STATE OF TEXAS

§ o S
§ KNOW ALL MEN BY THESE PRESENTS:

COUNTY OF FORT BEND &

THIS AGREEMENT is mads and entered into by and between FORT BEND COUNTY, a body

corperat@s and politic undar the laws of the State of Texas, hersinafter “County” and the law firm of

LINEBARGER GOGGAN BLAIR & SAMPSON, LLP, hersinafter referred fo as "Contractor.” This
Agreement supersedes and is in the place of any and all prior agresments for tax collection services
entered by and bétween the parties.

1.01

1.02

1.03

1.04

1.06

SECTION|
SERVICES PROVIDED BY CONTRACTOR

County enters into this Agreement with Contractorto énforce by suit or otherwise the collection
of texes, penalties and interest acerued an those taxes, owing fo County and all other taxing
jurisdictionswhose taxes are collected by Coniractor.

Taxes shall become subject to this Agreement upon the following dates, whichever first ocours:
{(A)  OnFebruary 1 ofthe year in which the taxes become dslinquent if a previously filed fax
, suit is-then pénding against the property subject to the tax, _ N
(B)  On the date any lawsuit is filed with respect fo the recovery of the tax if the tax is
' delinguent.and is required to be included in the suit pursuantto the TEXAS PROPERTY
, TAX CODE § 33.42(a);
(G}  Onthedate of filing any application for taxwarrant where recovery of the taxor estimated
‘1ax is sought and where the filing of an application for taxwarrant by the Contractoris at
the request of County’s Tax Assessor-Collector,
(I} Onthe date offiling any claimin baﬁkruptcy where recovery of the taxis sought;

{E)  Inthe caseof delinquent tangible personal property, on the 60th day after the February

1 delinquency date; or

(F)  Onduly 1 ofthe yearin which the texes become delingquent.

Contractor shall notify the County Tax Assessor-Colleclor of any errors, double assessments or

other discrepancles coming under its observation during the progress of the work, and shall

intervene on behalf of the County in all suits FOR taxes hereafter filed by any taxing unit on
property located within its corporale limits.

Pursuanttothe Appraisal and Collection Technelogies; LLC ("ACT" Hosting Service Agreement

{'SysiemAgreement’}, which is attached hereto as Exhibit Aand is hereby incorporated heren,

Contracter agrees to grant to County s non-exclusive, non-assignable license o the ACT

Systemand County acecepts such license, subjectto the terms sel out in the System Agrement

and as may be amended. The terms ang restrictions of the System Agreement get forth the

relative responsibilities of the Conlractor, ACT and the Gounty.

Contractor shall provide County with the following for the duration of this Agreement:

A the ACT system and services as described in the System Agreementwhich is attached
hetato as Exhibit A at no cost to County. The ACT system shall include the software
modules and hardware configuration set outin the Host Servicing Agreement, attached
as Exhibit A, which sets forth the relative responsibilities of Coritractor and County for
any data conversion, installation, consolidations, and the terms and restrictions of the.
licensing and maintenance agreement.

one (1) ful-ime employes to work in the Counly Tax Assessor-Collector's Office atno
costio County;

C. when requested by the County Tax Assessor-Collector, one (1) part-time smplovee o
work in the County's Tax Office at no cost to County;
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1.06

2.01

2.02

3.01
3.02

3.03
3.04
3.08

3.06

D. up to three (3) full-time femporary employees to work In the Tax Assessor-Collector's
Gffice during the current tax collection season. Thenumber of erployees andthe dale
gf their employment will be directed by the Countly Tax Assessor-Collector at no costto

ounty.

County shall allow the County Tax Assessor-Collector to approve all employeées provided fo

Gounty under this Agreament. Contractorshall remove any employee providedto County under-

this Agreement immediately upon notice from the County Tax Assessor-Collector and shall

replace the removed employes within five (5) business days.

| ~ SECTIONI |
CONTRACTOR'S COMPENSATION

County agress o pay to Confractor as compensation for the services required hereunderas
foliows:

A fifteen percant (15%) of the amount of all 2000 and prior year taxes, penalties and
interest subjeci to the terms of this Agreement as set forth in Section 1.02 abows,
collected and paid to the County Tax Assessor-Collector during the ferm of this
Agreement; and

B. twenty percent {20%) of the amount of all 2001 and subsequent year taxes, penaliies
ané interest subjedct to the terms of this Agreement as set forth in Section 1.02 above,
collected and paid fo the County Tax Assessor-Collector during the term of this
Agraemﬂnt
Compensation to Contractor shall be pald monthly upon the approval of the County Tax
Agsessor-Collactor

SECTION i
TERM AND TERMINATION

“This Agresmientshall commence on January 1, 2021 and shallterinate on December 31, 2025,

This Agreement shall not autornaticaily renew. Any renewal shall be subject 1o express viiritién

agreement of the partles,

County may terminate this Agreement by providing thirty (30) daysadvance notice of tefmination

in writing to Coritractor.

In the event of such termination by County, Contractor shall be entitled to receive and retain alf
wompensation due up to the date of said termination.

Cantmf:mr shali be allotted an amount of time not to exceed six (8) months following termination

of this Agreement to prosesute all pending lawsuits, judgrments and banlduptcy claime filed prior

thereto "Wrap-Up Period™).

Upori termination, Contractor shall continue to provide the ACT system and services provided

under thig Agmament at ne cost to County for the perlod of time allotted in Section 3.05 for the

Wrap-Up Period. Af the expiration of the Wrap-Up Period, Contractor will continue to provide

County the ACT systern and sérvices if an agreement with muiually agreed upoh terms has

bean negotiated and enterad into between the County and ACT.

SECTIONNV
SERVICES PROVIDED BY COUNTY

In.those casds Where collection of taxes is enforced by suit, County agrees to furnish Contractor the
name, identily, and location of necessary parties, togetherwith the legal descriptions of the property on
which thie taxes are due. Contractor shall, however, advance all charges and expenses on behalf of
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County, which are incurred in procuring such information. Any recovery of such epenses by Counly
undar TEXAS PROPERTY TAX CODE § 33.48shall be paid to Contractor within thirty (30) days of

coflection.
SECTION V
INSURANCE
501 Prior to commencement of the Services and for the duration of the term of this Agresment,

5.02

5:03
504

5.05

8.01

6.02

Contractor shallkeepin full force and effect @ policy of general liability insurance ofnot less than
$1,000,000.00 for each claim aggregate, which shall be approved by the Fori Bend County Risk
Managemant Department pnﬁr to purchase. The policy shall contain a clause that the insurer
will not cancel or change the Insurance without first giving County ten ( 10} days prior written
notice.  The insuragnce shall be In a company acceptable fo the Fort Bend County Risk
Managemeant Department, and a capy ofthe policy or certification of insurance shallbe delivered

to the Fort Bend Counly Risk Management Department 2s soon &s available. Crims insurance

shail include covarage for crirvies by Contractor employees.

Contractor shall maintain Emplovee Dishonesty and, when applicable, Inside/Oulside Money &
Securities coverages for County-owned property ifi the care, custody and control of the
Contractor. Covsrage limits shail rot b@ less than $1,000,000. The policy shall include as loss
payees Fort Bend Gounty:

Professional Liability Insurance with limits not less than $1,000,000.

County shall be named as additional insured to all required coverage with the éxception of
professional ability. All Liablitty policies including Workers' Compensation vritien on behalf of
Gontractor shall contain a waiver of subrogation in faver of County.

if required chverage s wiitten on a claims-made basis, Contractor warranis that any
retroactive dale applicable to coverage underthe pe ir;y precedesthe effective defe ofthe
contract; and that continusus Soverage will be maintained or an extended discovery period wil
be exarcised for a period of 2 years beginning from the time that work under ths Agreement is
completed,

. SECTIONW
INTELLECTUAL PROPERTY RIGHTS

County recognizes and acknowledges that Contractor owns all right, title and interest in cerlain

propristary software that Contractor may utilize in conjunction with performing the services
‘provided in this Agreemient. Counly agressand hereby grants to Contractor therightto useand

incorporate any information provided by County ("County Information”) to update the databesss
in this proprietary software, and notwithstanding that Counly Information has been or shall be
used to update the databases in this proprietary software, County shall have no rights or
ownership whatsoever it and (o the softwars or the data montamad therain, except that County

shall be entitied to oblain a copy of such data that directly relales to Geunty s atcounts at any

fime.

Contracior agrees that it will ot share or disclose any specific confidential County Information
with any othar company, individual, organization or agency, without the prior wiitteh consent of
the County, except as may be raqulred by law or where such information is otherwise publicly
avallable: Contractor shall have the right to use County information for internal analysis,
purposes of improving the proprietary software and daiabase, and to generale aggregale data
and statistics that may inherently contain County Information. These aggregate statistics are
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7.01

7.02

8.01

8.02

8.03

B.04

8.05

owned solely by Contractor and will generally be used internally, but may be shared with
Contractor's affiliates, partners or other third parties for purposes of improving Contractor’s
software and services.

SECTION Vi
COsT3

County and Contractor recognize that publication costs for citations and notices of sale and tile
abstract costs will be incurred in the process of providing the litigation services contemplated in
this Agreement. All such costs shall be billed to the County, in care of the Contragtor, and
Contractor will advance the payment of such ¢osts on behalfof County. Upon recovery of such
costs from the defendants or from the tax sale of defendants’ property, Contractor shall be
reimbursed forthe advance payment. Alternatively, Contractor may arrange with the vendor or
agency providing the service that actual payment of the costs of services is wholly contingent
upor recovery of such costs by the County or Contractor fronithe defendants or from the tax
sale of defendants’ properly. In such contingerit arrangements, the County has no responsibilty
or liability for payment or advancement of any costs, other than forwarding to the vendor or
service provider any costamounts received from defendarits or from the tax sale of defendants’
properiy.

County acknowledges that Contracior may provide services, such as title research, with its own
employees or with other entities or individuals who may be affiliated with Contractor; however,
any charges for such services will be reasonable and consistent with the same services if
obtainad froma third party. Upon the recovery ofsuch costs, the County shall (a) pay Contracter
for any such costs which have been advanced by Gontractor ar performed by Gontractor, and
(b} pay any third party agency or vendor owed for perfoming such services.

SECGTION Vil
INDEMNIFICATION

CONTRAGTOR SHALL INDEMNIFY, DEFEND AND HOLD COUNTY HARMLESS FROM
EACH AND EVERY CLAIM, DEMAND, SUIT, ACTION, PROCEEDING, LIEN OR JUDGMENT
IMNCLUDING REASONABLE ATTORNEYS FEES, CAUBED BY OR ARISING OUT OF,
DIRECTLY OR INDIRECTLY, OR IN CONNECTION WITH THE ACTS AND OMISBIONS OF
CONTRACTOR, ITS AGENTS, SERVANTS OR EMPLOYEES PURSUANT TO THIS
AGREEMENT,

Contractor shall imely reportall such matters fo County and shall, uponthe receipt of any such
claim, demand, sult, action, proceeding, tier or judgment, no iaterihan the fifteenth day of each
month, provide &aunty with a written report on easch such matter covered by this paragraph and
by Section 8.03 below, setting forth the slatus of each matter, the schedule or planned
proceadings with respect to each matter and the cooperation or assistance, if any, of County
required by Contractor in the defense of each matter..

