pecRtattara for

logging onto a coRvutct or nofori

M

No

Wf di^iai access coteof utadi
our sotattan and natunSr « ad

remgrs Kjntag our tetatlen

regutanr.

TJ.S

lest tar cnaTpttan: supports the wo^tg of data for scorttar

psepescv arta tar the abCfey to accw the data in a dLunmf format

from required toob. M

res Standard

ihb b «cd and rcrdtad ki ew

normal audbs of the softuorc and

ta penetration tests.

Tl.i

lest the Intrusion Oeteettan; wpporti the detcetJon of Segal cmnnce

ime a computer system

IM

res StamlKd

We do register login attftnpb and

tagkn centtaeusly In our

appbeattart. Wt abe have the

posslbbv ID tack devm accesi to

ipedflc netuert range etc. We

on *e menber change made In

the ipfdeiden. The larre pe far

the hosUrs taD^wtmere ahbh b

enlr accessabta by Our scrvbe

tram.

TU

Test the Verffkatlen feature; supports the wftinaiten of authodpr u

enter acemswtcrsystcnvappbcattonor netnwti

M

res Startaard

Qmadc cemphreim apfAcatlon

perwirettan tettag Include

awthemkadon tettag.

TJJ

lest the Us0 fdanagrtnem feature: lupports the admbiistrettan
cbrbuter. ap^lcatlon andnetwcrbactounti adthin an organbjdoru

M

re Startaard

we do have SAfMV«2 support to

cdena uhe mto to tat tadntcd

taercby maragcmeot and

authereaRtao

TR-TESmC



Anjch«iitrM: ̂fc^en tequfcumm

ns

Tcft Kale/PiMctt M*nagtn«i«; uvpero dit d abDUo te

utm w tnuta d «am d a cempMn, apgautfow or natanrk

M

Ta Sorrard

an heee nde based audertadon

framaaeut and ttos b pan d eat

dkUtcd by our 00-27001 cert.

Tl.M

Ten Autfi Tfil Cipcwe aod AaiIvA: lunpom the ttnaWuailon anc

of actMOe ««Mn an ascflcaUon or tTRcm

M

To Standard Citfdrtnei dloatcd by Our 60-

27001 cert.

Tl.ll

rest vafldatlen: cmures tf» appecaiion b proiceud frem buffet

om^dn salpiir% jQi mtccoen. and mwutforttcd acceu a

fltes and/or dVoeterlei en the wwr. M

ns- Standard

pen efewr lecure dnetoprnem

CutdcAno dictated by «wr 60-

27001 ccn.

T.l.ll

Tor ««b ap^tejdena. OBurt cht awAiilun hai been tened and

nordenedtoew<CTotfmapdtaflenieoot»ft»ni».|oiarrinin»on
the ae^Bcstton thai be tcMCd acabai Rawt owdned In ttw Open

web AppdtMien Sccuftv hrefeo (OwoSr) Top T«t

[hnp-VZwww»**ip.»i/lndBuphpfOWASP Top Ten Prefcvtl)

M re. Standard

«e rare hard to keep <d addt nra

erpletoand wbeiiWtbJ-ihb

btctodo MfASP Top Toi ortf ttos b

abo part d our ISO27Q01

TI.U

hroWde the Sute «Ah vdUaOen of 3rd porty iccwrby reviein

perteri'ned on the aiapbmhjn and tynm emirenmem. The <ailan

ray Indbda a condPtattan of wtoenbHty aconnlnp, penetreder

icntnt, naiK anafytb of the tevrc* csda. and expert code re««e«

(pte»»etpectfyprcpoiedrathedole»y*'Hhecomnmreif>eM3.

M To Standard. QwoUc taC totsptr

rM4

hrtar to the System behit raxd hce preduQiork the Vendor thai

proaMe resuba of a* Mcwrfty tothii to the Oepertmera of hdermatton

T cchnatafv for reafew and aacpunce.

M To Sondard
m con prodde rasuto heneur

tttcu iciake security lets.

Tl.lS

Vendor ihal prenida doaxocreed procedure tor »i%rotlna appfkjtien

Ptpdwcdon Enelrenmer*.

M To Scandnd

Ttei b prewfded by
Impbmcntatlen pro)R! lean tor

any custom deaetopraere done.

Tht core ap^kaoon b earta^ by
owr nandard wpprade/

mikeciiiraM process and bnet

orolemoedto.

n.i

The vendor nun ten the sefnatre and Che system usint an btdunry
nandard and State ipproaed toilnf methoddety as mere fidy
descftbed In Section mx.

