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Agreement 

Between The City of Seattle and Avante Solutions Inc.
For Service Desk System 

1. Agreement:  This Agreement is made this 8th day of January, 2003, (the “Effective Date”), by and between The City of Seattle, a municipal corporation of the State of Washington (the “City”), and Avante Solutions Inc., a corporation organized and existing under the laws of the State of Illinois and authorized to do business in the State of Washington (the “Vendor”).

2. Entire Agreement:  This Agreement, including all Supplements and Exhibits referenced herein, constitutes the entire agreement between the City and the Vendor.  The City’s Request for Proposal #02039 (“RFP”), the addenda to the RFP, and the Vendor’s proposal submitted in response to the RFP are explicitly included as Supplements to this Agreement.  Where there are conflicts between these documents, the controlling document will first be this Agreement as amended, then the RFP as amended, and then the Vendor’s proposal.

3. Term:  The term of this Agreement shall be five (5) years from the date of the City’s approval of the Engagement Sign-Off document.  By mutual agreement, the Agreement may be extended in one (1) year increments for three (3) additional years.



4. Scope:  The Vendor shall provide a fully functional Service Desk System by providing service desk software and related services.  The Vendor shall update, maintain and otherwise support the software for a minimum of five years from the date of the City’s approval of the Engagement Sign-Off document.  The Vendor shall perform services to identify requirements, install, configure, test, and support implementation for a fully functional Service Desk System.   The Vendor shall provide expert training resources to train selected City staff on-site.

4.1
Software:  The Vendor shall deliver and the City is granted nonexclusive, nontransferable and perpetual licenses as listed below.   

No. of
Licenses


Product




150 concurrent users
HEAT pursuant to Exhibit A as amended 

150 concurrent users
iHEAT pursuant to Exhibit B as amended 

30 concurrent users

HEAT Plus Knowledge for Analysts pursuant to Exhibit C as amended

1 for Unlimited Users 
HEAT Self Service pursuant to Exhibit D as amended 

1 for single server

Knowledge Sync pursuant to Exhibit E as amended 
4.2  Avante-Provided Software Utilities:  The Vendor shall provide other software, including but not necessarily limited to database tools (“Software Utilities”) for purposes including but not limited to monitoring license usage, and easing changes to organizational structure.  The Vendor represents and warrants the Software Utilities are fit for the particular purposes established by the City’s RFP and/or offered in the Vendor’s response to the City’s RFP, including the Vendor’s demonstration and oral representations.  


4.2.1  Performance Warranty - Commencing on the date of the City’s approval of the Engagement Sign-Off document and extending for a period of five (5) years, the Vendor warrants that the Software Utilities furnished hereunder shall be free from programming errors, shall be free from defects in workmanship and materials, and shall operate in conformity with the performance capabilities, specifications, functions and other descriptions and standards applicable thereto and as set forth in this Agreement including but not limited to the City’s RFP and the Vendor’s response to the City’s RFP including the Vendor’s demonstration and oral representations.  During this warranty period, the Vendor shall replace or repair any defect appearing in the Software Utilities, or deficiency in service provided at no additional cost to the City.


4.2.2  No Surreptitious Code Warranty - The Vendor warrants that none of the Software Utilities provided to the City contains or will contain any Self-help Code or any Unauthorized Code as defined below. This warranty is referred to in this Agreement as the “No Surreptitious Code Warranty.”

As used in this Agreement, “Self-help Code” means any back door, time bomb, drop dead device, or other software routine designed to disable a computer program automatically with the passage of time or under the positive control of a person other than the City.  The term “Self-help Code” does not include software routines in a computer program, if any, designed to permit an owner of the computer program (or other person acting by authority of the owner) to obtain access to a licensee’s computer system(s) (e.g. remote access via modem) for purposes of maintenance or technical support.

As used in this Agreement, “Unauthorized Code” means any “virus,” “Trojan horse,” “worm” or other software routines designed to permit unauthorized access to disable, erase, or otherwise harm software or data or to perform any other actions.  The term Unauthorized Code does not include Self-help Code.