County shall timsly forward to Contractor copies of any and all claims, demands, suits, actions,
proceedings or judgments which it may receive and which it may contend is cavered by this
section. Thereafter, County shall fully cooperate with Confractorin its defense of each such
rnatter.

Contractor's duly to defend, indemnify and hold County harmises shall be absolute. It shall not
abate or end by reason of the expiration or termination of this Agreement unless otherwise

-agreed by County in wiiting. The provisions of thig section shall survive the termination of the

Agresmentand shall remain In full force and effect with respect fo all such matters no matier

whern they arise, _ _

in the avent of any dispute between the parties as to whether a claim, demand, suit, action,

procaading, lien or judgment appears to have been caused by or appears to have arisen out of

or in sonnaction with acts or omissions of Contractor, Contractor shall nevertheless fully defeng
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8.06

8,07

8.08

8.08

8.10
8.11

8.12

8.01

8.02
9.03

such claim, demand, sult, action, procesding, lien or judgment undil and unless there is a
determination by a court of competent jurisdiction that the acts or omissions of Contractor are
not at issué in the matter.

in the event that any such matter baing so defended by Contractor alse involves-any claim of
negligence or wrongful action by County, County shallhave the right to participatein the defense
of the matter through separate counsel, such separate counsel shall be paid for by Gontractor.

Contractor shall have full authority to resolve all matters being defended by it providing such
settlement(s) shall not involve any findings adverse to County and shall not involve or require
any payments or contributionsby Gounty.

I the svent of any final judicial determination or award of any matter covered by this section,

County shall be responsible to third parties, pro rata, for any negligence determined to have
been caused by County. Couniy neither waives nor reianumh% any immunity or defense on
behalf of iself, its officers, employees, and agents as a result of it exacution of this Agreement
and parformance of the covenants contained herein. ‘

Contractor's indemnification shall cover, and Contractor shall indermnify County, in the manner
provided for and to the exent described above, In the event County is found to have been
negligent for having selacted Contractor to performthe work described in this Agreement.

The provision by Contractor of insurance shali not limit the liability of Contractor under this
Agreament.

Contractor shall cause all contractors and consultants who many have a contract to perform
services under this Agraemant to agree to indemnify County and to hold County harmless fom
all claims for bodily injury and properly damage that may arise from said sub-contractor or
congulent's ag}eratsoﬂﬁ Such pmwsions may arise from said sub-contractor or consultants
operations. Such provisions shall be in a form satisfactory to County,

Countyshallbe exemptfrom, and in no way liables for, any sums of monsy which may represent
@ deductible in any insurance policy. The paymentof ded uctibles shall bethe sole responsibilty
of Contractor providing such insurance.

SECTION IX
NOTICE

Any notice required to be given under the provisions of this Agreement shall be in writing and
shall be-duly served when it shall have been deposited, enclosed in a wrapper with the proper
postage prepaid thereon, and duly registered or c@r&ﬂed returh receipt requested, ina United
States Post Office, addressed 1o the Gountyor Cantractor at the address set forth below:

¥ mailed, any notice or communication shall be deamad to be received three {3) days after the
date of deposit in the United States Mail, _ .

ugdes*" 5 otherwise provided in this Agreement, all notices shall be dalivered to the following
addresses;

A: Fto Contractor:

Linebarger Goggan Blair & Sampson, LLP
512 South Seventh Strest
Richmond, Texas 77469

B. If to County, notice must bie seni to Fort Bend County and Fort Bend County Tax
Assessor-Uollecton

Fort Bend County
County Judge

401 Jackscm Street
Richmond, Texds 77460
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Fort Bend County TexAssessor-Collscior
1317 Eugene Heimann Circle
Richmond, Texas 77468

9.04  Either party may designate a different address by giving the other party ten (10) days of writien
notice.

SECTIONX
PUBLIC CONTACT

Contact with the news mediz, citizens of Fort Bend County or governiviental agencies shall be the sole
responsibility of Countty. Under no circumstances, whatsosver, shall Contractor release any material
or information developed in the performance of its sefvices hereunder without the express written
permission of County, except where required to do so by law.

SECTION X
MODIFICATIONS

This instrument contains the entire Agreement betwean the parties relating to the rights heréin granted
and obfigations herein assumed. Any previous contacts and/or agreements betwean the parties are
superseded by this Agresment. [ there is a conflict between this' Agresment and any previous
agreement or contract, the provisions of this Agreement shall prevaill. Any oral or written
representiations or mndtf‘ cations congerning this instrurnent shall be of no-force and effect except a
subsequent written modification signed by all parfies hersto.

SECTION
MISCELLANEOUS

12.01 By entering intp this Agreemsnt, the parties do not intend to tregte any obligations, express or
implied, other than those specifically set out in this Agreemsnt,

12.02 Nothing in this Agreement shall create any rights or obligations in any party who is not a

‘ signatory to this Agresment.
12,03 This Agreement is exenipt from conpetitive hfddmg pursuant to Chizipter 262, TEXAS LOCAL
, GOVERNMENT CODE,

12.04 Contrastar agrees and understands that: by law, the Fort Bend County Attorney’s Office may
‘only advise or approve contracts or legal documents on behalf of its clients; the Fort Bend
County Altorney's Office does not advise or approve a contract or other fegal document on
behalf of any other party not its dlient; the Fort Bend County Aftorney’s Office has reviewed this
document solely from the legal perspective of its client; the approval of this document by the
Fort Bend County Aﬁomey & Office was offered solely to beneill its client; Contraclorand ofher
parties should not rely on this approval and should seek réview and approval by their own

) respective legal counsel,

12.05 This Agreement is not assignable, provxded however, Dontractor may, from time<to-time, oblain
co-counsel of subconitract some of the services pmviﬁ@d for herein to ofhier lawfirms or entities.
In such cases, Contractor shall retain supervisory control and responsibility for any services
provided by such co-couhsel or subcontractors and shall be responsible to pay any
compensation due to any such co-counse] or subcontracitor,

12.06 County acknowisdges and consentsto the representation by Contractor of other taxing entities
tkga‘i may he owad taxes or other claims and be secured by the same property as the County’s
claim.

12.07 Agreement o Not Boycot lsrael Chapter 2271 Texas Governmeant Code: By signature below,
Contractor verifies that if Contractor employs fen (10) or more full-time employees and this
Agreement has & value of $100,000 or more, Contractor does not boycott lsrael and will not
boyeoott lsraal during the term of this Agreement.
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12.08 Texas Government Code Section 2251.152 Acknowledgment: By signature below, Contractor
represents pursuant to Section 2252152 of the Texas Govemment Code, that Contractor is not
listed on the website ofthe Comptroller of the State of Texas concerning the listing of companies
that are identified under Section 806.051, Section 807.051 or Section 2253.153.

12.09 BY ACCEPTANCE OF AGREEMENT, CONTRACTOR ACKNOWLEDGES THAT THE
COUNTY IS OPPOSED TO HUMAN TRAFFICKING AND THAT NO COUNTY FUNDS WILL
BE USED IN SUPPORT OF SERVICES OR ACTMITIES THAT VIOLATE HUMAN
TRAFFICKING LAWS.

SECTION Xiii
EXECUTION

This Agreement shall not become effective until executed by all parties hereto.

FORT BEND COUNTY

KP George, County Judge Date

Attest;

Laura Richard, County Clerk

/[ M\M 1116050

Carrie Surratt, TaxAssessor-Collector Date

CONTRACTOR: LINEBARGER GOGGAN
BLAIR & SAMPSON, LLP

q_:/ % /i /é/;;»;w

Charles Austin Sutton, Capital Partner Date

Attachment: Exhibit A — ACT Service & Support Level Specification Agreement

APPROVED AS TO LEGAL FORM:

Roy Cordes
County Attorney
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EXHIBIT “A”

APPRAISAL AND COLLECTION TECHNOLOGIES, L.L.C.
HOSTING SERVICE AGREEMENT

This Hosting Senice Agreement is incorporated by reference into the Agreement for Tax Collection
Senices between Linebarger Goggan Blair & Sampson, LLP (“Firm”) and Fort Bend County
(“Customer”). By execution of the Agreement for Tax Collection Senices, the Firm, Appraisal &
Collection Technologies (“ACT") and the Customer (each a “party” and collectively, the “Parties”) agree to
the terms of this Hosting Senice Agreement.

FORTBEND COUNTY
KP George, County Judge Date
Reviewed by:
= P
é‘ﬁﬁu, M /! / /e [P0
Carrie Surratt, Tax Assessor-Collector Date
Attest:

Laura Richard, County Clerk

APPRAISAL AND COLLECTION TECHNOLOGIES, L.L.C.

11/16/2020

Adrian Garza, President Date

LINEBARGER GOGGAN BLAIR & SAMPSON, LLP
/,/'7*3" “‘\ o
. ""-/V‘ et ‘ ’«—;) f
T == ™ /] ( ] 2050
“Charles A. “Chip" Sutton, Capital Partner Dat

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

- G se the Se . ACY grants Custormer a fimited non-sxclusive, non-
traﬁssferab &, worlﬂw e ﬂght anei foense tcc access anfi use the-Services for the durafion of the Term {as defingd
herein) solely forthe purposes of tay assessment and colléction by of on behalf-of Customer.  This right is subject fo
Customer's payment. of all required fees described i Schedule 1 (the “Fee Scheduld") sttachied heréto and
mcorporated herein and corpliance with #il of & obligations under this Agieement. The *Services” meens the
services provided by ACT that are described in Scheduls 2 attached herefo and incorporated herein,

1.2, Service bevels I providing #he Servives, AUT shall use cormercially reasonabie efforts to comply in
all material respucts with any servicelevels set forth in Schedule 2 ("Service Levels") ACT shall not be redponsible
for faling to meet a Service Level to the extent the fallure is caused by Custener, & tird parly or a force or cause
beyond AUTs reasonable control.

1.3, Riohts of ACT. ACT shall be free to provide Services fof others on an unfestricted basis. ACT may

subcontract any portion of the Services witheul notice, consent or any other restiction and has stle discretion in jts’

use of subcontractors and consultants, ineluding, but not Bimited o third party server hosting services,

2.1, Resfrictions. Customer shall not, and shall not permit any third party fo: (i) sublicense, resel, loass,
tranafer or assign to any third party the Bervices or ary mssociated softw are ow ned by ACT ("ACT Software™) or
-associated software owned by a third party (“Thied Paty Software™); (I} duplicate, modify or make derivative worle
‘of any ACT Softwareor Third Parly Softw are; or (i) reverse engineer, decormpile, disassemble, orfransiate any ACT
Boftw are or Third Party Boftw are. Customier has no wights o the source code of the ACT Softw are or Third Party
Sofiware. Customer fmay not gocass the Services other than as expw&sly provided by ACT pursuant to thig
Agreement. Access to the Services shall be ited by Cuslomer fo enployaes, conhtraciors, gonsyltants,
represeitative oragents of Cuslomer that are authorized by Customer 1o access and uss the Services on Customer's
behalf (“Authorized Usérs™). Custorrer shall be solely responaible forahy wubvities that vocur under its sccount
with ACT, including the sctivities of e Authorized Users,

22. Dala Rghts. Customar grants ACT g royely-free, non-exdlusie, nondransferable, worldwide right
and license to access and use In any rigdia the data, information, traderrerks and content of Customar (“Customer
Piatd™) o the exdenit ACT needs the Customer Data fo ;}rawda the Bervices, to configure the format and other tachnical
ordisplay requirements of the Services, and toianipulste and display the Custcrmr Tata fﬁrpmcessmg fransactions
on behaff of Customer.  The Serwces may be designed to coflect ransaction, connection andfor perfc}rmanw
information foruse by ACT (“Trans action information™). Al Custorar Data and Transaction nformation is and shall
reradin the sold and ekckisive propatly of Customer anc shall not be used by ACT for any purpose other than the
performence of its obligations and exercise of itg rights under e Agreement.