M To Standard

Vto do tot our lofTaarr In rany

flUoeni anys Va3bi>')|

optoritery. ttock boc ttrtu.

penetration au. Not luro what

methcdi art state anaoaul ■ b

cherea •to?.

nj
The Vendor nem perform apcdottxi ftteu testtn( ard (w*t| a mere
iu0r descrttcd In SceUon noOL

M To Scandvd

we do sbw tcstlm en eur

Mftware rcfutary and «e can

prmlde documencatlen kr pans of

that.

nj-
The Vender mm prpalde docwnerced nocedwi tor hear co lync
^oductlen «mh a ipetfte tnbnp emftorawen. M To Sondard

afiheuch n a hmtcdielLitien Bke

aw propose here tMs b a scntct

prmddtd b*«k

TH-resTMC
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State ftequircmcRts Vendor

fteq ■ aetiiilnimm OcMrtptlen Otlkaaty Vendor Acspome Detvery RBethed Comrneirts

MLI Vender than provMc >n ANSI^nA-9«2 TWr 9 Oau Center or eqwtvalent. A tier 9

data center rcQulret U Mutilpte mdependcm dtstrfbutien paths scrvinf the rr
equipment, 2) Al IT equipment must be dial powered artd Miy compatible with

the lepotecT d aPte'sarchlteaureand 3)Cencijrrent»rmilntalnable iRe

Infrastructure with eivected awsBabinv of 99.912%

M Yes Standard Wc utfllie Amaton Web

Sendeet for our service

delivery which works In

Bii(rwnent with the Tier 3

level

K1.2 Vendor shad maintain a secure hesUng crwlrotment providln§ aB necessary

hardware, software, and tntemet bandwidth to n^nafC the appOatkin and
support users with oerraisslon based toctns.

M Yet Standard Qmatic compCei

HLl The Data Center must be phystcaBy secured - restricted access to the iJle le

personnel with contrtds such as biometrtc. badse. and others security solutions.

hoAdes for |r«ntlnt access must be In place and followed. Access shafl only be

granted lo those with a need to perform tasks bt the Data Ccrtter.

M Yet Stanrlard manafed by AWS. More

Information here:

httpt://awt.amaion.com/co

mpftancc/data-

center/comrolt/

H1.4 Vender shall Install and update all server patches, updates, and ether uttRdes

■llhin CO days el rcicasc from the marrUactwrer.
M Yet Standard service window needs to be

defined in the

Implementation proved
HLS Vender shaO merttier System, sccurtty. and application lop. M Yet Standard Qmatic it offerlnt Orchestra

application "at-^'icrvice*.
infrastructure it full manated
byOmatk

Vendor shab manap the shartng of data resoures. M Yet Standard Omaik b offering Otchctira
appSation 'at-a-tervke*.
infrastructure b fulty
marufed by Cbnatk

H1.7 Vender shad manafe daOy badtups. off-site dau storatc, artd restore apieratlora. M Yet Standard
.

HtJ The Vertder shaB menher physical hardware. M yet Standard
HIJ ftcmotc access shah be customind to the State's business appBcailon. in Instartces

where the State retpArcs access le the appncillen or scner retounes not In the
DMZ, the Vendor shall provide remote desktop cxwneedon to the server ihrou^
secure protocols such as a virtual Prtva tt Mctwerk (VPWl.

M No Orchestra b being provided
to the customer Aa-a-Servlcc

HLLD The VerPor shafl repOit arry breach In security In conformance with Sute d WH
KSA 3S%C:2a iViy person enpfed m trade or conuaerce that b subject to RSa
1S8-A:1,1 Shan abe notify tlw rcfulktor which has primary refukatery authority
ever such trade or commerce. AH ether pcrsoru shall notify the New Hampshire
attomev eenerafs office.

M Yet Standard this Is pan of our ISO- ITtSl
and G09A processes as waB.



H2.1 Vendor tfufl have documented tflsattcrrecovenr pUns that addreis die fecovcfy

of tost State data at well at thetr own. SyRetnt than be architected to meet the

defined recovef> needi.

M Yes Standard we have a standard ptan but

in It some parts is project

tpedfk sothblsa

respoftslfanty of the project

to complete.

Hi.l The dluAer retSMry plan thaP UenCtfy approprtate methodi for prpcudnt

addUenal hardwire in the event of a component failure. M moti Irutancev

cyttemt thaP offer a lew! cd redundancy to the lets a drtvc or power tuppfy ̂ 9

not be fuffldent to terminate tendeet however, these faded compertents wtn have

to be replaced.

M - Yet Standard this b part of the service

AWS provides

HM Vertdor thai atfteie to a defitted and documented bacfc-vp tdiedulc and

prtxedurc.

M Yes
j

Standard If proposed. Qrrsatic

Orthestn appfication b being

offered *as-a-servtcc'.

