STATE OF NEW HAMPSHIRE
DEPARTMENT OF INFORMATION TECHNOLOGY

New Hampshire

DolT “

27 Hazen Drive | Concord, NH {03301
Fax: (603) 271-1516 | TDD: {800) 753-2864
doit.nh. gov

Denis Goulet, Cornmissioner

May 13, 2025
Her Excellency, Governor Kelly A. Ayotte
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), Division of Motor Vehicles (DMV) to amend an existing Sole Source contract with Q-
Matic 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, ltem #48 on January 31, 2024.

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 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 Oftice, if needed and justified.

CAT#-DEPTH#-AGENCY#-ACTIVITY#-ACCTG UNIT#- DEPT
NAME-AGENCY NAME-ACCTG UNIT NAME CLASS CODE- | SFY 2026 TOTAL
ACCOUNT CODE -CLASS TITLE

01-03-03-030010-76230000-Dol T-IT for Safety — 038-509038
Technology Software $68,456.90 $68.456.90

Activity Code 03230147 BRM DOS HW/SW for DMV

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,

o Ao

Denis Goulet
Commissioner of
Information Technology

Rofert L. Qbinn
Commissianer of Safety

DOIT #2020-100C
RID #92794



STATE OF NEW HAMPSHIRE

DEPARTMENT OF INFORMATION TECHNOLOGY/ DEPARTMENT OF SAFETY
Q-MATIC ORCHESTRA SCHEDULER:
DOS 2020-100

CONTRACT AMENDMENT C

5M14/2025




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 #O, (herein after referred to
as the “Agreement™), 1. amendment on December 2, 2020, ltem #30, 2™ amendment on January 31, 2024
Item #48, Q-Matic (Vendor #168807) 2875 Breckinridge Blvd Ste 100, Duluth, GA, 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 | 7: Amendment and the provisions of the Agreement, the
Agreement may be modified or amended only by a written instrument executed by the pames 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 1:

"TABLE 1: AMENDMENT DETAILS

Price and .- AMENDED TEXT
Payment ! ' :
Schedule

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



rax'mlu:cmw SFY 21 [s'n;u [srvfz_q. : lsnn_ srus ) sn'zs ] 2:;:“
SOFTWARE SUSTOTAL 3 18,20854 ]38 - |s D 3 ] K
HARDWARE SUBTOTAL $ . 5 o 3 = $ . $ ] . 5
SERVICES SUBTOTAL $17,092121 3% . 3 - $ . $ - 5 - 5 -
ANNLIAL FEES FOR HOSTING AND TEXTS | § 26,137.15 | § 26,650.90 | $27,195.10 ] 337,736.00 | $25.251.701 3 29.140.25 § $29.140.45
MAINTENANCE SUBTOTAL -NewFustures |$ 34807813 345078 |$ 34807018 J450.78 | $ J460.78 1% 35648013 3,564.80
MAINTENANCE SUBTOTAL - Existing Shes | § 25.007.87 ¢ § 25.007.87 | $25.007.87 1 $25,007.87 | $25,007.87 { § 25,007.67 | $25,007.87
MAIMTENANCE SUBTOTAL - Klosk Equipmern| $ - 3 . 3 . $ 6767.25|% 657027 |5 71793818 739478
FMosting fos Test Eavir S 346000{3 3.460.00 |$ 3,460.00]{% 3460.00 |$ 3480.00(% 35646035 358460
[Sct-UpFﬂbr!ﬂlEMmm $ 18395413 = s . $ . $ - 3 - $ -
il’n‘l.ll $ 96.364.01 $ 5558855 $30,12175 356643280 3$67.190.62 3 63.436.90 | $63,672.28
[Tatal $418,154.89
TABLE 2: CONTRACT HISTORY
CONTRACT AND | AMENDMENT | G&C APPROVAL | END CONTRACT
AMENDMENT TYPE DATE ‘DATE AMOUNT
NUMBER
DOS 2020-100 Original Contract | August 5, 2020, June 30, $208,520.92
[tem #O 2023
Amendment A Maintenance & December 2, 2020, June 30, $£125,039.35
Support Services ftem #30 2025
Amendment B Additional January 31, 2024, June 30, $13.737.52
Kiosks ltem #48 2025
Amendment C Contract TBD June 30, $68,436.90
Extension 2026
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. This
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 [irst above
written.

Date: 5/14/2025

Douglas R. Caines, VP of Sales
Q-Matic Corporation

STATE OF NEW HAMPSHIRE

e A Dace: May 19,2025 _

Denis Goulet, Commissioner

State of New Hampshire

Department of [nformation Technology

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

Approved by the Attorney General

M—W Date: _&/4/95

State of New Hampshire, Department of Justice

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 New Hampshire
Department of State

CERTIFICATE

I, David M. Scanlan, Sccretary of State of the State of New Hampshire, do hereby certify that Q-MATIC CORPORATION is
a Hlinois Profit Corporation registered 1o transact business in New Hampshire on June 10, 2020. | further certify that all fees and

documents required by the Secretary of Swate’s office have been received and is in good standing as far as this office is concerned.

Business [D: 843974
Cenificate Number: 0007176821

IN TESTIMONY WHEREOF,

1 hereto set my hand and causc to be affixed
the Seal of the State of New Hampshire,
this 7th day of May A.D. 2025.

David M. Scanlan

Secretary of State
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CERTIFICATE OF LIABILITY INSURANCE

DATE(MMDDYYYYY)
051472025

REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER,

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 S8ETWEEN THE ISSUING INSURER(S), AUTHORIZED

[ IMPORTANT: If the cerlificale holder i3 an ADDITIONAL INSURED, the policy(ies) 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 g
certificate does not confer rights to the certificate holder in lieu of such endorsement{a). €

PRODUCER CONTACT 5

aon Risk Services South, Inc. : R P

atlanta Ga Office IAC. No. Ext): J {AC. No.): o]

3550 Lenox Road NE E-MaL °
Suite 1700 ADDRESS: x

SeilSnEaNCAy oS SoREST INSURER{S) AFFORDING COVERAGE NAIC #

INSURED ] INSURER A: Indian Harbor Insurance Company 36940

Q-Matic Corporation INSURER B: XL Insurance America Ing 24554

2875 Breckinridge Boulevard, Suite 100 -

buluth Ga 30096 UsA WSURER G:

INSURER D:
INSURER E:
INSURER F:
COVERAGES CERTIFICATE NUMBER: 570112545926 REVISION NUMBER:
THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED MAMED ABOVE FOR THE POLICY PERIOD
INDICATED. NCTWITHSTANDING 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 AFFQRDED BY THE POLICIES DESCRIBED HEREIN |$ SUBJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS, Limits shown are as requested
R TYPE OF SNSURANCE ey POLICY NUMBER oI T POy EXr usTs
A | % | COMMERCIAL GENERAL LIABYLITY usSOOI0010ILIZSA [1'57'0%'&5701/2026 EACH OCCURRENCE 31,000,000
[ DAMACE TO RENTED
| camsmace OCCUR PREMISES 22 sceurenc) $100, 000
MED EXP (Any ane person) $5,000
™ PERSONAL & ADV INJURY $1,000,000| 2
o
GENLAGGREGATE LIMIT APPLIES PER: GENERAL AGGREGATE $2,000.000 E
X | Poucy ngg D Loc PRODUCTS - COMP/OP AGG $2,000,000| o
OTHER: é
A | auTOMOBLE LLABR ITY us00100101LI25A 05/01/2025/05/01/2026 COMBINED SINGLE LIMIT $1,000.000 Cu
ANY AUTO BODILY INJURY ( Per parson) ,%
SCHEDULED BODILY INJURY (Par secident) o
OWNED - 2
AUTOS
—1 AUTOS ONLY PROPERTY DAMAGE ]
NON-OWNED A o
X e AUTOS ONLY {Per accident) %
-]
B X | UMBRELLA LIAB % | oceur Us00090777LIZ25A 05/01/2025[05/01/2026 EACH OCCURRENCE $5.,000,000 (5
| excesstan | | cuamsmace AGGREGATE $5,000,000
pec| X [reTENTION $10.000
WORKERS COMPENSATION AND | PER STATUTE | OTH.
EMPLOYERS' LIABILITY N
ANY PROPRIETOR 1 PARTNER 7 EXECUTIVE E£.1. EACH ACCIDENT
OFFICERMMEMBER EXCLUDED? NIA
{Mandatory in NH) £.1. ISEASE-EA EMPLOYEE
i yo3, descnbe under
DESCRIPTION OF OPERATIONS below E.L. DISEASE-POLICY LIMIT

DESCRIPTION OF OPERATIONS | LOCATIONS / VEHICLES (ACORD 101, Additionz] Remarks Schduk

RE:

way be

il mor space i required)
Department Of Information Technology/ Department Of Safety Q-Matic Orchestra Scheduler:

DOS 2020-100.

CERTIFICATE HOLDER

CANCELLATION

EHOULD ANY OF THE ABOVE OESCRIBED POLKIIES BE CANCELLED BEFORE THE
EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN ACCORDANCE WATH THE
POLICY PROVISIONS.

state of New Hampshire

pepartment of Information Technology
Attn: Chief Information Officer

27 Hazen Drive

Concord NH 03301 USA

AUTHORIZED REPRESENTATIVE

ACORD 25 (2016/03})

©1988-2015 ACORD CORPORATION, All rights reserved.

The ACORD name and logo are registered marks of ACORD

(Rt L R AW



ACSRE"  CERTIFICATE OF LIABILITY INSURANCE " 05/08/2025

THIS CERTIFICATE (S 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 cortificate holder is an ADDITIONAL INSURED, the policy(ies) must be endorsed. If SUBROGATIONIS WAIVED,
subjoct 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 endorsement(s).

PRODUCER CONTACT NAME:
TA PR ING INS AGCYIN
?:;‘5%.5? QEESSINCNSCEINE PHONE (800) 524-7024 FAX (800) 524-4013
{A/C, No, Ext): {AC. No):
71 HANOVER ROAD € MATL ADORESS:
FLORHAM PARK NJ 07932
INSURER(S) AFFORDING COVERAGE NAICE
INSURER A : Hartford Fire and Its P&C Affiliates 00914
INSURED INSURER 8 :
Q-MATIC CORPORATION . e
2875 BRECKINRIDGE BLVD STE 100 SORERDL:
OULUTH GA 30096-4988 1
INSURERE :
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 WHICHKTHIS
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.

INSR] TYPE OF INSURANCE ADDL 15UBR POLICY NUMBER POLICY EFF | POLICY EXP LNITS
LIR INSR | WYD IMMDDIYYYY] | (MMDO/Y YYY)
COMMERCIAL GENERAL LIABILITY EACH OCCURRENCE
|cLams-mane Doccun DA R ENTEE
PREMISES (Ea occurrence)
MED EXP (Any one person}
PERSONAL & ADV INJURY
GENL AGGREGATE LIMIT APPLIES PER: - GENERAL AGGREGATE
pPOLICY D e |:| Loc PRODUCTS - COMPIOP AGG

OTHER:

TOMBINED SINGLE LIWIT
AUTOMOBILE LIABILITY
— |<Ea accident)

ANY AUTO BODILY INJURY (Per person)
| ALL OWNED SCHEDULED :
| | autos AUTOS BODILY INJURY (Per accident}

HIRED NON-OWNED PROPERTY DAMAGE

AUTOS AUTOS (Per accidant)
| | umereLLA RS | gccut; EACH OCCURRENGE

EXCESS LIAB LAIM!

Tane AGGREGATE

peD) IREFEN'i’ION 5

WORKERS COMPENSATION X |PER OTH-

AND EMPLOYERS' LIABILITY STATUTE ER

ANY ’ YN E.L. EACH ACCIDENT $1,000,000
A ZES.E‘S,L‘;%‘;Q’:,E&’E,’;E%‘: IV E A | 76 wWBG GI5191 01/01/2025 | 01/01/2026 [T, Drocnce £ EMPLOTEE $1.000.000

{Mandatory in NH)

if yos. describe under E.L. DISEASE - POLICY LIMIT $1.000,000

DESCRIPTION OF OPERATIONS betow

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES (ACORD 101, Additional Remarks Scheduls, may be attached i more space is reguired)
Those usual o 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 SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED
Depariment of information Technology BEFORE THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED
ATTN: Chief Information Officer IN ACCORDANCE WITH THE POLICY PROVISIONS.

27 HAZEN DR AUTHORIZED REPRESENTATIVE '

CONCORD NH 03301-6503 ds dp [‘&1

© 1988-2015 ACORD CORPORATION. All rights reserved.
ACORD 25 (2016/03) The ACORD name and logo are registared marks of ACORD



Certificate of Authority

{Corporation, Non-Profit Corporation)

Corporate
1, Susan Begando hereby certify that [ am duly elected Clerk/Secretary/Officer of

Q-Matic Corporation. | 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 1o 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 histher 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. [ 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, ail such limitations are expressly stated

herein.
S B d ‘?ﬁﬂmmmmmm,
DATED: _5/09/2025 artesT: 2U3AN DEGANCO e seprasoomasc.om. o

Susan Begando, VP of People and
Culture/Secretary

Page 1 of 1



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

Denis 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 $13,737.52
from $333,960.27 to $347,697.79 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 Govemor on June 30,2020, and presented to the Executive Council on August 5,
2020, Item #O and amended on December 2, 2020, Item #30. .

“100% Other (Agency Class 27) funds: the Agency Class 027 used by the Department of Safety to
' reimburse DelT 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.

CAT#-DEPTHAGENCY#-ACTIVITYE-ACCTG . . ,[" - ~_|". - . | .
JUNIT#- DEPT NAME-AGENCY:NAME-ACCTG SEY .. [SEY | ani
‘UNITNAMECLASS CODE: ACCOUNT CODE - f20da s T
.CLASS TITLE™: [ A EIRE NG I Sl

01-03-03-030010- 76"30000 DolT IT for Satcty 038
509038-Technology Software.

] $6,767.25 | $6,970.27 | $13,737.52
Activity Code 03230147 BRM DOS HW/SW FOR
DMV

Total $13.737.52

“Innovative Technologies Today for New Hampshire's Tomorrow”



His Excellency, Governor Christopher T. Sununu I
and the Honorable Executive Council
December 26, 2023

Page 2

EXPLANATION i

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

The Department of Safety, Division of Motor Vehicles (DMV) respectfully requests appmval 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, propnctary systcm 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 procuxcd additional

kiosk ‘equipment for the existing system which DOS would like to cover under a marnl tnance
agreement. The Department is requesting to add this maintenance to the existing contrdct thatwas

already established with the vendor.

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

The Dcpanmcnt of Information Technology and the Department of Safety respcctﬁ.:llyirequmts
approval of this contract, .

Respectfully submitted,

Denis Goulet
Commissioner of Inforlmation

Technology _ '
ﬁM*
s o |
Robert L. (ﬁpmn
Commissioner of Saf:t

RID #83428 1 I
DOIT #2020-100B

*Innovative Technologies Today for New Hompshire's Tomarrow™



STATE OF NEW HAMPSHIRE

STATE OF NEW HAMPSHIRE
Q-MATIC ORCHESTRA SCHEDULER:
POS 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
2020-100, on August 5, 2020, Ttem #0 (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
Apreement and in consideration of payment by the Department Infortnation Technology ‘(hereinafler
referred to as the "Department”), certain sums as specified therein:

"WHEREAS, pursuant to the Agreement Section [7: 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 additional Q- MATIC kiosk
egquipment.

WHEREAS, the Department and the Vendor wish to increase the Contract price by $13,737.52 to bring
the total contract price to $347,697.79.

NOW THEREFORE, in consideration of the (oregoing, and the covenants and conditions contained in the
Agrecment 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 Hampsﬁire P-37 General Provisions by increasing the Price
Limitation by $13,737.52 from $333,960.27 to $347,697.79.

2. The Agreement is further amended as described in Table 1:

o I L
TABLE‘I ;LAMENDMFNT DETAIL.S N 3, Hd g . T e L
» -:J;:- ) : ju - .- * u i e i ‘ . -..:;; B La ‘.'.-. [ , L I' : . : L... .h G
Pnce and it — A -.-,"J“. _-h-E ;,1' ‘AMENQEI?)'.'I;IEXT;- o ..:- I
'! ‘I_y' , N bl " -'J;:.. } i _'r v st x ,..‘"-- - S . | T L .I‘ TR
Pnyment R R g o | - e b
lSCthUle U | EE . ."" Tl ._ L] [m b . ' i =" i i . 3

State of NH Contract
Date: 12/20/2023 .
Contractor’s Initials

Page

2 of4d



DEPARTMENT OF SAFETY/DEPARTMENT OF INFORMATION TECHNOLOGY
Q-MATIC ORCHESTRA SCHEDULER
DOS 2020-100
CONTRACT AMENDMENT B

Section Number

- Amend Table |B: Cost Summary to add maintenance for kiosk

1.1 equipment,
Tahle 18: Cost Summary Y ar” o) Y s
SOFTWARE SUBTOTAL § 19,125.54
MARDWARE SUBTOTAL 5 ]
SERVICES SUBTOTAL $§ 17,0212
ANNUAL FEES FOR HOSTING AND TEXTS 5 26,107.16 | $ 2665990 | $ 27,9310 | $.27,18.96 | 5 28,8170
MAINTENANCE SUBTOTAL - New Features | § 345078 | $ 346078 ) § 345078 | § 146078 | § J400.78
MAINTENANCE SUBTOTAL - ekistingsites * | § 25,007.87 | & 25,007.87 | § 2500787 | § 25.007.87 | § 25,007.87
MAINTENANCE SUBTOTAL - kicsk equipment $ 57615 | ¢ 5907
Hosting for Test Environment § 246000 [ $ 3450.00 | § 3,260.00 |9 2.480.00 | § 3.450.00
 Sel-up Fee for Test Environment § 15154
SUBTOTAL § 96,354,001 | 535858855 | § 55,1275 | § 6643185 | § 67,190.62
CONTACTTOTAL $ 780070
o pllg” ol e v o d LT <3 o
"TABLE 2: CONTRACT HISTORY. EaN s :
{CONTRACT AND "AMENDMENT | G&E APPRO\’AL" ‘END - 1 CONTRAC’[ K
'AMENDME\IT - TYPE ‘ “DATF .,.a_ ‘.DATE = "AMOUNT
'NUMBER - P e 8 b
DOS 2020-100 Original Contract | August 5, 2020. June 30, 5208.920.92h
Item #0 2025
Amendment A 1 Amendment December 2, 2020 June 30, $125,039.35 ¢
ltems #30 2025
Amendment B 2* Amendment T8D June 30, $13.737.52
2025
' AR AR T sty AR g T CONTRA(‘TTOTAI.. |:$347%697.99,
State of NH Contract
Date: 12/20/2023
Contractor’s [nitials ﬁL
Page - Joid




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 shall remain in. full force and effect. This
" modification shall take effect upon the approval date from the Governor and the Executive Council.

N WITNESS ¥

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

Dater  12/21/2023

Q-MATIC Corporation

STATE OF NEW HAMPSHIRE

i 45

Denis Goulet, Commissioner
State of New Hampshire
Department of Information Technology

Date: December 28, 2023

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

execution.
Approved by the Attorney General

Duncan A. (Zoar Date: January 3, 2024
Duncan A. Edgar, Esq. ¢ ,

State of New Hampshire, Department of Justice

[ hereby certify that the foregoing amendment was approved by the Governor and Executive Councll of
the State of New Hampshire at the Meeling on: {(date of meeting)

OfTice of the Secretary of State

\
Date:

State of New Hampshir.c, Department of Administration

State of NH Contract

Date: 12/20/2023 f
Contractor’s [nitials /~

Page
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State of New Hampshire
Department of State

CERTIFICATE

I, David M. Scanlan, Secretary of State of the State of New Hampshire, do hereby certify that Q-MATIC CORPORATION is
g Itlinois Profit Corporation registered to transact business in New Hampshire on June 10, 2020. [ further centify that all fees and
documents required by the Secretary of State’s office have been received and is in good standing as far as this office is concemned.

Business D: 843974
Certificate Number: 0006353167

IN TESTTMONY WHEREQF.

I hereto set my hand and cause to be affixed
the Seal of the State of New Hampshire.
this Sth day of December A.D. 2023.

David M. Scanlan

Secretary of State
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A&‘BRD. CERTIFICATE OF LIABILITY INSURANCE ' 12023

THS CERTIFICATE I3 ISSUED A3 A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER, THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEOATIVELY AMEND, EXTEND OR ALTER THE COVERAOE AFFORDED BY THE POUCIES
BELOW. TH!S CERTIFICATE OF I[NSURANCE DOE3 NOT CONSTITUTE A CONTRACT BETWEEN THE (SSUING INSURERIS), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CEATIFICATE HOLDER,

BPORTANT: If the certificats holder is an ADDITIONAL INSURED, the policy{les) must have ADDITIONAL INSURED provisions or be endorsed. It
SUBROGATION 13 WAIVED, subject to the terms and conditions of the palicy, certain policies may require an sndorsement A statement on thhs
cartificals doss not confer rights to the certificats holdes in Usu of such endorssment(s).

PROCUCER ,“2",,;_‘_‘"
:z?a::’.;kci‘;;:’::: RSl Rnet _';"r_a.f. ey (866} 283-7122 F:‘c.! (800} 363-0103
3550 Lenox Road NE E-MaIL
Suite 1700 - | Acontan:
arlanta Ga 310126 usa
INSURENIS) AFFORTING COVERADE | NAKG #

HIURED INRURER A: Indian Harbor Insurance Company 36940
Q-satic Corporaticn INSUREA B: XL Insurance America Inc 24554
2875 Breckinridge Boulevard, Suite 100 -
ouluth.Ga 30096 usa MIURER C:

BURER D

INSURER E;

WAYRER F:
COVERAGES ! CERTIFICATE NUMBER: 570102842194 REVISION NUMBER:

THIS 15 TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE WSURED MAMED ABOVE FOR THE POLICY PERIOD
INDICATED. NOTWITHSTANDING ANY' REQUIREMENT. TERM OR COMNDITION OF ANY CONTRACT OR OTHER COCUMENT WITH RESPECT TO YWHICH THIS
GERTIFICATE MAY BE ISSUED OR MAY PERTAIN. THE. INSURANCE AFFORDED BY THE POLICIES OESCRIBED HEREIN 1§ SUBJECT 'TO AlLL THE TERMS

EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REQUCED BY PAD CLAIMS. Limts ehown are 1 raguested]
e PE OF BmmANCE k) FOLICY MUMSTR POCKYIEES gt e
2 | x| commenci gesemas usmTy us00100101L1s3A U24] gacnoccummence - 51,000,000
| coawsuce 1] occun T, 3100, 000
MED EAP hay ons persent 15,000
PERBONAL § ADY BARY $1,000, 0004
GENL AGCREQATE LIMIT APPLIES SER GENERM. AGGREOATE 32,000, 0008
x | Poucy :3, [:]Loc RROOUC T8 - COMPIOP ADG 12,000, 0008
oTHEN
a : AR us00100101L123A 05/0172023]05/01/2024] comnmgo emare Liurr
AUTONOBILE LIARLITY 51,000,000}
T ANY AUTO - BOOAY MIURY { #at parsoa)
- e ' BOGRY $LURY (Per acoten)
— &E&‘,’;‘.‘ MON-CWRED BROPERTY DAMAGE
| * | ey AYTOR ONLY | ur somder)
% | 7 | owmmeiinas ] & | cccum USO0090777L 1234 05/0172023|05701/2024| gags oooUmRENCE 15,000, 0004
B T coomnace AGOREQATE $5,000,000)
joeo | » [werennom 310,000
WORKERS COMPENEATION AND [ PLA STATITE | [Qm.
EWMLGOYERY LIABIITY i g8
ANY PROSRM TOR : PARTNER ) EAECUTIVE D EL EACHAZCIOENT
OFFICERMEMBEN £ TCLLOEDY NiA
(nhammatery ke MH) EL DIEASEEL EMMOVEE
TN Ten OF OPERATHONS beive €1, DHEASE POLKY Linit

OERCIPHON OF OPERATIONS | LOCATIONS ¢ YEMICLES [ACORD W1, Addttioasl Remars Bosadule, Boy be stLaoned ¥ mers Spase b required)

CERTIFICATE HOLDER CAKCELLATION

SHOWD ANY OF TME ABOVE OEICMBED FOLICIES S0 CANCELLED REFORE  THE
CEXMRATION OATE TMEREZEOF, NQTICE WILL #F ODELWERED N ACLONDANCE WATHM  THE |
POULCY PROVINONS.

state of NH AUTHORIZED AEPRESENTATIVE
Department of Information Technolagy
ALtn: Oepartment of movtor vehicles

BITEAORNE | k. R AR A AR IS

. €1933-2018 ACORD CORPORATION. AR dghtl‘mmod.
ACORD 25 (201403} The ACORD nams and logo are registersd marks of ACORD

AR LACER G

[ [F:06 0

Holder Identifier :

STOTIrH4 2394

Certificate No :

Il



ACORLY ' DATE (MMIDDAYYYY)
— CERTIFICATE OF LIABILITY INSURANCE 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 certificate holder is an ADDITIONAL INSURED, the pollcy(les) must be endorsad. If SUBROGATIONIS WAIVED,
subject to the terms and conditions of the policy, cartain policies may require an sndarsement. A statement on this certificate: don
not confer rights to the centificats halder in lieu of such endorsoment(s).