2.3 Privagy Policy.  Customer agrees thet ACT amd s afffietes may use any infarrmfion - Customer
srovides to ACT, including but not fvitad fo, the Customer Date and Transaction hformiafion forthe durposes ofthis
Agresment and In 8 menvier consistont With ACTs then-currentPrivacy Folicy as set forth at www actim gomw hich
frary be changed by AGT withoutnotive. Custorer agreas, however, that ACT is not responsibls for any infurmation
Custorer provides to third parfies, and that the privaoy polizles, if any, of such fhird parties wil govern the use and
disclosure of such inforimation,

2.4 Aceentable Use, Custorer shali comply, and shall cause its Authorized Users fo comply, with the
then~nurrent Ascaptable Use Folicy boated st wwwaniisnsom ss it may be madified from time to fims, 2t ACT's
sole discration without notice ("Use Policy”). ACT shall nolify Customer of any Usé Policy vidlation by Customer
and Custoier shall cure the vislation within one business day of receipt of notice of the violation. I the violation is
by an Authorized User and the violation is nol cured within this timeframe, Customer shal tenrinate that user's
accass to the Service, K Gustomer {ails fo termingle the access of any Authorized User that continias o violate the
Use Folley, ACT shall have the right to terminate this Agreement. Gustomsr shall comply with il written policies
relafed fo the Service that are published or Tessonably comemunicated by ACT and all reasonable wriden directives
provided by ACT with respect to yse of the Sarvice that are reasonably desngned by ACT o ensure efficient opetation
of the Sarvics.

2.5, Propfetery Riohte of ACT. The Services, the ACT Soltware, the Third Party Softwarveand any trads
secrels, know-how , mathodologies and processes, copyrighis, frademarks, pafents, trade secrels, and any ofther

Appreisel A Coltection Teshrclopies, LLG. (ACT) Hosting Sendcd Ag eament
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proprietary and intellectus! property rights associated with or Inherent inthe Services, the ACGT Softw aré of the Third
Party Sofiware are and shall rarmain the sule and exclusive proparty of ACT and is fhird party icensors and shall not
be used by Customer for any purpose ather than the petformance of its obligations and exercise of its rights under
this Agreament.

3. Relationshin Mansgement. ACT and Customer shall each designate a representative {a "Relations hip Manager’)
forihis Agreement, Each Party shail have the right to change its Relalionship Manager of designale an alernate by
providing written notice {0 the other Purly.

4 Fees Payment Taxes
4.1, Foes. Custover shall pay ACT the Fees setforfh in Scheduls 1.

42, Payment Uniess this Agreement o & Schedule to this Agresment specifically provides otherw ise,
Custortier shall pay all Fass within thirty (30) days of the date of involee at the address specified In Scheduls 1. Any
Feas not paid when due shall sctroe nterest at @ rate egual to the Bsaer of (it bne and ore half percent {1.5%) of
the involoed -armount per month or (if) the miaximum rate allowable under applicable law on af unpdid amounts: ¥
Customer falls to pay any Fees on a timely basis, ACT may suspend Customer's acoess to the Services unill the
outstanding payment inciuting any late charges is made In full

4.3. Erpenss Relrburdement.  Cusiomer will Feimburse ACT forall pre-approved oul-of-pocket expetiss
incurred by ACT in randering the Services, 88 specitied it the epplicable Schedule to this Agreemant.  Such exparses
ray nolude, but shall not be mited to, travel amd travel related expenses (inciuling fransporiation, lodging end
s} and costy of any tangbk ;maferia% goguired by ACT forCustorrer's bengfit, Travel ang milsage expénses
Inuurred n the performance of required Services will be compensated only whenapproved In advance by Customisr
and provided {hal expenses corply withibe current Forl Bend County Trave] Folioy,

44 Taxes. ACT racognizes that County Is a bady corfporate and polific under fhe law s of the State of
Texas and vlelme exsrrption frontall taxes. A copy of 2 tax-exenpt certificate w il be furmished upon request .

5. Gonfidentisity.

81, Non-Misclosure Oblfigations.  Except 2s:is specifically reguired or permitfed by this Agreement, nelther-
Party shal, w:theﬁut tha expmsa& pmr wiiien consent of the other Party; redistribute, market, publish, disclose or
divuige to any other person oreniity, or uge ormodify foruse, ditectly or indirectly in-any way for afiy person or enfity:
D any of the other Party’s Confidential inforimation during the Term and for three (3) years after any end W the Term;
and (i) any of the other Party's Trade Sdorets af any fime duting which such information shiall constitute & Trade
Sectet (before or afterthe end ¢fths Term). The Parties agree thet, Huring the Tarm and thereafter, each Parly will
hold Confidentiat nformation end Trade Secrefs ina filuclary capacity forffie benefit of ths other Party end shall not
(&) dirently orindiractly use, cooy, reproduce, distribute, manufacture, duplicats, reveal, report, publish, isdiose or
causé to he disclosed, of otherwise ransfer apy Confidential bdormation or Trade Seorets of the-other Parly 1o any
hird pafty, or {Nutize. Gonfldential Information or Trade Secrete Tor any purpose, excaplbs expressly contemplated
by this Agrearant of autherlzed Inwiling by theother Party. Bach Farty will imit the disclosure offhe othar Parly's
Lonfidential Tforimation and Tiade Secrels toempioyses, contraciors or agents with  nsed-o-know , shall notity is
wployess, contractors and agents of thelr confidentiafity obligations with respact to Confidential Eﬁformaﬂ:m and
Trade Seotels and shall reguiie its respeciive’ enployess, contractors and agents to comply wththese obligafions.
Each Parly shall b lisble for any breach by any employes, confractar or agent of the confidentiality obligations
corttained hersln,

5.2. Trgde Sscrels. For plrposes of this Agresmant the following terms shall have the follow ing meanings :
“Trade S8ecrais® shallmesn information (lncluding, but nol liniled 1o, confidential business information, technical or
non-teohnicst datg, forrulss, patterns, Gompllations, programs, devices, methods, technidues, draw ings, processes,
financiel dats, financial plans, product plane, lists of actual or potential cusismers or sugplmrs} that: (4) derives
economic value, aotual or potential, frém not being generally kiown o, and not belng readily sscertainable by proper
means by, other parsons whocan obtain econemic value from its disslosure of use; and (b) s the subject of sfforts
that are reasonable under the circumitancss o ralnian #s seorecy. The Parties stipulate thet the Servitdes and the
ACT Software and the Third Pardy Software gnd all nteflectudl propetly rights associated with those eme shall
gongtitule Trade Sedrels of ACT and is loengors.

63 Confidentisl Normeation.  "Gonfidentiat inform ation” shalirrean, with respect to a Party, al vaiuable,
proprigtary and confidentisl information balonging fo of pardgining tothe Party that does not constitule & Trade Ssoret
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of the Party and that is not generally known by or availlable 1o the Parly’s competifors but is generally know n only fo
the Party ard those of #s employess, coniratiors, lienis o agents to w hora such information must be confided for
Internal business purposes, Confidentisl bformetion does not include information that, (a) was in the posseasion
of, or w as rightfully known by, the recipient thereof without an obifigation to maintain its confidentiafty prior fo rec;ei;:at
fmm disclosing Farty, (b) s or becomes generally known to the public without violation. of this Agreement; or (o) is
ubtained by the recipient in good Faith from a third Parfy having fhe right to disciose 1t without an obfigation of
confidentiality.

_ 54. Requied  Dischbsure  Notwithstanding the foregeing, either Perty may disclose Confldential
Information of Trade Secrets of the other Farly in judicll or other government procesdings fo the extent that the
Party is legally corpelied. to do so, provided that the Party has nofified the other Party In writing at least ten (10} days
prior to disclosure and shall have used s best efforis tooblain, and shall heve sfforded the other Party 'a redsonable
opportunily to obtain, en eppropriate protective of similar order proviing for the confidential treatment of the
Confidentisl hiforination or Trade Seorets requlred to be disclosed.

5.5. lnunctive Relflef. Each Parly ackriowlsdges that any unauthorized disclosure or use of the ofher
Party's Trade Secrete of Donfdential Informetion would be lisly to injure the other Rarly Wreparsbly. Fuoh Party
acknow ledges that its misuse or unauthorized disclosure of the other Party’s Confidential hformation or Trade
Becrats shall eniitle the othet Pardy 1o Injunctive or other equitable relief,

ACT Heores thehy i Warranfies, AGT rajresents and warranis to Customer fhat (1) & wil
providge fha Semc% m P mnﬁar comzstentwﬂhreasanaby applicable peneral industry. standards: (i) in providing
the Servicas, itshall comply with all applicable Fadaral, stele and local iaw & and regulations (“Laws®) and shall obtain
all required permits and licemses; and (i) will update the ACT Softw are and the Servics a8 netessary to camply with
changes mandated by egislative changss # the Stale’ of Texas Froperty Tax Code and administrative direttives
igsued by the Pioparty Tax Uivislon of the Comptroller's Office for the State of Texas.

; 5 j rratiliss. Gustornsr fapresents and warrants to ACT that () the
&Asmzmz i:)aﬁa do&s nat arzd shali ot mfrmge o or violate any third party’s inteflectual property orother propristary
righis; (i} Custorer ewnsthe Customer Data or otherwise has the right to place the Customer Deta on the ACT's.
wdvagtiucture it conmastion with the Services and to view and access the Customer Data through the Services; (i)
no furiher approval, suthorization or consent of any govarnmantal or regllatory authority i required o be obtained
by in order for it @ enter io and perform its ohiigations under i Agreement, and (v} in. connection with s use
of e Bervices, & shall comply with all Law s and shall obizin &l applieable parmits and licenses,

63 Disglaimer EXCEPT AS BEXPRESSLY PROVIDED 'IN THIS' AGREEMENT, ACT MAKES NO
REPRESENTATIONS OR WARRANTIES OF ANY KIND, WHETHER EXPRESS, OR WIED INCLUDING, BUT
NOT LIMTED TO, ANY WARRANTY OF MERGCHANTABLLITY OR FITNESS FOR ANY PARTICULAR PURPOSE
OR ANY WARRANTY OF NONINFRINGEMENT BXCEPT FOR THOSE THAT REASONABLY REFLECT THE
COMMITMENTS AND ASSURANCES WMADE BY ACT THROUGH IS SERVICE AND SUPPORT LEVEL
SPECIFICATION AGREEMENT *SCHEDULE 2°. ACT DOES NOT WARRANT THAT: (s) THE SERVICES AND
ANY RELATED SOFTWARE WILL OFERATE UNINTERRUPTED, (b) SERVICE OR SOFTWARE ERRORS CAN
BE CORRECTED; OR (c) THE APFLIGATIONS CONTAINED W THE SERVICES CR SOFTWARE ARE DESIGNED
TO MEET ALL OF CUSTOMER'S BUSINESS REGQUIREMENTS.