Infrastructure b fufly

managed by Qmatic

H2.4 back-up copies of tiata are made lor the purpose of fadSltatlnt a restore of the

data tn the event of data loss or Syuemfalhec.

M Yes Standard If proposed. Qmatic

Orchestra application ts being

offered 'as-Orservice".

infrastructure b fidhr

ntanaged by Omatic
H2.S Scheduled backups of au servers must be compteted resucady. The minimum

acceptable frepuency Is dVlercntlal backup daily, and complete backup weekly.

M Yes Standard If proposed. Qmatic

Orchestra application b tieing

offered *as-a-iervicc*.

Infrastructure b fuDy

managed by Qmatic
H2.6 Tapes or echcr back-up media tapes must be tenrefy transferred from the site to

anotltcr secure locatlan to avoid complete dao loss vdth the less of a factPry.

M ffo Not Proposing

H2.7 Data recovery •> In the event that recovery back to the last backup to not siiflcteni

to recover Slate tlata. the Vcndtv shafl employ the use of database lets In addition

to bidBip media m the resioratlen of the databasc<s| to afford a much ctoser to

real-lime recovery. To do this, lop must be moved off the vohime containing the

database with a irequency to maidi the buslneis needs.

M Yes Standard The fretprency or RPO

(Recmwry Point Objectlvel

needs to be defined by the

project. Then the service

team can configure the

services to accomodate

thls..Thta vrould need to be

idcntir»ed before contracts.

There b additiorul cost

*

H1.1 The Vendor shai employ securtiy measures ermrc chat the State's appScailen and

dau to protected.

M Yes Standard Qmatic Orchestra application

b bei^ offered *as-a-

servke*. infrastructure and

security is fidfy maruged by

Qmatit



mU If Sittc d»u l» hosted en nwWptt scmtn. d«ta eMfuntes between md anwnc
servers musi bccncTvptcd.

M Tes Standard Qmatk Orchestra application

is beint offered *as-a-

senrice'. Infrastructure and

security Is fully managed by

Qmatk
H3.S All servers end dc^Hccs must he*e currentte-st^viorted and hardened operailr^

STStems.the tatcsi antl-vtrel, antl^cker. antS-iparrv SfttS-spyMrare, and antS-

detecUon and firewsO protectken.

M Yes Standard Qmatk Orchestra applkation

H being offered *as-a-

scfvke". Infrastructure and

security Is fuSy managed by

Qmatk
K3.4 All cempenenu of the Mrestruaurt shal be revtewed and tested to ensure Cher

protca Che State's hardware, software, and lu retated data assets. Tests shafi

focus en the technlal. adndnlstretlve and phrstcal sccurtty controls thai have

been destined into titc System a/ddtectvrt In order to provide cenfldendalty,
tntetdtv and avaitabiatv.

M Yei- Standard we emplov thinf party

seorrfty experts to audit our

setups rcgidary.

HX5 The Vendor shaQ ensure its complete ceoperatlon with the Sute't Odef

mfermttlon Officer In the dciectten of any' sccurtty vuhterobUlty of the hostini
Infrastructure.

M Tes Standard Qmatk will comply

H9.6 The Vertdor shall avthorUe the Suit to perform scheduled and random scoatiy

audits, indudlng ndnerabfflty assessments, of the Vender* hestln| infrastruairrc
and/or the aoedcatlon uoen rtduest.

M Yes Standard Testing must be scheduled

and may incur a scrvke fee.

»a.7 AR serveri and dtvfcai mva haw «wnl tocghia enaUed. Logs must be protected
wtth aecets Qmtied to only authorised administrators. t,o(S shaR Inchidt

System, AppOcation, Web and Oaubast logs.

M Yes Standard Qmatk Orthettra appBcatlon

is beiflg offered *as-a-

servkc". infrastructure and

security is fully managed by

Qmatk
H34 Operatint Systems (OS) and Oaubases (D8| shaO be bsdh and hanfer^ In

accordance with guMeOnes set forth Isy OS. MSI or MSA
M Yes StandanJ Our secure development

pofky arxf sendees /

components are selected

based on such requirements

HX» The vender tftafl nettfy the Suie's Protect Manager of any security breaches

within two (2) hours of the time that the vender trams of their ooojrrence.

M res ■ Qmatk wBI comply

HI ID The Vender shaD be solely liable for costs associated wtth any breach of State dau

housed at their locatlon(s) Indudtng but net Smited to netlllcaUen and any
damages assessed by the touts.

