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                                       City Purchasing          General Information 206-684-0444

Current Contract Information

	ALERTS

This contract is not intended for anything that is more properly classified as Public Works.  

This contract is limited to only those items expressly provided for in this contract.

Do not use for federally funded purchases without a specific review for your grant funding requirements.

	Contract Title:  Storm & Emergency Overflow Call Service 
	Contract # 0000002304

	Buyer
	Name: Jason Edens
	Phone:  206-733-9583
	E-Mail: Jason.edens@seattle.gov 

	Vendor 

	Name:  MAP Communications, Inc. dba Sound Telecom
	ID# 0000470901

	Vendor Address

	Street: 840 Greenbrier Circle
	City/State/Zip: Chesapeake, VA. 23320

	Vendor Contact
	Name:  LeAnne Jordon                                                           

	
	Phone: 757-424-1191                
	Fax: 
	E-Mail: ljordan@mapcommunications.com

	WMBE Status
	 FORMDROPDOWN 


	Description


	· This contract is a result of an  FORMDROPDOWN 
 issued on 01/01/08
· The scope of work Provides on-call 24x7 storm & emergency off-site, overflow telephone services for Seattle Public Utilities’ Call Center.

	Contract Term
	01/01/10 – 12/31/17

	Future Extension Option
	None. 

	Freight Terms
	NA

	Prompt Pay Discount
	NA

	Delivery ARO
	NA

	Order Instructions
	For Use By: Seattle Public Utilities (SPU)
	Order Limit: Unlimited

	Contracting Options
	This is the only City contract for this service.  Unless a separate competitive process is undertaken, this contract must be used when this service is sought that matches contract offerings. Call the Buyer for advice.



	Contract Change History
	Original Contract Award:  01/01/08 – 12/31/09
Change Order 1: 01/01/10 – 12/31/14
Change Order 2: 12/17/2014 – Extend contract through 12/31/2016
Change Order 3: - Extend Contract through 12/31/2017
Change Order 4: to change Vendor name due to purchase agreement dated 9/30/14. 

	Comprehensive Contract


[image: image1.emf]0000002304_v3_con tract.pdf


	Current Pricing

[image: image2.emf]0000002304_Pricing. pdf


	Original ITB (RFP) 

NA




	Vendor Emergency Contact Information

	Emergency Contact Name
	

	Emergency Phone Number
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‘@» BLANKET CONTRACT

The City of Seattle Blanket Contract # Date Change Order #
PURCHASING SERVICES 0000002304 10/7/16 3
700 — 5% Avenue, Suite 4112 Payment Terms Freight Terms
PO Box 94687
Seattle, WA 98124-4687 NET 30 DAYS N/A
Buyer: FAX: Phone:
Jason Edens 206-233-5155 206-733-9583
Vendor # 0000263516 Ship To:
SOUND ANSWERING & BUSINESS City of Seattle
SERVICES, INC. dba SOUND
TELECOM
1131 Poplar Place South
SEATTLE, WA 98144 B
Contact: Mike LaBaw Bill To:
Phone #: 425-392-3120 Seattle Public Utilities
E-Mail# mlabaw@sound-tele.com Accounts Payable
700 5% Avenue, #4900
PO Box 34018
Seattle, WA 98124-4018

Change Order 3 provides contract extension through 12/31/2017 to allow time to re-bid. In all other
respects the contract remains unchanged.

SOUND ANSWERING & BUSINESS SERVICES, INC dba SOUND TELECOM was awarded a contract as a
result of sole source negotiations, which was awarded on 01/01/08. This contract provides the City of Seattle Storm
and Emergency overflow phone support for Seattle Public Utilities’ (SPU) Call Center. This contract is for one (1)
year ending 12/31/09, with a five (5) year extension for a total contract life until 12/31/2014 if all extensions are
exercised by the City.

Original Contract Term: 01/01/08 through 12/31/09

Change Order 1: 01/01/10 through 12/31/14

Change Order 2: Sole Source Justification was approved, term extended through 12/31/2016.
Change Order 3: to extend contract through 12/31/17 to allow for rebid.

This contract is in acceptance of Vendor’s Specifications and Scope of Work to the City of Seattle, SEATTLE
PUBLIC UTILITIES Attachment #1 - Scope of Services/original pricing (in receipt), Attachment #2 - Terms and
Conditions (in receipt), and Attachment #3 - 2010 revised pricing, which sets forth the entire terms and conditions,
No other document, commercial contract, acceptance or acknowledgement shall be effective or binding upon the
City of Seattle unless expressly agreed to in writing by the Buyer.

Orders shall be placed by the SEATTLE PUBLIC UTILITIES. Invoices shall be mailed to SEATTLE PUBLIC
UTILITIES, Accounts Payable, referenced above. Each invoice shall indicate Contract #0000002304






The City does not guarantee utilization of this contract. This contract is subject to cancellation by either party upon
thirty (30) days advanced written notice. Vendor is required to maintain proof of Insurance, per Insurance
Requirements listed in Attachment #2.

Authorized Signature/Date






(Cﬁlw) BLANKET CONTRACT

The City of Seattle Blanket Contract # Date Change Order #
PURCHASING SERVICES 0000002304 12/17/2014 2
700 5" Avenue, Suite 4112 Payment Terms Freight Terms
PO Box 94687
Seattle, WA 98124-4687 NET 30 DAYS N/A
Buyer: FAX: Phone:
Jeremy Doane 206-233-5155 206-684-4515
Vendor # 0000263516 Ship To:
SOUND ANSWERING & BUSINESS City of Seattle
SERVICES, INC. dba SOUND
TELECOM
1131 Poplar Place South
SEATTLE, WA 98144
Contact: Mike LaBaw Bill To-
Phone #: 425-392-3120 Seattle Public Utilities
E-Mail# mlabaw@sound-tele.com Accounts Payable
700 5" Avenue, #4900
PO Box 34018
Seattle, WA 98124-4018

Change Order 2 provides contract extension through 12/31/2016 and provides revised pricing. In all other
respects the contract remains unchanged.

SOUND ANSWERING & BUSINESS SERVICES, INC dba SOUND TELECOM was awarded a contract as a
result of sole source negotiations, which was awarded on 01/01/08. This contract provides the City of Seattle Storm
and Emergency overflow phone support for Seattle Public Utilities” (SPU) Call Center. This contract is for one (1)
year ending 12/31/09, with a five (5) year extension for a total contract life until 12/31/2014 if all extensions are
exercised by the City.

Original Contract Term: 01/01/08 through 12/31/09
Change Order 1: 01/01/10 through 12/31/14
Change Order 2: Sole Source Justification was approved, term extended through 12/31/2016.

This contract is in acceptance of Vendor’s Specifications and Scope of Work to the City of Seattle, SEATTLE
PUBLIC UTILITIES Attachment #1 - Scope of Services/original pricing (in receipt), Attachment #2 - Terms and
Conditions (in receipt), and Attachment #3 - 2010 revised pricing, which sets forth the entire terms and conditions.
No other document, commercial contract, acceptance or acknowledgement shall be effective or binding upon the
City of Seattle unless expressly agreed to in writing by the Buyer.

Orders shall be placed by the SEATTLE PUBLIC UTILITIES. Invoices shall be mailed to SEATTLE PUBLIC
UTILITIES, Accounts Payable, referenced above. Each invoice shall indicate Contract #0000002304

The City does not guarantee utilization of this contract. This contract is subject to cancellation by either party upon
thirty (30) days advanced written notice. Vendor is required to maintain proof of Insurance, per Insurance
Requirements listed in Attachment #2.

Authorized Signature/Date




mailto:mlabaw@sound-tele.com



(@’ | BLANKET CONTRACT

The City of Seattle Blanket Contract # Date Change Order #
PURCHASING SERVICES 0000002304 12/28/09 1
700 — 5 Avenue, Suite 4112 Payment Terms Freight Terms
PO Box 94687 y g
Seattle, WA 98124-4687 NET 30 DAYS N/A _
Buyer: FAX: Phone:
Carmalinda Vargas-Thompson 206-233-5165 | 206-615-1123

Vendor # 0000263516 Ship To:
SERVICES, INC. dba SOUND
TELECOM
1131 Poplar Place South
SEATTLE, WA 98144
Contact: Mike LaBaw Bill To: .
Phone #: 425-392-3120 Seattle Public Utilities
E-Mail# mlabaw@sound-tele.com Accounts Payable
700 5™ Avenue, #4900
PO Box 34018
Seattle, WA 98124-4018

Change Order 1 provides contract extension through 12/31/2014 and provides revised pricing for
additional program management fees. In all other respects the contract remains unchanged.

SOUND ANSWERING & BUSINESS SERVICES, INC dba SOUND TELECOM was awarded a contract as a
result of sole source negotiations, which was awarded on 01/01/08. This contract provides the City of Seattle Storm
and Emergency overflow phone support for Seattle Public Utilities” (SPU) Call Center. This contract is for one (1)
year ending 12/31/09, with a five (5) year extension for a total contract life until 12/31/2014 if all extensions are
exercised by the City.

Original Contract Term: 01/01/08 through 12/31/09
Change Order 1: 01/01/10 through 12/31/14

This contract is in acceptance of Vendor’s Specifications and Scope of Work to the City of Seattle, SEATTLE
PUBLIC UTILITIES Attachment #1 - Scope of Services/original pricing (in receipt), Attachment #2 - Terms and
Conditions (in receipt), and Attachment #3 - 2010 revised pricing, which sets forth the entire terms and conditions.
No other document, commercial contract, acceptance or acknowledgement shall be effective or binding upon the
City of Seattle unless expressly agreed to in writing by the Buyer.