B4, jpletnet Delays. THE SERVICES NMAY BE SUBJECT TO LIMTATIONS, DELAYS AND OTHER
PROBLEMS MNHERENT IN THE USE OF THE INTERNET AND ELECTRONIC COMMUNICATIONS. ADT 8 NOT
RESPONSIBLE FOR, AND CUSTOMER RELEASES ACT FROM, ANY DELAYS, DELWERY FALURES OR
DAMAGES RESULTING FROM SUCH PROBLEMS.

74, ACT demnity.  Subject fo Section 8, ACT shall fndermnify ‘and hoid harmisse Customer and any

afffiated entiles and thelr respestive officers, directors, pariners, enployees, sharefiolders and ageits agatnst any
damages aw arded agairet e Customer by & court of competent jurisdiction in connection witha final judgment. oF
ruling. that the Customers use of, or accessto, the Services infringes o United Biates pafent, copyright or frademark
of the third parly thal Is registersd as of ihe date ACT provides Custorver with the Services, provided, that (g)
Customer gives ACT prompt nofification i w riting of any such infringement claim specifying in reasonabie detal the
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nature and all material espects of the claim and reasonable assistance, al ACTS expense, In the defense of such
infringernent claim; and (b) ACT has the sole-authorlty to defend or settle such infringemant claim:

7.2, Indemnification Linfiefions. ACT shell heve no obligativn for any infringerent Slakn arising out of or
relating to: {a) use.of the Services other than In accordance with the ferms of this Agresment;, (b} any Third-Party
Boftware associated with the. Service; or () use of the Servicas in combination withany other herdw are, softw are or
other materials w heresbsent such combination, the Services wouki not be the subject of the infringement Glaim.

7.3 Effed of nfringement Claim.  If an'infringement elaim s asserted or, in ACT's reasonable belief, s
likely to be asserted, {a) ACT may ref;fmre Customer 10 discontinue ‘use of the Services immediately and Customier
shall cormply with such requirement; and B ACT will, at its sols opison sither (i} procure for Customar the right to

use angd exercise &8 nghts with respectto the Services as provided i this Agreerent; (i) replace the Services with

ofhgr non-infringing services or modify the Services to meke # not infringing while retaininig substentially similar
functipnality; or (o) i the remadies set forth It clauses (B} and (B arevot commerclally foasible, as determined
by ACT in #s sole discretion, lerminale this Agreement, tn whele or in part, and pay to Licensee any prepaid Fees
paid by Licensee forthe infringing Bervices that are not provided due to the sarly termination.

7.4. Exclisive Remedy. THE PROVISIONS OF THIS SE{mON STATE THE SOLE BXCLUSME AND
ENTIRE LIABLITY OF ACT AND ITS LICENSORS TO CUSTOMER, AND IS CUSTOMERS SOLE REMEDY WITH
RESPECT TO, ANY CLAM OF INFRINGEMENT OR MISAPPROPRIWTION OR ALLEGED INFRINGEMENT OR
MSAPPROPRIATION OF ANY THIRD-PARTY PATENT, COPYRIGHT, TRADEMARK, TRADE SECRET OR
CTHER. INTELLECTUAL. PROPERTY RIGHT.

8, Livitation . of Lisbifty. EXCEPT FOR DAMAGES RESULTING FROM BREACHES OF SECTION 5, ACT SHALL
NOT BE LABLE TO. CUSTOMER FOR ANY BDIRECT, INGDENTAL, SPECIAL EXEMPLARY OR
CONSEGUENTIAL DAMAGES, OR FOR ANY LOSS OF PROFITS OR LOSS OF REVENUE, OR. COMPUTER
FAILURE  ACT SHALL NOT BE LIABLE TO CUSTOMER FOR () LOST DATA; OR () FALURE TO REALIZE
EXPECTED SAVINGS RESULTING FROM THE USE OF THE SERVICES, EBVEN F AGT HAS BEEN AIVISED OF

THE POSSBILITY OF SUCH LOSSES. NOTWITHSTANDING ANYTHNG N THS AGREEMENT TO THE.

CONTRARY, THIS SECTION SETS FORTH CUSTOMERS SOLE AND EXCLUSWE REWEDY FOR ANY BREACH
OF WARRANTY.

9, Dispute Resolution,
84, hiunctive Pelisf. A material breadh of Secions 2.1, 2.4 oF 2.5 by Custarmer would Irreparably harm

ACT and, accordingly, Custorvier agressthal in the event of such a breach ACT shall be entitied o apply toa court

of ag?s;ampnatc-} gursmmn far un;um:twe resfigt, spemfm parfm‘mam:@ and/er as the case gy be other mter:m
tradmrkg _c:npyrzgma patent Tights, kncw b _tradﬁ seoreisor othar Iriteliectus property nghts These rights m
Injunctive relisf ars in sddition {o thoss rights specified in Section 5.5,

92, Aubiration. Brcept withrespect fo equitabie. remmedies antl dispiites rejgted to-the ssclions idenfified
in Section 8.1, the Parties agree that any dispute, olaim or Sontroversy relating o any v aytothis Agresment shall be
fully and finglly seffled by binding arbitrafion i Austin, Texas i accordance with the then ourrent Commircial
Arbitration Fulgs of the Amerioan Arbitration Association, 88 mbdified hereln, The arbitration panel shall include only
persons with expariense in informafion teshnology or mm&%&r sofhw are licensing or implerentation  matiers, Each
Party shall cheoseone arbitrator, and the tw o srbitrators 80 selected shall choose the third srblfrafor. Deterrinations
of the.arbitrators vl be final and binding upoh the Parties, and judgment upon the aw ard rendered by the-arbitrators
may be entered In any court having jurisdiclion. The existence; subject, evidence, proceedings, and ruling Tesulting
from the athitration procéadings shall be deemed Confidential Infoimation, and shall not be disclosed by any Party,
thelr representatives, or the arbitrators except g ordered by any court of coirpetent jinisdiclion oras reguired fo
comply withany spphcable governmantal statute of requition, The arbitrators shall apply the governing law ofthis
Agrepment (withoutgiving effectto it conflict of law principles) to-all aspscts of the dispute, including but not limited
1o the interpratation and validly of this Agreement, the righls and obligations of the Parties, the mode of parformance
and the refrédies and conseguannes of he breach of the Agresment.

0. Term and Tepridation.

i34, Term  The “Term” shall be the duration of ACTs obigation fo provide Services to Custormar. The
Term shall run congurrent with the Termy of the Agreemsnt for Tax Collections Services betweén the Firm. and the
Custorpsr,
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10.2. Rpsgprved,
0.3, Temination.

1034 Terwination by ACT. In addition to any cther rights ACT may have under this Agrésment of law, ACT
ray, ¢t ACTS option, terrinate this Agreemsnt @i follows: (Dupon Customer's fallure fo pay any Fees or other smounts
it owes ACT under this Agreement; (i) upon Customer's material breach of any of its other obligations, representations
or warranties under this Agreemsnt where the breach is nof curet! within thirty {30} business days after writlen notite
af the breach is provided to Customer by ACT (provided, that if ACT detsrmines i good faith that a breach by Customer
s Inewrable, then the fefination of the Term shall be effsctive immedislely  Upon notice w hout a ture period); or (i)
inmediately  upon Cuslomers ceasing to do busingss in the normal course, hecomming or being declred nsolvent of
bankeupt, being the sublect of any proceeding releting to lquidation or insolvency whichis not disnisset within ninety
{90) Galsndar days or making an sssignment forthe benefit of ity oreditors,

032 Jer

rination_ by Customer  Customer may, at Customer's option, terminate this Agreement a follow &
{hforconvanignoe dur ng the Ini haf Term of the Agreement upon hinety (80) days willlennofice;. (i) upont ACT's material

e

breach of any of its &ther obligatiotis, fepresentations or warranties under this Agresment, where the breach is not

cured within thirty (30) business days after writlen notice of the breach s provided fo ACT by Customer; and (i)
Immediately upan ACT geasing to do business In the normal course, becoming or being declared inselvent or bankrupt,
teing the subject of any prosesding refafing fo iiquidafion or insoivency whichis not disirissad within ninsty (B0)
culendar days or maldng an &ssignment forthe benefit of s creditors.

1083 W
than-for violation i::y Customer of Section 2.4, 24, 2.5 pr 5, Customer shall have the vight upon providing wtitien
notice to AGT, lo mcewa Bervices fmmAC:“i” Torup 1o six (6) rmonths after the fermination dale {the "Migration Periotl”),

134 HE : . Custorrar Data. Upon the expiration ortermination of the Term and after fecelpt of all
amounts due’ from Ct.lamrrﬂr AGT shaii retum to Cusiomer alf Custorer Dats provided that ACT way retain any
Custorner Data necessary for it fo continue o perform under this Agreement pursuant o any Moratioh Feriod
obfigations, 'which Customer Dala will be returned to Customer #t the erd of the Migration Ferdod.  |h sddifion fo
returning el Custorrer Data, AGT shall destroy any copiss and shall permemently delete and destroy il slectronit
versions of &l Customer Data, and shall ensure that Fany Customer Deta has been providéd to a third parly, suchthird
party shall similarly destroy any copies and shall permanently delste and dostroy afl electronic versianhs of &l Customer
Pata,

1035 Eftectve of Termination, Fees. Ugon the expiration or termination of the Term, Gustomer shail (i)
pay ACT all emounts then dug and swing 1o ACT, and {ii) réturm to ACT &l propﬁe{ary materisls of ACT ragcehvéd under
this Agrgerment, Updn terminglion or expifation. of the Term for any resson, in addition to other amounts payable to
ACT, Custorrer shall pay fo ACT () 2l costs associated with ACTs provision of Services during any Mgration Perjed,
and () any termination feethat may be payable under the apificable Schediule fo this Agreement.

404, Buryival, Termination o explation ofthe Term does riot terminate otfier provisions of this Agreertient
thal by thalr ters do not:expire ontermination’ or expiration of the Term

1. Mscallanenis.

11,4, Eitire Agresment. This Agreement and the Exhibits referencing this Agreament. attached tereto and

incorporated hersin constiute the enfire sgreement between Customer and ACT withrespeet to the sublect matter
of the Agrearment and superceds all prior oral nagotiations and prior w ritten agreatrents with respect to these matters.