M Yes Standard Uabtlty Umlts not to exceed

10% of the comract value

H4.1 The veitdor'i Syrtem suppen and maintenance shal commence upon the EffcOiw

Date and catend ihros^ the end of the Contrao term, and any catensSons

thereof.
"

Yet Standard Qmatk wdl comply



H4J The wndar thtf metnuln the herrtwarc end Software tn eccordance *tth the

tpcftfkettons. lermv end requtremente ef the Centreo. Indudtni prewMn^
uptrede* end flee» e» required.

V

M y« Sundard contract needs to align with

that we do not do custom

versions of otu service tor

tpcdflc clients and changes
vdll follttw the standard

release schedule of the

service. Customiiations and

adctltiORS on top of the core

service can have a efiflerwd

release schedule.

H4.} The vender thefl repek or replece the herdwere or loltwere. or e<nr pcnien

thereof, to thet the Synem eperetei in eccerdenec iidih the Spedhcatieftt. lerm.
end rcqidremctttt oT the Contrect.

M

"" V

Yes Standard contract ncetfs to aSgn with

that we do rtot do custom

versions of our service for

spedFlc clients and dsanges

wID follow the standard

release schedule of the

service. Customhatkm ar»d

adifltions on top of the core

service can have a different

release scherfuic.

I
be fi/lly ttrpperted by their respenhrc menufeouren et tO dmes. At crtdcat

petchet (or operating tyitemi, datcbatev web sendees, etc. shal be applied

within slaty |G0| days d release by thcb respccitrc marHdaawrers.

Tcs Standard Qmatk cempCes

ms The State shaD have untmittd access, via pawne or Cmall, to the vender technkai

support staft between the hours o( aJOom to SHOpm- Monday through Md»y

EH;

M Yes SUnard Refer to your Qmatic Care

agreemem



H4.( T>wVmdorih«9cQntonntochctptc>ncdeflclefw>dauai0ctotbc4:o Obu
A Ocftdetwy - SeftwBf* • C/tUail don not lOaw Srttem to opentt. no wort
ateund. tf»m»ndt bnmc^tc *0100; wrtnen Oocunentatlen • mlsilnt sltftiHant
pontons d IrdornvKien or wnintcitltlbtc to State; Non teftwa/e • Services were
tnadettuate and rcQtire re-per<ormance of (he Service,

e  Oats 6 Oefldencv • Software-imporunt. dots not stop operation end/or

there (s a a«rt arautd and vscr can perform tasU: Written Oocumcmation •

portJofts of tnformatton are missln| but not enough to mahe the document

udntesigiwc: Non Software • Sendees were dendent. require rewortir^ but do
not require re-performance of the Service.

o Oass C OeflderKV - Software • minimal, cosmetic in isaiurc. mMmal effect en
System, tow priority and/or user can use Syttem; Written Oocumentation •

minimal chartges reqdred and of miner editing nature; Non Software • Services
reqtire only mtoer rewortsng and do not reqidre re-pcrfermance of the Service.

As part of the malntefiancc agreement, ongoing support Issues shaB be responded

to aotordint to the fdiowlrtg;

a. Oass A Oefldendes • The Vendor sfiaD have avaVade to dw State otkoB
idephoRc asdstanoe. with fssue tracking avaflade to the State, eight W hovs per

day and fhre (S) days a «mk with an email / telepfierw response within two (2)

hours el request:»the Vendor shal pro«We support ort-snc or with remote

diagnostic Services, wtthln four (4) business hours of a request;
b. Oau e ft C OefUendes -The State thai notify the Vender of such Oenderctes
durVig regular business hews arto the Vendor shall respond back wlihin lour (4)

hours of netlfkatlen of pfanned cerrcalve aahwc The Vendw shaO repair v
replace Software, and provide maimenance of the Software in accordance with

the Spedflcatlons. Terms and Itequirements of the Contract*

M

Yes

Yes

Standard

Standard

Refer to your Qrnailc Care

atreement

Qmatk Hefp Desk hours are

M-f. 7:00 am - 9:00 pm. On

caO support b available after

hours and on wcekcndv

Qmatk meets or exceeds the

SLAs for each of the defined

Oass Oefkiencics.

H4A The hosting server for the State shaB be avaftabfe twenty4our (24) hours a day. 7
days a vreek enpi for durme schedided maintenance.

Yes Standard Qmatk compDes

ms

H4.U)

A reyrtariy sAeduled malnter^anca wmdew shaB be idtrttJfled (such as weckfy.

monthly, or quarterly) at which time all rrWant server patches aivf application

upgrades shaB be appUed.

M Yes Standard

If The Vendor Is inable temett tht uptime requirement. The Vendw shaB credit

State's accoieit In an amount based upon the loOowIng formula: (Total Contract

Item Mec/36S) a Number of Days Contract Item Not Provided. The State must

reguestthh oetOt >1 writing.