PRODUCER CONTACT NAME:
AUTOMATIC DATA PROCESSING INS AGCY
hE o PHONE {800) 524-7024 A
71 HANOVER ROAD e L (A Mok
FLORHAM PARK NJ 07932 ERARATGRESS: _
INSURER(S) AFFORDING COVERAGE NAICE
WSURER A : Hartford Fire and tts PAC Affiliates T 00914
INSURED INSURERR :
QMATIC CORPORATION e oa o
2875 BRECKINRIDGE BLVD STE 100 e ———
DULUTH GA 300064958 :
INSURER E ;
INSURER F :
COVERAGES CERTIFICATE NUMBER: REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POUICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED 7O 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 1S SUBJECT TQ ALL THE
TERMS, EXCLUSIONS AND CONDITIONS OF SU,CH___POUCIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS,

3R ADDL [ SUBR S POLICY EFF POLICY EXP
n TYPE OF INSURANCE POLICY NUMBER . umITs
COMMERCIAL GENERAL LIABLITY EACH OCCURRENCE
]cum&mne Doccua DAMAGE TG RENTED
| PREMISEG {Cn ogunrenca)
MED EXP [Any ons pereon)
PERSONAL & ADY INJURY
| GENT AGGREGATE LIMIT APPLIES PER: GENERAL AGGREGATE
POLICY D JEICO'I. D Lo PROCUCTS - COMPIOP AGG
OTHER:
COMBINED SINGLE LIMIT
fonosu.e LIABIITY : e
ANY AUTQ BOOILY INJURY (Per persan)
ALL OVWNED [~ | SCHEDULED o
| awros AUTOS BOOILY INJURY {Per accident)
HIRED NON-OWNED BROPEATY DAMAGE
AUTOS AUTO3 {Far acodent}
ungrELLALAE || ﬁ:’; EACH OCCURRENCE
EXCESS UAS
MADE AGGREGATE ,
pE RETENTION §
WORKERS COMPENSATION I ‘[ IE;H-
AND EMPLOYERS' LIABILITY STATUIE
ANY R — Y E.L. EACH ACCIDENT $1,000.000
PROPRIETON N U
A | OFFICERMEMBER EXCLUDED? [: pis 76 WBG GI5191 01/01/2024 | 01012025 ['¢ “micease -ea EMPLOTEE $1,000,000
{Mandatory in NH)
H yos. deacnbe under EL. DISEASE - POLICY LT | $1,000.000
DEACRIPTION OF OPERATIONS batgw
DESCRIPTION OF OPERATIONS / LOCATIONS / YEMICLES {ACORD 101, Adkdith Reomarks Schedhils, may by hed if more space ia required)
Those usual Io tha Insured's Operalions.
CERTIFICATE HOLDER CANCELLATION
State of NM SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED
Dapartment of Information Tachnology BEFORE THE EXPIRATION DATE THEREOQF, NOTICE WILL BE DELIVERED

IN ACCORDANCE WITH THE POLICY PROVISIONS.

Attn: Department of Motor Vehicles

23 HAZEN DR AUTHORIZED REPRESEMTATIVE
CONCORD NH 03305 v

© 1988-2015 ACORD CORPORATION. All rights resorved.
ACORD 25 (2016/03) The ACORD name and logo are registered marks of ACORD




Certificate of Vote

I, Susan Begando, hereby. certify that [ am duly elected Clerk/Sccretary/Officer of Qmatic .
Corporation. 1 hereby certify the following is a true copy of a vote wken at a Qmatic Corporation.

a meeting of the Board of Directors/sharcholdets, duly cailed and held on May 8™, 2023

at which a quosum of the Dircctors/sharcholders were present and voting.

VOTED: That Douglas Caines is duly authorized to enter into contracts or agrecments on behalt of
"Qmatic Corporation with the State of New Hampshire and any of Qmatic‘s agencies or c;lcpnnmcnts
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 béen 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 fr~0m the date of this Corporat.e Resolution. 1 {urther certify that it is
understood that the Stzlue 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 autherity to
hind the corporation. To the extent that there ai'e'a.ny limits on the authority of any listed individual
.o bind the corporation in contracts with the State of New Hampshire, all such limitations aré
cxpressly stated herein, f;( /Q)
PATED: Novemipe( 18%7201.% AT‘I‘EST:/7 :
——

Susm%égando
Secretary, Q-Matic Corporation




NOU20'20 ris 2:33 RCVD 50

STATE OF NEW HAMPSHIRE
DEPARTMENT OF INFORMATION TECHNOLCCY
27 Hazen Dr., Concord, NH 03301
Fox: 603-271-1516 TDD Access: 1-800-735-2964

www.nh.gov/doit

Denis Goulet
Comumissioner

November 4, 2020
His Excellency, Governor Christopher T. Sununu
and the Honorable Executive Council

State House
Concord, NI 03301

REQUESTED ACTION

Authorize the Department of Information Technology on behalf of the Department of Safety, to
RETROACTIVEL Y amend an existing SOLE SOURCE Contract with Q-Matic Corporation, of
Duluth, GA, (VC #168807) by increasing the price limitation by $125,039.35, from $208,920.92 10
$333,960.27, for the purpose of providing support and maintenance services for the queuing and
appointment booking legacy systems utilized 10 manage daily customer interactions, retroaclive to
September 1, 2020, with no change to the contract completion date of June 30, 2025, effective upon
Govemnor and Execulive Council approval. This agreement was originally approved by the Gow:rnor 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 10 adjust encumbrances between fiscal years through the ‘Budget Office, if
needed and justified.

N R e L R Account = '_. T i'-—hmﬂt}' - ,State 7 i; *’iﬂi”@. K
) ¥ et e Cm!t _ " - iFlscala by Tl L
. = : Year SN = Il
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 | 20 - m— s

509018 ASD DOS HW/SW FOR DMV ,
01-03-03-030010-76230000 DOIT - IT for DOS 038-

509038 ASD DOS HW/SW FOR DMV 03230147 2023 $29000i1.51
01.03-03-030010-76230000 DOIT - IT for DOS 038-
509038 ASD DOS HW/SW FOR DMV 03230147 2024 $25,007.87
01.03-03-030010-76330000 DOIT - IT for DOS 038-
509038 ASD DOS HW/SW FOR DMV 03230147 2025 §25,007.87

S - R T M . Totah |, 2 . :

“Innovotive Technologies Today for New Hompshire's Tomorrow™



His Excellency, Govemnor Christopher T, Sununu
and the tionorable Executive Councql
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 #110.

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 the-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 the Scheduling system, allowing the DMV to maintain
safe citizen access to its locations.

The Department of Information Technology and the Dcpanmcnl of Safcty respectfully request
approval of this contract,

Respectfully submitted,

il

Robert L. Quinn
Commissioner
Department of Safety

o A

Denis Goulet
Commissioner
Department of Information Technology

DG/kaf

DolT #2020-100A

RID: 53950

cc: Ron Reed, DolT IT Leader

“innovative Technologies Yoday for New Hompshire's Tomorrow"



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.nth.gov/doit

Denis 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 represems formal notification that the Department of Information Technology (Dol T)
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 1o 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 #2020-100A
RID: 53950

cc: Pamela McGovern, DolT - IT Lead

"Innovative Technologies Today for New Hampshire's Tomorrow”



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 Schedufer
- 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, liem #O (herein after referred to as the “Agreement”), Q-MATIC
(hereinafier 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 thc
Agreement and set forth herein, the parties agree as follows:.

The Agreement is hereby amended as follows:

I. 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 10 $333,960.27.

3. The Agreement is further amcndcd as described in Table |

TABLE 1: AMENDMENT DETAILS

Exbibit C AMENDED TEXT
State of NH Contract
Date: 11/04/2020
Contractor’s Initials MF
Page 20f6



Department of Safety
Q-MATIC Orchestra 7 Scheduler
DOS -2020-100

AMENDMENT A
Price aod
Payment
Schedule
Section Number Delete Table 1B: Cost Summary and replace with table in

1.1

Attachment |

TABLE 2: CONTRACT HISTORY

CONTRACT AND | AMENDMENT | G&C END DATE CONTRACT
AMENDMENT TYPE APPROVAL - i AMOUNT
NUMBER DATE
DOS- 2020-100 Original Contract | 08/05/2020, Item [ 06/30/2025 $208,920.92
’ #O : )
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 [nitials M F

Page

Jof6




Department of Safety
Q-MATIC Orcbestra 7 Schedaler
DOS -2020-100
AMENDMENT A

CONTRACTOR

Except as provided herein, all provisions of the Agreemem shall remain in full force and effect. This
medification shall take effect upon the approval date from the Govemnor and the Executive Council.

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

wnin
r@g@’&&/;lw__ pae: 1/ OY {202 5
Q-MATIC Corporation

STATE OF NEW HAMPSHIRE

Date: 11/06/2020

Denis Goulet, 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 Attoroey General

QY Perds oo Date: 11/10/2020
7 —

State of New Hampshire, Department of Justice

State of NH Contract
Date: !}

202D
Contractor’s in sa%
Page 40f6



Department of Safety
Q-MATI'C Orchestra 7 Scheduler
DOS -2020-100
! AMENDMENT A

[ hereby certify that the foregoing amendment was approved by the Governor and Executive Council of
the State of New Hampshire at the Meeting on: {dare of meeting)

Office of the Secretary of State

Date:

State of New Hampshire, Department of Administration

State of NH Contract
Date: 11/04/2020
Contractor’s Initials MF

Page
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Department of Safety
Q-MATIC Orchestra 7 Scheduler
DOS - 2020-100

AMENDMENT A
Attachment 1

Exhibit C (Amended):

Table 1B; Cost
Summary

FY 11

FY 22

FY 23

FY 24

FY 25

Description

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

$1,460.78

$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 M
Page
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State of New Hampshire
Department of State

CERTIFICATE OF AUTHORITY OF
Q-MATIC CORPORATION

The Secretary of Staic of the State of New Hampshire hereby cenifies that an Application of Q-MATIC CORPORATION [or a
Centificate of Authority to transact business in this State, duly signed pursuant wo the provisions of the New Hampshire Business

Corporation Acy, has been received in this ofTice.

ACCORDINGLY the undersigned. by virtue of the authority vested in him by law, hereby issues this Certificate of Authority 10 Q-
MATIC CORPORATION to transact business in this Siate under the name of Q-MATIC CORPORATION, and atiaches

hereto a copy of the Application for such Centificate.

Business [D: 843974

IN TESTIMONY WHEREOF,

1 hereto set my hand and cause to be affixed
the Scal of the State of New Hampshire,
this 10th day of June A.D. 2020.

William M. Gardner
Secretary of Sute




Certificate of Vote

I, Jeff Green, hereby certify that | am duly elected Clerk/Secretary/Officer of Qmatic Corporation.
| hereby certify the following is a true copy of a vote taken at a Qmatic Corporation.

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

at which a quorum of the Direclors/shareholders were present and voting.
VOTED: That Margaret Fevriere is duly authorized to enter into contracts or agrcemcn;s on behalf
of Qmatic Corpor.ation 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. | 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 authorit.y to
bind the corporation. To the extcn; 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 Jimitations are

expressly stated herein.

DATED: November 4, 2020 ATTEST: Q(-.Zéf h

Jeftt ey Rl Green
CEO, Q-Matic Corporation
COQ, Qmatic AQB




06/10/2020

i |
ACORD CERTIFICATE OF LIABILITY INSURANCE N T

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(5), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certificote holder I3 an ADDITIONAL INSURED, ths policy(les) must have ADDITIONAL INSURED provisions-or be endorsed.
f SUBROGATION IS WAIVED, subject to the terms and conditiona of the policy, certaln policles may require an endorsement. A statemant on
this cartificste does not confer rights to the cartificate holdar in lleu of such endorsement{s).

PRODUCER TORTACT automatic Dats Processing Insurance Agency, Inc.
Automatic Date Processing nsurance Agency, Inc. . 1-800-524-7024 | (R, we):
ADDRESS:
1 Adp Boulevard INBURER(S) AFFORDING COVERAGE NAIC #
Rossland NJ 07068 INSURER A : Property And Casusty insunsnce Company Of Hartiord 34890
INSURED Q-Mzic Comp INSURER B :
. IMBURER C :
2400 Commerce Ave Bidg 1100 St IMSURER D :
INSURER € :
Duluth GA J0068 INSURER F ;
COVERAGES CERTIFICATE NUMBER: 1556308 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 8Y THE POLICIES DESCRIBED HEREIN 1S SUBJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS,

KODLTSIBHT Wm Y
ke IVEE QRIS RURANGE 2w POLICY NUMBER aeiAYY | peorrrn LB
COMMERCIAL GENERAL LIABIUTY EACH OCCURRENCE $
ORACE TU RERTED
| CLAIMS-MADE D DCCUR PREMISES (Es occurence) | §
] MED EXP (Ary one parson) | §
|| PERSONAL & ADV INRRY | 3
| GENL AGGREGATE LiMIT APPLIES PER: GENERAL AGGREGATE 3
| [ pouey [:] e E’ LOC PROGUCTS - COMMOP AGG | $
OTHER T
T
| AuTomoeILE LnaiLITY | (Ea scodent) s
ANY AUTO BOOIY IMJURY {Per perecn) | §
| OWNED SCHEDWALED BOOILY INJURY (Par nocigent)] § )
|| auTos omy AUTOS /
HIRED NON-OWNED i [ FROPERTT 3
|| AUTOS ONLY AUTOS ONLY [Pac pesiomnt)
s
| Jumsrartauwas | | occun EACH OCCURRENCE 3
EXCESS LIAB CLAIMS-MADE AGGREGATE 5
oeo | | RETENTIONS 5
WORKERS COMPEMAATION !
AND EMPLOYERS' LIABILITY N starure | | Er Ty
ANY PROPRIETOR/PARTNEREXECUTIVE .000,
A | OPCERE O Exetiies wial N | 76WBGGIS191 0170172020 { 0170172021 |- EACH ACCIOENT s
PMandstory In NX) E.L DISEASE - EA EMPLOYEE] § 1,000,000
'Eﬂ. deecribe under 1.000.000
DESCRIFTION OF OPERATIONS below E.L. OISEASE - POLICY LiwT | 3 1,000,

DEECRIPTION OF OPERATIONS / LOCATIONS / VEHICLES (ACORD 101, Additions) Remarks Schadule, May be sttached i morn space is required)

CERTIFICATE HOLDER CANCELLATION

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
State of NH Daparntment of Information Technclogy ttn: THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN
Department of Motor Vehicles, ACCORDANCE WITH THE POLICY PROVISIONS.
23 Hazen Drive

AUTHORIIED REPRESENTATIVE
Concord NH 03301 _7(.-D~j--'.
|
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ACORY

CERTIFICATE OF LIABILITY INSURANCE

DATEMMMOOYYYY)
o120

BELOW. THIS CERTIFICATE OF

THIS CERTIFICATE 13 ISSUED A3 A MATTER OF INFORMATION ONLY AND CONFERS NC RIGKTS UPON THE CERTIFICATE HOLDER. TS
CERTIFICATE DOES MOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE
INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE [SSUING
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER. .

AFFORDED BY THE POUCIES
IMSURER[3). AUTHORLZIED

IMPORTANT:
H SUBROGATION I3 WANVED, subject o

I the ceriificete holder is an ADDITIONAL INSURED, the policy(les) must have ADOITIONAL INSURED provisions or be sndorsed.
the terms end condhions of the poRicy, cenain policies may require sn endorsement A astatement on
this certificate does not confer righta 1o the certificate holder In lleu of such sndorssment(s).

PROOUCER [ o
::;‘.:::kc:e;::::: Southy Ench [ e (B68) 2031122 [ 004 ey (800) 3630105
3550 Lenox Road NE
Suite 1700 18es.
atlanta GA 30326 usa
PAURERS) AFPORDINS COVERAGE NAIC #

weuRED WIUREN & XL Insurance america Inc 24554
Q-Matic Corporation WSURER §
2875 Breckinr‘ldge Blvd, Suite 100
ouluth GA 30096 U WIURIR C:

MOURER D:

MIURER L.

WEIURER F
COVERAGES CERTIFICATE KUMBER: 570002205002 REVISION NUMBER:

THIS IS5 TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POUCY PERIOD
INDICATED. HOTWITHSTANDING 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 1S SUBJECT TO ALL THE TERMS,

Links shown are a8 ﬁm

Holder idemtifier :

State of wH

oepartoent of Information Technology
Attn: ODepartment of Motor vehicles
213 Hazen Drive

Concord NH 03301 USA

-E'E TYPL OF MBURANCE POLICY MR mm sy
& | g | commencia arwers uaseTY usO0100I0YL 1 20A U3 7017 2020|0370 17 207 | eacs ocoummerce $1,000,000
[ conmsance Eloocun PRENAE S (K8 aoourcet $100, 000
MED EXP Aty ona parban) 35,000
PERBONAL & ADY IRANY 51,000, 000(
mmmﬁmmsnn GENERAL AGGRECATE $2,000, 000
q POLCY Ec‘ Dux PROOUCTS - COMMOP AGG . §2,000,000
COMBMED BIMGLE LT &
[
[ | aoer o BODALY INANEY ( Pas pavapn) .
[ | ovwan AP BOOILY INJURTY [Par saciient) !
j—[asos oy ey PROPERTY
| | A SO OrY Fo seckiwr)
UIEAELLA LIAS ocom v CACH OCCURRENCE 3
| ucessuna [ | coams s AGGREGATE
WORNE RS COMPTASATION AND ]Pﬂlmru‘m ] 'E;H.
TaRLOYCRT LABAITY -
AMY PROPICETOR § PRATHIN | G B L EACH ACCIDENT
EXECUTIVE OPICKAMEMBEN wra
{aamary b N) EL OXSEARE £4 EMPLOVEE
LT OF OPERATIONS wetew EL DSEASEPOUCY LT
P—
=]
DEICTPTION OF OPERATIONS [ LOCATIONS { VDSCLES (ACORD 167, Aduiiionad Aepmaarty Sabaivin, moy 1o SRasnas I mase aiie b rubuy §
=
o
'l
=
CERTIFICATE HOLDER CANCELLATION
mmwmzmmmmummnu:mmmﬁn l%
BATE THEAEOF, NOTICE WiLL 2 OELIVERED W ACCORBANCE WITH THE POLICY E]
22
E=x

AUTHOATZLD REFRESENTATVE
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STATE OF NEW HAMPSHIRE
DEPARTMENT QF INFORMATION TECHNOLOCY
27 Hazen DOr., Concord, NH 03301
Fax: 603-2M1-1516 TDD Access: 1-800-715-2964

www.nh.gov/doit

Denls Goulet

Commissioner
‘ . July 1, 2020
His Excellency, Governor Christopher T. Sununu
and the Honorable Executive Council
State Mouse
Concord, New Hampshire 03301
INFORMATIONAL ITEM

Pursuant to RSA 4:45, RSA 4:47, and Section ¢ of Executive Order 2020-04 as extended
by Executive Orders 2020-05, 2020-08, 2020-09, 2020-10 and 2020-14, 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 3 SOLE SOURCE Contract with
Q-Matic Corporation, of Duluth GA, in the amount of $208,920.92 to provide a hosted
scheduling and queuing system (o 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) funds.

Funds are available in the following account for State Fiscat 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, ifneeded and justified. > | '

ATH.DEFTH-AGENCYS-ACCOUNTING UNIT #- Activity - | SFY Total Cost

DEPT NAME- AGENCY NAME -ACCOUNTING UNIT | Code

NAME CLASS- OBJECT- DESC .

01-03-03-030010-76230000 DOIT <IT for DOS |- .

038-509038 ASD DOS HW/SW FOR DMV 03230147 | 202! $71,356.14

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

038-309038 ASD DOS HW/SW FOR DMV 03230147 {2022 $13,580.68

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 i

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 $35212.48
Contract Total | $208,920.92

“innovative Technologies Todoy for New Hampshire's Tomorrow™



His Excellency, Govemor Christopher T. Sununu
and the Honorsble Executive Council
Page 2

EXPLANATION

The Department of Information Technology, on behall of the Department
of Safety, Division of Motor Vehicles (DMV) requested Governor spproval to enter
into a SOLE SOURCE contract with Q-Matic Corporation to provide it's proprictary.
web-based, hosted, appointment- boolung interface with text messaging and other associated
services to the State as described in Q-Matic Corporanon s guote for services. Due 1o
COVID-19 emergency the Division of Motor Vehicles is in need of & 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 1o re-open on a by-appointment basis in response to the COVID-19
pandemic. Q-Malic currently supplies the DMV with its proprieiary 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 State requirements with respect 1o open standards and open data formats. DMV
remains apen 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 ot 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-Matic Corporation’s hosting environment
and also includes on-going support end maintenence.

As referenced in the attached Agreement, the parties may extend contracled services I'or
(2} two times for (2) years each in addition to the initial contract len'n of § years.

With the Governor's approval, thc Division of Motor Vehicles will be able to respond
to the increasing demand of its customers both in person es 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 o  schedule appoiniments.  This
spplication has been designed for 8 completely different use and has been
repurposed for all customer appointment scheduling during the pandemic. This legacy
system is not sble to eccommodate 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 0 respond 1o cells, which in turn affects our ebility to
increase availability of in person appointments. In addition, the current system has
experienced outages, which cffectively have stopped all eppointment scheduling abilities.

“Innovotive Trthﬁoragies Todoyfor New Hompshire's Tomoriow™



His Excellency, Governor Christopher T. Sununu
and the Honorable Executive Council
Page 3

The proposed purchase will allow the Division to deploy & web based, customer (acing
scheduler that will allow the customers to schedule appoiniments directly on our website and allow
us lo divert some resources 10 in-person appoiniments.

Respectfully Submitted,

-

Robert L. Quinn
Commissioner
Department of Safety

Tl

tor Denis Goulet
Commissioner
Depariment of information
Technology

DG/kaf
DolT ¥2020-100
RID: 51866

cc: Ron Reed, DolT IT Leader

k]

*Innovative Technologies Todoy for New Hompshire's Tomarrow"



STATE OF NEW HAMPSHIRB

DEPARTMENT OF INFORMATION TECHNOLOCY
27 Hazen Dt., Concord, NH 03301 -
Pax: 6032711516 TDD Acceas: 1-500-735-2964
www.nh gov/dalt

Denly Goulet.
Commissionar

Jane 17,2020

His Excellency, Governor Christopher T, Sununu
State House
Concord, New Hampshire 0330)

; Authorize the Department of Informstion Technology, on behalf of the Department of
Sefety, Division of Motor Vehicles (Dos, DMY) t0 enter into a SOLE SOURCE Contract with
Q-Matic Corporation, of Duluth GA, in the smount of $208,920.92 1o provide a hosted scheduling

and queving system 1o the DMV to allow for sppointment-only customer services at DMV

locations, effective upon approval through June 20; 2028,

100% Other (Agency Cless 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 ovailability and continued appropriation of funds in future operating budgets for SFY 2022,
2023, 2024, and 2025, with the authority to adjust encumbrances between fiscel years through the
Budget Office, if needed and justified.

AT&-DEFTH-AGCENCY#-ACCOUNTING UNIT ¥- Actlvity - ISFY “Totel Cast
DEPT NAME- AGENCY NAME -ACCOUNTING UNIT Code
NAME CLASS- OBJECT - DESC

01-03-03-030010-76230000 DOIT'- 1T for DOS
038-509038 ASD DOS HW/SW FOR DMV 03230147 12021 $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 _
038509038 ASD DOS HW/SW FOR DMV 03230147 | 2025 $35.212.48

. Contract Total | $208,920.92

“Innovative Technoiogies Today for New Mompshire's Tomorrow”

B orew 4s oo,
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His Excolleacy, Governor Clirisiophor T. Susunu
and the Honorble Executive Couneil
Page 2

EXPLANATION

The Department of Safety, Division of Motor Vehicles (DMYV) respectfully requests
approval to enter into a8 SOLE SOURCE contract with Q-Matic Corporation to provide its
proprictary web-based, hosted, appointment-booking interface with texi messaging and other
associsted services to the-State as described in Q-Matic Corporation’s quote for services. Due
COVID-19 emergency the Division of Motor Vehicles is in need of 8 scheduling solution to allow
for continued and safe customer support scrvices.

Q-Matic will provide the Division of Motor Vehicles with its proprietary Scheduling
system, sllowing the DMV to re-open on a by-appointment basis in response to the COVID-19
pandemic. Q-Matic currently supplies the DMV with its proprictary Queuc Management System,
which fully integrates with the Scheduling system, allowing the DMV to maintain safe citizen
access to its locations. Future costs essocinted 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 ng open source solutions proposed for this project, the solution
complies with State requirements with respect 10 open siandards 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 Corporstion.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-Matic Corporanon ] hoslmg 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 § years.