11.2. ndependent. Coniractars,  Nothing in this Agréement or in the course of dealing betw gen ACT and
Gugiomer shall be deemed i create bebveen ACT and Customgr (incliding their respective directors, officers,
erployess and agents) 8 partnership, joint venture, assoclation, employment refationship or any ofher relationship
wther than an independent confractor relationship. '

113, Lse of Gustdmer Mame, AGT shall have the right to identify Customsr as a customer of AGT as part
of ACTs marketing efforts, including customer lists and nantng Customst In press releasss,

11.4. Audii Rights. ACT shafl have the right during dustorary business hours, upon reasonable w rittery

notice and at ACTs expense, 10 examingé Cugtomers beoks and records end use of the Services In order to audit
Cristomiar's cormplisnce with this Agreement
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B Wh Non-VWaiver: Amendmert Fellure by either Parly fo snforce any of the provisions of this
Agraarmant | nr any rights with regpect to & or th& fallure o exerciss any aplion prov&dad urider this Agreement shall in
ne way ba considered o be 8 walver of that provision, right or option, or it ahy way affect the validity of this
Agreement No walver of any rights unider this Agreement, nor any modification of amendment of this Agresmant,
shal be effsctive or enforceabls, uniess itis in wrilingand signed by each Farly.

11.6. Fomge Meisure.  Nelther Party to ihis Agreemand, ofher than for payments due and payable, wil be
liable: to the othér for any failure or deliy in performance under this Agreement due fo ciicurmstances beyond its
reasonable control including, without fimitation, Acts of Gad, labor disruption, siriles, lpokouts, rists, scts of war,
ferrorist threal, epiderrics, comunication line failures, pdwerfalures or government action.

11.7. Governing Law. This Agreamsnt shall be govemned bythe lawsof the State of Texas without giving
effectto any cholce of law principles. The parties hereto ackriow ledge that venue 8 properin Fort Bend County,
Texas,; forall egél actions or proceedings arising owt of or relsting te this Agreemant. and walve the right to sue or

be sued alsew here, Nothing It the Agresment shell be construed o waive the County’s. sovereign inmundly. The

Parties hereby scknow ledge and agree that the United Nafions Convertion on Contracts for the nternational Sale of
Gouids shal not apply fo this Agreamant.

1.8, Aselonment Exdept as provided in this Agreement, Customer 1hay hiot asgign or Iransfet any of its
tights, duties or obiigations onder this Agrearmint. (w hether by assignment, rmerger, iransfer of assels, sale of stock,
oparation of law or otherwise)without the prior written consent of ACT and any assignimeni notin dorplidnce wit
this Section shall be desmed voll. ACT in its sole discreétion may assign or fransfer ény of i rights, duties or
ohigations under this Agresfnent,

11.9. Notice. Al notices or ofher commbnications under thig Adreerment ust be in writing and wil be
deerred to have been duly givén w hen (a) delivered by hand (with w ritten confirmation of receipt), (b five (5) calendar
deys ‘atter befng deposited i the United ‘States Mall, postade pre-paid, or {o) two (2) calendar daye sfler being
deposted for delivery witha nationally recognized overnight delivary service, such as Fedeéral Broress, (withw ritten
confirntion of reneipt} and addressed or sent, a8 the nage may be, 0 the appropriste addresses set fprth on the
firstpage of fhis Agreemient (or to such other sddresses as. a Parly mey designate by notice to the other Party). All
notices 1o ACT shall be addressed to the attention of the Chisf Bxecutive Officer witha copy delivered to Linebarger
Goggan Blalr & Sarpsen, LLP. (the "Firnl), to the atiention of the Chief Operating Officer, at B.O. Box 17428,
Austin, Texas 78760-7428 (orsuch ather adkiress as ACT or the Fiem may designale by nofice o the olher Party),

11.90. Severabilty. ¥ any provision of this Agreement is hald invalid or uneriforcesble, the provision: shall
be demmed modified only 1o the extent necessary to render it valkd or eliminated fram this Agreemeit, es the situation.
ey Tequire, ard this Agresment shall be enforced and construed ay § e provision hax! been imluded in this
Agracment a8 nodified @ seaps.of apglicabilty o not been Wnoludedd, as the tage may be.

1194, No Third Parly Baneficiaries. ‘This Agraement inures fo the beénefit of ACT and Custormer only and
ri¢- third party shall enjoy the beneflis of th:s Agreement or shall hiave any rights under  excep? as is exprédely
provided in this Agreement.

1112, Hesdings: The headings presading the text of the paragraphs of this Agreement have been insérted
solely for converienoe of refarencs and neither constiuls & parl of His Agreermsnt for affect it freaning,
interpretation or effect.

_ Yecedence, i the svent of any discrepancy or sonflict between the terms
of the Agmemem and he tarrm ﬂf aﬂy Schedle, the fenms of this Agresment. shal control. This Agreement and
any Scheddle hereto shal prevall over any addiional, cenficting, or inconsistent ferms- of conditions W hich may
appesr oi any purchase order or other docurient issued by Customer,

11.14, Export Confrols, Cpstorer agress to comply Tully with all relevant export laws and ragutations of
the United Sietes including but not linited {o the US, Bport Administration Reduletions (collectively, *118, Export
GControls”).
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SCHEDULE 1
Fes Schedule

The Annual Serice Fee during the teim of this Hosting Senice Agr@emem is $450,800.00 (“Annua%
Senice Fee”). The Annual Senice Fes includes other modules In addiion to'the ACT Tax Collection
System (TC8) software. Those modules available at no additional cost include TaxLedge (entity
remittance software), Permits (TABC beer and liguor fees ) and Special Inventory Tracking (SIT).

or Tax Collection Senvoes, Suspension of Anhust Sendce Fae:

Nmtmthstaﬁdmg the provisions of this Schedule 1, the Annual Senice Fee shall be suspended and shall
not accrue or be due and payable by Customer so fong as the Agreement for Tax Collection Serdces
remains in full force and effect, However, in the event the Agreement for Tex Collection Sendoes is
terrviinated for any reason whatsoewver, Gustamer miay recene the ACT Senvces forup o 8ix (8) months
from date of such fermination, 2t no additionsl cost.

ACTis further entitted to additional fees as Bollows

1.} minimum corversion fee of $2,500 for any future conversions oftasing units within the County, with
the final rate to be negotisted between the Customer and ACT.

- The Customer will pay for focal network equipmentand local costs necessary tofacilitate the Customer's
eonnectionto the System, intluding but not limited to routers, hubs and data transmission fines, butnot
inoluding all computers, printers, or monitors or the repair or replacement of any computers, piintérs or
monifors,

Under the terms of this Agreement, no paymentwill be due by Customer, User requested system
alterations:

All requests by Customer for modifications, enhancements or other changes to the ACT System (as
defined in the Senice and Support Level Smmﬁcat on Agresment attached tothe Agreement as
Schedule 2 {the "S8LSA™) shall be evalusted by ACT and processed In accordance with the Change
Controf Procedures set forth at Schedule G of the SELSA, ifthe Customer request is approved in
accordanae with such Change Control Procedures, ACT will determineif the reduest Is bitlable, Customer
adknowiedges that any request determined to be billable will be charged at the following rates:

Rate Classification Hourly Rate

Principal $195.00

Project Manager $150.00

Senior Analyst $116.00

Developar $ 95.00

Gudity Assurance/ Trainer $ 75.00

Mileage Rates as set by the current Gounty Trave! Policy.
Alrfare Retes a5 set by the current County Travel Policy.
Per Diem Rates as set by the current County Travel Policy,,

Schedule 1-Fee Schedulz
Foge |1
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hedule 2
Service and Support Level Specification Agreement
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Schedule 2

Fort Bend County
Tax Office

Richmond, Texas




ACT Bervico Level Agreement

Service and Support Level Specification Agreement

County Tax Office

1. INTRODUCTION
1.1, Purpose and Objectives

This Service and Support Level Spacification Agreemient is rade pursuant to the
“Hosting Service Agreement” betwesn Appraisal and Collection Technologies
(ACT) and Fort Bend County TaxOffice (CTO), the Clisnt.

The purpess of the Service Level Agresment iste identity current and projected
levels and qualifications of suppor staff, hardware and software components,
systems support service levels including the réles; responsibilities and response
times between ACT and CTC for change managsment, version control, security,
problem source identification and resclution, back-uplrecovery and disaster
recovery, help-desk, usertraining, system enhancement development, systém
configuration and Operations and upgrades,

1.2, Definitions

"ACT” means Appraisal and Collection Technologies LLG, awholly owned entity
of Linebarger Goggan Blair & Sampson, LLP. All references to ACT hersin
includs ACT personnel and ACT management.

"ACT Systent” or “Systen?” maans the Appraizal and Collection Technologies
Tax Collection System, developed by ACT for use by a current tax office
{software and hardware) including all upgrades and modifications. The ACT
System Service Components-are listed in Section L.

“AGT System Source Cotde” means the programs and database objects that
make up the ACT System.

'ACTEVAL® meansthat particular portion of the ACT Systemwhere CTO testing
data resides and is manipulated

“ACTPROD” means that particular portion of the ACT System where the CTO
fives data resides and is manipulatéd.
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“ACT User Manua!l” means a set of instructions désigned o teach personsfo use
the ACT System and as used herein refers to those insfructions embedded within
the ACT System contained help functionality.

“CAD’ means the County Appraisal District.

"Change Controt Procedures” means the process to be followad when softwars
or hardware changes are reguired to the ACT Bystem,

“Client Manager” means the ACT resource responsible for managing the
relationship betueen the clientand ACT.

“Glient Preferences’ means those settings within the ACT Systemwhich can be
managed by CTO and serve to alter the ACT System's behavior.

“Data Fix’ means the insertion or correction of data directly in the Primary
Systam via specialized tools. A Data Fix bypasses all ACT System controls,
audits, and edits.

“En‘tittemnts”l means security settings within the ACT Systemthat serve to
entable @ userto perform specific operations.

“Global Code Preferences” means those settings which are configurable within
the ACT System, but are inteénded 1o be marniaged by ACT and not CTO.

“Hardware” means any and all computer componﬁhfs instalied by ACT at CTO
facilities to operate the Systerm.

“Help Desk Services” mean the spedifled suppont services provided by ACT to
CTO to-faciitate understanding iIn operating and executing the defivered
Sarvices,

“Hosting Service Agreement” means the Agreément exscuted between CT0O and
ACT that provides the license for the ACT Systernto CTO, to which the Service
and Support Level Specificationis Exhibit B.

“Metrics” means the numeric oriteria againstwhich performance under this
Agreement are to be measured.

“Normal Business Hours” means 7:00 AM to 6:30 PM CST Monday through
Thursday and 7.00 AM o 6:00 PM CST Friday, excapt published holidays.

“Object F means computer code changes to the ACT System Source Code
designed to create or alter the ACT System functionality,

"Peal Business Periods” means end of taxvear pracessing periods, end of fiscal
year processing periods, month end close procassing periods, cedified tax billing
processing periods and any other time designated as critical by CTO.
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“Primary System” means the ACTPROD portion of the ACT System,

“PRC" means the internal ACT Problem, Request and Control system utilized to
manage the software development life cycle, All Software Problems and
Software Change Requests aré enfered into this system for resolution control, |

“Prablem Escalation” means the procedure for alerting and notifying increasingly
senior members of ACT of the non-resolution of problems.

“Problem Management” means the procedures for providing support and problem :
resolution services to CTO. :

‘Probiem Priority” means the method used to define the urgency of a reported
issue or change.

“Services” meanthe work that ACGT perfarms for CTO.

“Service Availability” means the times and periods that ACT will make their
Services available to CTO.