The Vendor shall defend City against any claim, and indemnify the City against any loss or expense arising out of any breach of the No Surreptitious Code Warranty.


4.2.3  Title Warranty and Warranty against Infringement - The Vendor warrants and represents that the Software Utilities provided under this Agreement are the sole and exclusive property of the Vendor or that the Vendor is authorized to provide full use of the Software Utilities to the City as provided herein. The Vendor warrants that it has full power and authority to grant the rights granted by this Agreement to the City without the consent of any other person or entity.

In the event of any claim by a third party against the City asserting a patent, copyright, trade or secret, or proprietary right violation involving the Software Utilities acquired by the City hereunder or any portion thereof, Vendor shall defend, at its expense, and shall indemnify the City against any loss, cost, expense, or liability arising out of such claim, whether or not such claim is successful; provided, however, that Vendor is notified by the City in writing within a reasonable time after the City first receives written notice of any such claim, action, or allegation of infringement. In the event a final injunction or order is obtained against the City’s full use of either the Software Utilities or any portion thereof as a result of any such claim, suit or proceeding, and if no further appeal of such ruling is practicable, Vendor shall, at the City’s option and at Vendor’s expense:

(1) procure for the City the right to continue full use of the Software Utilities; or

(2) replace or modify the same so that it becomes non‑infringing (which modification or replacement shall not affect the obligation to ensure the Software Utilities conform with applicable specifications); or

(3) if the Software Utilities were purchased and the actions described in item (1) or (2) of  this Section 4.2.3 are not practicable, re-purchase the Software Utilities from the City at a price mutually agreed upon, which shall relate to the value and utility of the product to the City; or remove such Software Utilities from the City’s site(s) and pay the City promptly after notification for all direct and consequential damages suffered by the City as a result of the loss of the infringing product and any other continued utility of which to the City is adversely affected by the removal of the infringing product, and hold the City harmless from any further liability therefore under any applicable Order, Settlement, or other agreement. In no event shall the City be liable to Vendor for any lease, rental, or maintenance payments after the date, if any, that the City is no longer legally permitted to use the Software Utilities because of such actual or claimed infringement. In the event removal or replacement of the Software Utilities is required pursuant to this paragraph, Vendor shall use reasonable care in the removal or modification thereof and shall, at its own expense, restore the City’s premises as nearly to their condition immediately prior to the installation of the Software Utilities as is reasonably possible.

No settlement that prevents the City from continuing to use the Software Utilities as provided in this Agreement shall be made without the City’s prior written consent.  In all events, the City shall have the right to participate at its own expense in the defense of any such suit or proceeding through counsel of its own choosing.


The indemnification obligation set forth in this section shall survive the expiration or earlier termination of this Agreement.





4.2.4  No Liens - The Vendor warrants that the Software Utilities are the sole and exclusive property of the Vendor and that the Vendor is authorized to provide full use of the Software Utilities to the City as provided herein and that such Software Utilities are not subject to any lien, claim or encumbrance inconsistent with any of the City’s rights under this Agreement and that the City is entitled to and shall be able to enjoy quiet possession and use of the Software without interruption by Vendor or any other person making a claim under or through the Vendor or by right of paramount title.


4.3  End User Maintenance and Support:  The Vendor shall update, maintain and otherwise support the software for a minimum of five years from the date of the City’s approval of the Engagement Sign-off document pursuant to Exhibit F, Solutions Partner-End User Maintenance and Support Agreement as amended.
 
4.4   System Design, Installation, Testing, Training and Acceptance:  The Vendor shall perform the services of System Requirements and Definitions Identification, Installation, System Configuration and Customization, Data Migration and Conversion, System Testing, On-Site User Training, On-Site Administration Training, and Go-Live Support.  

The Vendor shall commence performance on January 13, 2003.  The Project Completion Date is estimated to be May 1, 2003.  The Vendor shall submit Weekly Project Status Reports to the City.   The Vendor and the City shall meet as necessary to review the progress of the project.