Orders shall be placed by the SEATTLE PUBLIC UTILITIES. Invoices shall be mailed to SEATTLE PUBLIC
UTILITIES, Accounts Payable, referenced above. Each invoice shall indicate Contract #0000002304

The City does not guarantee utilization of this contract. This contract is subject to cancellation by either party upon
thirty (30) days advanced written notice.

Vendor is required to maintain proof of Insurance, per Insurance Requirements listed in Attachment #2.

Authorized Signature/Date
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Front End Startup Costs and Activation Fees-Year Commencing 1/1/2010

ITEMS

Multi Call Center Toll Free # Routing: Design, Implementation and Programming

cosT

Previously Completed

Initial Multiple Geographically Dispersed Call Center Account Programming

Previously Completed

Initial Data and Report Development Across the Network

Previously Completed

Call Center Consortium Account Setup and Activation

Previously Completed

Initial Agent Training Across the Network

Previously Completed

Telco (AT&T) Toll Free Routing Activation and Setup Fees

Previously Completed

System Design, Implementation and Completion Meetings

Previously Completed

Emergency Services Web Scripting/Data Application $3000
Call Processing and Program Management Fees
ITEMS RATE

Inbound call handling - Agent

$.85 per minute

Inbound call handling - Telco (ATT) Toll Free Number Usage

$.07 per minute

Telco (AT&T) Per Call Feature Charge (taxes and regulatory fees additional)

$.09 per call

Telco (AT&T) Bundled Flat Rate Monthly Charge of $250 (taxes and fees included)

$273.75 per month

$.0025 per call over

Telco (AT&T) AMCD calls in excess of 40k/mo (taxes and regulatory fees additional) 40000/month
$.001 per call over
Telco (AT&T) TFCA calls in excess of 75k /mo (taxes and regulatory fees additional) 75000/month

Telco (AT&T) Monitoring Tools-AMCD, TFCA of $175 (taxes and fees included)

$191.63 per month

Monthly Program Management Fee

$2500 per month

Telco (AT&T) Monthly DID Number Charge (taxes and fees included)

$31.66 per DID#/month

Additional Service Fees
ITEMS

FTP Transmission fees

RATE
No longer Applicable

Clerical

$20 per hour

Additional Programming

$75 per hour

Additional Training

$20 per hour

Additional customized report development

$75 per hour

Solaxis Voicemail Box

$15 per month

MARC (Minimum Annual Recurring Charge) for Telco (ATT) 800+# Platform

Footnote

Footnotes

il gk

regulatory fees.

bl

Footnotes
1

S T U A TR PO

Footnotes

513
4,5,13
5,8,13

5,613

56,13
VA

10,13

Footnotes

Activation fees required for special and enhanced multi call center routing. Previously completed under preceding contract.
Programming and activation fee for Emergency Services Web Scripting/Data Application. Currently invoiced pending
payment. Currently in beta test mode awaiting rollout to SPU and Consortium Partner call centers.
Telco (ATT) long distance per minute charge, including all taxes and regulatory fees.

Telco (ATT) charge includes use of all calling features including queue and advanced call routing, does not include taxes and

The ATT contract has a MARC (Minimum Annual Recurring Charge) commitment of $12000. The project monthly recurring

charge of $250, the DID charges of $30 per DID, the Advanced Feature Charge and Long Distance call charges as outlined
in the proposal are all credited against fulfilling this commitment. At the present DID build level, $790 of that commitment
(MRC and DID) is covered, leaving and unfulfilled commitment of $210 per month. Any actual event long distance and
advanced feature charges will easily cover the remaining $210 per month commitment. In addition, any additional fees from
any additional clients added to the platform will also accrue to the MARC. If there is no event during a year or fees from

Copyright 2007 Sound Telecom

CONFIDENTIAL-PROPRIETARY INFORMATION
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any additional Sound Telecom clients added to the platform, SPU agrees to an annual true-up and payment to Sound
Telecom to reimburse ATT for any MARC shortfall.

ATT monitoring tool usage charges (AMCD and TFCA) applicable to calling and monitoring use, taxes and regulatory fees are
not included and are additional.

ATT monthly monitoring tool charges (AMCD and TFCA tools), taxes and regulatory fees included.

ATT Bundled Flat Rate Monthly Charge for Platform usage, inclusive of taxes and regulatory fees.

Maintenance fee to cover costs of administrative oversight of call center network for every call center and network at a
whole, programming update uploads, on-going billing and switch programming, training communications, testing of Telco
network and testing of programming and agent response.

DID (Direct Inward Dial) number is the number that each call center uses to route calls from the 800# cloud into their
platform. AT&T charges $30 for every DID routing and 800+# used. Typically one DID js used for each call center, but
sometimes more than one is used to bring in more volume to various T-1's or PRI's. The project is currently using
seventeen (17) DID numbers and one (1) 800#, for a total of eighteen (18).

All charges in this schedule are exclusive of applicable fees and taxes, unless indicated otherwise.

Due to the fact that fifteen (15) or more Consortium Call Center Partners require payment on a timely basis, we respectfully
request that our net 10 day credit terms be made part of the contract. We are happy to email and mail invoices to multiple
locations in order to facilitate this process.

ATT charges billed at cost, no markup.

This contract provides service each month of the year and can be adjusted at any time to include any other project(s) at the
rates specified above with the addition of any additional activation, monthly or start up fees required to add the project.
Submission of this fee structure is based upon a minimum two (2) year contract with an option to renew for additional five
year extension as provided in the contract expiring December 31, 2009.

Copyright 2007 Sound Telecom CONFIDENTIAL-PROPRIETARY INFORMATION 2
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The City of Seattle Blanket Contract # Date Change Order #
PURCHASING SERVICES 0000002304 12/26/07
700 — 5™ Avenue, Suite 4112 = = o
PO Box 94687 yment Terms reight Terms
Seattle, WA 98124-4687 NET 30 DAYS N/A
Buyer: FAX: Phone:

Carmalinda Vargas-Thompson 206-233-5155

206-615-1123

Vendor # 0000263516

SOUND ANSWERING & BUSINESS
SERVICES, INC. dba SOUND
TELECOM

1131 Poplar Place South

SEATTLE, WA 98144

Contact: Mike LaBaw

Phone #: 425-392-3120

E-Mail# mlabaw@sound-tele.com

Ship To:
City of Seattle

Bill To:

Seattle Public Utilities
Accounts Payable

700 5" Avenue, #4900
PO Box 34018

[ Seattle, WA 98124-4018

SOUND ANSWERING & BUSINESS SERVICES, INC dba SOUND TELECOM is awarded a
contract as a result of a sole source designation, with the City of Seattle for Storm and Emergency
overflow phone support for Seattle Public Utilities’ (SPU) Call Center from January 1, 2008 through

December 31, 2009, with an option to extend the contract term for five (5) additional years.

Original Contract Term: 01/01/08 through 12/31/09

This contract is in acceptance of Vendor’s Specifications and Scope of Work to the City of Seattle,
SEATTLE PUBLIC UTILITIES Attachment #1 (Scope of Services), and Attachment #2 (Terms and
Conditions) sets forth the entire terms and conditions. No other document, commercial contract,
acceptance or acknowledgement shall be effective or binding upon the City of Seattle unless expressly

agreed to in writing by the Buyer.

Orders shall be placed by the SEATTLE PUBLIC UTILITIES. Invoices shall be mailed to SEATTLE
PUBLIC UTILITIES, Accounts Payable, referenced above. Each invoice shall indicate Contract

#0000002304

The City does not guarantee utilization of this contract. This contract is subject to cancellation by either
party upon thirty (30) days advanced written notice.

Vendor is required to maintain proof of Insurance, per Insurance Requirements listed in Attachment #2.

Rt

Authonzed Signature/Date
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Sound Answering & Business dba’
Sound Telecom

Blanket Contract# 0000002304
Attachment #1

Purchase of service from this contract is subject to the City collective bargaining agreements
regarding contracting out.

Departments placing an order to use this contract are advised to independently review and satisfy
the requirements of the collective bargaining agreements that apply to the work they seek to
purchase, before placing an order with this contractor.

Departments are advised to independently verify the agreements and language that is appropriate to
the department, however below is the Professional Technical Engineers, Local 17 (Article 3) agreement
statement concerning Rights of Management (Contracting Out):

3.2 Contracting Out - The City will make every effort to utilize its employees to perform all
work, but the City reserves the right to contract out for work under the following guidelines: (1)
required expertise is not available within the City work force, or (2) the contract will result in cost
savings to the City, or (3) the occurrence of peak loads above the work force capability.

Determination as to (1), (2), or (3) above shall be made by the Department Head involved, and
their determination in such case shall be final, binding, and not subject to the grievance procedure;
provided, however, prior to approval by the department head involved to contract out work under
this provision, the Union shall be notified. The Department Head involved shall make available to
Local 17 upon request (1) a description of the services to be so performed, and (2) the detailed
factual basis supporting the reasons for such action.

3.3 The Union may grieve contracting out for work as described in Section 3.2 herein, if such
contract involves work normally performed by employees covered by the Agreement, and if that
contract is the cause of the layoff of employees covered by this Agreement.

For additional assistance and advice, please contact your Department Human Resources Office.

Copyright 2007 Sound Telecom 12/11/2007 1





Sound Answering & Business dba
Sound Telecom

Blanket Contract# 0000002304
Attachment #1

Scope of Services

Services required for Storm and Emergency overflow phone support for Seattle Public Utilities” Call
Center are described in this Scope of Work of 12/11/07.

On November 26, 2007, Sound Telecom moved its corporate headquarters and 10 station call center
from Issaguah, Washington to 1131 Poplar Place South in Seattle, Washington.