Yes Standard

Qmatk Orchestra applkation

b being offered 'as*»-

senrke*. Infrastructure and

security b futy managed try

Qmatk

Qmatk will comply

N4.il

The Vendor diafl us* a change management poUcy for notVkallon and traddng of
change requests as weB as olilcal outages.

Yes Standard

A crbtcal outage wffl be designated wften a busineis fuitcilon canmt be met by a

nonperforming appncaUon and there b no wort around to the prebkm.
Yes Standard

we have a support process

whkhlnchides this atso

Refer to your Qmatk Care

agreemem



H4.U Tit* Vtndor thsl nwintibi • rvconl d tit* KtMtlct rrUlctf to reptlr or

malnten«ftcK *ctMttet pcrfomteO lor the Stitt «rtd ihsil report qtuftcftr on the

l^towtnt: S«rt^ uo^lntc «i chiA(t re^m Intptememtd. Mudtnt oper»itft|
fyttem patches; Ai critfcil outafts reported Inchidlnf actual lisuc and resolution;

Wumticr of deOdendes reported br class wUi inmal resports* tMte as «»*D as time

to dose.

M Yes

r

Sundard YeSp provided on request

The Vendor wll (W* two-buslneu days prior notlflcatlort to the State Arolect

Martafer c4 ad dtartfcs/updatcs and provide the Stat* «nh iralntng due to the

upmdes and chanees.

M Yes- Standard a service vdndow is t|reed
upon In advance.



Attachment 1: Project Requirements

State Reqtrtrements Vendor

Rcqa tttqtetement Ocscrtptlen CHitcamy
Vento

Itotpeme
OeOvery Method Coomerds

SLI

the Vender's Svvtrm suppon snd matntenance tftill comwunce upon ita

EffectNe Dale and ntend throuth the end of the Contract term, and any
memleru thertef.

M *es Standard QmabcCompQes

SIJ

Mavnam the hardware and Software in accordance wfth the Spednottom

terms, and rtqulrefncnts of the Contract. Indudtnt prevldSt^ tergrades and

rim as required.

M Tes Standard QmatkCompfies

SI.)

KepaV Software, or any portion thereof, so that the System operates V

accordance «dih thcSpedfkatleni. terms, attd requirtmenoel the Contraa. M Tes Standard Qmadc Compiles

S1.4

SLS

The State shall haw urdtottted acceu. «ta phette or (ma«. to the Vertdor

tcchnlcal support staff between the hours (d 8:3Qam to Si)OprTv> Monday

through frtdav CST;
M tes Standard

Qrnatlc Help Desk houn arc M

f. 7Mlam -9fl)pm. Oncan

support Is avdlatile after

hours and on weekends.

the Vendor response tkne for support shaB cerdorm to the specUk deftcSenCf

etass as described bctow or as agreed toby the parties: o CtassA

Defldency- Software •Crhlcsl, docs net allow SyBcm to operate, rework
•reurtd, demands Immediate action: Written Documentation. missing

tigndlcani portions of ktlormatlen or tmintcOglbie to Sute; Nen Software ■

Services were Irtadcquate artd require re-pcrtermancc of the Servtcc. o
Oau B Deftdency - Software - Important, does not step operation and/or

there b a work areurtd and user can perform inks: Written Oocumcrtuiion •

portions of irtfermaden are mbslng but net enough to make the document

urtfmcflglMc: Mon Software ■ ScrvtcfS were dtfkSenC requtrc reworking but

do net reqidre re-performance of the Service, o Oau C Oefldcncy •
Software • minimal, cosmetic In nature, rrWilmjl effect on System, low

prtorby and/or user can use System; Wrtiten Oocumematlon • minimal

changes rcqUred and of miner editing nature; Non Software • Scrvlcrs

rtqidrt only minor reworking and do net require re-perfttmance of Ific

Scrvlee.

M Yes Standard

Qmatk meets or mecdi the

StAs lor each of the defined

Oass Oefckncies.

su

The Vendor shad make avaSable to the State the btest pro^m updates

gcnerei mavittnance releases, leiiaed fuiatoruBty reirasei patches, anc

Documentation that are genetaOy cdfeied lo Ks customers, at no addUXma

cost

M Yes Standard Qmatk CompSes

TR > SUPPORT A MAINTlNAMa



AttMtimcnt 1; Project Requiremtno

Rcq * Requbemem OetcHptien Crtticanty
Vender

lapeme
Oefwry Method Commctta

S1.7

Per att maMtenanc* Sendees caffi. TM vcndof thaD enuirt ttic feOowtnf
mfermatien ««l be cofleoed and maintained; U nature el the Oefkiencv: H

current ttatus el tite OeRdency: 3) action plans, dates, and tknes; 4) eipcctee

and actual comptetlon ilmc: S| Deficiency resoHitton Information. 6) Rcielwed

by. '1 Identlfyinf number l.c. wort order number, tt Issue identified by;

p Yes Standard Qmatk Compfics

SU

rhe vender must wort «lth the State to identify and treuMesbeet petcntlah

large-sole System laDures or Oefldendes by ccAecting the leBoudng
Infermatlen; 1| mean ibne between reported Oefkfeneles nrtrh the Software