The services shall be performed in four milestones as follows:


Milestone One - System Requirements and Definitions:  The estimated duration is five person days.  This milestone will be complete when the City receives and approves the System Requirements and Definitions Document.  

Milestone Two – Technology Installation:  The estimated duration is three person days.  This milestone will be complete when the City receives and approves the list of installation sites, the test verifications to ensure system performance, and the back-up procedures.

Milestone Three – Acceptance that System Design/Configuration Meets Specifications:  The estimated duration is 18 person days.  This milestone will be complete when the City receives and approves a written statement from the Vendor that the system meets the functionality and performance criteria as documented in Milestone One.

Milestone Four – Engagement Sign-Off:  The estimated duration is nine person days.  This milestone will be complete after a 30-day roll-out period during which the Vendor will adjust the system based on user feedback, when the City receives and approves a list of City staff trained, and when the City receives and signs the Engagement Sign-Off document.



5. City Responsibilities:  In order for the Vendor to meet the Project Completion Date, the City shall furnish information requested by the Vendor, and shall review and approve Milestone deliverables within five business days or as agreed during Milestone One.  The City shall also provide the Vendor with access to equipment, work areas, and facilities, consistent with the City’s normal business practices, at no charge, as in the reasonable opinions of the City and the Vendor are necessary in order to enable the Vendor to perform the services hereunder.  


6. Additional Products and Services:  Any additional products or services requested by the City and beyond those authorized in this Agreement must be confirmed in writing with an estimate of maximum obligation of the City based on the prices set forth in Section 7.  An agreement must be reached before any obligation is incurred and a Purchase Order must be executed by the City before payments are made.  


7. Prices:  

7.1
Software Licenses:  For the Licenses listed in Section 4.1, the City will pay a one time fee as listed below.  In the event that license monitoring during the first six month after the Engagement Sign-off shows the City requiring fewer licenses, the Vendor shall credit the City’s account for the unused licenses.

No. of
Licenses


Product




150 concurrent users
HEAT 




$ 152,685.00
150 concurrent users
iHEAT 




     inc.
30 concurrent users

HEAT Plus Knowledge for Analysts 
$   26,850.00
1 for Unlimited Users 
HEAT Self Service 


$     5,500.00
1 for single server

Knowledge Sync


$     2,000.00
Less:  50% discount on HEAT License



$  (76,345.00)
Total One Time License Fee



$ 110,690.00

7.2  Avante-Provided Software Utilities:  Avante shall provide the Software Utilities described in Section 4.2 at no charge. 

7.3  End User Maintenance and Support:  The City may obtain annual End User Maintenance and Support as the following prices:



HEAT






$ 30,535.00

HEAT Plus Knowledge for Analysts


$   6,000.00
HEAT Self Service




$   1,100.00
Knowledge Sync




$      400.00

Escrow Source Code Third Party Beneficiary

$      200.00

Total Annual Maintenance Cost



$ 38,235.00



7.4  System Design, Installation, Testing, Training and Acceptance:  For the milestones described in Section 4.3, the Vendor shall invoice and be compensated for actual time worked as follows:




Milestone One – Not to exceed


$  7,500.00 or $187.50 per hour


Milestone Two – Not to exceed


$  4,500.00 or $187.50 per hour


Milestone Three – Not to exceed

$ 21,500.00 or $187.50 per hour for 









   the first 16 hours, then $156.26 per 









   hour for the next 80 hours, then 









   $125.00 per hour for the next 48 









   hours


Milestone Four – Not to exceed 


$  9,000.00 or $125.00 per hour



Total Services Cost




$ 42,500.00

7.5  Additional Software and Services: During the term of this Agreement, additional software licenses and services may be purchased as follows:


Additional Licenses and Annual Maintenance

HEAT
Up to a total of 150 licenses purchased during 2003

50% off list price



Each License over 150 purchased between 2003 and 2008
15% off list price


Annual Maintenance per license




20% of list price


iHEAT 



     




Included with











HEAT License

HEAT Plus Knowledge for Analysts 




$995.00 per license
Annual Maintenance 





$200.00 per license

HEAT Self Service 






Not applicable


Knowledge Sync






Not applicable

HEAT Plus Knowledge for Customer Access






Up to 1000 employees





$   7,995.00


1001 to 2500 employees




$ 15,995.00


2501 to 5000 employees




$ 31,995.00


Annual Maintenance





20% of list price

HEAT Right Answers (pre-built knowledge content)




Number of licenses (analyst and/or customer) must equal


the number of HEAT Plus Knowledge licenses.  Pricing

is based on annual subscription fee.