Office locations

CORPORATE HEADQUARTERS

1131 Poplar Place South
Seattle, WA 98144

ISSAQUAH CALL CENTER
1131 Poplar Place South
Seattle, WA 98144

SPOKANE CALL CENTER
1802 North Monroe Street
Spokane, WA 99205

Copyright 2007 Sound Telecom 12/11/2007





Sound Answering & Business dba
Sound Telecom

Blanket Contract# 0000002304
Attachment #1

Immediate response for high call volumes

CALL CENTER NETWORK:

Typically, given at least 30 day activation ramp up periods we can build the capacity needed for most
inbound campaign requests internally in our own call centers. While Sound Telecom maintains significant
call center capacity well suited for small and medium size direct response marketing campaigns and
emergency response efforts, Sound Telecom maintains close working relationships with several call center
affiliates so it can effectively meet even the largest response requirements. This unique network of
affiliate locations expands Sound Telecom's capacity to over 2,500 positions in the United States and
Canada.

database and operating systems used by Sound Telecom, an important criterion in our selection of
database and software components in the first place. Using Teico based advanced routing features (next-
available agent routing, percentage allocation routing, time-of-day routing etc.); calls are seamlessly
routed during large-scale demand periods precipitated by direct response ad campaigns or emergency
response projects, to these affiliated call center facilities. All programming, agent training and guality
monitoring is the same for each of these location and is directed by Sound Telecom to provide a seamless,
transparent solution for our clients. This network greatly expands call center capacity while providing
Sound Telecom clients with a single source of reporting, data and billing as a result of the common call
center database network.

This overflow network has a proven track record and is designed to be completely transparent to our
clients and their callers. Once this Call Center Consortium is set up and activated for our client it can be
accessed at a moment's notice, which is why it provides a robust solution for disaster response projects.
Sound Telecom took thousands of calls for the American Red Cross hurricane relief effort as a part of this
Consortium. During the Hurricane Katrina relief effort, Sound Telecom participated in a similar Call Center
Network Consortium that efficiently handled daily peak volumes of 180,000 calls per day. This dynamic
network reduces the likelihood of lengthy hold-times, call-blockage and lost call conversion that are
created by emergency response and direct response marketing campaigns.

The advantage of the Call Center Network is that the client enjoys significant, readily available,
nationwide call center capacity capable of handling even the largest response while working with a single
source vendor, Sound Telecom, which is capable of managing the project's ebbs and flows. Our client
benefits from the high level of service and attention provided by a smaller call center provider, while still
receiving the benefits of large scale call center capacity. In addition, the client benefits from geographic
redundancy and facilities across several time zones, factors that are often not avallable when working with
a company with a single-location, larger call center.

Copyright 2007 Sound Telecom 12/11/2007 3





Sound Answering & Business dba
Sound Telecom

Blanket Contract# 0000002304
Attachment #1

Remote Monitoring

Voice Logger
Voice logger is a software-based call recording solution that automatically records all agent involvement
with incoming and outgoing calls. We can record a sample percentage of inbound calls for quality
assurance purposes. These files can be archived and stored or delivered to our clients. They are also
securely available via our Web Portal service.

¥ Online message retrieval for remote access

v" Immediate access to your recorded calls provides both verification and quality control

v Agent assessment forms available to score and rate calls for improved customer satisfaction

v’ Caller "recording alert' available (Quality Prompt)

¥v' Complete call details including date, time, Caller ID and duration of calls

v Multiple queries available for a variety of statistics and references

v’ Records audio and operator video simultaneously to show detailed voice-to-call-handling scenarios

v Auto WAV file forward (up to 25 calls per email) or download options available

Call Recordings

Yes, Sound Telecom does record calls for the purpose of training and development. Certain clients
request that we record their calls. We obtain prior approval to use these recordings internally as training
mechanisms. We will randomly record a certain percentage of calls to be reviewed with agents on a
regular basis. At times, we use these call recordings at the client's request for Quality of Service
reinforcement.

Copyright 2007 Sound Telecom 12/11/2007 4





Sound Answering & Business dba
Sound Telecom

Blanket Contract# 0000002304
Attachment #1

 Front End Estimated Costs and Project Assumptions

ITEMS COST footnotes
Multi Call Center Number Routing $2500 1
Initial Programming $2500 2
initial Report Development $2500 3
Call Center Consortium Account Setup and Activation $13000 4
Initial Agent Training $10000 5

Call Processing and Program Management

ITEMS RATE footnotes
Inbound call handling - Agent $.85 per minute
Inbound call handling - Telco (Toll Free Number Usage) ' $.05 per minute
Monthly Program Management Fee $2500 6
Special Services
ITEMS RATE footnotes
FTP Transmission fees ' $25 per month
Clerical $20 per hours
Additional Programming ' $75 per hours
Additional Training $20 per hours
Additional customized report development $75 per hours
Footnotes
1. Activation fees required for special and enhanced multi call center muting. This does not include telco activation or startup
2. ;ii?é! p}:ogrammmg of accounts, data transmission and billing and switch programming for all members of the call center
network.

Initial report development and report collection process for all members of the call center netwaork.

Activation of accounts across the call center consortium, scripting, billing and data transmission setup.

Initial agent training for up to 250 agent members of the call center network.

Maintenance fee to cover costs of administrative oversight of call center network for every call center and network at a
whole, programming update uploads, on-going billing and switch programming, training communications, testing of telco
network and testing of programming and agent response.

ok

Copyright 2007 Sound Telecom 12/11/2007 5





Sound Answering & Business dba

Sound Telecom

Blanket Contract# 0000002304

Attachment #1

Overflow Call Service Level and Estimated Costs

General Assumptions

= All options assume increasing Call Center capacity as described in "Call Center Expansion Options
for the 2007-08 Storm Season”

= Vendor to provide TSF of 80% of call answered within 60 Seconds or less

Average Calll = Agent Data Quality "Switch # Agents Estimated
and Wrap Servic Transmission | Assurance |Reporting” -e.g. Needed for Cost Per
Time e Methodology Features call 5k/10k calls Four Hour
performance per hour¥* Event for
statistics 5k/10k calls
per hour*
2 minutes Live agent E-mail, Fax & Sample % EﬂSdt odevcant 166/332 $36k/$72k
Plus File transfer of 2 anees. ($9k/$18Kk
messaging protocol (FTP) recorded sw1t]'<]:i|;{grrafflc/ per hour)
download service el Y
for SPU & SCL
SPU & SCL
3 minutes Live agent | E-mail, Fax & Sample % End of Event 250/500 54k/$108k
Plui File transfer C?f ’ Standard f (213 ék/$27k
, protocol (FTP) switch/traffic/ 1
messading | download service| recorded history per hour)
for SPU & SCL calls
6 minutes Live agent E-mail, Fax & Sample % Ensdt ;rdea\;fjnt 500/1000 $108k/$216k
Plus File transfer of : : ($27k/$54k per
messaging | A Protocol (FTP) recorded switchy/trafhic/ hour)
download service calle history
for SPU & SCL

* Handling 5,000 calls per hour is sufficient, probably, for up to 40,000 outages. Handling 10,000 calls
per hour would be sufficient for 60,000 outage storm, but would double events costs. Since January
2004, SP° has experienced two storm days that have exceeded 60,000 outages.

Estimates of Other Vendor Costs:

Start up costs of approximately $30,000
Monthly maintenance costs of about $2,500 - charged only when service is activated (October - April).

Copyright 2007 Sound Telecom
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Reporting capabilities

Sound Telecom can provide customized reports tailored to meet the specific
requirements of the job. We collect data from a variety of sources and can create
custom templates to standardize report generation. We integrate a variety of vital
performance and operational data from multiple systems and publish this in clear,
concise reports for our client's analysis. We then take this to the next level by
automating the process to reduce cost and errors. Source data can come from:

L e R

Call switch data and reports

Toll-free service providers and Telcos
T1 reports

Fulfillment reports

Email reports

Call blockage reports

Partnering overflow call centers
Contact databases and agent updates
And all other sources...

Transmittal options

Sound Telecom has the ability to deliver your data when, where and how you
want it. Our data transmittal options include:

v' Email, Text-to-Cell, Fax or Pager: Automated, prescheduled delivery to multiple

locations available 1 Web Portal access for downloadable reports: Access
messages, call statistics, detailed reports and more online

FTP Access and Bulletin Board Services: Data and reports posted securely on the
Web; works well for bulk data transports and for quickly passing along
confidential and sensitive data

Remote reporting services

Sound Telecom offers "Web Portal" to access downloadable reports and quickly access
.messages, call statistics, detailed reports, archives and more online.

LA SR AR

Switch reports

Abandons

Call Traffic

Call Duration

Call History

Message Deliveries
Hold/Patch/Disconnect times
Call Progress Reports

Much more...
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Attachment #2
City of Seattle
CONTRACT
Terms and Conditions
1. Entire Agreement. This Contract (hereafter referred to as Contract), including all attachments, amendments and subsequently issued

change orders, comprises the entire agreement between the City of Seattle (Seattle) and the Contractor. The City’s Change Orders,
Purchase Orders, Vendor Offer including all attachments, Addendum to the Bid (if any), the ITB specifications, the [TB instructions
and ITB Attachments, are explicitly included in this Contract. Where there are conflicts between these documents, the controlling
document will be in that same sequence, with the first taking priority over the last listed.