3) diagnosis of the root cause of the problam: and 3) tdcnUfkatlon of repeal
cats or repeal Software problems. -

p Yes Standard Qrnatic CompOes

u.$

As part ol the Software maMtenance agreement, ongoing software
maintenance and support Issues, shall be rrsponiSed to according to the

follMing or as asgreed to by the parties: a. Oats A DefltSertcles • Tbc

Vender ihaO haw evaBable to tha Suit onoD leSephone assistance, wttli

Issue tracking avaOatfe to the State, eight (S) hours per day ar«d fhe IS) days i
week with an emal / telephenc responsa wttMn two {2) hours of request: or

the vtrxlor shal proutde support en-tlit or wtth remote diagnostic Servicei
wVhIn lose (4) buPneu hours of a tcqueu: b. Oass 9 ft C Ocflclcnclm

-The State thaO notdy the vender of sudt Oefidendes during regular
business hours and the Vender shal reiporp tiack within four |4) hours 0
netllkatlen of ptanwed cerreohe action; The vendei shafl repair or replace

Software, artd prevtdt maintenance of the Software In accordance with iht

Spcdflcatlons. Terms and Reotdrements of the Contract; or as apec<

between the parties

M Yes Sundard Qntatk Commies

Sl.to
Iht Vendor shall use a cliange nunafemeni policy for netmcatien anc

tracMna of chantt requests as wei as cHOcal outages.
M Yn Standard Qrnatic CompCes

Sl.ll

A critical outage wO be designated wtien a business fuctcOon cannot be mri

by a rpnperferming appdcatlen and there is no work around to the problem.

M Yes Standard

in (he event of a servke

outage within a data center,

Qrnatic wil work to restore

the service based on a service

request. When the Customer

opens a restore ticket with

the Service desk, the

appicatlon H restored to the

most recent backup.

TR • SUPPORT & MAINTCNAMCC

c



Atuchmem 1: Project Requirements

Rcq • •cqi^rcmefll Otwtptlen CritkaOty
Rcspera*

DcOvery Method CoBvncma

U.ll

nw ViwOm thai maintain a recDrJ of Ihc a«l«ltl«i reUteO to repaU or

maimcflance aahAles pedormvd for the State and thafl report qoarterty on

the foBowfng: All ehanfe rcqwettt Implemented: AN crttlal outifet reported
indudinf aoval Itsue and rctotutlOA: Number of dcfUendet reported by

dau wtth Initial mpome time at web at time to dbte.

M Te» Standard Qmatfc Cempnet

SLU
The hetUni temer for the State thai be awaiUble twentr-four (14) houn ■

dav. 7 dan a week eueoi for durtn* idteduled maintenance.
M

res • Standard
Qmaik CompQei

Sl.i*
The Vendor wiO (Ude the State wtth potsible sohAiont to retcAie htuct le

maintaiB a fiih functienlruL hosted Sntertv
M

ret Standard
QmatkCompOet

SLIS

h rccuNNir tchedtded maintenance wlndew than be Wcntmed (tuch at

weeUv, monthly, or Quanrrly) at ntdch ame afl rclevani terver patchet and

application upiradet fhail be appned.

M

ret StareSard

Qmatlc win notify tt* Sate of

the date and time for these

service and maintenance

windows in reasonable thne

prior to eachocasioa

tt.tt

The Vendor ««i fhe t«e-butinett dayt prior notificaUen to the State ̂ rofca
Manater of all do«eeVupdatei and provide the State nrith traMi^ due re

the uooradei and chaneet.

M

ret Standard
Qmatk Compflet

SLi>

Afl hardware artd toftware oempenemt of the Vender hotting infrattruaun

thai be ftdiy tuppontd by their retpccthN manufacttaen ai al tnwi. AC

critical patches for operating tyttcmt. databases, web tervlcct. etc. thai be

ippOed wttibi iletv (€0) dan el releatc by theV retpecthre manulactvrcrt.