Shouid the Governor not authorize this request the Division of Motor Vehicles will not bé
sble to respond to the increasing demend of its customers both in person as well as by phone while
still adhering o CDC guidnncc es well as the social distancing recommendations of the Universal
Guidelines. The Division is experiencing an unprecedenied demand for its m-pcrson services
(license issuance, knowledge end driving tests, etc.). Currently, the Division is utilizing an
outdated application 10 schedule uppointments. This application has been designed for a
completely different use and has been repurposed for all customer eppointment scheduling during
the pandemic. This legecy system is not abie to accommodate the complexity of appointment necds
and does not have many capabilities for customization. More importantly, this legacy epplication
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 calt back. The high call volume requires
the Division to dedicate mare resource to respond to calls, which in turn affests our ability to
increase availability of in person appointments. In addition, the current system has expericnced
outages, which effectively have stapped all appointment scheduling abilities.

“tnnovotive Technoiogies Today for New Hompshire's Tomorrow™

L T, T



His Excellency, Gavernor Christopher T. Sununu
and the Honortble Executlve Council
Pege )

The proposed purchase will allow the Division to deploy & web based, customer facing
scheduler that will allow the customers 1o schedule appointments directly on our website and allow
us to divert some resources to in-person appointments.

~

The Department of Information Teckinology and the Depariment of Safety, Division of
Motor Vehicles respectfully requests approvel of this contract.

Respectfully Submitted,

i

Robert L. Quinn
Commissioner -
Department of Safety

WFJ«.,

for Denis Goulet
Commissioner
Depantment of Information
Technology

| hereby epprove this request pursuant to RSA 4:45, RSA 4:47, and Section 4 of Executive Order
2020-04 as extended by Exccutive QOrders 2020-05, 2020-08, 2020-09 and 2020-10.

Tore W, 2020 MIL—-

Date Name: Governor Christopher T. Sununu

DG/kaf
DolT #2020-100
RID: 51866

cc: Ron Reed, Dol IT Leader

“innovative Technologies.Today for New Hompshire's Tomomaw”
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FORM NUMBER P-37 (version 12/11/2019)

Nolice: This agrecment and afl of its sttachments shall become public upon submission to Governor end
Executive Council for approval. Any information thet s privaie, confidential or proprictary must
be clearly identified 10 the agency and agreed to in writing prior to signing the contrect.

AGREEMENT
The State of New Hampshire and the Contrector hereby mutually agree as follows:

GENERAL PROVISIONS
1. IDENTIFICATION,
1.1 State Agency Name 1.2 State Agency Address
Departmem of tnformation Technology 2?7 Haren Dy

Concord, NH 03101

1.3 Contractor Name “i.4 Contracior Address
Q-Matic Corporetion 287S Breckinridge Blvd #100, Duluth, GA 30096
1.5 Contractor Phone 1.6 Actount Number 1.7 Completion Date 1.8 Price Limitation

Numbery .
010303-030010-76230000 _
770-2174250 . 028-509038 June 30, 2029 $208,920.92
Activity Code 03230147

1.9 Corln;':ilr;g Officer for Siate Agency 1.10 Stale Agency Telephone Number
Denis Goulet 603-223-5703
1.11 Coniractor Signature 1.12 Name end Title of Contrector Sngmmry

Margaret Fevriere, Financia! Controllor
% a" gD osnamo |

113 State Agbney Slgnl.t 1.4 Name and Title of State Agency Signatory
Kenneth R. Dunn for
Dau:: 08/18/2020 Denis Goulet

Commissiancr, Depariment of Information Technology

[ 1.15 Approval by lhe N.H. Dcpanm of Administration, Division of Pearsonne! (if applicoble)

By: Director, On:

1.16  Approval by the Atomey General (Form. Substance and Execulion) (1f applicabls)

Bk Bal On: 77212020

T.17 Approval by the Govarmer and Exccutive Councll 1Y/ appiicadie)
GAC ltem number: . G&C Meeting Detc:

Page 1 of4
. Contrector Initials

Date 06/17/2020

MF




1, SERVICES TO BE PERFORMED. The State of New
Hempshire, acting through the egency identified in block 1.1
(“Swne"), engeges contractor identified in  block 1)
(“Contractor”™) to perform, and the Contractor shall perform, the
work or sale of goods, or both, identified and more pasticularly
described in the antached EXHIBIT B which is incorporated
herein by reference (*Services™).

3. EFFECTIVE DATE/COMPLETION OF SERVICES.
3.1 Notwithstanding eny provision of this Agreement to the
contrary, and subject to the approvet of the Governor and
Executive Council of the State of New Hampshire, if applicable,
this Agreement, end ali obligations of the parties hereunder, shall
become ¢ffective on the date the Governor end Excoutive
Council spprove this Agreement 3 indicated in block 1.17,
unless no such approval is required, in which case the Agreement
shall become cffective on the date the Agreement is signed by
the State Agency as shown in block 1.13 (“Effective Date™).
3.2 If the Contractor commences the Services prior o the
Effective Date, ell Services perfermed by the Contrector prior to
the /Effective Dste shall be performed a1 the sole risk of the
Contractor, and in the cvent that this Agreement does not become
effective, the State shall have no lisbility 10 the Contractor,
incheding without limitation, any obligation to pay the
Contractor for any costs incurred or Services performed.
Contractor must complete li Services by the Completion Daie
specified in block 1.7, /

4. CONDITIONAL NATURE OF AGREEMENT.

Notwithstanding eny provision of this Agreement w the
contrwy, all obligations of the State hereunder, including,
without limitation, the continuance of psyments hereunder, are
contingent upon the availability end continued appropristion of
funds affected by eny state or federnl legisletive or executive
action that reduces, climinates or otherwise modifies the
epproprietion or eveilability of funding for this Agreement and
the Scope for Services provided in EXHIBIT B, in whole or in
pert. In no event shall the State be liable for any paymenus
hereunder in excess of such availsble eppropriated funds. In the
event of & reduction or termination of appropristed funds, the
State shall have the right to withhold payment until such funds

become evailable, if ever, end shall have the right to reduce or-

terminate the Services under this Agreement immedistely upon
giving the Contractor notice of such reduction or termination.
The Stete shall not be required to transfer funds from any other
eccount or source to the Account identified in block 1.6 in the
event funds in that Account are reduced or unavailable.

S. CONTRACT PRICE/PRICE LIMITATION/
PAYMENT.

5.1 The contract price, method of payment, and terms of payment
are identified and more panticulerly described in EXMIBIT C
which is incorporsted herein by reference.

5.2 The payment by the State of the contact price shall be the
only and the complete reimbursement to the Contractor [or all
expenses, of whetever nature incurred by the Contrector in the
performance hereof, and theil be the only and the complets

Page 2 of 4

compensation 1o the Contractor for the Services. The State shal)
have no lisbility to the Contrector other than the contract price.
5.3 The State reserves the right 10 offset from any amounts
Otherwise payebie to the Contractor under this Agreement those
liquideted amounts required or permitted by NH. RSA 80:7
through RSA 80:7< or any other provision of law,

5.4 Notwithstanding any piovision in this Agreement to the
contrary, and notwithstanding unexpected circumstances, in no
event shall the total of all payments suthonized, or actuslly made
hereunder, exceed the Price Limitation set forth in block 1.8,

6. COMPLIANCE BY CONTRACTORWITH 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 orders of federal, state, county or municipal
suthorities which impose any cbligation or duty upon the
Contractor, including, but not limited o, civil rights end equal

+ employment opportunity laws. In addition, if this Agrecment is

funded in eny part by monies of the United States, the Contractor
shall comply with all federsl executive orders, rules, regulations
and statutes, and with eny rules, reguletions and guidelines as the
State or the United States issue to implement these regulations.
The Contrector shall also comply with sll spplicable intellectus)
property laws., 2

6.2 During the term of this Agreement, the Contractor shall not
discriminate eguinst employees or epplicants for employment
because of race, color, religion, creed, age, sex, handicap, sexua)
orientstion, or nationsl onigin and will take affirmstive ection 1o
prevent such discrimination.

6.). The Contrector agrees to permit the Sutte or United States
access to any of the Contractor’s books, records and eccounts for
the purpose of ascertaining compliance with ell rules, regulations
and orders, and the covenants, terms and conditions of this
Agreement.

7. PERSONNEL.

7.1 The Contractor shall st its own expense provide all personnel
necessary to perform the Services. The Contractor wasrenis that
ell personnel engaged in the Services shall be qualified to
perform the Services, and shall be properly licensed and
otherwise suthorized 1o do so under ell epplicable laws.

7.2 Unless otherwise authorized in wniting, during the term of
this Agreement, and for a period of six (6) months after the
Completion Dete in block 1.7, the Contructor shall not hire, and
shall not permit any subcontractor or other person, frm or
corporation with whom it is enggged in a combined effort to
perform the Services 1o hire, any person who is a State employee
or official, who is materislly involved in the procurcment,
sdministretion or performance of this Agreement.  This
provision shall survive termination of this Agreement.

7.3 The Cortracting OfTicer specified in block 1.9, or his or her
successor, shell be the Swte's representative. In the event of any
dispute conceming the interpretstion of this Agreement, the
Contracting Officer's decision shatl be final for the State.

Contractor Initials MF
Date 06/16/20



8. EVENT OF DEFAULT/REMEDIES.

3.1 Any one or more of the following acts or omissions of the
Contractor shall constitute en event of default hereunder (“Event
of Default):

8.1.]1 failure o perform the Semces satisfactorily or on
schedule;

8.1.2 failure to submit any repont required hereunder: and/or
8.1.3 fzilure to perform any other covenant, term ar condition of
this Ayt:mem

2.2 Upon the occurrence of eny Event of Dcfeull.. the State may
take any one, or more, or efl, of the following actions:

8.2.1 give the Contractor s written notice specifying the Event of
Defeult and requiring it to be remedicd within, in the ebsence of
8 grester or lesser specification af time, thirty (30) days from the
date of the natice; and if the Event of Default is not timely cured,
terminate this Agreement, effective two (2) days afier giving the
Conuactor notice of termination;

8.2.2 give the Contractor a written notice specifying the Event of
Defoult and suspending ell payments to be made under this
Agrccment end ordering that the portion of the contrect price
which would otherwise accrue to the Contrector during the
period from the date of such notice until such time a3 the State
determines that the Contractor has cured the Event of Default
shall never be paid to the Contractor;

8.2.3 give the Contractor a written notice specifying the Event of
Default and set off agsinst any other obligations the State may
owe to the Contractor any damages the State suffers by reason of
any Evem of Default; end/or

2.2.4 give the Contracior a written notice specifying the Event of
Defaull, treat the Agreement as breached, terminate the
Agreement and-pursue any of its remedies at low or in-equity, or
both.

8.3, No feilure by the State to enforce eny provisions hereolsfler
any Event of Default shall be deemed & waiver of its rights with
regard to that Event of Defeult, or any subsequemt Event of
Default. No express failure o enforce any Event of Default shall
be deemed & weiver of the right of the State to enforce each and
all of the provisions hereof upon any further or other Event of
Default on the pant of the Contractor.

9. TERMINATION.

9.1 Notwithstanding paragraph B, the State may, &t its sole
discretion, terminste the Agreement for any reason, in whole or
in pent, by thirty (30) deys written notice to the Contrector that
the State is exercising its option to terminate the Agreement.
9.2 In the event of an carly termination of this Agreement for
any rcason other than the compiction of the Services, the
Contrector shall, at the Siste's discretion, deliver 0 the
Contracting Officer, not later than Nifteen (15) days sfier the date
. of termination, s repont (“Termination Report™) describing in
detail all Services performed, and the contract price carmed, 10
and including the date of termination. The form, subject matter,
content, and number of copics of the Termination Report shall
be identical to those of eny Final Report described in the attached
EXHIBIT B. In addition, &t the State's discretion, the Contractor
shall, within 15 days of notice of early termination, develop and
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tubmit to the State & 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 abtained during the
performance of, or acquired or developed by reason of, this
Agreement, including, but not limited to, all studies, reports,
files, formulee, surveys, maps, cherts, sound recordings, video
recordings, pictorial reproductions, drawings, analyscs, graphic
representations, COmputer programs, computer printouts, notes,
letters, memorande, papers, and documents, all whether
finished or unfinished.

10.2 All deta 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.

10.3 Confidentiality of deta shall be governed by N.H. RSA
chapter 91-A or other existing law. Disclosure of dets requires
prior written approvel of the State.

11. CONTRACTOR'S RELATION TO THE STATE. In the
performance of this- Agreement the Contrector is in el respects
an independent contractor, and is neither an agent nor an
employee of the State. Neither the Contractor nor eny of its
officers, employees, agents or members shall have suthority o
bind the State or receive any benefits, workers' compensation or
other emoluments provided by the State to its employees.

12. ASSIGNMENT/DELEGATION/SUBCONTRACTS.
12.1 The Contrzctor shall not assign, or otherwise transfer any
interest in this Agreement without the prior written notice, which
shall be provided to the State ot least fifteen (15) deys prior to
the assigrunent, and a written consent of the State. For purposes
of this peragreph, 8 Chenge of Control shell constitute
assignment.  “Change .of Control” means (8) merger,
consolidation, or e transaction or series of related trunsactions in
which o third party, wogether with its affilintes, becomes the
direct or indirect owner of fifty percent (50%) 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
of the esscts of the Contrector. .

12.2 None of the Services shall be subconmted by the
Contractor without prior written notice and consent of the Suate.
The State is entitled te copies of 8!l subcontracts and assignment
agreements and shall not be bound by any provisions contained
in 8 subcontrect or an essignment egreement to which it is not 8

party.

1. INDEMNIFICATION. Unless otherwise exempted by law,
the Contrector shall indemnify and hold harmless the State, its
officers and employces, from and ageinst any and all claims,
liabilities and costs for eny personal injury or prapenty demages,
patent or copyright infringernent, or other claims ssserted against
the Suate, its officers or employees, which erise out of (or which
may be claimed to arise out of) the scts or omission of the

Contractor Initials MF
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Contractor, or subcontractor, including but not imited to the
negligence, reckless or intentional conduct. The State shall not
be liable for eny costs incurred by the Contractor erising under
this paragraph 1 ). Notwithstanding the fon:gomg. nothing herein
conizined shall be deemed to constitute o waiver of the sovereign
immunity of the State, which immunity is hereby reserved o the
State. This covenant in paragreph 13 shall survive the
termination of this Agreement.

14. INSURANCE.

14.1 The Contractor shall, st its sole expense, obtzin end
continuously mainmin in force, end shall require eny
subcontrector or assignee 10 obtain end maintin in force, the
following insurance:

14.1.1 commercial general liability insurance sguinst all claims
of bodily injury, death or property demage, in emounts of not
less than 51,000,000 per occwrence and $2,000,000 sggregete
Qr excess; and

14.0.2 special cause of loss covernge form covering oll property
subject to subparagraph 10.2 herein, in an amount not less than
80% of the whole replacement value of the property.

14.2 The policies described in subparagraph 14.1 herein shall be
on policy forms and endorsements spproved for use in the State
of New Hampshire by the N.H. Depertment of Insurance, and
issued by insurers licensed in the State of New Hampshire,

14.3 The Contractor shall furnish to the Contrecting Officer
identified in block 1.9, or his or her successor, & certificate(s) of
insurance for all insurence required under this Agreement
Contnctor shell slso fumnish 10 the Contracting Officer idéntified
in block 1.9, or his or her successor, centificate(s) of insurance
for ell renewal(s) of insurance required under this Agreement no
leter than ten (10) days prior to the expiration date of each
insurence policy. The centificate(s) of insurance and eny
renewals thereof shall be anached and are incorporated herein by
reference.

15. WORKERS' COMPENSATION,

15.1 By signing this agreement, the Contractor agrees, cenifies
and waryants that the Contractor is in complience with or exerhpt
from, the requirements of N.H. RSA chapter 281-A (" Workers'
Compensation™).

" 15.2 To the extent the Contrector is subject to the requirements
of N.H. RSA chepter 281-A, Contractor shsll maintain, and
require eny subcontractor or assignee to secure and maintain,
peyment of Workers' Compensation in connection with
activities which the perion proposes to undertake pursuant to this

Agreement. The Contrecior shall fumnish the Contracting Officer

identified in btock 1.9, or his or her successor, proofof Workers'
Compensation in the manner described in N.H. RSA chspier
281-A and any applicsble renewal(s) thereof, which shall be
stiteched and arc incorporated hercin by reference. The State
shall not be u:pomiblc for psyment of eny Workers'
Compensztion premiums or_for any other cleim or benefit for
Contractor, or eny subcontructor or employee of Contractor,
which might srise under applicable State of New Hampshire
Workers' Compensation laws in  connection. with the
performance of the Services under this Agreement. .

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

17. AMENDMENT. This Agreement may be amended, waived
or discharged only hy 8n instrument in writing signed by the
pertics hereto and only sfer spproval of such amendment,
waiver or discharge by the Governor and Exccutive Council of
the State of New Hempshire unless no such spproval is required
under the circumstances pursusst to State law, rule or policy.

18. CHOICE OF LAW AND FORUM. This Agreement shall
be governed, interpreted end construed in eccordance with the

. lews of the State of New Humpshire, end is binding upon and

inures to the benefit of the parties and their respecuw: successors
and nysigns. The wording used in this Agreement is the warding
chosen by the pantics to cxpress their mutual intent, and no rule
of construction shall be epplicd agsinst or in fevor 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 & conflict
between the terms of this P.17 form (as modified in EXHIBIT
A) and/or stiachments and smendment thereof, the terms of the
P-37 (as modified in EXHIBIT A) shall contro).

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

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

22. SPECIAL PROVISIONS. Additionsl or modifying
provisions set forth in the anteched EXHIBIT A'ere incorporated
herein by relerence. ’

23. SEVERABILITY. [n the even! any of the provisions of this
Agreement we held by 8 coust of competent jurisdiction to be
contrery to any state or federa) law, the remaining provisions of
this Agreement will remain in full force and effect.

24. ENTIRE ACREEMENT. This Agreement, which may be
execuled in & number of counterpasts, each of which shall be
deemed en origine!, constitutes the entire sgreement and
undersianding between (he parties, end supersedes ell prior
sgreements end understandings with respect (o the subject mater
hereol.

fe
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DEPARTMENT OF MOTOR VEHICLES
QMATIC ORCHESTRA 7 SCHEDULER

DOS -2020-100

PART 2 - INFORMATION TECHNOLOGY PROVISIONS

TERMS AND DEFINITIONS
_The foltowing general contracting terms and definitions apply except as specifically noted elsewhere in
this document. ;
TERM DEFINITION
Notice from the Stste that & Deliverable has satisfied
Acceptance Acceptance Test or Review,

Acceptance Letter

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

The timeframe during which the Acceptance Test is

Acceptance Period performed.

Agreement A Contr_as! duly execuled and legally binding.
Supplementary material that is collected and appended at the

Attachment back of a document.

Autborized Persoos / Usens

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.

Breach of Secarity or Breach

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

“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 suthorized purpose have access or potential
access to personslly identifisble information, whether
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: 0617120
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Page 5 of 44




DEPARTMENT OF MOTOR VEHICLES
QMATIC ORCHESTRA 7 SCHEDULER

DOS - 2020-100

PART 2 - INFORMATION TECHNOLOGY PROVISIONS

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

Busloess Hoors

The Vendor's personnel shall work normal business hours
between 8:00 a. m. &nd 5:00 p.m. ET, eight (8) hour days,
forty (40) hour weeks excluding State of New Hampshm:
holidays.

Case

The reporting and logging of an Error buy the Client to
Qmatic.

Certification

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

Case

The chorting and logging of an Error. by the State to
Qmatic.

CFM System

The Software (i.c. all the Applications) provided by Qmatic
and licensed to the State.

Chooge Request/Order or CR

Formal documentation prepared for s proposed changed
within the specifications or scope of work requested and
appraved 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 Contrect Agreement, P-37
General Provisions, Block 1.7)

State of NH Contract

Dste: gaszon .
Contractor’s Initials M
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DEPARTMENT OF MOTOR VEHICLES
QMATIC ORCHESTRA 7 SCHEDULER

DOS - 2020-100

PART 2 - INFORMATION TECHNOLOGY PROVISIONS

Computer Secitrity Incident

“Computer Security Incident™ shall have the same meaning
“Computer Security [ncident™ 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.

Confidential Information

Information required to be kept Confidential from
unauthorized disclosure under the Contract. “Confidentiat
Information™ or “Confidential Data” means all confidential
information disclosed by one party to the other such as all
medical, health, financial, public assistance benefits and
personal information including without limitation, Protected
Health Information and Personally [dentifiable Information.

Confidential ([nformation also includes any and all
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
govemed by siate or federal law or regulmion. This
information includes, but is not limited to Personal Health
Information (PHI), Personally [dentifiable (nformation (PIL),
Federa) Tax Information (FTI), Social Security Numbers
(SSN), Payment Card Industry (PCI), and or other sensitive
and confidential information.

Coatract

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

Contract Agreement

Part 1, 2, and 3. The Documentation consisting of the P-37,
{T General Provisions, I T Provisions, and the Exhibits which
represents the understanding and acceptance of the
reciprocal {egel rights and duties of the parties with respect
to the Scope of Work.

State of NH Contract
Date: 06/17720
Contractor’s Initials M F
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DEPARTMENT OF MOTOR VEHICLES
QMATIC ORCHESTRA 7 SCHEDULER

DOS - 2020-100

PART 2 - INFORMATION TECHNOLOGY PROVISIONS

Contract Conclusion

Refers 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.

Coontract Documents

Documents that comprise this Contrect. (See Part 2, IT
Provisions — Section 1.1)

Cootract Manager(s)

The persons identified by the State and the Vendor who shall
be responsible for all Contrectual authorization and
administration of the Contract. These responsibilities shall
include but not be limited. to processing Contract
Oocumentation, obtaining executive epprovals, tracking
costs and payments, and representing the parties in all
Contract administrative activities.

Cootract Price

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! Provisions — Section 1.8: Price Limitation, as wel
as Part 3, Exhibit B - Paragraph 2: Contract Price.

Contractor/Coatracted Veodor

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

Custom Code

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

Dats

Stare’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 Breach

The unsuthorized access by & non-suthorized person(s) that
results in the use, disclosure or theft of the State's
unencrypted Non-Public Data.

Deficicucy (-iesy/Defects

A failure, Deficiency or Defect in a Deliversble rcsultirrg in
¢ Deliverable, the Software, or the System, not conforming
10 its Specifications.

State of NH Contract
Date: 06/17720
Contractor’s Initials M§
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PART 2 - INFORMATION TECHNOLOGY PROVISIONS -

A Deliverable is any Written, Software, or Non-Softwere
. Deliverable (letter, report, manual, book, other), provided by
Deliverable the Contrector to the State or under the terms of a Contract
requirement.
Department An ag.ency of the State
The Department of Information Technology established
Departmeat of Informatiop under RSA chapter 21-R by the Legislature effective
Technology (DolT) September 5, 2008.
Al} information that describes the operstion, and use of the
Documentation Software, either in printed or electronic format.
The Contract and all obligations of the parties hereunder
shall become effective on the date the Governor and .the
Effective Date Exetutive Council of the State of New Hampshire approves
the Contract.
The process of converting dats to an unrecognizable or
"encrypted” form. It is commonly used to protect sensitive
Eocryption information so that only authorized parties can view it. This
P includes files and storege devices, as well as data transferred
over wireless networks and the Intemnet,
. Updates, edditions, modifications to, and new releases for
Enbaocements the Software or System, and all changes to the
Documentation as a résult of Enhancements.
Any event which is nat part of the standard operation of the
Error CFM System and which causes, or may cause, on
interruption or a reduction in, the quality or the usability of
the CFM System, such as identificatian of a Bug.
State of NH Contract
D‘a[e: 06117!20
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Event of Default

Any one or more of the following acts or omissions of a
Vendor shall constitute an Event of Defeult hereunder
(Event of Default"™):
a. failure to perform the Services satisfactorily or on
Schedule;

b. frilure to submit any report required; and/or
¢. 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, hoteithousing, airfare, car rentals, car
mileage, and out of pocket expenses.

Goveroor and the Executive Council

The New Hampshire Governor and the Executive Council.

The management of specified software applications by an
Application Service Provider in a shered environment on

Hosting Services behalf of the State and exclusively for the benefit of
permitted users of the Software.
The combination of hardware, software and networking
Mastiag System components used by the Apphcauon_Scmce Provider to

deliver the Hosting Services.

ldentification and Autheoticetion

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

Implementation

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

Implementation Plas

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

Intent 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.

Invoking Party ‘

In a dispute, the party believing itself aggrieved.

Siate of NH Contract
Date: 068/17/20
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Personnel identified by the State and by the Vendor as

Key Project lStll'f essential to work on the Project.

Rights to use the proprictary Software, Software Updaics,
License online and/or hard-copy documentation and user guides.
Licensee The State of New Hampshire

Maintenance Relense

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

Maiotenance Service

Access to the software patches and software upgrades.