Term. Any term specified in the solicitation or specification shall prevail over the following. Should this be a one-time purchase, the
Contract shall commence on the date the City’s Buyer signs the same and shall expire sixty (60) days after delivery and acceptance of
last item. Should this be a Blanket Contract for continuous supply, this contract shall be for five vears, with a two vear extension
allowed. Such extensions shall be automatic, and will not require a written notice to take effect, unless either party provides advance
notice of the intention to not renew. Such notice shall be given at least 45 days prior to the otherwise automatic renewal date.

Schedule, Unless the City's Buyer requests a change in schedule, the Contractor shall deliver the items or render the services by the
“Last Item Due Date” stated on the Contract signature page At the City’s option, Contractor’s failure to timely deliver or perform
may require expedited shipping at Contractor’s expense, or may be cause for termination of the Contract and the return of all or part
of the items at Contractor’s expense. If Contractor anticipates difficulty in meeting the schedule, the Contractor shall promptly notify
the City’s Buyer of such difficulty and the length of the anticipated delay.

Scope of Work. Contractor shall provide the products and/or services specified as an attachment and/or within the Contract.

Payment. Secattle agrees to compensate as specified herein or attached, in consideration of acceptable Contractor performance.
Payment shall only be made for services performed and/or product delivered, after receipt, review and authorization by the City.
Such payment shall be paid according to early payment discount terms, or if no early payment discount is offered, thirty (30) days
after the City’s receipt and acceptance of the goods or completion and acceptance of the services. Payment periods will be computed
from either the date of delivery an acceptance of all goods ordered, the acceptance by the City of completion of all services, or the
date of receipt of a correct invoice, whichever date is later. This section is not intended to restrict partial payments that are specified
in the contract. All dollars referenced in this Contract and attachments are US Dollars.

Invoices. Invoices must show a breakdown of services or products provided and price for each. Invoices must specify the Name
and Phone Number of the City employee that placed the order.

Overages/Underages. Shipments shall match the purchase order, any unauthorized advance or excess shipments are returnable at
Contractors expense. The City is not obligated to return overages and will not pay for overages.

Taxes, Fees and Licenses. ;

Fees and Licenses: Contractor shall pay for and maintain in a current status, any license fees, assessments, permit charges, etc.,
which are necessary for contract performance. It is the Contractor’s sole responsibility to monitor and determine any changes or the
enactment of any subsequent requirements for said fees, assessments, or charges and to immediately comply with said changes during
the entire term of this Contract. Contractor must pay all custom duties, brokerage or import fees where applicable as part of the
contract price. Contractor shall take all necessary actions to ensure that materials or equipment purchased are expedited through
customs.

Taxes: Where required by state statute, ordinance or regulation, Contractor shall pay for and maintain in current status all taxes that
are necessary for contract performance. Unless otherwise indicated, Seattle agrees to pay State of Washington sales or use taxes on
all applicable consumer services and materials purchased. No charge by the Contractor shall be made for federal excise taxes and
Seattle agrees to furnish Contractor with an exemption certificate where appropriate.
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Withholding payment for taxes/business license fees due the City of Seattle: Seattle Municipal Code 5.45.060 specifies that the
Contractor will have taxes or fees paid in full for Seattle Business License requirements, before receiving any warrant or the final
payment for performing within any contract for the City. The Director of the Department of Executive Administration may withhold
payment due a City contractor pending satisfactory resolution of unpaid taxes and fees due the City under title 5.45.060.

Supplier is to calculate and enter the appropriate Washington State and local sales tax on the invoice. Tax is to be computed on new
items after deduction of any trade-in, in accordance with WAC 458-20-247.

Pricing. This is in addition to Prevailing Wage adjustments instructions when required within this ITB. The Buyer may
exempt these requirements for extraordinary conditions that could not have been known by either party at the time of bid
or for other circumstances beyond the control of both parties, as determined in the opinion of the Buyer. .

1. Discount below Manufacturer List Pricing: For all contract items that are priced as a discount below Manufacturer List
prices, there shall be not changes to the discount rate throughout the life of the contract including all extensions. As
manufacturer list prices change, the net cost to the City will automatically change.

2. One-time Purchase Order Prices: If the Bid is for a one-time purchase, pricing shall be firm and fixed for that purchase,
and shall not be subject to requests for price increases by the Vendor.

3. Fixed Offer and Hourly Rates: For contracts where supply is for on—go'ing, multiple year supply, and for hourly rates.
Requests for pricing or rate increases shall be considered only immediately prior to a contract anniversary period, as
follows: Pricing shall be fixed and firm for the first two years of the contract. Forty-five days prior to the two-year
anniversary, the Contractor may submit a written request for a price increase to the City Buyer. Thereafter, written request
for price increases shall only be considered when provided at least 45-days prior to the contract anniversary date, and shall
take effect on the contract anniversary date.

= Such requests shall demonstrate the following:

®  Price request shall be no greater than the total of changes to the CPI Index for King County or other pricing
index appropriate to the particular product herein;

®  Not produce a higher profit margin than that on the original contract;

®  (Clearly idcntify the items impacted by the increase;

= Be accompanied by documentation acceptable to the Buyer sufficient to warrant the increase;

®  And remain firm for a minimum of 365 days.

The request shall be considered by the Buyer and may be accepted or rejected. Failure to submit a price request at least
45-days prior to the contract anniversary date, shall result in a continuation of all existing pricing on the contract until
the next contract anniversary date. The decision to accept any price increase will be at the sole discretion of the Buyer.

10. Cost Reductions. During the term of this Contract, any price decrease the Contractor receives from its suppliers shall be reflected in

11,

a reduction of the prices in this Contract and effective as of the date of the supplier’s decrease. In the event during the term of this
Contract, the Contractor enters into lower pricing agreements with a customer with similar usage quantities, the Contractor shall
promptly notify the City and offer such lower pricing to the City. Seattle will not be bound by prices contained in an invoice that are
higher than those in the contract. Unless the higher price has been accepted by the City and the contract amended, the invoice may be
rejected and returned to the Contractor for corrections.

Travel and Direct Charges. If the specifications and scope of work for this purchase have specifically identified travel and/or direct
costs that the City intends to reimburse, then the following requirements shall apply. All such expenses must be pre-approved in
writing by the Project Manager. If the specifications and scope of work do not clearly identify such costs for compensation, than no
compensation will be given. '
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®

City will reimburse the Contractor at actual cost for expenditures that are pre-approved by the City in writing and are necessary
and directly applicable to the work required by this Contract provided that similar direct project costs related to the contracts of
other clients are consistently accounted for in a like manner. Such direct project costs may not be charged as part of overhead
expenses. Direct charges may include, but are not limited to the following items: travel, printing, long distance telephone,
supplies, computer charges, and fees of subconsultants or subcontractors,

The billing for direct expenses specifically identifiable with this project shall be an itemized listing of the charges supported by
copies of the original bills, invoices, expense accounts, subconsultant/subcontractor paid invoices, and other supporting
documents used by the Contractor to generate invoice(s) to the City. The original supporting documents shall be available to the
City for inspection upon request. All charges must be necessary for the services provided under this Contract.

The City will reimburse the actual cost for travel expenses incurred as evidenced by copies of receipts supporting such travel
expenses, and in accordance with the City of Seattle Travel Policy, details of which can be provided upon request.

Airfare: Airfare will be reimbursed at the actual cost of the airline ticket. The City will reimburse for Economy or Coach fare
only. Receipts detailing each airfare are required.

Meals: Meals will be reimbursed at the Federal Per Diem daily rate for the city in which the work is performed and do not
require receipts or additional documentation. The City will not reimburse for alcohol at any time.

Lodging: Lodging will be reimbursed at actual cost incurred up to a maximum of the published Runzheimer Cost Index for the
city in which the work was performed. Receipts detailing each day / night lodging are required. The City will reimburse at the
single occupancy rate. As an alternative, lodging billed at the published Federal Per Diem daily rate for the city in which the
work 1s performed does not require receipts or additional documentation. In this case, the invoice needs to state that "the lodging
is being billed at the Federal Per Diem daily rate."

Vehicle mileage: Vehicle mileage will be reimbursed at the Federal Internal Revenue Service Standard Business Mileage Rate
in affect at the time the mileage expense is incurred (currently that rate is 48.5 cents per mile.)

Rental Car: Rental car expenses will be reimbursed at the actual cost of the rental. Rental car receipts are required for all rental
car expenses (the City will only pay for the rental of "Compact" vehicles unless three or more persons are sharing one vehicle in
which case a "Mid-sized" vehicle rental is acceptable).

Miscellaneous Travel (e.g. parking, gas, taxi, shuttle, tolls, ferry fees, etc.): Miscellaneous travel expenses will be reimbursed
at the actual cost incurred. Receipts are required for each expense of $10.00 or more.

Miscellaneous other business expenses (e.g. printing, photo development, binding): Other miscellaneous business expenses
will be reimbursed at the actual cost incurred. Receipts are required for all miscellaneous expenses that are billed.

Subcontractor: Subcontractor expenses will be reimbursed at the actual cost incurred. Copies of all subcontractor invoices that
are rebilled to the City are required.

. Delivery. Except when instructed otherwise, Delivery must be made during normal work hours and within timeframes proposed by
Contractor herein and as accepted by Seattle. Failure to comply may subject Contractor to non-delivery assessment charges and/or
damages as appropriate. Seattle reserves the right to refuse shipment when delivered before or after normal working hours.
Contractor shall verify specific working hours of offices and so instruct carrier(s) to deliver accordingly. The acceptance by Seattle
of late performance without objection or reservation shall not waive the right of Seattle to claim damages for such breach, nor
preclude Seattle from pursuing any other remedy provided herein, including termination, nor constitute a waiver of the requirements
for the timely performance of any obligation remaining to be performed by Contractor. All deliveries are to be made to the
applicable delivery location in accordance with Interstate Commerce Commission rules or as indicated in Purchase Order. When
applicable, Contractor shall take necessary actions to safeguard items during inclement weather.
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13:

14.