“Service Companent’ means a divisible and identiiable part of the overall
Services 1o be deliverad.

*Service review mestings’ mean mestings that are held between ACT and CTO
specifically to discuss lssues arising fromthe delivery of the Services including
‘the performance of the Service dalivery. ‘*

“Sofiware Change Request’ means hew systemdesign o support business
requirements not currently supporied by ACT System functionality.

“Software Problent” means existing ACT Systerm functionality not working as it
was originally intended to functionas documented in the ACT User Manual.

“Standby Systerm” means the copy of ACTPROD that is replicated atthe ACT

Disaster Recovery Site,

“SystemAvailability” means the abilily ¢f CTO to process transactionis and
access data. :'

“Test Sysien?’ means an énvironment where user testing can ocour without
impact to the Primary System. The main component of tha Test System s
ACTEVAL.
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2. SCOPE OF WORK
2.1. Bervices
Services to be delivered Under this Agreement are set forth in Schedule A,
2.2. Services Availability

The gvallability, operational religbility, and response fimes of the Servicesto be
delivered and disaster recovery procedures areset forth in Schedule B.

2.3. Changss to Services

Change Control Procedures are described in Schadule C.

3. PERFORMARCE, TRACKING AND REPORTING
3.1, Key Personnel Changes

ACT will notify CTO within {8) days of changes fo any ACT Resources that could
potentially affect the delivery of Services to CTO.

3.2. Services Availability Monitoring

The methodology to be used to monltor Services Availability is set forth in
Bohedule D

3.3. Services Level Reporting

The cantent and schedule of Services Level reports are set forth in
Schedule £.

3:4. Bervices Review Meestings
Services review meelings to discuss such tems as Services performancelevels,
Boftware Problems, proposead Software Change Requests and administiative
issues will be held on an as-neaded basis with ACT at CTQ.
4. PROBLEM MANAGEMENT
4.1, Help Desk Services

Schedile F provides informationon ACT's Help Desk Services and support
procegures.




ACT Service Lovel Agreement

4.2. Problem Escalation & Prigrity Resolution

Schedule G details the Problem Esealation protedure. Schedule Hdetails
Software Problem definitions and resolutiontime frames. Schedule Jcoaniains a
sample of ACT's Software Problemresolution request form.

4.3, Data Backup & Retentlon

Schedule | details ACTs System backup and retention policy for CTO data,

4 4. Contact information

Schedule K contains ACT production suppori contact infarmation,

4.5, ACT System Service Components

Schedule L iteriizes the ACT System Service Components.

5. CTO DUTIES AND RESPONSIBILITIES

5.1, CTO will ensurs that ACT has timely access to appropriate CTO
personnel and will arrange for ACT to have suitable and safe access to
the CTO fatilities and systems.

5.2. CTO will ansure that ACT has timely access to any areas where ACT
equipment (including peripheral hardware or connections) is housed o
ensura agreed upon levels of service,

6. SCHEDULES
SCHEDULE A
SCHEDULE B
SCHEDULE C
SCHEDULE D
SCHEDULE E
SCHEDULE F
SCHEDULE G
SCHEDULE H

Services

Services Availability

Change Control Procedure

Services Monitoring anid Performance Measurement
Service Level Reporting

Support and Help Desk Services

Problem Escalation

Software Prablem Priority Resolution Matrix

6
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SCHEDULE | System Backup

SCHEDULE J Problem Report and Correction Form
SCHEDULE K ACT Production Support Contact Information
SCHEDULE L ACT System Service Components

7. BCHEDULE A

SERVICES

Schedule A provides a detailed iist of the Services that are to be deliveredio CTO
and identifiss CTO’s fesponsibilitiesto receive these Services.

CTO awns and shall maintain exclusive control of all of ifs records stored in the ACT
Systemn including data imported fromexernal sources, ACT has no rights fo CTO
data but may gain access by corplying with established Open Record Request
procedures diracted to the CTO Public Informiation Officer. ACT may utilize the CTO
data stored within the ACT systemas necessary to performthe services.

CTO will provide siccess fo necessary resowrces and informeation ina timely manner
to support ACT In delivering these Services.

7.1

ACT Responsibilities

AGT shall provide techhical and analytical suppostfor procsssing and reperﬁ:iﬁg
performed in any ACT System Service Component instafled at CTO duringthe
ferin of the Contract,

Currett Business Areas include:

a)
b)
€)
d}

)

Assessriant & Freeze Processing

Current and Delinguent Billing

Elsctronic Bateh & Online Payments

Special Transaction Prodessing (such as reversals, fefurned items,
agricultural-rolibacks, provations& transfers)

Batch & Online Receipting

Refund Processing 8 Check Generation

Collection & Monthly Reporting _

Jurisdictional Disbursement Processing

Litigation Status Management

Certified Tax Year and Armual Fiscal Rollover

Hote! and Dealer Sales Filings

In-bound and Qutbourdd Data Exchange

Master Data & Client Preference Maintenance

Liser Security Management

And any other processes or functions performedin ACT notltlemized
above
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7.2. ACT Supplied Hardware and Third Party Software

{a) ACT will be responsible for maintaining all Oracle components including ?
product upgrades, |

(b ACT will manage, acquire and administer all icenses and maintenance
agreements related to the Oracle softwares toolset and ACT related hardware.

{c} ACT will maintain the current level of hardware itffrastructure and backup
equiprnent to minimize downtime to CTO.

{d) ACT will maintain hardware infrastructure for that hardware provided by ACT
and the broadband connection between the hardware and the ACT facilities,
CTOwill be responsible for the maintenance of all other hardware owned by
CTO and peripheral devices used by the ACT System throughout CTO
operations. The managementand maintenance of the CTO network and
sefverswill ba the responsibility of CTO.

{8} ASBQC 1, Type il examination will be perforimad by an independent
esonsulting firm annually.

7.3, ACT Help Desk

ACT shall maintain and manage a Help Deskto support users at CTO,

7.4, Consolidation of New durisdictions

ACT wall provide the necessary software and hardware (Systern) modifications to
support the collection of ad valorem taxes for new jurisdictions consolidating into
the CTO. ACT will perform data conversion activities in conjunction with CTO
resources. ACT agrees to perfom all necessary dataconversion ata costnotio
exceed the amount reflectad in the Hosting Service Agreement (Schedule 1 -
Fee Schedule).

ACT may bill additional annual charges for a new jurisdiction, which uses or
whose tax collection attorneys use a delinguent tax sofiware systemthat does
not presently interface with the ACT System, at a cost not o exceed the amount
reflected inthe Hosting Service Agreement (Scheduls 1 - Fee Schedule).

7.5. System Modifications

CTO will make any request for Systam modifications in writing with sufficient
specificity to identify the exact change being requested and the resson the
change s necessary or desirable. CTO shall complete the ACT supplied
template (see Schedule J) as well as other documents to complete the
specification for the enhancement.
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As reguested by CTO, ACT shallwork with CTO to implement other ACT System
Service Components offered by ACT not currently installed at CTO.

ACT will maintain core developient of application fixes and enhancements to
the ACT System Source Code, :

Reports used across clients developed within the ACT Systemwill remain the
responsibility of ACT.,

CTOwill develop and maintain user requested reports using an ad hoc reporting
tool provided and licensed by ACT. ACT will be available to aid In this efforf as
niseded. However, joint CTO and ACT report development using an ad hoe
reparting tool will be mutually agreed upon in advance by both paties.

ACT Systerm Oblect Fix{es) will follow the procadures outlined in Schedule C.

7.6. Systam Configuration Managerment

ACT shall maintain distribution rules, rafes and commissions for Taxledde a8
follows: CTO will deliver to ACT complete data for all changes in wiiting. These
thanges will then be inserted into the ACT Systém by ACT and approved by
CTO before produption usage.

ACT shall rnanage Global Code Preferences used throughout the ACT Sysiem.

CTO will maintain the CTO client Preéferences code set. ACT shall support CTO
in this activity as requested by CTO,

AGT will provide supportte aid CTC in performing businessrequirements
analysis and assisting in the specifications documentation of Software Change
Reguests. '

ACT shall manage on-line system change request documentation. CTO
approved requested updates shall be provided to ACT in writing (See Section J).
While ACT cannot guarartee incoporation of all reguested changes into the ACT
System, each witten request will be addressed in writing within a timely manner.
(Bea Saction Hfor response time.)

777 Security Administration

ACT shall add and maintain any CTO reguired security roles based on
specifications supplied by CTO for the ACT System,

CTO shall setup and maintain User D8 for the ACT Bystem. CTO, or ACT upon
direction from CTO, shall assign users to roles.
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CTO shall assign Fntitlements fo users for the ACT System.

As ACT erihances front-end security funclionality to sllowfor CTO personnel to
assume more security related responsibilities, CTO shall assume these
responsibilities, with ACT fraining and / or assistance as needed.

7.8. Training

ACT shall provide continuing produdt training as requested by CTQ. ACT
Bystem training will be performed via Webinar. To ensure effective training,
coordination of dates and class size will be agreed upon in advance by ACT and
CTO. Foranytraining to be provided on-site, CTO will provide facliies and
required equipmentto supportthe fraining.

Unless otherwise agreed between the parties, third party vendor training for CTO
is the responsibility of CTO.

& Schedule B SERVICES AVAILABILITY

Schedule B provides a list of the times and periods when the ACT System will be
available to 870,

Actess to the ACT System should be available at all times éxcept when essential
maintenance to hardware or software is required. it becomes riécessary o
interrupt service during Normal Business Hours, prior netification to and approval
from CT0 is required unless the situation is critical in nature and could causs more
damage if not handled immediately. As much as possible, interruptions will be
scheduled to minimize any impact on users.

8.1, Systerm Availabiiity

AGT commits to 88% ADT Bystem Availability during Normal Business Hours,
AGT shall also provide this level of System Availahility during Peak Business
Periods. Upon request, ACT shall provide monthly reporfs summarizing System
Availability and downtime using ACT provided syster utilities. ACT will notify
GTO of any unscheduled sutageand resolve the issue as quickly as possible.

8.2. ACT Personnel Availability
CTOwill provide ACT reasonsble notice whan ACT support is required outside
Normal Busingss Hours. ACT will provide support as required Under thess
situations.

8.3. Scheduled System Downtime

Scheduled downtime will be conducted outside Normal Business Hours and
Paak Business Periods.

10
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Scheduled downtime will ocour on a weekly basis on Mondays from 5:00 AM ~
5:30 AM CS8T. This scheduled dowrttime is required fo conduct a weekly cold
‘hackup.

Planned downtime outside the Scheduled System Downtime may be necessary.
ACT shall provide ten (10) days advancawritten notice to CTO, unless the
maintenance is deemesd critical to system stability.

if CTO reqguires System Availability during ACT Scheduled System Downtime,
CTO shall provide ACT with eight (8} days advance written notice. ACT shall
strive to fulfill these requests.

8.4. Unplanned System Downtime

Upon identification ornotification by CTO of an unscheduled event that reduces
System Availability, ACT shall begin problem source identification and
troubleshooting the problemwithin a 15-minute timeframe. ACT shall use all
means at its disposal to kesp CTO updated as to the status of the problemand
the estimated time of the return of System Availability.