Natioon! lastitute of Staodards aod
Techoology (NIST)

A unit of the U.S. Commerce Department. Formerly known
as the Nationa! 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.

Non-Er-clulhrc Cootract

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

Noo-Public Data

Datn, other than Personal Data, that 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.

Noo-Software Deliverables

Deliverables thal are not Sofiware Deliverables or Written
Deliverables, e.g., meetings, help suppon, Services, other.

Not to Exceed (NTE)

The commitment by the vendor that the value of an interim
estimate (plus contingency alloweances) 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 Contrsct
Date:
Contractor’s Initiats MF
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ﬂo(ice to Proceed (NTP)

The State Contrect Manager's written direction to the
Vendor to begin work on the Contrect on & given date and
time.

Open Dats Formats

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

1 anyone.

Open Source Software

Software that gueranices the user unrestricted use of the
Software as defined in RSA chapter 21-R:10 and RSA
chapter 21-R:11.

Opeo Standards

Specifications for the encoding and transfer of computer
Data that is defined in RSA chapter 21-R:10 and RSA
chapter 21-R:13. )

Opersting System

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

Operationsl

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 daity operations, and the State has
issued an Accepiance Letter.

Order of Precedence -

The order in which Contract/Documents control in the event
of aconflict or embiguity. A term or condition in 8 document
controls cver & 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 Contract
Date: gaiazzn
Contractor’s Initials M F
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Persoaal Date

L

“Personally Identifiable Information™ (or “Pll"}" means
information which can be used to distinguish or trace an
individual's identity, such as their name, social security
number, personal information es defined in RSA 359-C:19,
biometric records, etc., alone, or when combined with other
personal or identifying information which is linked or
linkable t0 a specific individual, such rs date and place of
birth, mother's maiden name, etc.

Project

The plnnncd undertaking regarding the entire subject matter
of an RFP and Contract and the activities of the parties
related hereto.

Project Holdback

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

Project Management Plaa

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

Project Maoager(s)

The persons identified who shail 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) utifiding the
Change Contro! Procedures (CCP).

Project StafY

State personnel 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-eccordance,
with the Work Plan on time, on budget and to the required
‘Specifications and quality.

Proposa!l

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.

State of NH Contract
Date: 08/1720
Contrector’s Initisls MF

Page 13 of 44




DEPARTMENT OF MOTOR VEHICLES
QMATIC ORCHESTRA 7 SCHEDULER

DOS - 2020-100

PART 2 - INFORMATION TECHNOLOGY PROVISIONS

-~

The ‘period set for Review of a Deliverable. [f none is

Review Period specified then the Review Period is five (5) business days.
The dates descrnibed in the Work Plan for deadlines’ for
Schedul performance of Services and other Project events and
cacaule activities under the Contract.
The work or iabor to be performed by the Vendor on the
Services Project as described in the Contract.
Service Levels The Time within Qmatic shall respond to a case.
All Custom, SAAS and COTS Software provided by the
Software Vendor under the Contract.

Software Deliverables

All Custom, SAAS and COTS Software and Enhancements.

Software License

Licenses provided to the State under this Contract.

Software-ns-n-Service {SanS)

The capability provided to the State 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, Opersting Systems, storagé or
even individua) spplication capabilities, with the possible
exception of limited user-specific application configuration
seftings.

Solution

The Solution consists of the total Solution, which includes,
withoul limitation, Software 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. :

State of NH Coniract
Date: 06/17/20
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Specifications

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

State Data

| Al Data created or in any way originating with the State, and

all Dzia that is the output of computer processing of or other
clectronic manipulation of any Data that was created by or
in any way originated with the State, whether such Dats or
output is stored on the State's hardware, the Contractor’s
hardware or exists in any system owned, maintained or
otherwise controtied by the State or by the Contractor.

State Fiscal Year (SFY)

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

State Project Leader

State's representative with regard to Project oversight.

State's Confldential Information

State Data and information and Confidentiality regardless of
its form that is not subject to public disclosure under
applicable state and federa) laws and regulations, including
but notlimited 1o RSA Chapter 91-A: Access 1o Government
Records and Meetings. -

State's Coafldentia) 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 Governmenta) Records and Meetings.

State of NH Contract

Date: 06/17/20
Contractor's Initials MF
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State’s Project Manager (PM)

State's representative with regard to Project Management
and technical matters. Agency Project Managers are
responsibie for Review and Acceptence of specific Contract
Deliverables, invoice sign off, and Review and approval of
8 Change Request (CR).

Statement 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 responsibililies of the
State and the Vendor. The Contract Agreement SOW |
defines the results that the Vendor remains responsible and
accountable for achieving.

Subcontractor

A person, partnership, or company not in the employment
of, or owned by, the Vendor, which is performing Services
under- this Contract under a separste Contract with or on
behelf of the Vendor,

Support Services

The maintenance and technical support services provided by
Contractor to the State during the Term of the Contract.

System

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

System Maiatenapce

The various forms of computer or server maintenance
required to keep a computer sysiem running properly.

‘l‘gtbniul Autborizatico

Direction t0 & Vendor which fills in details, clarifies,
interprets, ar specifies technical requirements.

Term

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

Transition Services

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

Vendor/ Contracted Vendor

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

State of NH Contract

Date: ga/izren
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Verlfication

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

The conditions under, and period during, which the producer |.
or vendor will repair, replace, or other compensate for, the |
defective item without cost to the buyer or user. It also

Wiarranty delineates the rights and obligations of both parties in case
., of aclaim or dispute.
A period of coverage during which the Vendor is responsible
for providing a guaraniee for products and Scmccs
¥anceotyitiesiod delivered as defined in thc Commct

Warranty Release

Code release that are done during the Warranty Period.

Worranty 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 considered the sole property of the Siate.

Work Hours

Vendor personnel shall work normal business hours between
8:00 a.m. and 5:00 p.m., eight (8) hour days, forty (40) hour
weeks, excluding Sme of New Hampshire holidays.
Changes to this schedule may be made upon agreement with
the State Project Manager. Stiate 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 nﬂcr Thanksgiving Day, and Christmas Day.
Specific dates will be provided upon request.

State of NH Contract
Date: _06/17720
Contractor's Initials M §
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Work Plan

The overall plan of activities for the Project created in
accordance with the Contract. The plan and delineation of
tasks, activitics and events to be performed and Deliverables
to be produced under the Project as specified in Appendix C:.
System Requirements and Deliverables. The Work Plan
shall include a detailed description of the Schedule,
tasks/activities, Deliverables, criticel events, task
dependencies, and the resources that would lead and/or
participate on each task.

Writieo Deliverables

Non-Software Written Deliverable documentation (letter,
report, manual, book, other) provided by the Contrected
Vendor either in paper or electronic format.

Remainder of this page intentionally iefi -blank

r
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INTRODUCTION

This Contract is by and between the State of New Hampshire, acting through New Hampshire Department
of information Technology, on behalf of the Department of Safety, Division of Motor Vehicles (“State™),
and Q-Matic Corporation, (“Contractor”), having its principal place of business at 2875 Breckinridge
Bivd., Suite 100, Duluth GA, 30096.

RECITALS

/

Whereas the State desires 1o have the Contracior provide an Appointment Scheduling with text messaging
and associated Services for the State;

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

The partics therefore agree as follows:

1. CONTRACT DOCUMENTS

I.1. Cantract Documents

This Contract Agreement DOS 2020-100 Q-Matic Scheduler is comprised of the
following documents:

A. Part | — Form P-37 General Provision

B. Part 2 - Information Technology Provisions

C. Part3 — Exhibits

Exhibit A ~ Special Provisions

Exhibit B - Scope of Services

Exhibit C - Price and Payment Schedule
Exhibit D - Administrative Services

Exhibit £ — Implementation Services

Exhibit F - Testing Services

Exhibit G -- Maintenance end Support Services
Exhibit H - Requirements

Exhibit { - Work Plan

State of NH Contrect
Date: ggnz2o
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) '.2.

* Exhibit J - Software Agrecment
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 O - Certificates and Attachments

Order of Precedence

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 1, 2, and 3.

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

2. - COBiT RACT TERM

2.1

3.2.

1.3,
1.4

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

The Contract shall begin on the Effective Date and extend through the date indicated in
Part 1, 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
State, subject to the parties prior written Agreement on applicable fees for each extended
tenm, up to but not beyond June 10, 2029 under the same terms and conditions, subject to
approval of the Govermnor and Executive Council.

The Contractor shall commence work upon issuance of 8 Notice (o Proceed by the State.

The Stale does not require the Contractor to commence work prior 1o the Effective Date;
however, if the Contractor commences work prior to the Effective Date and a Notice to
Proceed, such work shall be performed a1 the sole risk of the Contractor. In the event that
the Contract does not become cflective, 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 tothe Effective Date shall be paid under the terms of the
Contract.

State of NH Contract
Date: 08/17/20
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!

25, Time is of the essence in the performance of the Contractor's obligation under the
Contract,

3.  COMPENSATION

3.1. Contract Price

The Conuact Price is identified in, Pant 1, P-37 General Provisions - Block ).8: Price
Limitation. Method of payment and terms ol’ payment are identified and more particularly
described in Part U, P-37 - Section 5: Contract Price/Price Limitation/Payment, and Part 3
~ Exhibit C: Price and Payment Schedule.

3.2. Noa-Exclusive Contract

The State reserves the right, et its discretion, to retain other Vendors 1o provide any of the
Services or Deliverables identified under this procurement or make an award by item, pant
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 rcsponsnble for any delsy, 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 Teamtconsisting of both the Contractor
end Stwsie personnel. The Contractor shall provide all necessery resources to perform its
obligations under the Contract. The Contractor shall be responsible for managing the Project 1o
its successful completion, .

4.1.  Cootractor’s Coatract Maaoager

The Contrector shall assign a Contract Manager who shall be responsible for all Contract
suthorization and edministration. The Contractor’s Contrect Manager is:

Kiran Lachumanna
2875 Breckinridge Blvd., Suite 100,

Duluth GA, 10096.

4.2. Contractor’s Project Manager

4.2.1. The Contractor shall ssign a Project Manager who meets the requirements of the
Contrect. The Contractor’s selection of the Project Manager shall be subject to

State of NH Contract
Date:
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4.2.2.

4.2.).

4.2.4.

4.2.5.

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 State may require removal or reassignment of the
Contractor’s Project Maneger who, in the sole judgment of the State, is found
unacceptable or is not performing to the State's satisfaction,

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 matiers. The Contractor’s
Project Manager shatl perform the duties required under the Contract, including,
but not limited to, those set forth in Pant 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,

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 reptacement 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
Maneger being replaced; meel the requirements of the Contract; and be subject to
reference and background checks described above in Part 2 - Information
Technology Provisions, Section 4.2: Contract Project Manager, and in Part 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 departure of the prior
Contractor's Project Manager, and the Contractor shall continue during the ten
(10) business day period 10 provide competent Project management Services
through the assignment of & qualified interim Project Manager.

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 fails to assign a
Contractor Project Manager meeting the requirements and terms of the Contract.

The Contractor and the State of New Hampshire will agree upon a Pro;eci
Mansger within 10 business days after contract approval.

43. Contractor's Key Project Staff

41.1.

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

State of NH Contreact
Dptc: 068/17120
Contractor's Initials M F
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431

433,

434

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

orreassignment of the Contractor's Key Project Siaff who are found unacceptable

to the State. Any background checks shall be performed in accordance with Pant
- Information Technology Provisions, Section 4.6: Background Checks.

The Contractor shall not change any of the Contractor's Key Project Staff
commitments without providing the State written justification and obtaining the
prior written approval of the State. State spprovals 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 thé requirements set
forth in RFP Appendix C: System Requirements and Deliverables and be subject
to reference and background checks described in Part 2 - Information Technology
Provisions, Section 4.6: Reference and Background Checks.

Notwithstanding eny other provision of the Contract to the contrary, the State
shall have the option to terminate the Contract, dectare 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.

The Contractor and the State of New Hampshire will agree upon a Project
Mangger within 10 business days after 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 8 Project Manager. The State Project Manager's duties
shall include the following: i

a. Leading the Project;

State of NH Contract
Date: 06/17/20
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4.6.

-4

Engaging and mansging all Contractors;
Managing significant issues and risks,
Reviewing and zccepting Contract Deliverables;

Invoice sign-offs;

- o0 a »
H e -

Review and approval of Change Request; and
g. Managing stakeholders' concerns.

4.5.2. The Swute Project Manager is:

Kelly Brudniak

23 Hazen Dr.

Concord, NH, 0330}
(603)227-4317

Kelly. Brudniak@dos.nh.gov

Reference and Background Checks

4.6.1.

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 lelony or misdemeanor offense for which
incarceration for up 1o | 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.

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

S. DELIVERABLES

S5.1.

The Contractor’s Responsibilities

5.1.1.  The Contractor shall be solely responsible for meeting all requirements, and terms
and conditions specified in this Contract, regardless of whether or not a
Subcontractor is used.
State of NH Contract
Date: 06/1772Q
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5.2,

5.3.

5.4.

5.1.2. The Contractor may subcontrect 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 Subcontracior, including terms and conditions consistent with this
Coniract. The State will consider the Contractor 1o be wholly responsible for the
performance of the Contract -and the sole point of contsct with regard to atl
contractual marters, including payment of any and sll charges resulting from the
Contract.

Delivernbles and 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 particularly described
in Part 3 — Exhibit B: Scope of Services. Upon its submission of a Deliverable or Service;
the Contracior represents that it has performed its obligations under. the Contract
associated with the Deliverable or Services.

Noo-Software and Writteo Deliverables Review and Acceptance

After receiving wrinten Certification from the Contractor that 8 Non-Software or Written
Deliverable is fina)l, complete, and ready for Review, the State will Review the
Deliverabie to determine whether it meets the Requirements outlined in Part 3 - Exhibit
B: Scope of Services. The State will notify-the Contractor in writing of its Acceptance or
rejection of the Detiverable within five (5) business days of the State's receipt of the
Contractor’s written Centification. 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 identificd in the Work Plan. If no period for the
Contractor's correction of the Deliverable is identified, the Contractor shall correct the
Deficiency in the Deliverable within five (5) business days. Upon receipt of the corrected

" Deliverable, the State shall have five (5) business days 1o review the Deliverable and

notify the Contrector of its Acceptance or rejection thereof, with the option to extend the
Review Period up to five (5) sdditional business days. If the Contractor fails 10 correct
the Deficiency within the alloited period, the State may, at its option, continue reviewing
the Deliverable and require the Contractor to continue until the Deficiency is correcied,
or immediately terminate the Contract, declare the Contractor in default, and pursue its .
remedies &t law and in equity.

Software Review aod Acceptance

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

State of NH Contract
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6. SOFTWARE

The Contractor shall provide the State with access to the Software Licenses and Documentation
set forth in the Contract, and particularly described in Part 3 — Exhibit J: Software Agreement.

2 SERVICES

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

7.1

7.2,

7.3.

7.4,

1.5,

7.6.

Administrative Services

The Contractor shal) provide the Stiate with the administrative Services set forth in the
Conrract,and particularly described in Part 3 - Exhibit D: Administrative Services.

Implementation Services

The Contractor shall provide the State with the Implementation Services set forth in the
Contract, and panticularly described in Pant 3 ~ Exhibit E: Implementation Services.

Testing Services

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

Maintenance 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
Mzintenance and Support.

Warranty Services

The Contractor shall provide the State with wamanty Services set forth in the Contract,
and particularly described in Pant 3 — Exhibit K: Warranty & Warranty Services.

Training Services

The Contractor shall provide the State with training Services set forth in the Contract, and
particularly described in Part 3 - Exhibit L: Training Services.

State of NH Contract
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8. WORK PLAN DELIVERABLES

8.1.

8.1.

8.3.

8.4,

B.5.

The Contrector shall provide the State with 8 Work Plan that shall include, without
limitation, a detailed description of the Schedule, wsks, Deliverables, major milestanes,
task dependencies, and payment Schedule,

The initial Work Plan shall be & separate Deliversble and is set forth in Part 3 — Exhibit I;
Work Plan, The Contractor shall update the 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, mejor milestones, task dependencies, and payment
Schedule. Any such updates to the Work Plan must be approved by the State, in writing,
prior lo final incorporation into Part 3 — Exhibit I: Work Plan. The updated Part 3 -
Exhibit I: Work Plan, as approved by the State, is incorporated herein by reference,

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

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.c., specific actions or inactions of the
Contractor or the State causing the problem; its estimated duralion period to
reconciliation; specific actions that need to be laken to correct the problem; and the
expected Schedule impact on the Project.

In the event additional time is required by the Contrector 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-10-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
exteni that the Siate’s execution of its major tasks takes Jonger than described in the Work
Plan, the Schedule shall automaticelly extend on a day-to-day basis.

Notwithstanding anything to the contrary, the State shal! have the option 10 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

9.2,

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 receip! of 8 Change Order,
the Contractor shall advise the State, in detsil, of any :mpacl on cost (e.g., increase or
decrease), the Schedule, or the Work Plan.

The Contrector 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

State of NH Contract
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9.3.

sttempi to respond 1o 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 unsble to reach an Agreement in writing.

All Change Order requests from the Contractor to the State, and the State acceptance of
the Contractor’s estimate for a State requested change; will be scknowledged and
responded 1o, either acceptance or rejection, in writing. If accepted, the Change Order(s)
shall be subject to the Contract amendment process, as determined to apply by the State.

10. INTELLECTUAL PROPERTY

10.1.

10.2.

Software Title

10.1.1. Upon successful completion and/or termination of the Imptementation of the
Project, the Conwractor 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’
associaled Documentation including any and all performance enhancing
operational plans and the Contractdrs’ special utilities. The Contractor shall
license back to the State the right to produce, publish, or otherwise use such
software, source code, object code, modifications, 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
devetoped in connection with performance of obligations under the Contrect. In
addition, the Vendor shall be free to use its general knowledge, skills, experience,
and any other ideas, concepls, know-how, and techniques that are acquired or
used in the course of its performance under this agreement.

States Data and Property

All rights, tile and interest in State Dats shalf remeain with the Siate. All data and eny
propenty 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 Stale user accounts or State data, except:

a.  inthe course of Data center opérations;
b.  in response to service or technical issues;
¢.  as required by the express terms of this Contract; or

State of NH Contract
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10.3.

10.4.

10.5.

d.  at the State's written requesi,

Contractor's Materials

10.3.1. Subject to the provisions of this Contract, the Contractor may develop for itself,
or for others, materials that are competitive with, or similar (0, the Deliverables.
tn accordance with the provision of this Contract, the Contractor shall not
distribute any products containing or disclose any State Confidential Information.
The Contractor shall be free to use its general knowledge, skills and experience,
end any ‘ideas, cancepts, 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 Confidentiel
Information by the Contractor employees or third party consultants engaged by
the Contractor. .

103.2. Without limiting the foregoing, the pasties sgree that the general knowledge
referred to herein cannot include information or records not subject to public
discloswe under New Hampshire RSA Chapter 91-A, which includes but is not
limited to the following: records of grand juries and petit juries; records of parole
and pardon boards; personal school records of pupils; records pertsining 1o
internal personnel practices, financial information, test questions, scoring keys
and other examination data use to administer a licensing examination,
examination for employment, or ecedemic examination and personnel, medical,
welfare, library use, video tape sale or rental, and other files containing personally
identifiable information that is private in nature.

State Website Copyright
WWW Copyright and Intellectual Property Rights

All right, title and interest in the State WWW site <NH.GOV, ete.>, including copyright
to ali 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 Siate's copyright.

Custom Software Source Code

In the event that the State purchases Software development Service, which resuls in
Custom Software, the Contractor shall provide the State with a copy of the source code
for the Custom Software, which shali be subject to the License rights. The State shall
receive 8 worldwide, perpetual, imevocable, and non-exclusive paid -up right and license

State of NH Contract
Date: 0617720
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10.6.

10 use, copy, modify and prepare derivative works of any custom developed Software.
This section does not apply to the Contractor's proprietary Software code.

Survival

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

1.  USE OF STATE'S INFORMATION AND CONFIDENTIALITY

llol.

11.2

Use of State's Information

In performing its obligations under the Contract, the Contractor may gein access to
information of the State, including State Confidential Information. “State Confidential
Informetion™ shal) include, but not be limited to, information exempted from public
disclosure under New Hampshire RSA Chapter 91-A: Access to Pablic Records and
Meetings (see e.g. RSA Chapter 91-A: § Exemptions). The Contractor shall not use the
Siate 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.

State Confidential Information

11.2.3. The Contractor shall meintain 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 laws and regulations, Confidential
Information sha!l not include information which: .

8.  shall have otherwise become publicly svajlable other then 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 & result
of an obligation in favor of the disclosing party;

" isdeveloped by the receiving party independently of, or wes known by
the receiving party prior to, any disclosure of such information made
by the disclosing party; or

State of NH Contract
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11.3.

11.4.

d. is disclosed with the written consent of the disclosing party.. A
receiving party elso may disclose Confidential Information to the
extent required by an order of & court of competent jurisdiction.

11.2.3. Any disclosure of the State Confidential Information shall require the prior
writien approval of the State. The Contractor shall immediately notify the State if
any request, subpoena or other tegal process is served upon the Contractor
regarding the State Confidential Information, and the Contractor shall cooperate
with the State in any effort the State undertakes to contest the request, subpoens
or other legal process, 2t no additional cost 1o the State.

11.2.4. In the event of the unauthorized release of State Confidential Information, the
Contractor shall immedistely notify the State, and the State may immediately be
enlitled to pursue any remedy at law end in equlty, mcludmg. but not hmlled to,
injunctive relief.

Contractor Confidential lufomﬁtion

Insofer as the Contractor secks 1o mainiain the Confidentislity of its Confidential or
proprietary information, the Contrector must clearly identify in writing all information it
claims to be Confidential or proprietary. Notwithstanding the foregoing, the State
scknowledges 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 goveming disclosure of information including, but not limited to, RSA
Chapter 91-A: Access to Government Records and Meetings. The State shall maintain
the Confidentiality of the identified Confidential Information insofar &s it is consistent
with applicable State and federal laws or regulations, including but not limited to, RSA
Chapter 91-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, Al the request of the State, the Contracior shall cooperate and
assist the State with the collection and review of the Contrector’s information, &1 no
additional expense 1o the State. .Any effont to prohibit or enjoin the release ofthe
information shall be the Contractor's sole responsibility and at the Contractor’s sole
expense. |f the Contractor fails to obtain & court order enjoining the disclosure, the State
shall release the information on the dete specified in the State's notice 10 the Contractor,
without any liability to the Contractor.

Survival

This Contract Agreement - - Pan 2 - Informatidn Technalogy Provisions, Section 11, iJse
i of State’s information, and Confidentiality, shall survive termination or concluslon of' the
Contract, .

State of NH Contract
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12. LIMITLIATION OF LIABILITY

12.1. Siate

Subject 10 applicable laws and regulations, in no event shall the State be liable for any
consequential, special, indirect, incidentsl, punitive, or exemplary damages. Subject to
applicable laws and regulations, the State’s liability to the Contractor shall not exceed the
tota! Contract price set forth in Contract Agreement - Parnt 1, P-37 General Provisions -
Block 1.8: Price Limiration. ’

12.2. States Immuaity

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 shal) survive termination or Contract Conclusion. _

12.3. Survival

This Contract Agreement Part 2 — Information Technology Provisions, Section 12;
Limitation of Liability shall survive termination or Contract Conclusion,

13. TERMINATION

13.1. Termination for Default

Any one or more of the foliowing acts or omissions of the Contractor shall conslitute an
Event of Default hereunder (“Event of Default”):

8., Failure to perform the Services satisfactorily or on Schedule;
b.  Failure lo submit any report required; and/or
c. Feilureto pcrfdrm any other covenant, term or condition of the Contract.

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

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

- within, in the absence of a greater or lesser specification of time, within
thirty (30) days from the date of notice, unless otherwise indicated
within by the State ("Cure Period”). (f the Contractor feils to cure the
default within the Cure Period, the State may terminate the Coniract

State of NH Contract
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13.2,

effective two (2) days after giving the Contractor notice of lenninat.i'on.
ot its sole discretion, treat the Contract as Breached and pursue its

remedies at law or in equity or both.

b.  Give the Conbactor & written notice specifying the Event of Default
and suspending ail payments to be made under the Contract and
ordering that the porticn of the Contract price which would otherwise
accrue 10 the Contractor during the period from the date of such notice
until such time as the State determines that the Contrector has cuned the

Event of Default shall never be paid 1o the Contractor.

€. Set off ageinst any other obligations the State may owe to the
Contraclor any damages the Siate suffers by reason of any Event of

" Default,

d.  Treat the Contrect as Breached and pursue any of its remedies at law or

in equity, or both.

e.  Procure Services that are the subject of the Contract from another
source and the Contractor shall be liable for reimbursing the State for
the replecement 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, epplicable fees, charges or penalties, and siaff time costs;
ali of which shall be subject to the limitations of liability set forth in the

Contract.

13.1.2. The Contractor shall provide the State with written notice of default, and the State

shall cure the default within thirty (30) days.