Support Analyst Access





$249 per license

Customer Access








1 to 999 employees




$    5 per license



1000 to 4999





$    3 per license

HEAT Asset Tracker


Available in increments of 150 scanable assets.  The price
$  15 per asset

per scanable asset includes five ancillary assets at no charge.


A scanable asset is defined as a desktop or laptop (i.e., CPU).


A non-scanable asset is a printer, mouse, keyboard, monitor,


or any other ancillary desktop/laptop accessories.  The price

per asset decreases depending on the number of scanable 

assets.




Annual Maintenance





20% off list price

Additional Services
Within 90 days of date of Engagement Sign-off

$1000 per day or $125 per hour

Additional Services outside of initial scope 


and performed during 2003


$1300 per day or $162.50 per hour

Additional Services outside of initial scope


and performed during 2004 to 2008

$1500 per day or $187.50 per hour
HEAT System Administration Class (off site)

$1995 per person (5 days)
HEAT Crystal Class (off site)



$1295 per person (3 days)


8.   Key Persons:  The following individuals shall be considered Key Persons under this Agreement:


For the City:



Preston Hampton, Service Desk Project Manager



Seattle City Light



700 5th AVE Suite 3300


Room 2673



Seattle, WA  98104


Phone:  206-684-3036


Fax:  206-287-5923



Email:  preston.hampton@seattle.gov

For the 
Vendor:


Faron Roth, Project Manager



Avante Solutions, Inc.



68 E. Wacker PL #800



Chicago, IL  60601


Phone:  312-925-3356


Fax:  312-726-2130



Email:  froth@avantesolutions.com


8. Invoicing and Payment:  The Vendor shall invoice the City after delivery of goods or performance of services.   The Vendor shall not invoice and the City shall not pay for overtime or shift differential, the use of the Vendor’s facility or equipment, or for travel, lodging, parking, per diem or any other expense.  Invoices will be paid 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 of all goods ordered, the completion of all services, or the date of receipt of a correct invoice, whichever date is later.  No payment shall be due prior to the City’s receipt and acceptance of the items identified in the invoice.  Payment does not constitute whole or partial acceptance of the items; City acceptance shall only occur by execution of the Engagement Sign-Off document.  Invoices shall reference the City’s Purchase Order number and be sent to:  

Department of Information Technology
700 – 5th AVE #2700
Seattle, WA  98104-5065
Attn:  RDavid Parker



9. Most Favored Customer:  The Vendor warrants that the price or charges for Software and services acquired by the City during the term of this Agreement shall be equal to or less than the prices or charges given to any other customer for the same product or service.


10. Non-Discrimination and Equal Employment Opportunity:  During the performance of this Agreement, the Vendor agrees as follows: 

The Vendor will 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. The Vendor will 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 the following: employment, upgrading, demotion, or transfer, recruitment, or recruitment advertising, layoff or termination rates of pay or other forms of compensation, and selection for training, including apprenticeship. The Vendor agrees to post in conspicuous places, available to employees and applicants for employment, notices to be provided by the contracting officer setting forth the provisions of this nondiscrimination clause. 

The Vendor will, prior to commencement and during the term of this contract, furnish to the Executive Services Director (as used herein "Director" means the Executive Services Director or his/her designee) upon his/her request and on such form as may be provided by the Director therefor, a report of the affirmative action taken by the Vendor in implementing the terms of these provisions, and will permit access to his/her records of employment, employment advertisements, application forms, other pertinent data and records requested by the Director for the purposes of investigation to determine compliance with this provision. 