M

Yet Standard

Qmatk Compflet

Sl.ll
The Vendor thaO proofde the State with a per«mai tccure FTP tSt to be utec

by the State for uptoding and dewnloadint ftlei il appflcabte.
M

No Not Propotlnf

TR • SUPPORT A MAINTENANCE



Attachment 1: Project Requirements

State Requirements Vendor

Rtqe Rtquircment OMcHption C/ttkaOty
Vendor

Response

Oeihwry

MMhod
Comments

pi.i
Vendor shat) participate in an InMai kick-off meeting to Initiate the Pr^ect.

M Yes Standard Will t>e provided

Pi.i Vendor shall provide Project Staff as specified in the RFP. M Yes Standard Win be provided

Pl.3

Vendor shad submit a Rnatlted Work Plan whhJn ten (10} days after Contract
award and approval by Governor and Council. The work Plan shall include,

without limitation, a deuUed deKrfptlort of the Schedule, tasks, Oeliverabtes.

critical events, task dependertcies, and payment Schedule. The plan shad be

updated no less than <every rwc week<.>

M Yes Standard Will be provided

PL4

Vertdor shall provide detailed <6/ wtekfy or morTthly> status reports on the
progress of the Pn^ct. which wU Indude eipenses incurred year to date. M Yes Startdard Will be provided

Pl.S

AO user, technical, and System Oocumerrtation as wefl as Projea Schedules,
plans, status reports, and corresporrdertce must be malntair>ed as project
documentation. (OeRne how- WORD format- or>^.ir>e, in a common Gbrary or
on paper)

M Yes Standard
Will be provided via: Word. MS

Project. PDF

TR • PROJEa MANAGEMENT



State of New Hampshire

Department of State

CERTIFICATE OF AUTHORITY OF

0-MATIC CORPORATION

The Secretary of Siaic of the State of New Hampshire hereby ccfiifio that an Application of Q'MATIC CORPORATION for a

Certiftcotc of Authority lo tmnsaci business in this State, duly signed punuani to the provisions of the New Hampshire Btuineas

Corporation Act, has been reeeivad in this office.

ACCORDfNCLY the urtdmigned, by virtue of the authority vested in him by law, hereby IsstKS this Ccnincate of Authority to Q-

MATIC CORFORATION to transact business In this State under the name of Q-MATIC CORPORATION, and attaches

hereto a copy oflhe Applica^ for such Ccitificatc.

Business ID: 843974

%
9

O
•9

A

IN TESTIMONY WHEREOF,

I hereto set my hand and cause to be amxed

the Sea) of the State of New Hampshire,

this lOtb day of Juoc A.O. 7020.

WilJiam M. Gardner

Sccrctao' of State



Certificate of Vote

L Jeff Green, hereby certify that I am duly elected Clerk/Secretary/OfTicer of Qmatic Coloration.
I hereby certify the following Is a tme copy of a vote taken at a Qmatic Corporation.

arneetingoftheBoardofOirectors/shareholders, duly called and held on June 16,2020,

at which a quorum of the Directors/shareholders were present and voting.

VOTED: That Margaret Fevriere is duly authorized to enter into contracts or agreements on behalf

of Qmatic Corporation with the State of New Hampshire and any of Qmatic's agencies or

departments and further is authorized to execute any documents which may in his/her judgment be

desirable or necessary to effect the purpose of this vote.

1 hereby certify that said vote has not been amended or repealed and remains in full force and

effect as of the date of the contract to which this certificate is attached. This authority remains

valid for thirty (30) days from the date of this Corporate Resolution. I furtherxertify that it is^

understood that the State of New Hampshire will reiy on this certificate as evidence that the

per$on($) listed above currently occupy the position(s) indicated and that they have full authority to

bind the corporation. To the extent that there are any limits on the authority of any listed individual

to bind the corporation in contracts with the State of New Hampshire, all such limitations are

expressly stated herein.

DATED: June 16. 2020 ATTEST.

Jeffi^ Rf Green
CEO, Qmatic Corporation
COO, Qmatic AB



doRif CERTIFICATE OF LIABILITY INSURANCE
o*Ti QpMOorrmr)

(WtQQOSO

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UFON THE CERTIFCATE HOLDER. THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND. EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING IN8URER(S). AUTHORIZED
REPRESENTATIVE OR PRODUCER. AND THE CERTIFICATE HOLDER.

IMPORTANT: If ttte cenincate holder Is en ADDITtONAL INSURED, the poUcy(ies} must hmre AbbfTIONAL INSURED provisions or be endorsed.
If SUBROGATION IS WAIVED, eubjeet to the terms and eendltioRa of tim policy, certain peOcles may require an endorsement. A atatemerM on
this cWtlflcsta does not confer rights to the certlflcste holder In Ueu of such endorsemerttfsL

reooucse'

Automatic Gets ftocessStetaturence Ager>cy. Inc

t Adp Boutevsrd

Roaetsnd NJ 07068

522i^ Automatic Oets Processing Inaursnca Agenqr, Inc.
1-eO(>-524.702a

KM:..
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DukiOi OA 300M

■rsuacae:

Hita«a c:

MSueteo:

wsuatat:

•fVaWf; . .