Termination for Convenience

13.2.1. The State may, at its sole discretion, lerminate the Contract for convenience, in
whole or in pan, by thirty (30} days written notice to the Contracior. In the event
of 8 termination for convenience, the State shall pay the Contractor the agreed
upon price, il separately stated in this Contract, for Deliverables far which
Acceplance 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, generslly in accordance with
Contract Part 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 efficiently as reasonably possible, without performing
unnecessary Services or activities and by minimizing negative effects on the State

from such winding down and cessation of Services.

State of NH Contract
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13.3. Termination for Conflict of Interest

134,

13.3.2.

13.3.1. The State may terminate the Contract by written notice if it determines that 2
conflict of interest exists, including but not limited to, & violation by any of the
parties hereto of -applicable laws 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 of any
current development, suppon, and maintenance costs. The State shal)
pay ail 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.

Contractor.

Termination 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 iimitation, Software and Written Deliverables, for

suth part of the Contract as has been terminated.

13.4.2. Afier receipt of a notice of termination, and except as otherwise directed by the

State, the Contracior shall:

8.  The State shall be entitled to any posi-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.  Stop wark under the Contract on the date, and to the extent specified,

in the notice;

€. Promptly, bat in no event longer than thirty (30) days sfter termination,
terminate its orders and subcontracts related to the work which has been
terminated and settle all gutstanding lisbilities 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 npproval or

ratification shall be final for the purpose ‘of this Section;

d.  Take such action as the Siate directs, or as necessary to preserve and
protect the property related to the Contract which is in the possession

of the Contractor and in which the Staie has an interest;

State of NH Contract
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e.  During any period of Service suspension, the Contractor shall not take
any action to intentionally erase any Siate Data;

i.  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:

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

¢ 30 days after the EfTective Date of termination, if the
termination is for convenience.

s 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 o
the extent directed by the State, any property which is required to be
furnished to the State and which has been accepted or requested by the
State;

g8  Provide written Certification 1o the Siate 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.

13.4.3. After such period, the Contractor shell have no obligation to maintain or provide
any State Data and shal) thereafter, unless legally prohibited, delete all State Data
in its Systems or otherwise in its possession or under its control:

8. Transfer title to the State and deliver in the manner, af the times, and to

. the extent directed by the State, ady property which is required to be

fumished to the State and which has been accepted or requested by the
State;

b.  The Contractor shall implement an orderly retum of State Data ina
CSV or another mutually agreeable format 21 a time agreed to by the
parties and the subsequent secure disposal of State Dats;

¢ The Contractor shall secusely dispose of all requested Data in ali of its
forms, such as disk, CD/ DVD, backup 1ape and paper, when requested
by the State. Data shall be permanently deleted and shall not be
recoverable, according 1o National Institute of Standards and
Technology (NIST)-approved methods. Certificates of destruciion
shall be provided to the State, and

d. Provide written Cenification to the State that the Contractor has
surrendered to the State all said property.

State ufom-l’gsmnct
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13.5. Survival

This Contract Agreement - Pant 2 - Information Technology Provisions, Section 13:
Termination shall survive termination or Contract Cenclusion.

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 lime as determined necessary by the State; or immediately
terminate the Contract without lisbility to the Contractor, its successors or assigns.

15.  ASSIGNMENT, DELEGATION, AND SUBCONTRACTS

18.1.

15.2.

15.3.

The Contractor shall not assign, defegate, subcontract, or otherwise transfer any of its
interest, rights, or duties under the Contrect 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.

The Contractor shall remain wholly responsible for performance of the entire Contract
cven 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 wriling
any and all obligations and liabilities under the Contract from the Effective Date. In the
sbsence .of a written assumption of full obligations and ligbilities of the Contract, any
permitted assignment, delegation, subcontract, or other transfer shal) 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 Contrect. The State shall consider the Contractor to be the sole point of
contact with regard to all Contrectual matters, including payment of any and all charges

‘resulting from the Contract.

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 Part 2 — Information Technology Provisions, Section 14:
Change of Ownership, the State shall have the option to continue under the Contract with

_ the Conurector, its successors or assigns for the full remaining term of the Contract;

continue under the Contract with the Contrector, its successors or assigns for such period
of time as determined necessary by the State; or immediately terminating the Contract
without liability to the Contractor, its successors or Assigns.

State of NH Contract
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16. DISPUTE RESOLUTION

16.1.

16.2.

163,

Prior to the filing of any formal proceedings with respect to a dispute (other than an sction
secking injunctive relief with respect to intellectual property rights or Confidential
Information), the party believing itself aggrieved (the “Invoking Pasty”) shall cal) for
progressive management involvement in the dispute negotiation by wrilten notice to the
other party. Such notice shall be without prejudice to the Envoking Party's right to any
other remedy permitted under the Contract.

The parties shall use reasonable efforts to arrange personal meetings and/or telephone
conferences as necded, at mutually convenient times and places, between negotiators for
the parties at the following successive management levels, each of which shall have s
period of ellotted time as specified below in which to attempt to resolve the dispute:

The allotted time for the first level neg'olian'c;ns shal! begin on the date the Invoking
Party’s notice is received by the other party. Subsequeni allotted time is days from the
date tha! the original Invoking Party's notice is received by the other party.

. .

TABLE 16: Dispute Resolution Respoasibility snd Schedule Table

LEVEL CONTRACTOR STATE CUMULATIVE
POINT OF CONTACT POINT OF CONTACT ALLOTED TIME

Primary | Kirk Lyle Kelly Brudniak Five (5) Business Days

First Kiran Lackumanna Jeffery Bond Ten (10) Business Days.
, Robert Quinn, Fifteen (15) Business

Second | Michelle Gorman Commissioner DOS 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 cperated by any of the State
entities, Systems, equipment, Documentation, information, reports, ar Data of any kind
(hereinafier “Information”), the Contractor understands and sgrees to the following rules:

2.  Every Authorized User has the responsibility 1o assure the protection of
information from unsuthorized eccess, misuse, theft, damage, destruction,
modification, or disclosure.

b.  That information shall be used solely for conducting official State business, and
ell other use or sccess is strictly forbidden including, but not limited to, personal,

State of NH Contract
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or other private and non-State use and that at no time shall the Contractor access
or attempt to eccess any information without having the express authority to do so.

¢ That a1 no time shall the Contractor access or attempt to access any information in
a manner inconsistent with the approved policies, procedures and for Agreements
relating to System entry/sccess.

d.  Thatsall Software Licensed, developed, or being evaluated by the Siate cannot be
copied, shared, distributed, sub-licensed, modified, reverse engineered, rented, or
sold, and that st all times the Contrector must use utmaost care to protect and keep
such Software strictly Confidentia) 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 Sofware
{including but not limited to palmtop sync Software) shall not be installed on any

- equipment.

e.  That if the Contractor is found 10 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. Emeil Use

Mail and other clectronic communication messaging Systems sre State of New Hampshire
property and are to be used for busmcss purposes only. Email is defined as “intemnal Email
Systems” or “State-funded Email Syslcms The Contractor understand and agree that
use of email shall-follow State standard policy (available upon request).

173. Internet/Intranet 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 siandard policy
(available upon request). ;

-

17.4. Regulatory Goveroment Approvsbs

The Contractor shall obtain all necessarf and applicable regulatory or other govemmentel
approvels necessary to perform its obligations under the Contract.

State of NH Contract
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18. GENERAL CONTRACT REQUIREMENTS

18.2,

18.3.

18.4.

18.5.

18.6.

Insurance 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 Contrecis and his/her address.

Exhibits

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

Venue and Jurisdiction

Any action on the Contract may only be brought in the State of New Hnmpsh:re
Mermimeack County Superior Court.

Survival

The terms, conditions and Warranties contained in the Contract that by their context are
interided to survive the completion of the performnncc cancellation or termination of the
Contract shall 50 survive.

Force Majeure

18.5.1. Neither the Contrector nor the State shali be responszble for delays or fmlures in
performance resuliing 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
Government, fire, power failures, nuclear accidents, earthquakes, and unusually
severe weather.

18.5.2. Except in the event of the foregoing, Force Majeure events shall not include the
Contractor's inability 10 hire or provide personnel needed for the Contractor's
performance under the Cantract.

Notices

Any notice by & party hereto to the other party shall be deemed 10 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 following addresses.

L

State of NH Contract

Date: 0817720
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L — _ N
TABLE 18.6: Notices
CONTRACTOR STATE -
POINT OF CONTACT POINT OF CONTACT
Mici'nelle Gorman JefTery Bond
2875 Breckinridge Blvd., Suite 100 23 Hazen Dr.
Duluth, GA, 30096 Concord, NH. 03301
(407) 865-2017 (603) 2274027
Michelle.Goman(@qmatic.com Jelfery Bond@dos.nh gov

18.7. -Electronic Execution

An electronically transmitted version of this Agmement 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 counterpans will be considered and constitute the same Agreement.

19. DATA PROTECTION

19.1. Data Protection

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 unauthorized use of State
information &t any time. To this end, the Contractor shal! safeguard the Confidentiality,
integrity and availability of State information and comply with the following conditions:

8.  The Contractor shall implement and maintain appropriste administrative, technical
and organizational security measures 1o safeguard against unauthorized access,
disclosure or theft of Personal Data end 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 similas kind. '

b.  All Data obtained by the Contractor in the perfermance 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.

State of NH Contrect
Date: 08/17/20
Contractor’s Initials MF
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19.2.

193,

¢, Unless otherwise stipulated, the Contractor shall encrypt all Non-Public Data at
rest and in transit. The State shatl 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.

d. At notime shall any Daia 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
retsined by the Contractor or any party‘reiated to the Contractor for subsequent use
in any transaction that does not include the State.

e.  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.

Data Location

The Contractor shall provide its Services to the State and its end users solely from data
centers within the Continental United States. All storage, processing and transmission of
State data shall be restricted 10 information technology systems within the Continental
United States. The Contractor shall not allow its personnel or sub-contrectors 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 .
10 access State data remotely only to provide technical support and as specified or required
by the contract.

Security locident or Dsta Breach

The Contrecior shall inform the State of any Security Incident or Data Breach in

accordance with NH RSA Chapter 3159-C:20: Novice of Secwrity Breach.

8.  Incident Response: the Contractor may need to communicate with outside parties
regarding » Security Incident, which may include contacting law enforcement,
fielding media inquiries and secking external expertise as mutually sgreed 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 pan of the Contractor
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 2 Security
Incident to the appropriate State tdentified Contact immediately if it reasonably
believes there has been a security incident.

¢ Breach Reporting Requirements: If the Contractor has actual knowledge of &
confirmed Data Breach that affects the security of any State content that is subject
to spplicable Data Breach notification law, the Contrector shall {1) promptiy notify
the appropriate State Identified Contact within 24 hours or sooner, unless shorter

State of NH Contract
0817720

Date:
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time is required by applicable law, and (2) take commercially reasonable measures
to address the Data Breach in & timely manner.

19.4. Breach Respoasibilities

This section only applies when a Data Breach occurs with respect o personal Date within
the possessnon or control of the Contractor.

19.4.1. The Contuector, unless stipulated otherwise, shall immediately notify - the
eppropriste State Identified Contact by telephone in accordance with the agreed
upon security plan or security procedures if it reasonably belu:vcs 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 confirms that there is, or reasonably
belicves that there has been a Data Breach. the Contractor shajl:

8. cooperate with the Stalte as reasonably requesied by the Suate 10
investigate and resolve the Data Breach,

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

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

19.4.3. Unless otherwise stipulated, if a Data Breach is a direct result of the Contractor’s
Breach of its Contract obligation to encrypt Personal Data or otherwise prevent
its retease, the Contractor shal) bear the costs associgted with:

The investigation and resolution of the Data Breach;
Notifications to individuals, regulators ar others required by State law;
A credit monitoring Service required by State (or federal) law;

& p = p»

A website o7 #1ol}-free number and call center for affected individuals
required 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 of Data Breach Study:
Global Analysis published by lhe Ponemon Institute at the time of the
Data Breach; and :

e. Complete all corrective sctions as reasonably determined by the
Contractor based on root cause; all [(a.) through (d.)] subject to this
Contract’s limitation of liability.

State of NH Contract
Date: 06117720
Contractor's [nitials MF
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19.5.

19.6.

19.7.

19.8.

19.9.

19.10.

Notification of Legal Requesti

The Contractor shall.contact the State upon receipt of any electronic discovery, litigation
holds, discovery searches and expert testimonies related to the Staie’s Data under this
Contrect, or which in any way might reasonably require access to the Data of the State.
The Contractor shall not respond w0 subpoenas, Service of process and other legal requests
retated to the State without first notifying the State, unless prohibited by law from
providing such notice.

Access to Security Logs and Reports

The Contractor shall provide reports to the State in a formal as agreed to by both the
Contrector and the State. Reports shall include latency siatistics, user access, user access
[P address, user access history and security togs for all State files related to this Contract.

Contract Audit

The Contrector shail allow the State to audit conformance to the Contract terms. The nge
may perform this eudit or Contrect with a third party at its discretion and at the State's
expense. -

Data Cepnter Audit

The Contractor shall provide sudit details of its’ Vendor Data centers 8t least annuzlly at
its expense, and provide a redacted version of the sudit repont upon request. The
Contractor may remove its proprietary information from the redacted version. A Service:
Organization Contro! (SOC) 2 sudit report of approved equivalent sets the minimum level
of a third-parnty audit. i

Advauace 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 upgrede is a replacement of hardware, Software or firmware with
& newer or bener version in order to bring the System up to date or to improve its
characternistics. It usually includes a new version number.

Security

The Contractor shall disclose its non.proprietary security processes and technical
limitations to the State such that edequate 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 responsibilities.

State of NH Contract
Date: 08/17720
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19.11.

19.12.

19.13.

19.14.

Remainder of this page intentionally left blank

Non-Disclosure aad Separation of Duties

The Contractor shall enforce separation of job duties, require commercially reasonable
non-disclosure Agreements, and limit staff lcnowledgc of State Dats to that which is
absolutely necessary 1o perform job duties.

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.

Responsivities and Uptime Guarantee

The Contractor shall be responsible far the acquisition and operstion of all hardware,
Software and network support related to the Services being provided. The technical and
professionsl activities required for establishing. managing and maintaining the
environments are the responsibilities of the Contractor. The System shall be available
24177365 (with egreed-upon maintenance downtime), and provide Service to customers as
defined in the SLA.

Right to Remove Individuals

The State shall have the right at any time to require that the Contractor remove from
interaction with State any the Contractor representalive who the State believes is
detrimental to its working relationship with the Contractor. The Siate shall provide. the
Contractor with notice of its determination, and the reasons it requests the removal. If the
State signifies that 8 potential security violation exists with respect to the request, the
Contracior shall immediately remove such individual. The Contractor shall not assign the
person to any aspect of the Contract or futwe work orders without the State’s consent.

State of NH Contract
Date: 06/17120
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5 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 the project is to implement the sppointment-scheduling component and move the
queuing system from on premise 10 & hosted environment.

STATEMENT OF WORK Ty

1.1.  Geaeral Project Assumptions — Qmatic

2

CFM System versions deployed by State must match Service Provider's list of
supported versions, :

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.

Anti-virus solution musi be in place, updaled, with valid update subscription.
Power surge proicclion must be provided for all covered computers and devices.

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

The State will be required to conduct preliminary diagnostic steps or provide
additional information related to a support request, prior to 8 technician being
dispatched to the State's fecilities.

The State 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.  Genoeral Project Assumptions - The State

The Contractor will provide project tracking tools and templates to record and
manage issues, risks, Change Requests, requirements, decision sheets, and other
documents used in the menagement and tracking of the Project. The State of New
Hampshire and the Contractor’s Project Managers will review these tools and
templates and determine which ones will be used for the Project. Training on these
lools and templates will be conducted at the stant of each phase in which they will
be used.

Prior t0 the commencement of work on Non-Software 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.

The Contrector shail ensure that approprigie levels of security are implemented
and ‘'maintained in order to protect the integrity and reliabifity of the State's
Information Technology resources, information, and services.  Security
requirements are defined in Part 3 - Exhibit H: Requirements. The Contractor shall
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provide the State resources, information, and Services on an ongoing basis, with
the appropriate infrastructure and security controls to ensure business continuity
and 1o safeguard the Confidentiality and integrity of State networks, Systems and
Data. i

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 cvent the State detects any Deficiency in the System, in
whole or in pan, through completion of all Acceptance Testing, including but not
limited 10, Software/System Acceptance Testing, and any extensions thereof.

"e. 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 intentionally teft blank
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EXHIBIT C - PRICE AND PAYMENT SCHEDULE

1. PAYMENT SCHEDULE

1.1.  Coatract Type
This is 8 Not to Exceed Contract. The to1a} Caontract 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 Past 1, 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:
FYy n FY11 FY 13 FY 24 FY 15 0 Optio
Table 1B: Cost Vz::n Y::nn
Summery FY16-27 FY218-2%
Description
SOFTWARE
SUBTOTAL $19,226.54
HARDWARE
SUBTOTAL !
SERVICES
SUBTOTAL $17,092.12
ANNUAL FEES
FOR HOSTING $26,137.16 | $26,659.90 | 327,193.10 | $27,736.96 | $28,291.70 | $29,140.45 | $30,014.67
AND TEXTS ) ;
MAINTENANCE ,
SUBTOTAL - $3460.78 | 31460781 $3460.78 | $3460.78| $3,450.7% $3,564.60 | $3,671.54
New Features
Hosting for Test ; )
Environment $3,46000 | §3.460.00{ $3.460.00 $3,450.00 $3.460.00 -S].SM.GO $3,671.54.
Set up Fee for Test
Environment 51.979.54 .
SUBTOTAL | $71,356.14 | $33,580.68 | $34,113.88 | $34,657.74 | $35,212.42
CONTRACT
TOTAL $108,920.92
1.2.  Proposed Vendor Staff, Resource Hours and Rates Worksheet

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

others.

Qmatic will charge the listed prices in Table }C betow for consultation and on-site support
where they apply.
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1.3.  Services Pricing Workshect

Pricing must reflect the payment of maintenance through the Contract end date. Price
estimate should reflect the most optimistic Implementation date. Actusl payments may
differ from the estimate if the project start date stips or if Implementation takes longer as
th:s will cause a shorter maintenance period.

Table 1C Deliverable
Delivergble
Type Qry Description Per Unit Price
Software 1 { Orchestra 7 Upgrade 19,226.54 | 19,226:54
Service 36 | Project Management Services Hourly 157.78 | 5,680.08
Service 56 | Systems Analyst Services Hourly 168.59 | 9,441.04
Service 4 | Business Analyst Hourly 162.75 | 651.00
Service 8 | Trainer Level Il Hourly {Web Ex) Hourly 165.00 | 1,320.00
Hosting Services for Orchestra (Monthly) - contact

Service 1 | Pre-sates for pricing 6,137.16 | 6,137.16
Service SMS Services - up to 2,000,000 sms per year 20,000.00 | 20,000.00
Maintenance QMatic Software Care J.S_tarts Day One) 3,460.78 | 3,460.78

CONTRACT.PRICE

Notwnhstandmg any provision in the Contract to the contrary, and notwithstanding unexpected
circumstances, in no event shall the 1otal of all payments made by the State exceed the amount
indicated in Part 1, P-37 General Provisions - Block 1.8: Price Limitation. The payment by the
State of the total Conwract 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 responsibie for eny travel or out of pocket expenses incurred in the
performance of the Services performed under this Contract. The Contractor must assume al!
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 additionzl out of pocket expenses.
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SHIPPING AND DELIVERY FEE EXEMPTION

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

INVOICING

Thé Contractor shall submit correct invoices to the State for atl amounts to be paid by the State.
All invoices submitted shall be subject to the State’s prior written approval, which shall not be
urseasenably withheld. The Contractor shall only submit invoices for Services or Deliverables gs
permitted by the Contract. Invoices must be in a formet as determined by the State and contain
detniled 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 meintenance charges; any other
Project costs or retention amounts if applicable.

Upon Acceptance of a Deliverable, and s 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 backdated and shall be prompily dispaiched.

INVOICE ADDRESS
Invoices may be sent to:

Lisa Lienhan

Division of Motor Vehicles
23 Hazen Dr.

Concord, NH 03301
accountspayeble@dos nh.gov
PAYMENT ADDRESS

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

OVERPAYMENTS TO THE CONTRACTOR

The Contractor shall prompily, but no later than fifteen (15) business days, retumn to the State the
full amount of any overpayment or erroneous payment upon discovery or notice from the State.
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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, untit successful conclusion of the Warranty Period
of 30 days after go-live (Issuing tickets in the new system).

Remainder of this page intentionally left blank
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ACCESS/COOPERATION

As applicable, and subject to the spplicable laws and regulations, the State will provide the
Contractor with access to all program files, libreries, personal computer-based systems, software
packages, network systems, security systems, end hardware as required to complete the contracted
services. The State will use reasonable efforts to pravide approvals, authorizations, and decisions
reasonably necessary to sllow the Contractor to perform its obligations under the Contract.

STATE-OWNED DOCUMENTS AND COPYRIGHT PRIVILEGES

The Contractor shall provide the State sccess to all State-owned documents, materials, reports,
and other work in progress relating to this Contract. Upon expiration or terminstion of the
Contract with the State, the Contractor shall tum over all State-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.

RECORDS RETENTION AND ACCESS REQUIREMENTS

J.1.  The Contractor shall agree to the conditions of all applicable State and federal laws and
regulations, which are incorporated herein by reference, regarding 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 Subcontrectors shall maintain bocks, records, documents, and other
evidence of accounting procedurcs and practices, which properly and sufficiently refiect
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 (1) 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 and subject to reasonable time frames, all such records shall be subject
to inspection, examination, audit and copying by 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 Swate. 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 (1) 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.

s

34.  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 shali maintain an accounting system in accordance with Generally Accepted
Accounting Principles {GAAP). The costs spplicabie to the Contrect shall be ascertainable from
the sccounting system and the Contractor shall maintain records pertaining to the Services and all

other costs and expenditures.

i
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PROJECT MANAGEMENT

The State believes that effective communication and reporting are essential to Project success.
The Contractor shall émploy effective communication and Repomng sirategies to ensure Project
success. The Contractor Key Project Staff shall participate in meetings as requeslcd by the State,
in sccordance with the requirements and terms of this Contract.

1.1.  State Meetings and Reports

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

a.

latroductory 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 ecquainted and establish any preliminary
Project procedures.

KickofT Meeting: Participants will include the State and the Contractor's
Project Team and major stakeholders. This meeting is 10 esubhsh a
sound foundation for activities that will follow.

Status Meetings: Participants will, include, &t the minimum, the
Contracior's Project Manager and the State Project Manager. These
meetings will be conducted at least bi-weekly and address overall Project
status and any edditional topics needed to remain on scheduie and within
budget. A status end error repont from the Contractor shall serve as the
basis for discussion.

Tte Work Plao: must be reviewed at each Status Meeting and updated,
at minimum, on 8 bi-weekly basis, in accordance with the Contract.

Special Meetings: Need may arise for s special meeting with State
leaders or Project stakeholders to address specific issues.

Exit Meetiog: Participants will include Project leaders from the
Contractor and the State. Discussion will focus on lessons leamed from
the Project and on follow up options that the State may wish 1o consider.

1.1.2. The State expects the Contractor to prepare agendas and background for and
minutes of meetings. Beckground for each siatus meeting must include an
updated Work Plan. Drafling of formal presentations, such as a presentation for
the kickofT meeting, will also be the Conlractor’s responsibility.

L1.3. The Contractor’'s Project Manager or the Conirector's Key Project Staff shall
submit monthly status reports in accordance with the Schedule and terms of this
Contract. All status reports shall be prepered 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 Swate, all a1 no additional cost to the State. The Contractor shall produce
Project status reports, which shall contain, at a minimum, the following:

8. Project status releted 10 the Work Plan;
Deliverable status;

&

Accomplishments during weeks being reported;

c
d.  Planned ectivities for the upcoming two (2) week period;
e Future activities:

fl

Issues and concems requiring resolution; and
g.  Report and remedies in case of falling behind Schedule.

1.1.4.  As reasonably requested by the Siate, the Contractor shall provide the State with
informaticn or reports regarding the Project. The Contracior shall prepare special
reports and presentations relating to Project Management, and shall assist the
State in preparing reports and presentations, as reasonably mquﬁted by the State,
al] at no additional cost to the State.

2. IMPLEMENTATION STRATEGY

2.1.

2.2,

Key Components

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

8.  The Contractor shall manage Project execution end provide the tools needed to
creete and manage the Project’s Work Plan and tasks, manage and schedule
project staff, track and manage issues, manage changing requirements, maintain
communication within the Project Team, and report status.

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 prefiminary treining pian, the change
management plan, communication approaches, Projec! standards and procedures
finalized, and team trgining initiated. Timing will be structured to recognize
interdependencies between applications and struclure 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. Cbaage Management and Training
r
The Contractor's change management and training services shall be focused on
developing change management and raining strategies and plans. Its approach relies on
State resources for the execution of the change management and end user training,

Remalnder of this page intentionally lefi blank
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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.