1:5;

16.

17

18.

19.

20.

21,

22

Identification. All invoices, packing slips, packages, instruction manuals, correspondence, shipping notices, shipping containers,
and other written documents affecting this contract shall be identified by the applicable purchase order number. Packing lists shall be
enclosed with each shipment, indicating the contents therein.

Charges for handling. No charges will be allowed for handling that includes but is not limited to packing, wrapping, bags,

containers, or reels, unless otherwise stated herein.

Contract Notices, Deliverable Materials and Invoices Delivery. Official Contract notices shall be delivered to the Buyer at the
addresses specified in the solicitation.

Representations. Contractor represents and warrants that it has the requisite training, skill and experience necessary to provide

Work and is appropriately accredited and licensed by all applicable agencies and governmental entities.

Warranties. Contractor warrants that all materials, equipment, and/or services provided under this Contract shall be fit for the
purpose(s) for which intended, for merchantability, are properly package, proper instructions and warnings are supplied, that all
goods comply with applicable safety and health standards, that an MSDS Sheet is supplied as required by law, and that products or
services conform to the requirements and specifications herein. Acceptance of any service and inspection incidental thereto by
Seattle shall not alter or affect the obligations of the Contractor or the rights of Seattle.

Independent Contractor. Itis the intention and understanding of the Parties that Contractor shall be an independent contractor and
that Seattle shall be neither liable for nor obligated to pay sick leave, vacation pay or any other benefit of employment, nor to pay any
social security or other tax that may arise as an incident of employment. The Contractor shall pay all income and other taxes as due.
Industrial or other insurance that is purchased for the benefit of the Contractor shall not be deemed to convert this Contract to an
employment contract. It is recognized that Contractor may or will be performing work during the term for other parties and that
Seattle is not the exclusive user of the services that Contractor provides.

Inspection. Work shall be subject, at all times, to inspection by and with approval of Seattle, but the making (or failure or delay in
making) such inspection or approval shall not relieve Contractor of responsibility for performance of the Work in accordance with
this Contract, notwithstanding Seattle’s knowledge of defective or noncomplying performance, its substantiality or the ease of its
discovery. Contractor shall provide sufficient, safe, and proper facilities and equipment for such inspection and free access to such
facilities.

Title, Risk of Loss. Freight, Overages or Underages. Title of goods received under this contract shall remain with the Contractor
until they are delivered to the address specified, at which time title passes to Seattle. Regardless of FOB point, Contractor agrees to
bear all risks of loss, injury, or destruction of goods and materials ordered herein which occur prior to delivery and acceptance. Such
loss, injury, or destruction shall not release Contractor from any obligations under. Prices include freight prepaid and allowed.
Contractor assumes the risk of every increase, and receives the benefit of every decrease, in delivery rates and charges. Shipments
shall correspond with the Contract; any unauthorized advance or excess shipment is returnable at Contractor’s expense.

Performance. Acceptance by Seattle of unsatisfactory performance with or without objection or reservation shall not waive the right
to claim damage for breach, or terminate the contract, nor constitute a waiver of requirements for satisfactory performance of any
obligation remaining to be performed by Contractor.

Affirmative Efforts for Utilization of Women and Minority Subcontracting and Emplovment, Non discrimination in
providing services.

A. Employment Actions: Contractor shall not discriminate against any employee or applicant for employment because of race,
religion, creed, age, color, sex, marital status, sexual orientation, gender identity, political ideology, ancestry, national
origin, or the presence of any sensory, mental or physical handicap, unless based upon a bona fide occupational
qualification. Contractor shall take affirmative action to ensure that applicants are employed, and that employees are treated
during employment, without regard to their creed, religion, race, age, color, sex, national origin, marital status, political
ideology, ancestry, sexual orientation, gender identity, or the presence of any sensory, mental or physical handicap. Such
action shall include, but not be limited to employment, upgrading, promotion, demotion, or transfer; recruitment or
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recruitment advertising, layoff or termination, rates of pay, or other forms of compensation and selection for training.

B. In accordance with Seattle Municipal Code Chapter 20.42, Contractor shall actively solicit the employment and
subcontracting of women and minority group members when necessary and commercially useful for purposes of fulfilling
the scope of work required for this Contract. Contractors shall actively solicit subcontracting bids from subcontractors as
needed to perform the work of this contract, from qualified, available and capable women and minority businesses.
Contractors shall consider the grant of subcontracts to women and minority bidders on the basis of substantially equal
proposes in the light most favorable to women and minority businesses. At the request of Seattle, Contractor shall promptly
furnish evidence of the Contractor’s compliance with these requirements.

C. Ifupon investigation, the Director of Executive Administration finds probable cause to believe that the Contractor has failed
to comply with the requirements of this Section, the Contractor shall notified in writing. The Director of Executive
Administration shall give Contractor an opportunity to be heard, after ten calendar days’ notice. If, after the Contractor’s

~ opportunity to be heard, the Director of Executive Administration still finds probable cause, s’he may suspend the Contract
and/or withhold any funds due or to become due to the Contractor, pending compliance by the Contractor with the
requirements of this Section.

D. Any violation of the mandatory requirements of this Section, or a violation of Seattle Municipal Code Chapter 14.04 (Fair
Employment Practices), Chapter 14.10 (Fair Contracting Practices), Chapter 20.45 (City Contracts — Non-Discrimination in
Benefits), or other local, state, or federal non-discrimination laws, shall be a material of contract for which the Contractor
may be subject to damages and sanctions provided for by the Vendor Contract and by applicable law. In the event the
Contractor is in violation of this Section shall be subject to debarment from City confracting activities in accordance with
Seattle Municipal Code Section 20.70 (Debarment).

23. Equal Benefits.
A. Compliance with SMC Ch. 20.45: The Contractor shall comply with the requirements of SMC Ch. 20.45 and Equal Benefits

Program Rules implementing such requirements, under which the Contractor is obligated to provide the same or equivalent
benefits (“equal benefits”) to its employees with domestic partners as the Contractor provides to its employees with spouses.
At Seattle’s request, the Contractor shall provide complete information and verification of the Contractor’s compliance with
SMC Ch. 20.45. Failure to cooperate with such a request shall constitute a material breach of this Contract. (For further
information about SMC Ch. 20.45 and the Equal Benefits Program Rules call (206) 684-0430 or review information at
http://cityofseattle.net/contract/equalbenefits/.)

B. Remedies for Violations of SMC Ch. 20.45: Any violation of this section shall be a material breach of Contract for which the
City may:
a. Require the Contractor to pay actual damages for each day that the Contractor is in violation of SMC Ch. 20.45
during the term of the Contract; or
Terminate the Contract; or .
Disqualify the Contractor from bidding on or being awarded a City contract for a period of up to five (5) years; or
d. Impose such other remedies as specifically provided for in SMC Ch. 20.45 and the Equal Benefits Program Rules
promulgated there under.

o o

24. Publicitv. No news release, advertisement, promotional material, tour, or demonstration related to the City’s purchase or use of the
Contractor’s product or any work performed pursuant to this Contract shall be produced, distributed or take place without the prior,
specific written approval of the City’s Project Director or his’her designee.

25. Proprietary and Confidential Information.

Contractor’s Understanding and Obligations:

1. Contractor understands that any records (including but not limited to bid or proposal submittals, the Agreement, and any
other contract materials) it submits to the City, or that are used by the City even if the Contractor possesses the records, are
public records under Washington State law, RCW Chapter 42.56. Public records must be promptly disclosed upon request
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unless a statute exempts them from disclosure. The Contractor also understands that even if part of a record is exempt from
disclosure, the rest of that record generally must be disclosed.

2. Contractor must separate and clearly mark as “proprietary” all records related to this Agreement or the performance of this
Agreement that the Contractor believes are exempt from disclosure. The Contractor is familiar with potentially-applicable
public-disclosure exemptions and the limits of those exemptions, and will mark as “proprietary” only information that the
Contractor believes legitimately fits within an exemption and will state the statutory exception upon which it is relying.

3. If Seattle notifies the Contractor under Paragraph B 2 of a public disclosure request, and the Contractor believes records are
exempt from disclosure, it is the Contractor’s responsibility to make determination and pursue a lawsuit under RCW 42.56 to
enjoin disclosure. The Contractor must obtain the injunction and serve it on the City before the close of business on the tenth
business day after the City sent notification to the Contractor. It is the Contractor’s discretionary decision whether to file the
lawsuit. '

4. If the Contractor does not timely obtain and serve an injunction, the Contractor is deemed to have authorized releasing the
record.

5. Notwithstanding the above, the Contractor must not take any action that would affect (a) the City’s ability to use goods and
services provided under this Agreement or (b) the Contractor’s obligations under this Agreement.

6. The Contractor will fully cooperate with the City in identifying and assembling records in case of any public disclosure
request.

City’s Obligations

1. The City will disclose those parts of records the Contractor has marked as “proprietary” information only to authorized
persons unless:
(a) the City receives a public disclosure request, in which case steps 2 and 3 below will be exercised before release of
the information or
(b) The Contractor has given the City express advance written permission to disclose the records. “Authorized persons”
means those City officers, employees, contractors and consultants for whom the proprietary information is necessary to
perform their duties or obligations to the City.