8.5, Back-Up Procedures
Backup procedures are performed as defined in Schedule 1,
8.6, Disaster Recovety / Hardware Failure

Physical Redundancy: CTO's Primary Systemis replicated atthe ACT Disaster
Recovery Site (Standby Syster).

Fower Redundancy: CTO s responsible for providing power to the CTO fadilities
and ali equipment housed within . The ACT Primary Systemis housedina
facility in San Antonio, Texas. This facility is equipped with a stand-by generator
with sufficient capacity to continus to operale in thé event of & power grid outage.

A fail-gverio the Staridby Systemwill be initiated and managed by ACT. ACT
will work to re-route CTO to the Standby System. CTO will provide technical
assistance as neded.
Ongce the defect is cured on the Primary System, ACT will have 5 business days
to restore Services on the Primary System by refoading ite data from the Standby
System

8.7. Disaster Types

Level 1 Disasters are defined as having fow data impact, possibly high
operations impact, but nd continully issues. These disasters do not put datathet
is onthe database at rigsk. Level 1 disasters include:

Fallure of the Router: ACT will troubleshoot andif it is defermined that 2 new

11
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router is necessary, one of ACT’s backup routers will be dispatched with an
appropriately trained technician to install the new eguipment.

Level 2 Disasters are defined as having mediumto high data impact, possibly
high operations impact, and potential continuity issues, ACT will focus to
minimize data loss. Level 2 disastars include:

Failure of the main CTQ Primary Systern: Should & failure of the Primary System
oceur, the un-posted Data Guardlogs would be posted to the Standby System
that would become the Primary System. CTO would begin to receive Services
fromthe Standby System,

Failure of an application server: There are multiple application server instances
that facilitate CTO access to the Primary System. If one instance fails, the user
would be reguired to restart the application which would redirect the user to the

other application server instance.

Level 3 Disasters are defined as having high dats impact, high operations
im?par;t and business continuity issues. Level 3 Disasters include; Major
damage/lass of building and infrastructure, chemical or biological incident that
makas the bullding inhospitable to employees, and & metsorolagical event that
makes access 1o the building impossibls foremployess.

Whenever GTO cannot obtain Servicesfrom the Primary System and ACT
determines that continued atternpts to cure the cause of the Service Inferruption
is net fimely, ACT will utilize the Standby System fo continus Barvices to CTO.

§. SCHEDULE C CHANGE CONTROL PROCEDURES
Schedule C provides information on the changs control proceduresto be followed for
Software Problem or CTO requesied changes to the ACT System,
8.1. Software Dasign Change Requesis

CTO Software Change Reguesis shall be delivered fo ACT In writing for
consideration. (See Ssgtion J)

CTO shiall provide & writter specification identifying detalls of the requested
change and reason forthe change. CTO shall make key personnel avaitable fo
discuss the requested change.

ACT shall evaluate the Software Change Requestand perform a cost benefit
Impact analysis considering the CT0 requirements as well as the impact on other
ACT clignts. ACT may share Software Change Requestinformation with other
clients.

If impact analysig yields a potenitial conflict with other clients, AGT will work with
CTO (and gl clients) to resolve in a mutually beneficial manner.

1z
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After CT( and ACT approve a Software Change Request, d target availability
date will be scheduled that is agreed upon by parties and takes into
consideration development and internal test fimeframes.

After ACT develops and internally tests an Object Fix as necessary to mest the
objactives of the Software Change Request, ACT will migrate the Object Fix(es)
to the Test Systemon a regular basis, unless a CTO emergency requires seoner
action. In this environiment, CTO will have the opportunily to test the Object Fix.

I an Object Fixinvolves a CTO specific object, for exaimple, a tax statement,
testing is limited to CTO.

CTO has the right to test any Object Fixand provide writien test resuiis to ACT in
three {3) business days.

if CTOidentifles & Soflware Problem, ACGT will remediate the Cbject Fixand re.
test before re-migrating it to the Test System.

If Software Change Request funclionality or Software Prs:sbiem(s} are identified
during testing that were not in'the original request scope, a new Software
Change Reguest will be required and a hew schedule of development will need
to be discussed ahd agreed upon.

Ones CTO verifies that the Software Change Request performs as expected,
including succassful exacution of relevant transactions in the Test System o
ansura 1o sorruption of non-related functions, ACT shall migrate the Object Fixio
the Primary System.

CTO will have the optivn to test all Oblect Fix{es) befors migrationto the Primary
Bystem.

ACT will not be obligated to approve any change requestthat ACT reasonably
believes (i} does not conforfinto generally accepted industry standards or bast
practives, (i) could adversely impact or materially dagrade the p@;zfarmam:e of
the ACT System; (iil) could adversely impact ACT’s ability to mest its mw;ce
leve! commitments or other obligations under this agreement, or {iv) could
adversely impact other clients that use the ACT Systermn. FACT declines 1o
approve & change request for any of these reasons, it will work with CTO in an
gffort to revise the change requast ina mutually acceptable manner.

The ACT System warranty shall extend to all additions and modifications to the
ACT System by ACT unlgss the modification has been requested by CTOand
ACT has advised against the modification because of associated risks inso
doing.

13




ALT Bervice Lovel Agresment

8.2. Software Problems

CTO shall provide ACT detailed information when reporting a Software Problam.
Dxamples of relevant information include the date and time the problem
ocourrad, a detailed deseription of the issue interms of impact on business
processing, the process that was being performed within the ACT Systemwhen
thie error cccurred, system error message received and the user ID operating the |
system. This information will be capiured using the PRC form or a document
template of similar nature which must be approved by CTO. (Bee Schedule J.)

Softwars Problems will be assigned a priority and resclved within the timeframe
ouflined in Schedule H. ;

Once ACT develops and intemally tests the Object Fixfor a Software Problem,
ACT will migrate the Object Fixto the Test Systern. This migration will cccur on
a schedule outside Norimai Business Hours.

Within three (3) days of the migration, CTO shall verify that the Object Fixis
operafing 2 neéaded. Unless a wilten notice of exception is received from CTO,
ACT shail migrate the Object Fixio the Primary System after Normal Business
Hours, following CTO's three day review period.

If continued Software Problem(s) aré identified with a particutar Object Fix, ACT
will correct and re-testbefore migrating the Object Fixback to the Primary
Systam.

9.3. CTO Testing Timeframe

Time Is of the sssence in resolving Software Problerms. CTO willtest an Object
Fix inthe Test System according to the CTO test plan in accordancato the
timeframes listed below:

Software Problem: three (3) working business days.

Software Change Request: thres (3) working business days, unless otherwise
agread upon by CTO and ACT.

ACT shall migrate Object Fix or Data Fix to the Primary System unless & written
exception is received from CTO.

ACT shall migrate Object Fix{es) to the Test Systern on a schedule. Exceptions .
o this practice would occur if & CTO generated high priority Object Fixis ready |
for CTO review.

CTO shall be provided three (3) daysio fest, Le. Tuesday through end- of-day
Thursday any object fixes before migration. CTO shall notify ACT inwriting of a
defect in any PRC by 4 PM Thursday. Unless CTO has nofified ACT of a defect,

- ACT shall migrate these Object Fides) info the Primary System, alsoona
scheduled basis, after Normal Business Hours.

14
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10. SCHEDULE D SERVICE MONITORING AND PERFORNMANCE MEASUREMENT

Schedule D provides detalled information on the monitoring of Servicas deliveradto

CTO and the Metrics and other means to be applied to measure the performance of
the Services delivered.

10.1.. Performance Monitoring
ACT ghall have tools in place {0 be used o analyze performarnice issues.
CTO users who experience ACT System performance issues shall repoit such
issues fo CTO and ACT. ACT shall investigate reported performance issuss. i
the problemis identified as an ACT issue, performance tuning results and targels
wilt be reviewed and approved and Qbjed Fix(es) made as hecessary.
I, after ACT investigation, ACT believes the underlying cause of the issue
originates with CTO, the issue shall be turned overto CTO for further réview or
joinily reviewed by ACT end CTQ.
Parties will review any non-compliance with performance expectations.

10.2. Software Problems
ACT commits to-déliver within the specified imeframes. Schedule Houtlines the
delivery timeframe for Software Problem resclution. Processes covered under
gach Probiem Priority level are outlined in Schedule H.

CTOwill provide appropriate and timely rnaround to suppot ACT problem
resolution efforts sndtimeframes lisfed in Schadule H.

10.3. Software Enhancements

ACT commits to deliver within the negotiated target dates associated with
Software Change Regquests.

104, Hardware Failure

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

10.5. Remote Access fo System

ACT cannet guarantes performance or response times on network links for which
ACT has no control. ‘As such, ACT does not guarantes response time
performance Metrics for remote users, i.e. those defined as users acoessingthe
System outside the CTO network. (CTO Branches are considered inside the

15




ACT Bervice Level Agrasment

CTO network.)

11.SCHEDULEE  SERVICE LEVEL REPORTING
Schedule E provides information on the service level reportinig provided by ACT.

11.1. Reporting

Within five (5) days of the receipt of & fequest frem CTO, ACT shall provide CTO
a sumimary listing of all open work orders (PRCs) including Software Problems,
Software Change Requests and performance or hardware issues.

The repori shallidentify;

' . PRC identification number

FRC reported dafe _

Original and current problem target completion date
Problem description

Current PRC status

Completion date

O OT B L R

11.2. PRC System
ACT and CTO shall use ACT'S PRC system to manags and report Software
Froblems, Software Changs Reguests and Data Fix(es). PRO reporis shail be
updated and enhanocad periodically by agreemert of the pariies,
11.3. Other Reports
ACT and CTO shall agree to other réporling requirements as needed.
12, SCHEDULE F  SUPPORT & HELP DESK SERVICES
Schedule F provides information on the Suppont & Help Desk Services available from
ACT. CTO shall have cofmpleted the CTO anhusl authorized personnel formwhich

fists those individuals fram CTO who are authorized to communicate work request o
ACT.

124, Help Desk Operation
ACT will staffa help desk with knowledgeable Tax System personnsl and be

available for assisting CTO from 7:00 AM through 6:30 PM CST Monday through
Thursday and 7:00 AMihrough 6:00 PM CST Fridays, excepting holidays.
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12.2. Probiem Reporting

CTO shall communicate ACT System issues pursuant tointernal CTO
provedures. Abthes option of CTO, these issues will be presented to ACT viathe !
ACT supplied Problem Report and Gorrection For (see schedule J) or through
the use of an internally developed CTOdogument thatsupplies the same ?
information. The form will contain the problem description, who reported the

issue and contact information, resolution priority, requested target date and

backup docurmentation. ACT will review the formfor completeness and assess

the target date for feasibility. Once this processis complets, the unit of work will

be assigned g PRC identification number, discussed in AGT's dally operational

meeting, and sourced to an ACT resource for further review.

If & Dats Fix is requested, CTO shall submit 8 worlc orderto ACYT with a proactive
request for the Data Fixor if this is not the case, and a Data Fix s desmed
necessary, ACT must have written approval from CTO before a Data F ixw:lf be
made to the Primaty System.