The Contractor will provide training as necessary 1o the State staff responsible for test
activities.

. The Contractor shall be responsible for all aspccts 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 raining materials.

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 prepased for
cach Software function or module.

All Testing and Acceptance (both business and technically oriented testing) shall apply
to testing the System as a whole, (c.g., software modules or functions, and
Implementation(s). This shall include planning, test scenasio and script development,
Data and System preparation for testing, Regression tests, Performance Tuning and
Stress tests, Security Review and tests, nnd support of the State dunng User Acceplance
Test and Implementation.

In addition, the Contractor shall provide 8 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.

Test Plaaning and Preparation

1.1.3.  The Contractor shall provide the State with an overall Test Plan that will guide
all testing. The Contreclor provided, State approved, Test Plan will include, at a
minimum, identification, preparation, and Documentation of planned testing, &
requircmems traceability matrix, test variants, test scenarios, test cases, test
scripts, test Data, test phases, expected results, and a tracking method fm
reporting actual versus expected results as well as al! errors end problems
identified during test execution.

L1.2. As |dent|ﬁed in the Acceptance Test Plan, and documented in accordance with
the Work Plan and the Convact, State testing will commence upon the
Contrector's Project Manager's Certification, in writing, that the Contractor’s
own staff has successfully executed all prerequisite Contractor’s testing, along
with reponting the actual testing results, prior to the start of any testing executed

L
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1.2,

13.

1.4.

15, .

1.6.

by State staff. The State will be presented with a State approved Acceptance Test
Plan, test scenarios, test cases, test scripts, test data, and expected results.

1.1.3. The State will commence its testing within Five ($) business days of receiving
Centification from the Contractor that the State's personnel have been 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
Cantractor’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, et ne
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 8 letter
ol UAT Acceptance by the State.

1.1.5.  The Contractor must demonstrate that their testing methodology can be integrated
with the State standard methodology as applicable.

Unit Testing - Not Applicable (N/A)

Unit Testing is not within the scope of this contract.

System Integration Testing - Not Applicable {N/A)

System [ntegration Testing is not within the scope of this contract.

Conversion/Migration Validation Testing - Not Applicable (N/A)

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

Installation 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,

User Acceptance Testing (UAT)

L6.1. 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 Acceptance by the State.
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1.6.2.

1.6.3.

1.6.4.

L.6.5.

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 predefined Acceptance criteria that suppon the successful
execution of approved business processes. i

UAT will also serve as a performance and stress test of the System. It may cover
any aspect of the new System, including edministrative procedures such as the
results of the UAT provide evidence that the new System meets the User
Acceplance cniteria as defined in the Work Plan.

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

Upon successful conclusion of UAT and successful System deployment, the State
wiil issue a letter of UAT Acceplance and the respective Warranty Period shail
commence:.

Activity Description | The System User Acceptance Tests venfy System

functionality against predefined Accepiance criteria that
support the successful execution of spproved processes,

Cootractor Team * Provide the State an Acceptance Test Plan and selection of
Respoosibilities test scripts for the Acceptance Test.

* Monitor the execution of the test scripts and assist as needed
during the User Acceptance Test sctivities.

* Work jointly with the State in determining the required
actions far problem resolution,

State
Respoasibilities and the set of Data for use during the User Acceptance Test.

* Approve the development of the User Acceptance Test Plan

* 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
ections for problem resolution.

* Provide Acceptance of the validated Systems.

Work Product The Deliverable for User Acceptance Tests is the User
Descripticn Acceptance Test Results. These results provide evidence that

the new System meets the User Acceptance criteria defined
in the Work Plan.
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1.7,

l-a-

Performance Tuning and Stress Testiog

The Contractdr shal) develop and document hardware and Software configuration and
tuning of the software infrastructure as well as assist and direct the State's System
Adminisiraiors and Databasc Administrators in configuring and wning the infrastructure
to suppon the Software thraughout the Project.

L7.1

L1.2.

Scope

8. The scope of Performance Testing shall be to measure the System leve)
metrics critical {or the development of the applications infrastructure and
operation of the applications in the producticn environment.

‘b. 1t will include the measurement of response rates of the spplication for end-

user transactions and resouwrce utilization (of various servers and network)
under various load conditions. Thess response rates shall become the basis
for changes and retesting unti! optimum System performance is achieved.

¢ 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.

Test Types

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

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 code more efficient
during development as well as making tuning parameter changes to the
environment.

Regression Testing

1.8.1.

As 8 result, of the user testing activities, problems will be identified 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 and/or user problems identified from the testing results.
Regression Tesling 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 stilt meet their specified requirements.

1.9." Security Review aod Testing

1.9.1. [T Security involves all functions pertaining to the securing of State Data and

- Systems through the creation and definition of security policies, procedures ‘and

conwrols covering such arcas as identification, Authentication end non-
repudiation.

1.9.2. All components of the Software shall be’ Reviewed and tested to ensure they
protect the State's hardware and Software and its related Data assets. Tests shatl
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 penctration tests (pen
tests) and application vulnerability scanning.

SERVICE COMPONENT DEFINES THE SET OF CAPABILIITIES
THAT:

Identification and Authentication | Supports obtaining information sbout those
parties attempting to log onto a System ‘or
spplication for security purposes and the
validetion 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.

Iotrusion Detection Supports the detection of illegal entrance into 8
computer System.

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

Digital Sigoature Guarantees the unaltered stete of a file,

User Mapagemeat . Supports the administration of computer,

application and nétwork accounts within an
organization.

™
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Role/Privilege Management Supports the granting of abilities to users or
groups of users of a computer, application ar
network.

Audit Trail Capture and Analysis | Suppons the identification and monitoring of
sctivities within an application or System.

Ioput Validation Ensures the application is protected from
buffer overflow, cross-site scripting, SQL
injection, and unsuthorized access of files
and/or directaries on the server,

1.9.3. Tesis shall focus on the technical, adniinistrative and physical security controls
that have becn designed into the System architecture in order to provide -the
necessary Confidentiality, integrity and availability. Tests shall, at 8 minimum,
cover each of the service components. The Contractor shall provide a certificate
of application, vulnerability scanning, and 3rd party Penctration Tests (pen test)
when sppropriate.

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 mallcwus
¢ode (malware).

1.10. Penetration Testing (Non-PCI)
The Contrector shall provide Centification 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 (NIST). The State requires that the Contractor

has this testing performed annually by a qualified third-party Vendor at least annually,
and after every major release.

Successful UAT Completion

Upon successful completion of UAT, the State will issue a Letter of UAT Accepiance.

System Acceptance

Upon completion of the Warranty Period, the State shall issue a Letter of Final System
Acceplance. ' {
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SYSTEM MAINTENANCE

)
The Contracicr shall maintain and support the Sysiem in all material respects as described in Part
2 - Informetion Technology Provisions, Section 1: Contract Documents, through the Contract
end date.

Contractor’s Respoasibility

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

1.1.1,

1.1.3.

Mgintenance Relenses

The Contractor shall meke available to the State the latest program updates,
general Maintenance Releases, selected functionality releases, patches, -and
Documentelion that are generally offered to its cusiomers, a1 no additiona! cost.

Minor Release

A minor version is released to handle Bug fixes an'd/or to keep Applications up to
date with new technology, ¢.g. support for new operating systems, new database
versicns or new browser epplications or versions.

8.  Minor releases are identified as x.1, x.2.

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

¢ Minor versions are only released {or the latest major version of a software
Application.

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

¢ Technically, itis 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 10
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 affecied by 8 specific minor
version or not, then Qmatic's view shall prevail.

Major Release

A major version is released when significant changes or/and new features are
added to the CFM System.
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1.1.4,

Major versions are identified as 1.0, 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 nccessary
tool(s) 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 used for installation then only -
the time will be charged.

Standard Agreement

The State will adopt the Contractar’s standard maintenance Agreement modified
to address terms and conditions inconsistent with State Statutes and general State
Information Technology (IT) practices.

SYSTEM SUPPORT

2.1.  Contractor’'s Responsibility

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

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

SUPPORT SERVICES

8.1.  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:

8.
b
<.
d

f.

Advice and guidance in response 1o Cases.
Identification of Bugs.

Diagnosis of Cases and problems. .
interrogation of known fault information and provision of avoidance sctions where
applicable,

Providing solutions {workarounds) to the extent possible,
Responding to 8 Case according to its priofity.

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

$3.  Availsbility (Service Hours), Service*Levels and priority definitions for the Support
Service are specified in Appendix 5.3.
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Qmatic shall strive to respond to 8 rasied Casc according to the time (response time) as
set out in Appendix 5.3. Qmatic shall strive to have a solution (a workaround) in place
within the time (target workaround times), in eccordance to the Case pnonty as setout in
Appendix 5.].

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

The Client ecknowledges and agrees that Services required due to feilures 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 mede necessary due to accidents, damage from fire originating
outside of equipment, water, wind, earthquakes, lightning, terrorism, transporting
equipment, vandalism, burglary, or similar circumstances.”

Service and repair made necessary by the alteration, modification or rclocatlon of
softweare and/or equipment other than that suthorized by Qmatic.

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

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

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

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

Service and repair made necessary by bugs released by other software vendors,
¢.g. sdverse effects from installing updetes or service packs.

Development work: All development work requested and approved by the
Customer representative. Examples would include: writing reports, integration to
third party applications, database maintenance, category and button name changes,
Priority changes, Management screen changes, workstation script changes, seript
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, infarmation
display text, Q-Net script, card reader script, category script. J

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

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

Training and documentation material,

Training on any functionality within the application.
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m. Operating system and database level security.
n. Disaster Recovery Service.
o. Support for self-upgrades.

4. SERVICE HOURS, SERVICE LEVELS AND PRIORITY DEFINITIONS

Qmatic wilt provide the Support Service for the Error! Usknown document property name.
during the Service Hours and according the Service Levels as defined below.

Service Hours .
Service Hours ter helpr deak sapportalastera)?
Monday through Friday Saturday and Sunday
Stant End Start End

7:00am .. 9:00 pm < 0000 .. . 00:00 .

*Plus on-call personnel outside of specified times

Service Levels

Responae Time (Serviee Target Warkae o)

Nervve I'ringity

Iaurs) Tunv {Service honry)

| Critical L ) hour 1o confirm r._asc;J. | 8 hours” -

) 2 |Major [2hours. - o 16 hours”
Service Suppont —_ Lo SR .
i 3 Normal | 4 hours . 2' © % x| .24 hours .
4. |Minor |4hours _: H" o :- ” "4--8_hours: wer

Priority definitions for Cases
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Critical

All CFM System services come to a total halt or if the Error! Uokoowep
document property name.s functionslity is affected in such a way that
the system is no longer usable or crucial processes cannot be executed.

Examples:
¢ Error! Uoknown document property name. services are not
available for all branches
¢ Data corrupted
o System hangs indefinitely, causing unacceptable or indefinite
delays for resources or response.
* System repeatedly crashes A

Major

Any individuyal clement of the Error! Unknowa document property
oame. service of 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.c. a severe fault or
disturbance affecting an ares of functionality, but not the Error!
Unkoowo document property anme. service.

¢ Severely downgraded performance due 1o failures in the CFM
System software, for example, protonged response times, poor
performance in terms of email reaction and/or delivery time.

e Case encountered with localized or isolated impact.

Normali

intermittent Cases encountered with minimal impact to Error! Uokoown
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:
e . End users are experiencing a technical problem with Error!
Uokoown document property name. services.
¢ Multiple attempts are required to use or access Error! Unkaowa
document property name. services.

Minor

| Caonsultation an particular functions or configuration.

4

Requests for documeniation or information.
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5.

SUPPORT OBLIGATIONS AND TERM

5.1,

5.2

5.3.

The Contractor shall repair ar replace Sofiware, and pmvidé maintenance of the Software
in accordance with the Specifications and terms and requirements of the Contract.

The Contractor shall maintain a record of the activities related to the Warranty repair or
maintenance activities performed for the State.

If the Contractor feils 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 oplion, 10 pursuc the remedies in Part 2 - Information
Technology Provisions - Section 13.1: Terminstion for Default, as well as to retumn the
Contractor's product and receive a refund for all amounts paid to the Contractor, including
but not limited 1o, applicable license fees, within ninety (90) days of notification to the
Contractor of the State’s refund request. )

i If the Contractor fails to correct a Deficiency within the sllotied period of time stated sbove, the

Contractor shall be deemed to have committed an Evenl of Default, and the State shall have the
right, at its option, 1o pursue the remedies in Part |, P-37 General Provisions - Section 8: Event of
Default/Remedies.
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1. REQUIREMENTS

Attachment |: Project Requirements is hereby incorporated wilhin,
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DEPARTMENT OF MOTOR VEHICLES
QMATIC ORCHESTRA 7 SCHEDULER
DOS - 2020-100
PART 3 - INFORMATION TECHNOLOGY EXHIBITS

EXHIBIT I - WORK PLAN

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 lasks 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 described in the Coniractor’s Proposal.
Continued development and management of the Work Plan is a joint effort on the part of‘ the Contractor
and State Project Manngers. )

The preliminary Work Plan created by the Contractor and the State is set féﬂh’ut the end of this Exhibit.

In conjunction with the Contrector's Project Management methodolagy, which shall be used 10 masiage
the Project’s life cycle, the Contractor teamn 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 &
payment/ Schedule required to implement the Project. [t shall also address intra-lask 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 Contractor’s Work Plan and shall
utilize agreed upon project management software to support the ongoing management of the Project.

1. - ASSUMPTIONS
1.1. Genperal

8. 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.

All State tasks must be performed in accordance with the revised Work Plan,

¢ All key decisions will be resolved within five (5) business days. lssues not
resolved within this initial period will be cscalaled to the Su:le Project Manager
for resolution.

d.  Any activities, decisions or issues taken on by the State that aﬂ"ect the mutually
agreed upon Work Plan timeline, scope, resources, and costs shal! be subject to
the identified Change Control process.

12,  Project Management

8. The Statc shal) approve the Pro;cct Mmagerncnt Methodology used for the
Project.

b.  The State shall provide the Project Team with reasonable access to the State
personne! as needed to complete Project tasks. ;

¢ A Project folder created within the State System shall be used for centralized
storage and retrieval of Project documents, work products, and other material and
information relevant to the success of the Project-and required by Project Team
members. This central repository is secured by determining which team members
have access to the Project folder and granting either view or read/write privileges.
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13. -

1.4

1.5.

1.6.

L.7.

The Contractor’'s Project Manager will establish and maintain this folder. The
State Project Maneger 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 versions of all Documentation
shall be loaded to the State System.

d.  The Contractor assumes thar an Alternate Project Manager may be appointed
from time to time o handle reasonable and ordinary absences of the Project
Manager.

Cooversicans - Not Applicable (N/A)
Conversions are not within the scope of this Contract.
Project Schedule

Deployment is planned to begin by July 10, 2020, with a planned go-live date of
September 18, 2020.

Re.poning

The Contractor shall conduct siatus meetings, and pravide reports that include, but are not
limited to, minutes, action items, test results, and Documentation, upon reasonable

request.

User Training
8. 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.
¢ 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.

Performance and Security Measures
2.  The Contrector's Team shall provide a performance test workshop (o

identify the key scenarios 10 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 Pant
3 -Part 3 - Exhibil F: Testing Services.
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1, CONTRACTOR ROLES AND RESPONSIBILITIES

2.1.

2.2,

Contractor’s Team Project Executive

The Contractor Team’s Project Executives (Contractar and Subcontractor Project
Executives} shali 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 leadership on the best practices for implementing
the Contractor Software Solution within the Swuate. The Project Executive shall participate
in the definition of the Project Plan and provide guidance 1o the State's Team.

Contractor’s Team Project Manager

The Contractor Team Project Manager shall have overall responsibility for the day-to-day
management of the Project and shali plan, track, end manage the activities of the
Contractor's Implementation Team. The Contrector Team Project Manager will have the
following responsibilities:

3 Maintain communications with the State’s Project Manager;

b.  Work with the State in planning and conducting a kick-off meeting;

Create and maintain the Waork Plen;

& n

Assign the Contractor Team consultants to tasks in the Implementation
Project according to the scheduled staffing requirements;

L Define roles and responsibitities of al) the Contractor Team members';

f.  Provide update progress repons to the State Project Manager upon
request;

g-  Notify the State Project Manager of requirements for State resources in
order 10 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 & change
of scope;

j-  Implement scopeand schedule changes as authorized by the State Project
Manager and with eppropriate Change Conwol approvals as identified in
the Implementation Plan;

k. Inform the State Project Manager and siaff of‘nny urgent issues if and
when they arise;
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Provide the State completed Project Deliverables and obtain sign-off
from the State’s Project Mansager,

Manage handoff to the Contrg:tor operational siaff;

Manage Transition Services as needed.

2.3, Contractor’'s Team Analysis

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:

8
b.

- B n

Construct and confirm application test case scenarios;

Produce application configuration definitions and configure "the
epplications;

Conduct testing of the configured application;
Produce functional Specifications for extensions; and
Assist the State in execution of the State's Acceptnt\we Test;

Conduct follow-up rmeetings to obtain feedback, results, and
concurrence/approval from the State;

Assist with the comection of configuration problems identified during
System, Acceplance Testing; and

Assist with the transition to production.

2.4. Contractor's Team Tasks

The Contractor teamn shall assume the following Lasks:

b.

Development and Review of functional and technical- Specification to
determine that they are at an appropniate level of detail and quality; and

Development and Documentation of instaltation procedures.

STATE ROLES AND RESPONSIBILITIES

The following State resources have been identified for the Project. The time demands on the
individual State leam members will vary depending on the phase and specific tasks of the
Implementation. The demands on the Subject Maiter Experts’ time will vary based on the need
determined by the State Leads and the phase of the Implementation.
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1.

32

State Project Manager

The State Project Manager shill 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 tasks assigned to State staff, 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 identifiéd 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 Menager in the development of a detailed .

Work Plan;

¢ 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 1o the Project;

¢.  Identify and secure access to additional State end-user staff as needed 1o
support specific areas of knowledge if and when required to perform
certain Implementation tasks;

f.  Communicate issues, to State management as necessary 'lo 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 siaff during Transition Services as needed.
State Subject Matter Expert(s) (SME)
The role of the State SME is 10 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;

8.  Bethe key user and contact for their Agency or Department; )

b. . Attend Project Team training and acquire in-depth funciional hiowlcdge
of the relevant applications;
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c
d
e
1.
4
h

Assist in validating and documenting user requirements, as needed;
Assist in mapping business requirements;

Assist in constructing test scripts and Data;

Assist in Acceptance Testing;

Attend Project meetings when requested; and s

Assist in training end users in the use of the Contractor’s Software
Solution and the business processes the application supports.

3.). State Technical Lead and Architect

The State’s Technical Lead and Architect reports to the Staie’s Project Manager and is
responsible for teading and managing the State’stechnical tasks. Respaonsibilities include:

Attend technical treining as necessary to suppan the Project;

Assist the State and the Contractor's Team Project Managers to establish
the detailed Work Plan;

Manage the day-to-day activities of the State’s technical resources
assigned to the Project;

Work with State IT management to obtain State technical resources in
accordance with the Work Plan;

Work in partnership with the Contractor and lead the State technical
staff's efforts in documenting the technical operational procedures and
processes for the Project. This is a Contractor Deliverable and it will be
expected that the Contractor will lead the overall effort with support and

~assistance from the State; and

Represent the technical efforts of the State at Project meetings upon
.request..

34. State Testing Administrator

The State's Testing Administrator will coordinate the State's testing efforts,
Responsibilities include:

Coordinating the development of System, performance, and Acceptance
Test plans;

Coordinating System, performance, and Acceptance Tests;
Chairing test Review meetings;

Coordinating the State's team and externa! third parties involvement in
lesting;
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e.  Ensuring that proposed process changes are considered by process
owners;

i

€. Establish priorities of Deficiencics requiring resolution; and
g  Tracking Deficiencies through resolution.
SOFTWARE APPLICATION - Not Applicable (N/A)

Software Applications are not within-the scope of this Contract,

CONVERSIONS - Not Applicable (N/A)

Conversions are not within the scope of this Contract..

6. CONVERSION TESTING RESPONSIBILITIES - Not Applicnblcl (N/A)
Conversion Testing is not within the scope of this Contract.

. 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 the scope of this Contract.

PRELIMINARY WORK PLAN

The following table provides the preliminary agreed upon Work Plan for the Contract.

Phase I Task l Description Duration

Phase I Project Initiation & Preparation 8 days .

includes review, confirmation, and
documentation of’

Overall Project Plan
Project Kickoff Ptiorities and timelines 6 days
Success criteria
Key stakeholders
Project roles & responsibilities
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Assumptions & constraints
Project Communication Plan
Risk Management strategy
Change Order process
Issues & risk logs

Project
Communication
.| Plan

Controls:

Weekly status meetings

Risk log

Issues monitoring

Issue resolution meetings

Review of required Customer
[T preparation activities

Change Requests

Evaluation and reporting of
Change impacts on timeline, budget, etc.

Ongoing refinement of Project
Plan as necessary

Ongoing

Phase li: Configuration

25 days

Requirements
Review

Includes:

Solution configuration and
business process determination and
documentation

Identification of ail required
interfaces

Completion of required
Customer [T preparation activities

5 days

Sotution Design

Includes:

Technical Specifications
documented for interface(s) (if 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:
tnstallation of Qmatic

Managed Services environment

45 days
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Configuration of spplication
and integration test environments as
needed

tnitial baseline “saniry testing

Connectivity tcsti_ng_

Phase IIt: Deployment

52 days

implementation
Aclivities

Includes:
Verification Production
environmen
. Verify each branch (site) in
Production environment

Performed in
landem with
initial site
rollouts

Site

.1 rollowt

Per site, rollout includes:
Verification of site
configuration

Site testing
Site Instaliation sign-ofT
User training (if needed)

Installation of any required
hardware (if needed)

® sites a day

.| Phase 1V:

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)

Phase V:
Acceptance

includes:
Completion of Project sign-ofT

(may include exceptions)

Provision of any outstanding
deliverables 3 )

Completion of Project sign-off
{without exceptions)

Handover from Qmatic Project
Team to Qmatic Support

5 days

(milestone)

Post-
Acceplance

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:

LICENSE GRANT

1.1. COTS — Aonual License — Subject to the upfront payment of initial and

aonual reaewal license fees:

The Contractor hereby grants to the Siate a worldwide, perpetual, irrevocable, non-
exclusive, non-wansferable, limited License 1o use the Software and its associated
Documentation, subject to the terms of thé Contract. The State may allow its agents and
Contractors to sccess and use the Software, and in such event, the State shall first oblain
wriften agreement from such agents and Contractors that each shall abide by the terms
and conditions set forth herein.

SOFTWARE TITLE

Title, right, and interest (including all ownership and intellectual property rights) in the Software
provided under this agreement, and its associated documentation, shall remain with the Contractor.

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, Contraclor 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 Documentstion and one (1) electronic version in Microsofi Word and PDF formsat. The

"State shall have the right 1o copy the Softwere and its associsted Documentation within its

possession for its intemal business needs. To the extent that the State does not have possession of
the Software, Contractor shell provide a reasonable number of copies of the Software and
associated Documentation upon request. The State agrees to include copyright and proprietary
notices provided to the State by the Contractor on such copies.

'RESTRICTIONS

Except as otherwise permitted under the Contract, the State agrees not to:
2. Remove or modify any program markings or any notice of the Contrector’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

¢ Ceuse or permit reverse engineering, disassembly or recompilation of the programs.
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VIRUSES

The Contractor shall provide Software that is free of viruses, destructive progremming, and
mechanisms designed to disrupt the performance of the Software in accordance with the
Specifications. As a part of its intemal development process, Contractor will use reasonable
efforts to test the Software for Viruses.

AUDIT

|

Upon forty-five (45) days writien notice, the Contractor may audit the State’s use of the programs
ot 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 State's reasonable costs incurred in coopersting with the audit.
Notwithstanding the foregoing, the Contractor's audit rights are subject to applicable State and
federal laws and regulations.

SOFTWARE NON-INFRINGEMENT

Contractor warrants that it has good title to, or the right to allow the Siate 10 use all Services,
equipment, and Software, including any all component parts thereof such as third party Software
ot programs that may be embedded inthe SoRware (“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 mnsappropmtc a lrade
secret of any third-party.

The Warranty of non-infringement shall be an on-going and perpetual obligation that shall susvive
termination of the Contract. In the event that someone makes & claim agsinst the State that any
contrected 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 Contraclor in writing, no! later than 30 days.after the State receives
actual written notice of such claim;

b. Gives the Contractor contro! of the defense and any settlement negotiations; and

¢. Gives the Contractor the information, au:honty. and assistance reasonably needed to
defend against or settle the claim. .