COVERAGES REVISION NUMBER;
THIS IS TO CERTIFY THAT THE POLICES OF INSURANCE USTEO BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERiOO
INOICATEO. NOTWITHSTANOINC ANY REOUIREMENT. TERM OR CONDITVW OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY 66 tSSUEO OR MAY PERTAIN. THE INSURANCE AFFORDED BY THE POLICIES OESCRIBEO HEREIN 1$ SUBJECT TO ALL THE TERMS.
EXCLUSIONS AND CONDITIONS OF SUCH POUOES. IJMlTS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

Tm .  rmfloretsuAAHcs roucreustea uarre 1

—

1 coNMSaciAL ecaCAAL uAesm CAOtOCCURASMCC s

|oceue mcusu rcr reeuntnerl s

MtOCXP (Any •«*»»> 1

1 rcasONAi 4 «0v ouuir

OCNV AOOStOATE IMTT Amifi iqii:

nrotctQ^^ 0100
loTXa:

OOCAAL AOOaCOATS 1

raooucTs. COHHOP *00 1

' 1

AUToecasi uAoa^

\

iFmSwIi 1

—

MHAUTO 1 uoav MAatY<«e> s

mvNSO
AUTOS <M.V
MNeo
Auroa ONLY

—

SCXDUUO
Auroa
•OKXwneO
AUTtJSONLV

aooAT MAarv pw homm) s

(rwacMMI s

s

—r

UKSAtUAUaa

CKCiSSUAa

OOCLH CACNoeaaiASNcs s

AOOAEOAIC t

loco 1 1 AcmmoNi 1 s

A

wenutaa cormtMSATiOH
aMOCVLOTcaruAes/rr
Airv HtorearCMeAArMCAisna/rwi rr-i
orwcSAaNuitn ooludcdt I Y 1
imwaMinMeM) '
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CERTIFICATE HOLDER CANCELLATION

StaM of NH Oapaitmani of Wormedon Tachndooy ann:
Dapaitmanl of Motor VehlOas.

23 HaxanOdva

Concord NH 03301
1

SNOULO ANT OF THE ABOVE OESCRIBEO POUCISS BE CANCELLED BEFORE
the eXFIRATiOR DATE THEREOF. HOTICE WILL BE OELIVERED IN
ACCORDANCE WITH THE POUCT FROVlSlOlO.

AUTMOAaco AmtcsorTAnvc

ACORO 25 (30ie/03)
O 1998-2015 ACOROCORFORAnON. All rt0ht» r«Mrv«d.

Th« ACORO name end lego are registered marts of ACORO



CERTIFICATE OF LIABILITY INSURANCE
oiouniQp'vm)

n«9 CERTmCATE s OSUKO AB .A HATTER OP INFORMATION ONLY AND CONFERS NO RtOMTR UPON THE CERTIFCATB NOtOEIL TMl

CtRTinCATE ODES NOT AFARMATTVCLY OR NEOAIfVCLr AMEMI, EXTOia OR ALTER TME COVERAOE AffOROEO BY TME POUCCS

OELOW. TMS CERTVlCATt OF HSURANCE OOU NOT CONSTHUTE A CONTRACT OSTWESN THE OSUBtt MSURCRlt]. AUTMOROED

ReniEMNTATIVE OR PRODUCER. AND THE CERTVICATC NOLOEIl

IMPORUNT: n UM eoMBcM RoMw H on AOOmONAL IXSUREO, Oh

« BUBROOATKM IS HOUVEa o»f«|Kl M 9» Hmw and uMRMno at

BiH carfUkoU deoo not confor rtoaii to Oh coRilfcoH AoMor M Im ol awA aaoaroi

peOciiMil IM1M Am AOO fRMAL INSURED rimiMMwo or ha andarMd,

Oh FeDqr. cartaM oalkiH atay hruIh an awdarnHarR A autaaant an

MMantfaV

Aon llak Sorvlcta SoutA, tnc.

AtlOflta 6A Office
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Atlanta Ca UJH ui*

BSK"
CStnUis (iM) 2i)-;ui IULmm (100) jsj-oios

UttaN
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Q-«atlc Corporation
IITS arocklArl^a iWd. Suite 100
OulutA Ca 10091 USA
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MOCATCO. VOTMnHSTAMOaiC AMT R£Oll«teMEMT. TERM OR COMMTIOH OF AMV CONTRACT OR OT>CR DOCUMENT MITN RESRCCT TO WMCH THS
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