The term “proprietary information” does not include ideas, concepts, know-how or techniques related to any information that,
at the time of disclosure, is in the public domain, unless the entry of that information into the public domain is a result of a
breach of this Agreement. :

2. If the City receives a public disclosure request for records that the Contractor has marked as “proprietary” information, the
City may promptly notify the Contractor of the request. The City may postpone disclosing these records for ten business days
after it has sent notification to the Contractor, in order to allow the Contractor to file a lawsuit under RCW 42.56 to enjoin
disclosure. It 1s the Contractor’s discretionary decision whether to file the lawsuit.

3. If the City has notified the Contractor of a public disclosure request, and the Contractor has not obtained an injunction and
served the City with that injunction by the close of business on the tenth business day after the City sent notice, the City will
then disclose the record.

4. The City has no other obligations concerning records the Contractor has marked as “proprietary information” under this
Agreement. The City has no obligation to claim any exemption from disclosure. The City is not obligated or liable to the
Contractor for any records that the City releases in compliance with this Section or in compliance with the order of a court of
competent jurisdiction.

26. Indemnification. To the extent permitted by law, the Contractor shall protect, defend, indemnify and hold the City harmless from

and against all claims, demands, damages, costs, actions and causes of actions, liabilities, fines, penalties, judgments, expenses and
attorney fees, resulting from the injury or death of any person or the damage to or destruction of property, or the infringement of any
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27,

28.

29.

patent, copyright, trademark or trade secret, arising out of the work performed or goods provided under this Contract, or the
Contractor’s violation of any law, ordinance or regulation, contract provision or term, or condition of regulatory authorization or
permit, except for damages resulting from the sole negligence of the City. As to the City of Seattle, the Contractor waives any
immunity it may have under RCW Title 51 or any other Worker’s Compensation statute. The parties acknowledge that this waiver
has been negotiated by them, and that the contract price reflects this negotiation.

Insurance. Should the City not provide any insurance requirements to the contrary within the solicitation and/or attached, the
following requirements shall be in effect. Contractor shall maintain at its own expense at all times during the term of this Contract
the following insurance with limits of liability consistent with those generally carried by similarly situated enterprise:

(1) Commercial General Liability insurance, including premises/operations, products/completed operations,
personal/advertising injury, contractual liability, fire legal/tenant liability, stop gap/employer’s liability and independent
contractors liability; (2) if any vehicle, watercraft or aircraft is used in the performance of this Purchase Order/Vendor
Contract, of a minimum of $1,000,000 per occurrence;

(2) Automobile Liability, Watercraft Liability and/or Aircraft Liability insurance, including coverage for owned, non-
owned, leased or hired vehicles, watercraft and aircraft, as appropriate of a minimum of $500,000 per occurrence; and

(3) Worker’s Compensation (“Industrial Insurance™) as required by Title 51 of the Revised Code of Washington.

(4) The insurance as provided under items (1) and (2) above shall include by endorsement the City of Seattle as an
additional insured (as respects item (1), per ISO form CG 20 10 or CG 20 26 or equivalent additional insured
endorsement wording, or equivalent blanket additional insured policy wording) and such additional insured status for
the City shall apply as respects the full limits of all valid and collectible Automobile Liability, Watercraft Liability
and/or Aircraft Liability insurance, whether primary, excess, contingent, or otherwise; shall be primary insurance as
respects the City, and any other insurance or self-insurance maintained by the City shall be excess and non-contributory
with the Contractor’s insurance; and, shall be placed with insurers with not less than an A- VII A M. Best’s rating
unless insurance has been procured under the provisions of chapter 48.15 RCW (Unauthorized “Surplus Lines”
Insurers). It is specifically agreed that the insurance requirements in this section 2.18 shall override any limitation of
liability or similar provision in any agreement or statement of work between the City and the Contractor and that no
Contractor’s insurer shall assert the right to invoke any such limitation. :

(5) Contractor shall not be required to provide evidence of insurance, unless required to do so under the solicitation or as
otherwise required by the City Buyer, and should additional insurance requirements (including but not limited to higher
limits of liability) be specified in the solicitation or otherwise are attached, those requirements shall apply.

Audit. Upon request, Contractor shall permit Seattle, and any other governmental agency involved in the funding of the Work
(“‘Agency™), to inspect and audit all pertinent books and records of Contractor, any subcontractor, or any other person or entity that
performed work in connection with or related to the Work, at any and all times deemed necessary by Seattle or Agency, including up
to six years after the final payment or release of withheld amounts has been made under this Contract. Such inspection and audit
shall occur in King County, Washington or other such reasonable location as Seattle or Agency selects. The Contractor shall supply
Seattle with, or shall permit Seattle to make, a copy of any books and records and any portion thereof. The Contractor shall ensure
that such inspection, audit and copying right of Seattle and Agency is a condition of any subcontract, agreement or other arrangement
under which any other person or entity is permitted to perform work under this Contract.

Contractual Relationship. The relationship of Contractor to Seattle by reason of this Contract shall be that of an independent
contractor. This Contract does not authorize Contractor to act as the agent or legal representative of Seattle for any purpose
whatsoever. Contractor is not granted any express or implied right or authority to assume or create any obligation or responsibility
on behalf of or in the name of Seattle or to bind Seattle in any manner or thing whatsoever.

Supervision and Coordination. Contractor shall: Competently and efficiently, supervise and direct the implementation and
completion of all contract requirements specified herein; Designate in its bid or proposal to Seattle, a representative(s) with the
authority to legally commit Contractor’s firm. All communications given or received from the Contractor’s representative shall be
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31.

32.

33.

34,

35.

36.

37

binding on the Contractor; Promote and offer to Purchasers only those materials, equipment and/or services as stated herein and

allowed for by contractual requirements. Violation of this condition will be grounds for contract termination.

Compliance with Law.

General Requirement: The Contractor, at its sole cost and expense, shall perform and comply with all applicable laws
of the United States and the State of Washington; the Charter, Municipal Code, and ordinances of The City of Seattle;
and rules, regulations, orders, and directives of their respective administrative agencies and officers.

Licenses and Similar Authorizations: The Contractor, at no expense to the City, shall secure and maintain in full force
and effect during the term of this Contract all required licenses, permits, and similar legal authorizations, and comply
with all related requirements.

Taxes: The Contractor shall pay, before delinquency, all taxes, import duties, levies, and assessments arising from its
activities and undertakings under this Contract; taxes levied on its property, equipment and improvements; and taxes on
the Contractor's interest in this Contract.

Americans with Disabilities Act. The Contractor shall comply with all applicable provisions of the Americans with Disabilities
Act of 1990 (ADA) in performing its obligations under this Contract. In particular, if the Contractor is providing services, programs,
or activities to City employees or members of the public as part of this Contract, the Contractor shall not deny participation or the
benefits of such services, programs, or activities to people with disabilities on the basis of such disability. Failure to comply with the
provisions of the ADA shall be a material breach of, and grounds for the immediate termination of, this Contract.

OSHA/WISHA. Contractor agrees to comply with conditions of the Federal Occupational Safety and Health Acts of 1970 (OSHA),
as may be amended, and, if it has a workplace within the State of Washington, the Washington Industrial Safety and Health Act of
1973 (WISHA), as may be amended, and the standards and regulations issued thereunder and certifies that all items furnished and
purchased under this order will conform to and comply with said standards and regulations. Contractor further agrees to indemnify
and hold harmless purchaser from all damages assessed against purchaser as a result of Contractor’s failure to comply with the acts
and standards thereunder and for the failure of the items furnished under this order to so comply.

Adjustments. The City’s Buyer at any time may make reasonable changes in the place of delivery, installation or inspection; the
method of shipment or packing; labeling and identification; extension of contract duration, and ancillary matters that Contractor may
accommodate without substantial additional expense to the City.

Amendments. No modification of this Contract shall be effective unless in writing and signed by an authorized representative of the
City, except as otherwise authorized herein. The City shall issue change notices to Contractor, and such notices shall take effect
under the signature of the City unless written objection of the notice is received by the Contractor upon Contractor receipt of the
change notice.

Assignment and Subcontracting. Contractor shall not assign or subcontract any of its obligations under this Contract without
Seattle’s written consent, which may be granted or withheld in Seattle’s sole discretion. Any subcontract made by Contractor shall
incorporate by reference all the terms of this Contract except for Equal Benefit provisions. Contractor shall ensure that all
subcontractors comply with the obligations and requirements of the subcontract, except for Equal Benefit provisions. Seattle’s
consent to any assignment or subcontract shall not release the Contractor from liability under this Contract, or from any obligation to
be performed under this Contract, whether occurring before or after such consent, assignment, or subcontract.

Involvement of Former Citv Emplovees. Contractor shall promptly notify Seattle in writing of any person who is expected to
perform any of the Work and who, during the twelve (12) months immediately prior to the expected commencement date of such
work or subcontract, was a City officer or employee. Contractor shall ensure that no Work or matter related to the Work is performed
by any person (employee, subcontractor, or otherwise) who was a City officer or employee within the past twelve (12) months; and as
such was officially involved in, participated in, or acted upon any matter related to the Work, or is otherwise prohibited from such
performance by SMC 4.16.075.
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38.

39.

40.

41.

43,

No Conflict of Interest. Contractor confirms that Contractor does not have a business interest or a close family relationship with any
City officer or employee who was, is, or will be involved in the Contractor selection, negotiation, drafting, signing, administration, or
evaluating the Contractor's performance.