Notwithstanding the foregoing, the State's counsel may participate in any claim 10 the extent the
State secks 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 nan-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 alf fees the State has paid the Contractor
under the Contract. The Contractor will not indemnify the Siate if the State alters the contracted
resources without the Contracilor's consent or uses it outside the scope of use identified in the
Contractor's User Documentation or if the Siate uses a version of the contracted works which has
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been superseded, if the infringement claim could have been svoided by using an unaitered 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 funished by the
Contractor. The Contractor will not indemnify 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 Contracior's consent,

8. CONTROL OF ALL COMPONENT ELEMENTS

- Contractor acknowledges and agrees that it is responsible for maintaining all Licenses or
permissions to use 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
Software acquired by the State directly or through third-parties whtch may be integrated with the
Contrector’s.Deliverables.

9. CUSTOM SOURCE CODE

Should any custom source code be developed, Contractor shall provide the State 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 cusiom developed sofiware.

10. SOFTWARE ESCROW - Not Applicable (N/A)

Software Escrow is not within scope of this Contract.

Remainder of this page intentionally left blank



DEPARTMENT OF MOTOR VEHICLES
QMATIC ORCHESTRA 7 SCHEDULER
DOS - 2020-100

PART 3 - INFORMATION TECHNOLOGY EXHIBITS
EXHIBIT K - WARRANTY & WARRANTY SERVICES

WARRANTIES

1.1

1.2

1.3

1.4.

System

The Contractor warrants that the System will operale to conform to the Specifications,
terms, and requirements of the Contract,

Software

The Contractor wasrants that the Software, including but not limited to the.individual
modules or functions fumished under the Coniract, 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, shal) be: '

a. the comection of program errors that cause breach of the wamranty, or if the
Contractor cannot substantially correct such breach in 2 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 peid for the program license; or

b. the re-performance of the deficient Services; or

¢. if the Contractor cannot substantially correct a breach in a commercmlly
reasonable manner, the State may end the relevant Services and recaver the fees
paid to the Contractor for the deficient Services. '

Nop-Infringemeat

The Contractor warrants that it has good title 1o, or the right to aliow the State to use, all
Services, equipment, and Sofiwere (*Material™) provided under this Contract, and that
such Services, equipment, and Software do not violate or inftinge any patent, trademark,
copyright, irade name or other intellectual property rights or mlsapprupnatc a trede secret
of any third party. s

Viruses; Destructive Programming

The Contractor warrants that the SoRware shall not contsinjany viruses, destructive
programming, or mechanisms designed to disrupt the pcrformance 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 upgreded System Sofiware
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 performance 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, excepl for the warmanty for non-infringement, which shall remain in effect in
indefinitely. : _

Remainder of this page intentionally left biank
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1. TRAINING SERVICES

The Contractor shall provide the following Training Services.

Omatic Trpining Plan

Required Skills for Participation In Trainiog

e Counter and Reception siaff will require very basic IT skills in order to use the Qmatic software,
commensurate with the skills required to opcratc standard computer software such as Mncrosoh
Word and Intemmet Explorer.

e Manggerial users will require very little extra skill, although an understanding of spreadsheets is
desirable for reporting functions.

* T 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 Qmatic
Training Portal website,

Course Curriculum Development

e The curricutum for a system with standard functionality & configuration is alrendy tried and
tested and found to be effeclive and comprehensive.

e Non-standard system curricula are developed through close collaboration between agency and
Qmatic training/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 Qmatic
software product.

Scope of Planoed Training
Receplion ond Counter Staff
» System overview — briefly leam 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 — leam how this afTects siatistical reports.
»  Jssue virtual tickets — Jeam Lhe Reception role’s functions of adding notes and a customer’s name
to a virtual ticket.
s Call & transfer virtual tickets — learn the Counter role's basic functions 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
locetions.
¢ Provide notes for secondary service providers — learn how (o provide colleagues with pertinent
customer information before transferring a ticket into another queue.
s  Add Marks/Delivered Services/Outcomes — learn how 1o add extra information to transactions for
statistica) purposes.

Managers

s System overview — Jeamn the system’s basic architecture.
» Data capture - learn which poirits 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 siaff members with log-in credentials and manage their
system permissions. ! -

e Interpret management screens — learn how 10 monitor live customer and staff activity and manage
customer flow.

s  Genernte and interpret reports — access and understand the historical data captured by the Qmatic
system.

s Schedule reports to be emeiled to specific recipients.
Maintain and troubleshoot — learn basic preventive maintenance techniques to safeguard Qmatic
hardware and simple procedures for diagnasing and remedying problems.

ddministrators

s System overview — leamn the system's architecture.

o  Add users and assign roles — provide new staff members with log-in credentials and manage their ™
system permissions.

e Manage the media display - in-depth view of the Surface Editor and optional Context Markeling
modules.

s  Manage Marks/Delivered Services/Outcomes - learn how to add or disable entries which counter
workers use to provide exiea statistical information.

* Create & edit profiles - learn how to create profiles which diclate the calling of customers for

. service.

Edit Counter functionality — enable or disable key Counter madule functions.
Maintain and troubleshoot — learn advanced preventive maintenance techniques to safeguard the
Qmatic hardware and software and procedures for diagnosing and remedying problems.

All documentation will be made available to the State of New Hampshire at the Qmatic Training Porta)
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 Carporation Quote May 13, 2020 is hereby incorporated and reference as fully set forth
herein.
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1. CERTIFICATES AND ATTACHMENTS
Exhibit H Requirements - Attachment |
Contractor's Certificate of Good Standing
Contractor’s Certificate of Vote/Authority
Contractor’s Certificate of Insurance

apoe
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Attachment 1: Projéct Requirements

- State Requirements Vendor
Req 8 ] Requirement Description l Criticaftty Vcndwlnpom-l D'Ihurymlﬂudl Comments
8l.1  |Qmatic Managed Services shall install and host the solution for the State M Yes Standard This has been proposed N
81.1 |Existing State Qmatic system shatl be upgraded to Orchestra 7 M Yes Standard This has been proposed
Qmatic shall provide setup services required for OMY HQ and substations to o F
81.3 successhully use . M Yes Standard Omatic will provide
Omatk shall provide configuration services to conflure the State solutlon with L
i . (Y] 4 { :
a4 multipte locatians and Qmatic queding sol es Standard Omatic will provide
T ten 7 - "
- Cmatic shall provide training to State staff inchading but not Emited to OM - Yes Standard Number of hours is defined in the
staff and IT staff rice proposal
With an Annual Maintenance fees,
: the DMV will receive SW licenses
81L& |Qmatk solution shafl inctude maintenance and upgrades (Y] Yes Standard for upgrades at no cost.
Professional Services fees may
apply.
637 |Qmatk solution shall manage atl certificates related to the sofution ™M Yes Standard matic.Compliesiwnththiy
requirement
With the annual maintenance, HW
will be troubleshoated, repaired,
or replaced a3 needed. Back up
81.8 tic sotution shall includte hardware back M Not P
ams " e v o ot Propasing hardware stosed onsite would be
purchased by the DMV at their
discretion. Z
821 |Customers shahl be permitted 10 setect date and time for service M Yes Standard T;ﬁ“;’“““"’ functionality of the
82.2 Self service public web-based booking Interface shall support two factor o Yes Standard This is standard functionzlity of the
authentication . system.
In shall Bmi 3 44 § f i i
82.3 Setf service public web-based booking Interface . permit Bmiting muttiple = Yes Standard This is standard functionality of the
bookings N tystem.
824 [Shall include Stalf Astisted bocking interface M Yes Standard TresHEtendh gl inction Rty d L

system,

BUSINESS REQUIREMENTS
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axrs

"X

Shail support future & same-cay appointments

Yes

Same day appointments are
support, but subject to availability.
H alt appointments are booked for
3 day in advance, a same dyy
Jppointment may not be available.
However, if the DMV reserves
some appointment blocks for the
Staft assisted booking interface,
stafl may be able to book 2 same
day appointment if available.

825

Shatl support both enterprise & local scheduting control .

Yes

Standard

This is standard functionality of the
system.

B2.7

Shall integrate with Customer Notification module

Yes

Standard

This is standard functionality of the
system.

82.8

System shall support booking thresholds

Yes

Standard

[This ks standard functionafity of the
system.

8311

System shall support eMail and/orSMS direct communication to customers

Yes

Standard

Emall communication is limited to
appointment confirmation only.
The system can send up 9 text
messages to each customer.

System shall permit the State to set expectations with customer betore arrval

Yes

s

Standard

This can be done through texted or
emailed appointment conflemation
ind texted reminders.

Svitem shall permit the State to share Information for a successtul visit

Yes

Standard

This can be done through texted or
ematled appointment confirmation
and texted reminders.

System shall prompt for timely arrival

Yes

Standard

The OMV will set the intervats for
appointment reminders via text
message. le 24 hours and 1 hour
from the appointment tirmne,

815

System shall keep customers Informed white they wait

Yes

Standard

[The OMV may send up to 2
position alerts while customers

wait.

BUSINESS REQUIREMENTS




Attachment 1: Project Requirements

[The DMV has the ability tosend a
text message when & service is

to thelr eppointment time as possible

836 }System shall permit the State to connect with customers after thelr visit Yes. Standard complete. However, our survey
tool has not been proposed, and is
E . "
not in scope of this project.
This ionali th
84.1 |System shill permit State to configure communications to customers Yes Standard w::“sundard functi iy ofithe
E : h
s Notification type shall include two-factor authentication to book an Yes Standard This is standard funlionality of the
appointment system. B
ST ‘ T
84.3 [Notidation type shall include appointment confirmation Yes Standard :::;;“.ndard unctianality(gf the
— - =
84.4 |Notidation type shall include appointment reminder 1 day prior Yes Standard :::;“‘M"d unctionalitydtithe
B4.5 |Notidatign type shall indude appointment reminder 1 hour prior Yes Standard ﬁ:::undard fontionslity, ofithe
- Notidation type shall include arvivat ticket atert / queue entry with ticket y Standard This is standard functionality of the
" |number when the customer arrivet e n system,
- : 3 . T m
Sari Noticiation type shall include ticket position aierts while the customer is Yes Standard This is standard functionality of the
walting system.
84.8 |Notidation type shall inchude titket call slert when the customer i3 called Yes Standard ::::ns“nd'rd functionalivyolthe
849 |Notidation type shall inchude visit end aten Yes Standard ;‘::h’“"d"d kunctionalitycfithe
Our survey too! has not been
quoted. If the DMV has their own
84.10 |Notidation type shallinclude ability 10 prompt customer 1o take a survey No Not Proposing electronic survey, you may embed
' 3 link to that survey in your visit
. |end message alert.
assd waik in customers shall be seemiessly blended with appointment customers Yes Standard This is standard functionality of the
" | without mamual intervention . ? system,
" " : "
85.2 Appointment customers thall be sutomatically pfhrltl:e_d and called as dose Yes Standard This is standard functionality of the

system,

e BUSINESS REQUIREMENTS
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System shall suppon self service check In

Future

. [texted to them in the appointment

Qmatic has not proposed self
service kiosks. Customers will check
in with DMV staff. Qmatic has
recently developed 3 way that
customers can self check in with
eir phones by dicking 3 link

confirmation. This is a new feature
nd will be ready for deployment
in the coming weeks.

85.4

System shall support Impromptts vlslis

Standard

*Yes® response assumes that
by impromptu, you mean walk in
customers.,

System shafl support late arrivals

Standard

e DMV can set the threshold of
how late or how early a customer
may check in.

BUSINESS REQUIREMENTS



Attachment 1: Project Reguirements

State Requirements Vendor
Vendor Delivery
Comments
Req b Requirerem Oescrigtion Criticallvy Res ¢ Method :
- Abllity to access data using open suandards access protocol (please specify " Yes Standard Qmatic insights enable users to
" |supported versions in the comments fletd). visually see their data.
Data is available in commonly used format over which no entity has exchusive

0 controd, with the exception of National or International standards. Data ls notj ~ Yes Standard Data is stored in 2 sq) database

subject to any copyright, patent. trademark or orhter trade secret regulation,
Web-based compatible and in conformance with the following w3C ’
M heres to t.

ALl standards: HTMLS, CS5 2.1, XML 1.1 Yes Standard |Orchestra a wac standardyg
Verify the identity or authenticate a1l of the system dient appiications before - We apply the Principle of Least
allowing use of the system to prevent access to Inappropriate of confidentiad Privilege (PoLP) user, or programs
data or services. u A 2 " h

- M Yes Standard | m stb.eabeto ccess only the

information and resources that are
necessary for its legitimate
; purpose.
Verify the Identity antt suthenticate all of the system’s human users beforel Orchestra uses 3 Roles based
. allowing them to use &ts capabilities to prevent access to inappropriate off " 5 STandard system for user access. Users must
. es andar
[confidential data or services. | thave one or several Roles to be
able to use the sgtem.

A2.3 |Enforce unique wser names. M Yes Standard H 1

Lomolee urornarre eizh m -

Enforce comptex pIswords for Administrator Accounts In accordance witk Passward complexity is

DoiT's statewide User Account ond Possword Policy configurable; the default policy

' ’ specifies a minimum of 8

A2.4 M Yes Standard
characters, with 3 mix of lower and
‘ uppercase characters and
numbers.

* TR - APPUCATION



Attachment 1: Project Regquirements

fremnants of the prior session should then remain.

Vendor Oelivery
Req # fiEsal np iy Response Method
Enforce the use of complex passwords for general users using capital lerters, Password complexity is
numbers and special characters in accordanice with DolT's statewide User configurable; the default policy
Account and Password Policy. : ; inimum of
A2.S . ™ Yes Standard specifies.d mml‘mu ofé
: characters, with 3 mix of lower and
uppercase characters and
numbers.
Encrypt passwords in transmission and at rest within the database. Orchestra files and data at rest can
be encrypted using 256-bit
5 ™ Y,
ALE € Standard Advanced Encryption Standard
{AES)
Establish ability t0 expire passwords after a definite period of time In Orchestra 7 supports force logout
accordance with DoiT's statewlide User Account and Password Policy tor inactive user as well a3
A2.7 M Yes Standard | automatic deactivation of inactive
accounts. The parameters are
configurable.
Provide the ability to limit the number of people that can grant or change QOrchestra uses a Rotes based
autharizations system for user access. Users must
A28 M ¥ S ¢
e Mandand have ane or several Roles to be
e o= abte to use the system.
Estabiish ability to enforce session timeouts during periods of Inactivity. Orchestra 7 supports force logout
0 for inactive user as well as
A29 M Yes Standard | avtomatic deactivation of inactive
accounts. The parameters are
configurable.
L] i i i
A2.10 "ll:::’::lkation shall not stove authentication credentials or sensitive data in - Yes Standard Qmatic complies
allattempted accesses that fall identification, authentication and it login will if
o Log ‘ pt ; . Yes Standard Audit login will need to. be add i
authorization requirements. not already provided in quote
The application shall log 2l activities to a central server to prevent parties (o
A2.12 [application transactions from denying that they have taken place. M Yes Standard Audit login required
A2.13 [All logs must be kept for (XX- days, weels, or months) M Yes Standard Qmatic Complies
Il ! . N
AZ.14 [The appfication must allow a human user to explicitly terminate a session. No ~ Yes Standard Qmatic complies

TR - APPLICATION




Artachment ): Project Requirements

Vendor Dellvery
Req# Requirement Description Criticality Res Commenty
ALAS Do not use 5aftware and System Services for anvth!n;lomer than they are % Yes Standard Qmatic olles
designed for. .
The appfication Oata shall be protected from unauthorized use when at rest Orchestra files and data at rest can
be encrypted ysing 256-bit
r M
A6 ves Standand Advanced Encryption Standard
: {AES)
Wi The aapﬂatbf: sha.ll keep any sensitive 0a1a or communications private from o Yes Standard Qmatic complies
unauthorited individuals and programs.
A2.18 Subsequent application enhancements or upgrades shall not remove or > Yes Standard Qmatic Complies
deﬂde security requirements
A2.19 |Utilize change management documentation and procedures M Yes Standard lease refer to Project Management
Web Services : The service provider shall use Web services exciusively to .
A0 interface with the State’s data (n near real time when possibie. M Y Standard Biessejreterito ng d-

TR - APPUCATION



Stats Reguirements Ve nelor
114 components of the Software shall be reviewed and tested to orsurd Yes Stamtsrd W o such wertfication in our
Orotea the SaiTe's web ske wd &3 retted Ovta axsets. ~ Rl O
Mwﬂuﬂdhw:’mwd Seaaty texting b bullt In o our
resthng, a1 approgriate. Tests shad ocus on the technical, Managed pordelio
T2 boe and plvyuicad security controls thit Kive bren designed l'ﬂ Standard maﬁuruﬂn::-
the Systemn architetture In ordeT tD provicie the M essary and data. Infrastructury s AWS
, Wategrity sl avatabiBey. V)
Provide evidersy That suppors the fact that  idemitfication .
Authentication Lesting hes bren mrcently  sccomplihed; 1y Chyratic comphresive appication
n3 information stxxd Choa# parties azempting o g oo res Standard | cenetration testing e
system o spplication for security purposes and the vatidstion of usen arthentication testing,
M,
oot o A Controk, tupoovt the sgerveent of permittions We @ test 00 es contml within
Ta loggiry onto a comganer or network o Gut sGhution snd netunady ozl
sevwers hosting our tobstion
[ regutary. -
[Tent for encryption; supports the encoding of dats for ooy, ol s cested anet werified inour
TLS louposns. snd for the abilty to scom the data In 8 dexrypeed forma Yo Sowetard | nortrt suctins of dhe soltware wnd
trom oot L i I petretrathon tet.
est the (nrusion Oetection; rupports the detection of legl entrancy Wy g0 regicter login sttempts ard
im0 8 computer system login continousiy in our
spoiicavion. We stio have the
_porasiry t fock down sotesy to
i specific rrterck ANgES e We
ne v Standzrd o g0 monkor changss made n
tha sppiication. The safe goo bor
the hesting essvironment which ts
only proesyatdy by our service
o .
; [Tes1 the VeriNcation festure; supports the confirmation of ssthority 1o Cynatic commphresive application
71.7 |enter 2 computer system, appiication or netwonk [res Stariyed penetrEtion testing incdude
" suthesmication testing.
[Text the Uior Manazgerem featwre, wpports the sdminbkstration o W o have SAMLY2 suppon lor
Tid lcormgaster, appication snd network sccounts within sn organtzation. e : lient who Wl 0 U3 iederated
ihentity managernent and
M stherrication




mﬂmw

Test Aole/Priviege Managtment: lupoorts the granting of sbilfUes

Prodhaction with & spreilt titing ervironment.

users or proups of wsers of 8 compster. apDBCTION or rIrtwork rauve role based sucortzton
ns es y Irrrrascrh and this b part of o
secure dewriopme st puidelines.
dictated by ow [SO-77001 cerl
Test Muxih Trall Capturs st Aniysly; tapport: the kentificrilon pert of our Lecure developmen
T1.10 | monitoring of sctivithes within an SocCRIon o syitemn [Tes Searvtard guidefings dicrated by ouv 50-
27001 cere
st lmpust Vafitytion: endures the spplcation B protected from 031t of cur secure devdlopment
T . croas-she soipting, S Wnjection, and unsuthortted actiss Tu Staniard euidefings dictated by our 50-
e directodies on the erver. 17001 cevr
For web spplications, cnaure the agpiicadon hat been tested and wit work hard to keep o with new
herdencd to prevers otaal sppiicetion sy frws. | A1 minkmum, exploits and velrarabiities - thy
T.1.11 {the appiication thael te bexivd sgabmt al Naws outBned In the Open Tes, Standard [ rwchades OWASP Top Ten prdd this i,
Web Apofiigation Securitly Project (DWASF) Top Ten 30 pan of o 150-27001
{ Perere owaip orgfirdes. phpdOWASP_Top Ten Project)) cerhfiextion ¢omeiment.
Provide the SUte with welidation of Ird party securlty reviews,
L:'nanndmmmmmmmm. The ntvigw
inchate 3 comtination of wuinevzbiity scanning, peretrition
P fteating, seatic anaiyss of the towrce COdE. and Expert (ode Arviews re Sandand, Qrratic wi comply
(piease 1oecily proposed methadolngy in the cormments Nield).
Prios 1o the Syttem being moved into produttion. the Verior thad
71.1¢ {provide resuis of a4 securty testing to e Department of tnformetion |- Yes Standgrg | TSR0 Arovide o tomour
L txte) service security L.
[ gv tor review s .
This ts provided by the
Implemenuation projea team for
any outtorn developrment dore.
s Yo Sandard [ The core appication b rmraged by
w-mmmmbmm ol AT it /
e Wicatiors o O Lher Acceprance Ten Ernvironmenn to the mainttngnce process and b not
Prochaction €nvironment. . project spectf,
_ W ¢0 test our Loftwary in rmarty
The Veraion st test the softwine snd the System wiing sn bukatry mlmm
T2} |rtandard end Stste spproved testing mecodology 1 mors hally fres Stanetprd to
described in Section 1000L seneuscionenc: ot st mtat
rmythocds are stre approwed - 5
theve » Gk ?,
we ¢O streas Lesting on ey
1 mmmmm:ummwmqu T s A 1ofrerpre regutany snd we can
Rutty descriteed bn Sexction X008, provicde docurnevation ke part of
. vt
sthough in 8 hestedaohstion e
anMWMMWMMMB_wﬁ = Pr— et pros0st ere i b s serice

proviced by m.




[Thee verwdor et define and test dhiasier recowery procedunes.,

A}

Swadyrd

We Pawve 8 defined process bor
U recovery which we bt
and improve regutary. We vie
sevvices which has concepts
arcurd this bullt in to kmprove
efficency gnd refizbidry.




: State Requirements Vendor
Aeqd Requirement Oescription Criticatity Vendor Respome DeSwery Method Cammenn
M1 3 [Vendor thall provide an ANSYTIA-942 Tier 3 Data Center or equivalent. Atler 3 M Yes Standard We utilize Amaron Web
data center requires 1] Muftiple independent distribution paths serving the IT Services for Qur service
lequipmeny, 7) Al IT equipment must be duzi-powered and fully compatible with delivery which works in
the topology of lme‘sudmect_:n and 3Concurrentiy malntainabile site Blignment with the Tier 3
infrastructure with expected avallabily of 99.33I% tevel
1.2 Vendor shall maintain 3 secure hoiting environment providing all necessary (%] [Yes Sandard Qmatic complies
hardware, software, and Internet bandwidth to manage the appiication and
JUPPOn viers with permission based loging.
HL) The Data Center must be physically secured - restricted access to the dlie to M IYes Starndard managed by AWS. More
| persoane! with controls such a3 blomeuic, badge, and others securtty solutions. mformation here:
tcldﬂ for granting acoess rmust be In place and followed. Acorss thafl only be ttps:f/aei.amaron.comfco
ranted to those with a need to perform tasks In the Data Center. pliance/data-
center/controls/
P14 [Vendor shall Insialt and update all server patches, vpdates, and other utilities M IYes Sandard service window needs 10 be
fwithin 60 days of releese from the menviachurer, eftned in the
mplementation project
rm.s vendor 1hafl monitor System, security, and application logs. L I\ [T Standard atic is offering Orchestra
2pphication "as-3-ervice”.
rdrastructure is lull maneged
) Qratic
15 [vendor shatl manage the shaning of 03ta resonarces. M fres Standard P-nult s offering Orchestra
lappl cation “a3-a-service®,
mfrastructure b hully
managed by Qmatic
3. Y [Vendor shall mansge dally backup, off-site data storage, and nestore operations. M [Yes Standard
H1.8 [The vendor thall monior physical hardware. ™ Stardard
JPK] Remote acoess shall be customized to the State’s business apaiication, in Instances M INo |Orchestra is being provided
the State requires acoess to the apphication or server relources not In the to the customer As-a-Service
F the Vendor shall provide remate desitop connection to the server through ’
secure protocols such 33 3 Vintual Private Network [VPN).
HLLD Vendor thall repost any breach In security In conformance with State of MM [ ] [ves Standard this |s pant of our 1SO-27001
[RSA 359-C:70. Ay person engaged In trade or commerce that by subbect to RSA ' land GDPR processes as well.
<3, | shall also notily the regutator which has primary regulstory sutharity | s
t such trade or commerce. All other persans shall notify the New Hampshice
atiorney generat’s oflice.




H21 Vendor shall have documvented disaster recovery plans that address the recovery Ye1 Sandard we have 3 standard plan but
of lost State dats 51 well 83 their own. Systemns shall be architecred to meet the in It some parts i3 project
defined recovery needs. specific so this 13 »

responsibility of the project
10 complete.