For smaller (fewer than 10 minutes), non-critical type requests, such as

cancelliing a scheduled production 36&) CTO may submit an oral request o ACT,

This type of request does not require backup documentation, 8 work order, ora

PRC,

Critical priority items {i.e. AAA as defined in Section H) that affact System

Avaitability or cause processing delays shall be directly communicated. (verbazly) 5

by CTO W ACT. APRC will be generated by ACT to track the issus,
12.3. Service Delivery

ACT can be available outsile Normal Business Hours to perform emergency

praduction support services. Contact information for ACT will bé provided to
CTo.

413, SCHEDULE G PROBLEM ESCALATION

Scheduls G provides information on the Problem Escalation procedure fo be applied
o the Services,

13.1. Notification

ACT shall be notified of all Software Problams, no matter the level of priority via
submission of @ problemreport (see schedule J).

13.2. Status Reporting and Escalation
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ACT shall contact CTO on a regular basis (gt minimum every four (4) hours)
during pericds when System Availability is reduced to provide information related
to the actions baing taken to resolve the issue as timely as possible. Inthe
avant that an incident is not baing resolved within the agreedtimeframes,
escalation procedures are cullinedbelow,

ACT's Problem Escalation process assigns timeframes to contactvarying

management levels within ACT based on the severity of the problemand the
amount of ime the issue remains unresolved.

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

Resolution timeframes beloware measured in hours and business days.

| Problem Position 4 Position 2 Position3 | Position 4

| Level {ACT Support | (Client {{ACT { President)

| / Help Desk) | Manager) Direcior) ' ,

| Priority AAA | 15 minutes Thow | 4hours 1 day

| Priory AA 1 1hour 2 Gays 3 days ~ l4ddays

Priorty A |4 hours . { Bdays 10days 20 days
Priority B./ 8 hours S days 15 days 30 gays
Enhancements »

For example, ACT shall resolve a AAA (commonly known as “friple A7)
devalopment/handware issué within 15 minutes of the ocourrence or missed

deadline. Kibe item remains unresclved, the Client Manager shall be contacted.

¥, after one additional hour, the tem remains unresolved or open, the Director of
ACT shall be contacted and they must resolve the issue within four (4) hours. ¥
thie itern still remains open, ACT's President shall be contacted for final resolution
within one day.

14. SCHEDULE M PROBLEM PRIORITY RESOLUTION MATRIX

Schedule M provides information on the Problem Description and lssue Resolution fo
be applied to the Services.

Resolution timeframes beloware measured in hours and business days unless
otherwise noted,
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Resoiution
Priofity Timeframe Business Process Scope [ Impact ; " P g B
| {oras noted Resolution Timeframe Calculation
above} . S
AR 2) Hardware/database/NetApp failure. | Start Time: Within 15 minutes of
| Priority AAA 48 hours | notification to ACT on-site
Crifical = -A work-ground does not exist. Suppuort/Help Desk.
Hardware -Process delays are not acceptable. | End Time: Introduction of fix to the
production envronment:
a} Posting of payrments, ' "
2 hou b) Gengrating receipts. Start Time: Within 1 hour of
Priority AAA < TOLTS. e notification to ACT on-site
Critical - Sofware | ©) Generation of bils. Support/Help Desk.
) Disburssment of funds. End Time: Introdiiction of fx to the
| -A work-around does not exist. test bed environment.
Process delaysare not accaptable.
&) Génaration of rakinds,
b)) Processing of CAD data. |
¢} Posting of transfers & retutned ltems. ) gg;gzzggf ;ﬁg@fﬂfﬁ: of
Prricrity AA ‘ i - O
: 10days | 4) Monthly clossout Support/Help Desk.
High . - e _
g -A work-around may be available, but it | End Time: Introduction of problem to
| s time intensivs, or noworkcaroung | the test bed emvironment.
existy,
| -Process dalays likely.
&) Cosmetic change Ta exernal reports
or documénts.
| b} Otheritems not listed above willbe | g Pime: Case by casebasis -
Priority A 30 Jointly defined by the CTO and ACT. dependent on complexity ofissue.
0.days ndsrt. nplexity ofissue.
Mediurm -A feasible work-around is awileble to gmi ”i‘?&;'n ig?@dm_tm ?f Rroblem to
. be performed on a limited basis, e {ost bad envirorivent,
-Mirimal process delays when work-
arpunds are in place,
Frionty B ', . ~
! B0days | & Deametic change to reports or Start Time: Case by casebasis -
Low documenis,

dependant on compleikity ofissue,
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by Dither items not listed 2bove will bé

End Time: Mtroduction or i fo the

Enhancements

Case by
Case Basis

| .CTO and ACT will mutually agree upon

anhancement prionty and dethery

| dates,

jointly definad by CTO Management test bed environment.
and AGT Group.
I -A feasible work-around is available,
<NO process delays.
| "Start Time: Case by casebasis -

dependent on complexity of change

: recLIest,

End Time: introduction of change to

the test bed envdronment.

15. SCHEDULE !  SYSTEM BACKUP

All data shall be kept on the Primary System and shall be available on-ine. When
backup coples are made, they serve as a snapshot ofthe entire database. Each
additional backup contains the previous history in addition to any changes to déta
since the prior backip. This procedure is In compliance with the State Compiroller's
“Refention Section For Records Common to Al Local Governments”, Part

§: Eiectronic Data Progessing Records. Shouldthe Comptrolier's réquirements
change, record retention schedile will be modified to remain in compliance with the
State Comptrollers guidelines.

The schedule outlined belowmay be modified upon agreement between the parties.

18.1.

Daily backups
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Server: Oracle DB Storage Server (Primary System)

Type: Full backup

Schedule:  Monday: 5:00 am{cold backup siiapshot)
Tuesday — Saturday: 5:00a.m. (hot backup snapshof)
Monday ~ Saturday: 9:00 p.m. (snapshot backup to tape)

Contents:  Production Environment for TOS, Taxl.edge, SIT and Hotel
All Data, Archive Logs, and Bin Directories (programs and
software on database server)

Media: Disk & Tape (copying snapshols o tape meadia)

Retention: 30 days

Server: Oracle DB Server; Oracle APP Servers

Type: Full & Incremental Backup

Schedule:  Full Backup - Friday - 8:00 p.m.
Incremental Backup -~ Monday - Thursday ~£:00 p.m,

Contents: Operating System, Programfiles, Sctipts, efc.

Media: Disk

Retention: 30 days

15.2. Monthly Backups
Server:. Cracls DB Storage Server (Primary System)
Type: Full Backup -
Schedule:  Morning ofthe first business day of the new month
priorto CTO

business hours, Monthly backups shalloccur at

100 am. Should

day, the

this conflict with another backup scheduled for that

monthly backup shall begin after the first backupis

complete.

Contents: 1) Production Environment for TCS, TaxLeadge,

SiT and Hotel on

Oragle DB Storage Server
‘23 SPOOL (USR2ZSPOOL) & IMAGES

(USERZHCTAX) volumes

18.3.

Sarver:
Type:

_ o Oracle DB Storage Server
Media: Tape
Retention: 12 months

Standby System

COracle DB Storage Server
Full Backup




ACT Service Lovel Agreement

Schedule:
Contents:

Media:
Retention:

Monday: Weekly 1:00 a.m. (cold backup snapshot)

CTO Production Environment datator TCS, Taxledge, SIT and
Hotel

Disk
30 days

22



ACT Bervice Level Agreement

16. SCHEDULE J  PROBLEM REPORT AND CORRECTION FORM

Schedule J contains ACT's standard form to report problems and request fixes.

Create g PRC

FELs are userd to raport gystem Bugs oranhorcanrent tegtests, To sl e PRC $5 ACT plesse S in the Felds below, then dick the
Sl butlion,

o ke b pemiudren] i)

A6t Veston: T 76 piteRetets ||
ot — Vo g sfstion <[] Pesomsmions 777
fiifertast Armnl Number ‘ R e B 8 Sl e [v:,}
e HenSed ML AV : Pty 3 [¥]
Kdttionat Docamimistine Fliowsr v Mo
7 ol Addvesn o Pebsed Nepileng
Supervises SOV Addres
* gl Paviditon oF Bl itk ) _ Charsbs & § 1008
“Hha chamipueandpito s Frikad e 10D thisavie s, dhasserivg bayors e i b vormensd

17.SCHEDULE K ACT PRODUCTION SUPPORT CONTACT INFORMATION

During Normai Business Hours the ACT Help Desk can be reached by email at
acthelp@lgbs.comor by calling (877) 422-8828 or (210)403-8670. Qutside of
Norml Business Hours critical probiems can be reported to the ACT Help Desk by
email at acthelp@igbs.com.
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18. SCHEDULE L ACT SYSTEN SERVICE COMPONENTS

This schedule describes the Service Components of the ACT System.

18.1. Base Tax Collection System

- Billing

- LCollections

- Records Maintenance

- Reports and Correspondences

18.2. Taxledge Bystem

~ Refund Check Processing
- Disbursements
- Bank Reconciliation

18.3. Bpecial Inventory Tax System

= Escrowing and Billing

- Collections

= Reportsand Correspohdences

- Integrated with Taxledge to Process Disbursements

18.4. Licensing and Permifs Systerm

- Permit Issuance and Rehews!

- Regeipl lssuance

~ Biliing & Collections

- Reports and Correspondences:

- Integrated with Taxiedge to Process Disbursements
18.5. Hotel Motel Gooupancy Tax System

- Filings & Billing

» Collections

- Reports and Correspontences

18.6. Offline Remittance Capture System

- Local Payment Processing & Receipt Generation
- Data import to ACT Systerm Post Failure Resolution
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18.7. Other Subsidiary Systerns

- Gustomer Sarvice

= Appraisal District

~ Lockbox

~ Mortgage Company

- Litigation and Enforcement:
- Internet

- Appraisal District

- Image Integration

18.8. ACT software enables the following functions:

- Gurrent and Delinguent Tax Coliection
-« Concurrent Colisction of Multiple Taxing Authoritiés
- Supplements and Adjustments Processing (HB1010 Support)
- Online and Batch Payment Processing
- Refunds — (Requested, Autornatic, Litigated and Prior Year)
~ Special Exemplions
- Returned Mail Processing
~ Jurigdiction Control _
- Comments, Notes and Event Tracking
- Change Logaing
~ Delinguent Attornsy Support
- Security ahd Recoverability
- Comprehensive Audit Trail
- Extensive Reporting System
- FTP Report Processing
- Tax Ceiling Management
~TIF I'TIRZ processing
- internet Payment by credit card
~Check-& Document Imaging
- Internet Portfolio of Accounts
- Instaliment Contracte and Quarterly Paymeant Plans
=« Ad Hoc Reports
- Lien Management
«In Bound @nd Outbound Data Exchange

18.9. Oracle Discoverer

In addition to the ACT System, the Oracle Discoverer application, developed by
Oracle Corporation, shall be utilized for user defined repotting purposes. Oracle
Discoverer is an intuitive ad hog query, reporting, analysis, and web-publishing tool
that allows business users at all levels gceess to information from databases.
Discoverer's intuitive user interdface guides the end user through the entire process
of bullding and publishing sophisticated reports and graphs. Users can quickly and
easily choose frommultiple charting and layout optidns to rapidly creats a visua/
representation of their guery resulls.
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