No Gifts or Gratuities. Contractor shall not directly or indirectly offer gifts and resources to any person employed by the City that
is intended, or may be reasonably intended, to benefit the Vendor by way of award, administration, or in any other way to influence
purchasing decisions of the City. This includes but is not limited to, City Purchasing office employees and City employees that do
business with, order, purchase or are part of decision-making for business, contract or purchase decisions. The Vendor shall not offer
meals, gifts, gratuities, loans, trips, favors, bonuses, donations, special discounts, work, or anything of economic value to any such
City employees. This does not prohibit distribution of promotional items that are less than $25 when provided as part of routine

" business activity such as trade shows. Any violation of this provision may result in termination of this Contract. Nothing in this

Contract prohibits donations to campaigns for election to City office, so long as the donation is disclosed as required by the election
campaign disclosure laws of the City and of the State.

Intellectual Property Rights.
Patents: Contractor hereby assigns to Seattle all rights in any invention, improvement, or discovery, together with all
related information, including but not limited to, designs, specifications, data, patent rights and findings developed in
connection with the performance of Contract or any subcontract hereunder. Notwithstanding the above, the Contractor does
not convey to Seattle, nor does Seattle obtain, any right to any document or material utilized by Contractor that was created
or produced separate from this Contract or was preexisting material (not already owned by Seattle), provided that the
Contractor has clearly identified in writing such material as preexisting prior to commencement of the Work. To the extent
that preexisting materials are incorporated into the Work, the Contractor grants Seattle an irrevocable, non-exclusive, fully
paid, royalty-free right and/or license to use, execute, reproduce, display, and transfer the preexisting material, but only as an
inseparable part of the Work,

Copyrights: For materials and documents prepared by Contractor in connection with the Work, Contractor shall retain the
copyright (including the right of reuse) whether or not the Work is completed. Contractor grants to Seattle a non-exclusive,
irrevocable, unlimited, royalty-free license to use every document and all other materials prepared by the Contractor for
Seattle under this Contract. If requested by Seattle, a copy of all drawing, prints, plans, field notes, reports, documents, files,
input materials, output materials, the media upon which they are located (including cards, tapes, discs and other storage
facilities), software programs or packages (including source code or codes, object codes, upgrades, revisions, modifications,
and any related materials) and/or any other related documents or materials which are developed solely for, and paid for by,
Seattle in connection with the performance of the Work, shall be promptly delivered to Seattle.

Seattle may make and retain copies of such documents for its information and reference in connection with their use on the
project. The Contractor does not represent or warrant that such documents are suitable for reuse by Seattle, or others, on
extensions of the project, or on any other project. Contractor represents and warrants that it has all necessary legal authority
to make the assignments and grant the licenses required by this Section.

No personal liability. No officer, agent or authorized employee of the City shall be personally responsible for any liability arising
under this Contract, whether expressed or implied, nor for any statement or representation made herein or in any connection with this
Contract.

2. Binding Effect. The provisions, covenants and conditions in this Contract apply to bind the parties, their legal heirs, representatives,

successors, and assigns.

Waiver. No covenant, term or condition or the breach thereof shall be deemed waived, except by written consent of the party against
whom the waiver is claimed, and any waiver of the breach of any covenant, term or condition shall not be deemed to be a waiver of
any preceding or succeeding breach of the same or any other covenant, term or condition. Neither the acceptance by Seattle of any
performance by the Contractor after the time the same shall have become due nor payment to the Contractor for any portion of the
Work shall constitute a waiver by Seattle of the breach or default of any covenant, term or condition unless otherwise this is expressly
agreed to by Seattle, in writing. The City’s failure to insist on performance of any of the terms or conditions herein or to exercise any
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44.

45.

46.

47.

48.

49,

50.

right or privilege or the City’s waiver of any breach hereunder shall not thereafter waive any other term, condition, or privilege,
whether of the same or similar type.

Anti-Trust. Seattle maintains that, in actual practice, overcharges resulting from antitrust violations are borne by the purchaser.
Therefore the Contractor hereby assigns to Seattle any and all claims for such overcharges except overcharges which result from
antitrust violations commencing after the price is established under this contract and which are not passed on to Seattle under an
escalation clause.

Applicable Law. This Contract shall be construed under the laws of the State of Washington. The venue for any action relating to
this Contract shall be in the Superior Court for King County, State of Washington.

Remedies Cumulative. Remedies under this Contract are cumulative; the use of one remedy shall not be taken to exclude or waive
the right to use another.

Captions. The titles of sections, or subsections, are for convenience only and do not define or limit the contents.

Severability: Any invalidity, in whole or in part, of any provision of this Contract shall not affect the validity of any other of its
provisions.

Disputes. Any dispute or misunderstanding that may arise under this Contract concerning Contractor's performance shall first be
resolved, if mutually agreed to be appropriate, through negotiations between the Contractor's Project Manager and Seattle's Project
Manager, or if mutually agreed, referred to the City’s named representative and the Contractor's senior executive(s). Either party
may decline or discontinue such discussions and may then pursue other means to resolve such disputes, or may by mutual agreement
pursue other dispute alternatives such as alternate dispute resolution processes. Nothing in this dispute process shall in any way
mitigate the rights, if any, of either party to terminate the contract in accordance with the termination provisions herein.

Notwithstanding above, if Seattle believes in good faith that some portion of Work has not been completed satisfactorily, Seattle may
require Contractor to correct such work prior to Seattle payment. In such even, Seattle must clearly and reasonably provide to
Contractor an explanation of the concern and the remedy that Seattle expects. Seattle may withhold from any payment that is
otherwise due, an amount that Seattle in good faith finds to be under dispute, or if the Contractor does not provide a sufficient
remedy, Seattle may retain the amount equal to the cost to Seattle for otherwise correcting or remedying the work not properly
completed.

Termination.

For Cause: Seattle may terminate this Contract if the Contractor is in material breach of any terms of this Contract, and such
breach has not been corrected to Seattle’s reasonable satisfaction in a timely manner.

For City’s Convenience: Seattle may terminate this Contract in whole or in part, without cause and for any reason including
Seattle’s convenience, upon written notice to the Contractor.

Nonappropriation of Funds: Seattle may terminate this Contract at any time without notice due to nonappropriation of
funds, whether such funds are local, state or federal grants, and no such notice shall be required notwithstanding any notice
requirements that may be agreed upon for other causes of termination.

Acts of [nsolvency: Seattle may terminate this Contract by written notice to Contractor if the Contractor becomes insolvent,
makes a general assignment for the benefit of creditors, suffers or permits the appointment of a receiver for its business or
assets, becomes subject to any proceeding under any bankruptcy or insolvency law whether domestic or foreign, or is wound
up or liquidated, voluntarily or otherwise.

Termination for Gifts or Gratuities: Seattle may terminate this Contract by written notice to Contractor if Seattle finds that
any gratuity in the form of entertainment, a gift, or otherwise, was offered to or given by the Contractor or any agent therefor
to any City official, officer or employee, as defined above.
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Notice: Seattle is not required to provide advance notice of termination. Notwithstanding, the Buyer may issue a
termination notice with an effective date later than the termination notice itself. In such case, the Contractor shall continue
to provide products and services as required by the Buyer until the effective date provided in the termination notice.

Actions upon Termination: In the event of termination not the fault of the Contractor, the Contractor shall be paid for the
services properly performed prior to termination, together with any reimbursable expenses then due, but in no event shall
such compensation exceed the maximum compensation to be paid under the Contract. The Contractor agrees that this
payment shall fully and adequately compensate the Contractor and all subcontractors for all profits, costs, expenses, losses,
liabilities, damages, taxes, and charges of any kind whatsoever (whether foreseen or unforeseen) attributable to the
termination of this Contract. Upon termination for any reason, the Contractor shall provide Seattle with the most current
design documents, contract documents, writings and other product it has completed to the date of termination, along with
copies of all project-related correspondence and similar items. Seattle shall have the same rights to use these materials as if
termination had not occurred.

51. Force Majeure — Suspension and Termination.

This section applies in the event that either party is unable to perform the obligations of this contract because of a Force
Majeure event as defined herein, fo the extent that the Contract obligations must be suspended in full. A Force Majeure
event is an event that prohibits performance and is beyond the control of the party. Such events may include natural or man-
made disasters, or an action or decree of a superior governmental body, which prevents performance.

Force Majeure under this Section shall only apply in the event that performance is rendered not possible by either party or its
agents. Should it be possible to provide partial performance that is acceptable to the City under Section #2 (Emergencies or
Dias asters), Section #2 below shall instead be in force.

Should either party suffer from a Force Majeure event and is unable to provide performance, such party shall give notice to
the remaining party as soon as practical and shall do everything possible to resume performance.

Upon receipt of such notice, the party shall be excused from such performance as is affected by the Force Majeure Event for
the period of such Event. If such Event affects the delivery date or warranty provisions of this Agreement, such date or
warranty period shall automatically be extended for a period equal to the duration of such Event.

52. Major Emergencies or Disasters.

&

|16, 2007

The City may undergo an emergency or disaster that may require the Contractor to either increase or decrease quantities
from normal deliveries, or that may disrupt the Contractor’s ability to provide normal performance. Such events may
include, but are not limited to, a storm, high wind, earthquake, flood, hazardous material release, and transportation mishap,
loss of any utility service, fire, terrorist activity or any combination of the above. In such events, the following shall apply.

(a) The City shall notify the Contractor that the City is experiencing an emergcncy or disaster, and will request emergency
and priority services from the Contractor.

(b) The City may request that the Contractor provide either increased or decreased quantities from traditional orders, or
may request Contractor provide additional products or services.

(¢) Upon such notice by the City, the Contractor shall make reasonable efforts to provide the City the materials in the
quantities requested and within the schedule specified by the City, adhering to the conditions in this Section.

(d) The City of Seattle shall be the customer of first priority for the Contractor, except where preceded by State or Federal
government mandates. The Contractor shall provide its best and priority efforts to provide the requested goods and/or
services to the City of Seattle in as complete and timely manner as possible. Such efforts by the Contractor are not to be
diminished as a result of Contractor providing service to other customers, except as mandated by State or Federal
governments.