Hl.2 The diester cecowvery plan shall idenitly 3 ppropriate methods for procuring [Yes Standard this is part of the service
»acUonal hardware in the event of a component fatlure. in most instances, AWS provides
systerns shafl offer a levet of redundancy so the loss of 3 drive or power supply wtl
not be suffictent to terminate services howevey, theie falted components will have
to be reptaced. i

23 Vendor shall xihere (o 8 defined ¥nd documented back-up schedule and Yes Standard 11 proposed. Gmatic
procedure. Crthestra apphcation is being]
oHered “as-a-sevvice™,
infrastructure s fully
managed by Qmatic

H2.4 Back-up cophes of dats are made for the purpose of fackitating » restore of the Yes Standard If proposed. Qmatic

data in the event of data toss or Systemn {alhre. Orchestra application i
offered “as-a-service”.
infrastructure by fuflly
maraged by Qmatic

H1.5 Schecuted backups of 2l tervers must be compisted regularty, The minimum Yes Standlard If proposed. Omatic
scceptable requency s dflerential backup daily, and compiete Backup weelly. Orchestra apphcation is being]

offered "ar--service”.
|infrastructure is fully
managed by Qmatic

H2.6 Tapes or other back-up media tapes must be secwrely iransierred from the site to No | Mot Proposing
snother stture KCiton to svold compiete dath koss with the toss of a faciity.

H2.} D3t recowery ~ In the event that recovery bach to the tast backup is not suffiden Yes Standard 'The frequency or RPO
to recower State Data, the Vendor shall employ the vie of databaze fogs in addition ) {Recovery Point Objective}
10 backup media In the restoration of the database(s) (o aflund » much closer o needs to be defined by the
reaktirne recowery. To do this, logs musil be m:m.-d ol the volume contsining the roject. Then the service
dltlhi‘l with » Inequency to match the business needs. team can configure the

’ services o sccomodate
this..This would need to be
identified before contracts.
There b5 additional cost.

I'S) [The Yendor shall employ security mestures ensure that the State’s applicaiion snd Yes Standard Omatic Onchestra application
F ' data by protected. ) is being offered “as-»-
service”, infrastructure and
security is fully managed by
Qenatic




H1l 1 State data I3 hosted on musttiple servers, data exchanges between and among Yes {Standard Qmatic Orchestra application

SErVETS Mus e encvRed. is being offered “as-2-
service”. infrastructure and
security I3 fully managed by
ianni: )

133 Al servers and devices Must hirve curentiy-supported and hardened openting Yes Standard Qmatic Orchestra application
systems, the bitest antbvisal, anti-hacker, and-1pam, ant-ipyware, and ant- s being offered “as-»
malware uiiiittes. The enwironment, 81 2 whote, shall have aggressive intrusion- service”. infrastructure and
detection and Nrewall proteciion, security ts hully mwpd by

Qmatic

3. All components of the infrastruciure thall be reviewed and (ested to enswre they Yes - Standard we employ third party
protect the Stnte’s hardware, software, and it retsted data assen. Tests chaft security experts to audit our
focus on the technical, admidnistrative and physical security controls that have setups requdary.
been designed into the Systemn architecture in order to provide conflidentiality,
integrity and svaitabliity.

His The vendor shafl ensure Its complete cooperation with the State’s Chiel Yes Standard |Qmatk will comply
information Dficer in the detection of iy security vuinerability of the hosting i o
Infrastructure,

|H3-6  |™he vendor shall authorize the Staie 10 perfonm scheduled and random security Yes Standard Testing must be scheduied
audits, inchuding vinerabifity xisesiments, of the Vendor” hasting tnfrastructure and may incur a service fee.
and/or the sppIkIton LOON rEQUE.

jar All servers and devicrs martt hive event logging enabled. Logs must be protecied] Yes Standard Qmatic Ovchestsa #ppication
with accets Urnlted to only authorized adminisirators. Logs shall incudsy lis being cffered "as-»-
System, Application, Web ynd Database ops. service”. infrastrocture and

security s fully managed by
Qrnatic

H18 Operating Systera (03) and Databases (D8] thall be bt and hardend In Yes Standard Our 1ecure development
accondance with pudetines set forth by OIS, NIST or NSA poticy and services /

* components are selected
based on such requirements

Hie Tha vendar shafl notify the State's Projer) Manager of sny security breaches ves Qmatic will comply
within two (1) hours of the tme that the Yendor kearns of thelr ocourrence.

HL10  |The vender sthall be solely Uable for costs snxociated with any bresch of State data Yes Standard Usbility Umits not to exceed
housed at ther locationts) Inchuding but Aot Bmited t notfication and any 10% of the contract vatue
damages asessed by the counts.

WAL |The Vendors Sytem sipport snd Matntenance thall commente wpon the EHective] Yes Standard Qmatic will camply
Date and extend through the end of the Contract term, and any extensions N
thereod, . '




support stafl between the howrs of A:30am (0 $:00pm- Mondyy through Friday
16T )

The vendor shall maintais the hardware and Softwire in accordance with the yes Standard contract needs to afign with
spediiications. terms, and requirements of the Contracy, Inchuding providing, that we do not do custom
upgrades and flxes a3 required. . ve rlons of our service for
specific clients and changes
. “Twill tollow the standard
lrelease schedule of the
service. Customitations and
addtions on top of the core
service can have 3 differenmt
release schedule.
| k) The vendor shall repair or replace the hardware or woltware, or any portion [Yes Standard comracl needs 10 afign with
thereol. 10 that the System operstes in accordance with the Spectfications, terms, that we do not do custom
and requirements of the Contract. werstons of our service for
speciit dients and changes
wil foflow the standard
release schedute of the
service, Customizations and
20ditions on top of thecore
service can have a differem
retease schedute.
He.4 AD haroware and softwire components of the Vendor hosting infrastructure shall [Yes Standard Qmatke complies
be fully supported by thelr respective manufscturers st all times. AS criticsd
patches lor operating systems, databases, web services, erc. shall be opplied
within sizty {60] days of retease by the¥r respective manufacturers.
.5 The State shalt have unlimited 2ccets, via phone or Emall, to the Vendor technical Yes Stanard Refer to your Omatic Care

agreemem




|+ae

The Vendor shall conlorm to the specific defichency class s1dercribed: 0 Orss

Yes Standerd |Reter to your @matic Care
A Defictency - Saftware - Criticat, does not silow Systern to operate, no work agreement
[around, demands immedlate sction; Written Documentation - missing significant
portions of information or unintelligible to State; Mon Saftware - Services were
inadequate and require re-performance of the Service,
© a8 Defictency - Software - Impocrtant, does not 320p operation end/or
there i » work around and vser caa perforen tashs; Written Documentation -
portions of nformation are missing but not encugh to mate the document
uninteligibie. Non Software - Services were deficient, require reworling, tha do
not require re-performance of the Service,
© Qass € Oefidency - Software - minimad, cosmeti in nature, minkmal effec on
Syitem, ow pricfity and/or user can vie System; Written Oocumentation -
minimal changes requined and of minor editing Aature; Noa Software - Servioes
requite only minor reworking snd do not require re-performance of the Service.
w7 As part of the raimenance agreement, ongoing support furs thall be responded Yes Standard Qmatic Hetp Desk hours are
to scrording to the foliowing: M-£, 7:00 am - 9:00 pm. On
lPIBAm-NMN shall have avaitabie to the State on-call call support Is avatlztile atter
|tetephone assistance. with issue tracking avaflable to the State, eight (83 howrs per hours and on weskends.
day and (we (3} days 3 week with an emall / telephone response within two () Qmatlc meets or exceeds the
hanchem or the Vendar shall provide support on-site or with remote
dwmmwlt)mm‘dam SLAs for each of the defined
umua:cm-mmnuunwhmwmdmm [Class Defctencies.
chering regulss busines howrs snd the Yendor shall resoond bedk wAtn fowr [4)
hours of notification of ptasned correciive sction: The Vendar shal) repair o
replace Software, and provide maintenance of te Software in accordence with
the Specifications, Terma and Requirements of the Contract;

4.8 The hasting serwer for the State shal be avattable twenty-fowr (24) hours a day, 7 Yes Standard Cimatic complies
days 3 week except for during scheduled maintenance.

[reas A reguiarly scheduied mainlenance window shatl be identified [such s weebly, Yo3 Standard Qmatic Orchestra application
monthly, or guarterly} 8t which tiene 81l relevant server patches and appitcation is being offered “as-a-
upgraces shal be applied,  _ service”. Infrastructre and

security b fullty managed by
Qmatk
. 10 1! The Vendcs i3 unabie {0 meet the Uptirme requirement, The Vendor shall credk Yes Swandard Qmatic will comply
$tate’s account In an dmovnt based upon the lollowing Tormula: (Tots! Codtract .
fiem Price/1ES) » Mumber of Days Contract ftem Not Provided. The State must
request this credit inwriting.

ot TMVmcurMmameounbrmﬂutbnmﬂumud Yes Standard we have a swpport process
change requests 3 well 11 oritical oosges. lwhich Inchxdes this atso

AL A oftic) outage will be designated when s business functhon cannot be met by 3 Yes Standard Refér to your Qmatic Care
noaperfosming apolication and there ts 80 work 1round to the prodiem. agreement




The Vendor shafl matintain a record of the activities retated to repalr or

|maintenance activities performed for the State and shall report quarterty on the

loflowing: Server up-time: Al change requests implementtd, Inchuding cperating

systemn patches: All critical outages reported Including sctua! Lasue snd resolution;

Mumber of defidencies reporTed by ciass with Inftlal re1ponss time a1 well 35 time
to dose.

Yes

[Yes, provided on request

Vendor wil glve two-business days prior notification Lo the Stare Project

jManager of af) changey/updates and provide the State with training due to the

vpgrades snd changes.

Yes -

Standard

# service window is agreed
}»pon In advarce.




Antachment 1: Project Requirements

Doosmentation that are generally offered to ks austomers, st no 2
1

i;:uu maimenince reltrirs wiztrd hextionsihy releasss, preches,
518

State Requiremenn Vendor
Reqs Reguirement Dercriptian ctvamy | Y | oetivery Mathod Comments
Rezponm
Vendor's Syrtem rupport and main e shal ¢ ® upon
1) [Efective Date and extend throeegh the end of the Comtract term, and ] Yes Standard Qmatic Complies
jextensions therend,
Matiain the hardware and Software \n acrordance with the. Specifiant
$1.1 [terma and requirements af the Contract, induding praviding, upgrades ™~ Yes Standard Qmatk Complies
flaes a3 reguined.
Rrpakr Software, or any porticn thereof, 5o that the Synem operates iy
51.3  paccordance with the Spedfications, terms, and regquirements of Uve Contract. 7] Yes Standard Qmate Complies
[The State shatl hawe unttmied 2ccess, vis ghone or Ematl to the Grnatic Help Desk hours are M
[technieal suppon stafl between Lhe howrs of 3:3am to S:00pm- Mond F, 7:00 am - $:00 pm. On cafl
s1.4 |Ihrough Friday EST; M Yes Standard  |support Is avalabie atter
. hours and on weekends.
Qmatk meets or exceeds the
Vendor resporae time for support shal conform to the specific defidency] SUAS tor each of the defined
ndewribed beiow or asapreedtoby theparties: o Class A
clency - Software - Crithcal, Sogt Aot #ikow Syitern to operste, no work Slsybeences
round, demands immediate action; Written Docurnentation - missing
pordons of information or uninteCigible to State; Non Software -
were instdequate end require reperformance of the Service.  ©
13 B'Defickency - Software - important, does nol 310p operaUon and/or )
515 [here s 3 work pround and user can perform tasks; Written Documentation - M Yes Standard
ona of ntormation are missing but not encugh to make the document
efigitie; Mon Software - Services were deficent. require reworking, but
0 nat require re-performance of the Service. o Clasy C Deficency -
Software - mininl, coymetic in nature, trnal effect on Sy , lowr
priority andjor user can use System; Written Documemation - minvimat
changit required and of minor editing nature; Non Scftware - Services
require only minor reworking and do not require re-performance of the
Service.
[The Vendor shatl make avafable 0 the State the bDtest program updates)
-~ Ye4 Standard Qmatic Complies

- TR - SUPPORT & MAINTENANCE



Attachment 1: Project Requirements

Requiremeny bummlw

Criticaltty

R porom

it maintenance Services aitty, The Vendor shall ensure the |
ormation will be collected and maintained: 1) nature of the Deficiency:
urrent status of the Defickency; 3} action plana, dates, and times; 4] expect
and actual completion tkme; 5) Deficiency resolution Information, 6] Resoh g
. 7} tdenttfying aumber Le. work order number, 8) tssue identlied by;

Yes

Sandard

Ch;uti: Complies

L8

The vendor must work with the State to identity and troutikeshoot potentia iy
large-scaie System fallures or Deficenches by cofecting the |
Information: 1] mean lime between reported Deficizndes with the Software [ ]
1) dagnoshs of the root cavie of the problem; and 3} identification of repea
calls or repet Soltware problerms. —

Yes

Standard

Qrmatic Complles

319

part of the Software malntssnce agprrement, ongoing softwa
Imatntenante and support isiues, shall be responded to according to
following or as asgreed to by the panties: ». Gats A Deflidencies -
vendor shaDl hawe avallable 1o the Sate on-call tekephone s3shtance, wit

Peediatons. Terms and Requivements of the Contract;, or 83 »

ts3ue Lracking avallabie to the State. eight (8] hours per dary and five [5) days

with an emall / teiephone responte within two {2) hours of request;
the vendor thall provide upPon on-slie or with remote dlagnottic Se
within lour (¢) butingis hours of a request; b. G213 8 & C Oeficie
The Suate shafl notlfy the Vendor of such Deficencies during regula
busineis hours and the Vendor shall respord back within four [4) hours
notification of planeed cowrective action; The vender shall repalr or rep
Software, and provide maintenance of the Software In accordance with th

between the parties

Yes

Standard

Omatic Complies

51.10

[The Vendor thall use 3 change management policy for notification o
of change requests a1 well 13 oloc outages.

5111

Yes

Standard

QOmatik Compiies

A oritical cutage will be designated when 3 busingss function cannot be med
by 3 nonperforming application and there s no work sround (0 the problem,

Yet

Standard

In the evert of a service
ovtage within a data center,
Gmatic will work to restore

the service based on 3 service
request. When the Customer
opens a restore ticket with
the Service desk, the
pplication iy restored to the
most recent backup,

TR - SUPPORT & MAINTENANCE




Attachmem 1: Project Requirements

Reg ¥ Requirernem Desotption Criticallty .Deflvary Method Corvrents
Vendor thall maintain a record of the ativities related to repatr .
maintenance sctivities performred for the State and shal) report quarterly o*
he loflowing: All change requests implermented; AN critical outages reported 4 i
s ng sctual Hiue and resolution; Mumber of deficencies reported b'.J M Fes s 9 et Con
£its with Initial response tirme 23 weel] 23 Lhme 10 close
hosting server for the State shall be available twenty-four (24) hours Q C
L ) 2 week for durtng scheduled malntenance. M [Yes Standard e phtes
vendor will guide the State with povsibie sotutions (o rescive IS ©
r s maintain 2 fuy functioning hosted System. 1 - Yes Standard bmate Comphes
regubrly scheduled maintenante window shafl be KientUed (such
weekly, monchly, o qUaneriyl at which tme all relevant server patclves an SEpaniciwininoatly) s tae of
pplication upgrades shall be applied. the date and time for these
S1.18 - ~ service and maintenance
x windorws in resonable time
Yes Stand prior to each cocasion.
Vendor will ghe two-busingis days prior notification to the State Profect]
$1.18 of sl crongrifupdates and provide the State with training due o] (¥ Qmatic Complles
he u and B Yes Suandard
hardware and 1oftware components of the Vendor hosting Infrastnuct
be tully supported Dy their retpective manudacturers a1 all times,
$L17 el patches for operating systerns, ditabases, webd services, etc, shell M Qmatic Complies
within sixty |&0) davs of release by their respective mamudacturers,
Yes Standard
T Vendor thall provide the State with » persong! secure FTP te to be ~
) the State for upnading and downiaading flies I applicatie. No et Proposing

TR - SUPPORT & MAINTEMANCE




Attachment 1: Project Requirements

State Requirements’ Vendor
Vendor Deltvery .
ts
Req® Requirement Description Criticallty R Commen
o Vendor shaf) participate In an Inidal kick-off meeting to Initiate the Project. ™ Yes Standard will be ded
P1.2 [Vendor shall provide Project Statf as specified in the RFP. M Yes Standard Wil be provided
Vendor shall submit a finalized Work Plan within ten {10) days after Contract
award and approval by Governor and Council. The Work Plan shall include, . .
FL3  |without limitation, a detailed description of the Schedle, tasks, Deliverables, M Yes Standard Will be provided
critical events, task dépendencies, and payment Schedule. The plan shail be P
updated no less than <every (wo weeks.>
Vendor shall provide detalled <bi-weekly or monthiy> status reports on the.
f14  [progress of the Project, which wil Include expenses incurred year to date. M Yes Standard Will be provided
Al user, technical, and System Documentation as well a3 Project Schedules,
- plans, status reports, and correspondence myst be maintained x project o Yes Svandard Wwill be provided via: Word, MS
’ documentation. [Define how- WORD format- on-Line, in a common Gbrary or Projecy, PDF
on paper)

TR - PROJIECT MANAGEMENT




State of New Hampshire
Department of State

CERTIFICATE OF AUTHORITY OF
Q-MATIC CORPORATION

The Sccrowary of Siate of the Suate of New Hampshire hereby cenifics that an Application orQ-h.dATlC CORPORATION for a
Centificote of Authority to transact business in this Swuie, duly signed punuant © the provisions of the New lHampshire Business
Corporation Act, has been receivad in this ofTice.

ACCORDINGLY the undersigned, by virtue of the autharnity vestcd in him by few, hereby issucs this Canificalc of Authority 0 Q-
MATIC CORPORATION 10 transact business in this Siate under the name of Q-MATIC CORPORATSON, end aitaches
hercto a copy of the Application for such Centificate.

Business 1D: 843974

IN TESTIMONY WHERLOF,

I hereto set my hand and cause o be aflixed
the Scat of the State of New Hampshire,
this 10th doy of Juse A.D. 2020.

Gir o
William M. Gardner
Sccreiary of Swc




Certificate of Yote

L _Jeff Green, bereby certify that 1 am duly elected Clerk/Secretary/Officer of Qmatic Corporation.
U 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 June 16, 2020,

a1 which a quorum of the Directors/sharcholders were present and voting.
YOTED: That Margaret Fevricre is duly authorized to enter into contracts or agreements on behalf
of Qmatic Corporstion with the State of New Hampshire and any of Qmatic's agencies or
deparuments and furﬁtcr is authorized to execule any documents which may in his’her judgment be
desirable or necessary to effect the purpose of this vote.
I bereby certify that said vote has not been amended or repealed and remains in full force and
cffect as of the date of the contract to which this certificate is attached. This authority remainsl
valid for thirty (30) days from the date of this Corporate Resolution. | further'certify that it is..
understood -thal 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 autho'rity to
bind the corporation. To the extent that there are any limits on the authority of any listed individual
o b_ind the co;poration in contracts with the State of New Hamp;h_irc. 8]l such limitations are

expressly stated herein. K

DATED: _June 16, 2020 ATTEST:

Je H.{Gr'ecn
CEOQ, Qmatic Corporation
COO0, Qmatic AB



ACORD CERTIFICATE OF LIABILITY INSURANCE —

08/10/2020

THIS CERTIFICATE [9 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), AUTKORILZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLODER.

[T THBGRYARY: 1 the certificats holder Is &n AGDITIONAL INSURED, the pollcy(les] must have ADDITIONAL INSURED provialons or be endorssd.

it SUBROGATION 1S WAIVED. subject to the terms and condlitions of the pelicy, certaln policles may require an sndor t. A ataternent on
this centifcats don not confer rights to the certificate holdar in lHeu of such sndorsement(s).
PROOUCER ' %"E’ Automatic Dsta ﬁwmlm’qm%
Autornatic Oets Procsssing insure nce Agency, Ine. w 1-800-524.7024 [M
t Adp Bouleverd UBURER(S) AFFORDOIG COVEAAGS e 1
Rosstand NJ Or088 MEUREA 4 : MEDSY And Camuity irmurence Cortpmmy Of Nartions B e
BeSURED Q-Matkc Corp MIURER @ :
INBURER G :
2800 Comevarcs Awg Bidg 1100 £1 | INSURER D ;
. DIBURIR N :
Duan GA 3008 "Mli
COVERAGES CERTIFICATE NUMBER: 1356108 REVISION NUMBER;
THIS 1S EO CERTIFY THAT THE POLICES OF INSURANCE LISTED BELOW HAVE BEEH 1SSUED TO THE INSURED MAMED FOR POLICY PERXOD

INDICATED. NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WMICH THIS
CERTIFICATE MAY BE {SSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN 1S SUBJECT TO ALL THE TERMS.
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LBAITS SHOWM MAY HAVE BEEN REDUCED BY PAID CLAIMS.

AR _TYPe or siausanca AR soucy mreser o [

COMMERTIAL CENERAL LIABILITY . EACH OCOURRENCE

_Joumsaor [Jocam | PREIE) (B4 poocmpron)
- MED LXP (Any ang poreon)
- PERSOMAL & ADV INJURY
| OB, AGGRIGATE Lawrt APwLIES FER: " | aoenas aogrEoaTE
|| !'O&IC*D':?' Dl.oc PRACIOUC TS - COMMOP A00

ANy AUTO SO0 Y INJURY (Far parecn)”

z

-
D .
o, [ o0 R o
[FFERTY Dy L

| lancsomy AUTOS O Y | (P porigwen)
[ [unsntiia wa OCCUR : EACH OCCURRINGS

| axcuns van CLAMSMADE AGGREGATE

oeo | | nevewons
WORILAS COMPLNEATION KA
2D ERPLOTERT UALLITY o . 505550
A g:ammm wial N | TEWBGGIS191 010172020 | 010172021 P EACH LBt

(rtmmary & ) £L (XSPATE . EAgumovER s 1.000.000
DEPER IO OF OPERATIONS bekee EL OSEASE . pOLICY Uiy | 4 1,000,000

DESCAPTION OF OFAATIONS / LOCATIONS | VEMICLER (ACORD 1Y, Aditany Ramerts lehaduie, may by sftached i mare spass o required)

CERTIFICATE NOLDER CANCELLATION
G SHQULD ANY OF THE ADOVE DEBCRIBED POLICISES O CANCELLED BEFORE
Sigin of NH Depsrimeni of informotion Technotogy stin: THE EXPIRATION DATE THEREOF, NOTICE wiLL OF DELIVERED In
Depastment of Wotor Vehicles. ACCORDANCE WITH THE POLICY PROVISIONS,
£ Hfuﬂ AUTHORIED RIPRE MINTATIVE
Concord NH 03301 ﬂ(j\k
L

© 1988-2013 ACORD CORPORATION. All nghts reserved.
ACORD 13 (201803} The ACORD name and logo are registered marks of ACORD
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@ CERTIFICATE OF LIABILITY INSURANCE triaczm

NGy CERTIRCATE 3 BIUED A A MATTER OF INFORMATION OKLY AND CONFERS NG RIONTS UPON THE CERTIFICATE MOLDER TS
CEANACATE OOES WOT AFRRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED OBY THE POLCIES
SELOW. T3 CERTVICATE OF INSURANCE DOES NOT CONITITUTE A CONTRACT GETWEEIN THE [ISBUNG INSURER(E), AUTHORIED
REPREBENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER

IMPORTANT: 11 (ha cortOcssy holder i3 s ADOITIOMAL INSUREQ, tw poiiciies) mumt have ADCITIONAL INBURED poviaions o bs  endorsed,

# BUEROGATION (3 WAIVED, svbject 0 e Wrme ond canfilions of Dw policy, cortsin pollcies may rmuire on endores A s L
mhm&mhmmgnnnmﬂh&hunmummgﬁm; -
Lmr
Aon Risk Services South, [nz, "
3;15" s 2";“‘ e (B66) 203-7112 [ IO may (800) J62-0208
Lenox Road 1000 .,
Suite 1700
Atlants GA 30326 vSa ~1
SOURERTY) APORING COVIRACR K §
BT & X, Insurance americs Inc 24554
tic Corporation —ga &
§7% arackinridge alvd, Suite 100
ouluth Ga JOOSE USa LA 63
[T 1 i
LA b
- LT - [}
COVERAQER CERTIFICATE MUMBDER: $70082293502 REVISION NUMDER:

THIS 13 TO, CERTIFY THAT TME POLICEES OF MNSURANCE LISTED BELOW MAVE OFEM ISIUED TO THE INSURED KAMED ADODVE FOR THE POUICY PEROD
WDRCAYED, NOTWITHSTAMDING AMNY RECUMEMENT, TERM OR CONDIMION OF AMY CONTRALT OR OTWMER OOCUMENT Wit RESPECT TO wiilH THIS
CERTIFICATE MAY BE (SSUED OR WAY FERTAIN, THE INSURANCE AFFORDED BY TE POLICIES DERCRIBED WEREDM 3 SUBJECT TO ALL THE TERMA,

CERTIFICATE HOLOER CANCELLATION
WERAS sy OF TWE abovi GENCUECY FOLERS B CANCIULD ELFORE Tl LEMAANON
DATE TWERCOP, NOTICR WAL B O wehs et OLICY
stace of mn VTGS AEFELIR TS TR

Depsrement of Information Techaology
Atta: Ospartoant of motor vehicles

E.’m'c‘:i:"..'ﬁ'iim vsa I JZ- %( ymdw ..c-/awd( ./?;
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