(e) Ifthe Contractor is unable to respond in the time and/or quantities requested by the City, the Contractor shall promptlv
assist the City to the extent practicable, to gain access to alternative materials and/or services. This may include:

a. Coordinating with other distributors or subsidiaries beyond those in the local region to fulfill order requests;
b. Offering the City substitutions provided the Contractor obtains prior approval from the City for such
substitution.
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The Contractor shall charge the City the price determined in this Contract for the goods and services provided, and if no
price has been determined, it shall charge the City a price that is normally charged for such goods and/or services (such as
listed prices for items in stock). However, in the event that the City’s request results in the Contractor incurring unavoidable
additional costs and causes the Contractor to increase prices in order to obtain a fair rate of return, the Contractor shall
charge the City a price not to exceed the cost/profit formula found in this Contract.

53. Interlocal Cooperation Act. RCW 39.34 allows cooperative purchasing between public agencies, and other political subdivisions.
SMC 20.60.100 also allows non profits to use these agreements. If a public agency files or has filed an Intergovernmental
Cooperative Purchasing Agreement with the City of Seattle, those agencies are eligible to purchase from Contracts established by the
City. Such agencies may ask City of Seattle Contractors to accept orders from the agency, citing the City of Seattle contract as the
basis for the order. The Vendor may accept or decline such orders. If the Vendor accepts an order from another public agency using
the City of Seattle contract as the basis, the Vendor agrees to sell additional items at the contract prices, terms and conditions. The
City of Seattle accepts no responsibility for the payment of the purchase price by other governmental agencies. Should the Vendor
require additional pricing for such purchases, the Vendor 1s to name such additional pricing upon Offer to the City.

54. Debarment. In accordance with SMC Ch. 20.70, the Director of Executive Administration or designee may debar a Vendor from
entering into a Contract with the City or from acting as a subcontractor on any Contract with the City for up to five years after
determining that any of the following reasons exist:

1) Contractor has received overall performance evaluations of deficient, inadequate, or substandard performance on
three or more City Contracts.

2) Contractor failed to comply with City ordinances or Contract terms, including but not limited to, ordinance or
Contract terms relating to small business utilization, discrimination, prevailing wage requirements, equal benefits,
or apprentice utilization.

3) Contractor abandoned, surrendered, or failed to complete or to perform work on or in connection with a City
Contract.

4) Contractor failed to comply with Contract provisions, including but not limited to quality of workmanship,
timeliness of performance, and safety standards.

5) Contractor submitted false or intentionally misleading documents, reports, invoices, or other statements to the City
in connection with a Contract.

6) Contractor colluded with another contractor to restrain competition.

7) Contractor committed fraud or a criminal offense in connection with obtaining, attempting to obtain, or performing
a Contract for the City or any other government entity.

8) Contractor failed to cooperate in a City debarment investigation.

9) Contractor failed to comply with SMC 14.04, SMC Ch. 14.10, SMC Ch. 20.42, or SMC Ch. 20.45, or other local,
State, or federal non-discrimination laws.

The Director may issue an Order of Debarment after adhering to the procedures specified in SMC 20.70.050. The rights
and remedies of the City under these provisions are in addition to any other rights and remedies provided by law or under
the Contract.

55. Recycled Product Requirements. Whenever practicable, Contractor shall use reusable products, recyclable products and recycled-
content products including recycled content paper on all documents submitted to the City. Contractors are to duplex all materials that
are prepared for the City under this Contract, whether such materials are printed or copied, except when impracticable to do so due to
the nature of the product being produced. Contractors are to use 100% post consumer recycled content, chlorine-free paper in such
products that are produced for the City, whenever practicable, and to use other paper-saving and recycling measures in business they
conduct with and for the City. This directive is executed under the Mayor’s Executive Order, issued February 13, 2005.
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56. Workers Right to Know. “Right to Know” legislation required the Department of Labor and Industries to establish a program to
make employers and employees more aware of the hazardous substances in their work environment. WAC 296-62-054 requires
among other things that all manufacturers/distributors of hazardous substances, including any of the items listed on this ITB, RFP or
contract bid and subsequent award, must include with each delivery completed Material Safety Data Sheets (MSDS) for each
hazardous material. Additionally, each container of hazardous material must be appropriately labeled with: the identity of the
hazardous material, appropriate hazardous warnings, and the Name and Address of the chemical manufacturer, improper, or other
responsible party

Labor and Industries may levy appropriate fines against employers for noncompliance and agencies may withhold payment pending
receipt of a legible copy of the MSDS. OSHA Form 20 is not acceptable in lieu of this requirement unless it is modified to include
appropriate information relative to “carcinogenic ingredients: and “routes of entry” of the product(s) in question
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Front End Startup Costs and Activation Fees-Year Commencing 1/1/2010
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ITEMS CcosT Footnotes
Multi Call Center Toll Free # Routing: Design, Implementation and Programming Previously Completed 1
Initial Multiple Geographically Dispersed Call Center Account Programming Previously Completed 1
Initial Data and Report Development Across the Network Previously Completed 1
Call Center Consortium Account Setup and Activation Previously Completed 1
Initial Agent Training Across the Network Previously Completed 1
Telco (AT&T) Toll Free Routing Activation and Setup Fees Previously Completed 1
System Design, Implementation and Completion Meetings Previously Completed 1
Emergency Services Web Scripting/Data Application $3000 2

Call Processing and Program Management Fees

ITEMS RATE Footnotes

Inbound call handling - Agent $.85 per minute

Inbound call handling - Telco (ATT) Toll Free Number Usage $.07 per minute 3513

Telco (AT&T) Per Call Feature Charge (taxes and regulatory fees additional) $.09 per call 4,513

Telco (AT&T) Bundled Flat Rate Monthly Charge of $250 (taxes and fees included) $273.75 per month 58,13
$.0025 per call over

Telco (AT&T) AMCD calls in excess of 40k/mo (taxes and regulatory fees additional) 40000/month 56,13
$.001 per call over

Telco (AT&T) TFCA calls in excess of 75k /mo (taxes and regulatory fees additional) 75000/month | 56,13

Telco (AT&T) Monitoring Tools-AMCD, TFCA of $175 (taxes and fees included) $191.63 per month 5,713

Monthly Program Management Fee $2500 per month 9

Telco (AT&T) Monthly DID Number Charge (taxes and fees included) $31.66 per DID#/month 10,13

Additional Service Fees

ITEMS RATE Footnotes
FTP Transmission fees No longer Applicable
Clerical $20 per hour
Additional Programming $75 per hour
Additional Training $20 per hour
Additional customized report development $75 per hour
Solaxis Voicemail Box $15 per month |
MARC (Minimum Annual Recurring Charge) for Telco (ATT) 800+# Platform Footnote 5

Footnotes
1. Activation fees required for special and enhanced multi call center routing. Previously completed under preceding contract.
2. Programming and activation fee for Emergency Services Web Scripting/Data Application. Currently invoiced pending
payment. Currently in beta test mode awaiting roflout to SPU and Consortium Partner call centers.

3. Telco (ATT) long distance per minute charge, including all taxes and regulatory fees.

4. Telco (ATT) charge includes use of all calling features including queue and advanced call routing, does not include taxes and
regulatory fees.

5. The ATT contract has a MARC (Minimum Annual Recurring Charge) commitment of $12000. The project monthly recurring

charge of $250, the DID charges of $30 per DID, the Advanced Feature Charge and Long Distance call charges as outlined
in the proposal are all credited against fulfilling this commitment. At the present DID build level, $790 of that commitment
(MRC and DID) is covered, leaving and unfulfilled commitment of $210 per month. Any actual event long distance and
advanced feature charges will easily cover the remaining $210 per month commitment. In addition, any additional fees from
any additional clients added to the platform will also accrue to the MARC. If there is no event during a year or fees from
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14.

15.

any additional Sound Telecom clients added to the platform, SPU agrees to an annual true-up and payment to Sound
Telecom to reimburse ATT for any MARC shortfall.

ATT monitoring tool usage charges (AMCD and TFCA) applicable to calling and monitoring use, taxes and regulatory fees are
not included and are additional.

ATT monthly monitoring tool charges (AMCD and TFCA tools), taxes and regulatory fees included.

ATT Bundled Flat Rate Monthly Charge for Platform usage, inclusive of taxes and regulatory fees.

Maintenance fee to cover costs of administrative oversight of call center network for every call center and network at a
whole, programming update uploads, on-going billing and switch programming, training communications, testing of Telco
network and testing of programming and agent response.

. DID (Direct Inward Dial) number is the number that each call center uses to route calls from the 800# cloud into their

platform. AT&T charges $30 for every DID routing and 800# used. Typically one DID is used for each call center, but
sometimes more than one is used to bring in more volume to various T-1's or PRI's. The project is currently using
seventeen (17) DID numbers and one (1) 800#, for a total of eighteen (18).

All charges in this schedule are exclusive of applicable fees and taxes, unless indicated otherwise.

Due to the fact that fifteen (15) or more Consortium Call Center Partners require payment on a timely basis, we respectfully
reqguest that our net 10 day credit terms be made part of the contract. We are happy to email and mail invoices to multiple
locations in order to facilitate this process.

ATT charges billed at cost, no markup.

This contract provides service each month of the year and can be adjusted at any time to include any other project(s) at the
rates specified above with the addition of any additional activation, monthly or start up fees required to add the project.
Submission of this fee structure is based upon a minimum two (2) year contract with an option to renew for additional five
year extension as provided in the contract expiring December 31, 2009.
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