If upon investigation the Director finds probable cause to believe that the Vendor has failed to comply with any of the terms of these provisions, the Vendor and the contracting authority shall be so notified in writing. The contracting authority shall give the Vendor an opportunity to be heard, after ten (10) days' notice.  If the contracting authority concurs in the findings of the Director, it may suspend the contract and/or withhold any funds due or to become due to the Vendor, pending compliance by the Vendor with the terms of these provisions. 

Failure to comply with any of the terms of these provisions shall be a material breach of this contract. 

The foregoing provisions will be inserted in all subcontracts for work covered by this contract.


11.
Non-Discrimination in Contracting:
A.
Notwithstanding any other provision in this Agreement, City utilization requirements for Women and Minority Business Enterprises (“WMBEs”) shall not apply to this Agreement.  No minimum level of WMBE subcontract participation shall be required as a condition of receiving award of the contract and no preference will be given to a bidder for its WMBE utilization or WMBE status.  Any affirmative action requirements set forth in any federal regulations or statutes included or referenced in the RFP will continue to apply.

B. The City encourages the Vendor to employ a workforce reflective of the region’s diversity. 

C. Discrimination – The Vendor shall not create barriers to open and fair opportunities for WMBEs to participate in all City contracts and to obtain or compete for contracts and subcontracts as sources of supplies, equipment, construction and services.  In considering offers from and doing business with subcontractors and suppliers, the Vendor shall not discriminate on the basis of race, color, creed, religion, sex, age, nationality, marital status, sexual orientation or the presence of any mental or physical disability in an otherwise qualified disabled person.

D. Record-Keeping –The Vendor shall maintain, for at least 12 months after expiration or earlier termination of the term of this Agreement, relevant records and information necessary to document the Vendor’s utilization of WMBEs and other businesses as subcontractors and suppliers in this contract and in its overall public and private business activities.  The Vendor shall also maintain all written quotes, bids, estimates, or proposals submitted to the Vendor by all businesses seeking to participate as subcontractors or suppliers in the contract.  The City shall have the right to inspect and copy such records.  If this Agreement involves federal funds, the Vendor shall comply with all record-keeping requirements set forth in every applicable federal rule, regulation and statute referenced in the contract documents.

E. Affirmative Efforts to Utilize WMBEs - The City encourages the utilization of Minority Business Enterprises (“MBEs”) and Women Business Enterprises (“WBEs”) (collectively, “WMBEs”), in all City contracts.  The City encourages the following practices to open competitive opportunities for WMBEs:

· Placing all qualified WMBEs attempting to do business in The City of Seattle on solicitation lists, and providing written notice of subcontracting opportunities to WMBEs capable of performing the work, including without limitation all businesses on any list provided by the City, in sufficient time to allow such businesses to respond to the written solicitations.

· Breaking down total requirements into smaller tasks or quantities, where economically feasible, in order to permit maximum participation by small businesses including WMBEs.

· Establishing delivery schedules, where the requirements of the contract permit, that encourage participation by WMBEs.

· Providing WMBEs that express interest with adequate and timely information about plans, specifications, and requirements of the contract.

· Utilizing the services of available minority community organizations, minority Vendor groups, local minority assistance offices, the City of Seattle, and other organizations that provide assistance in the recruitment and placement of WMBEs.
F.
Sanctions for Violation - Any violation of the mandatory requirements of this WMBE Utilization provision shall be a material breach of contract for which the Vendor may be subject to damages and sanctions provided for by contract and by applicable law.
12.
Non-Discrimination in Benefits:
12.1 Compliance with SMC Ch. 20.45 - The Vendor shall comply with the requirements of SMC Ch. 20.45 and Equal Benefits Program Rules implementing such requirements, under which the Vendor is obligated to provide the same or equivalent benefits (“equal benefits”) to its employees with domestic partners as the Vendor provides to its employees with spouses.  At the City’s request, the Vendor shall provide complete information and verification of the Vendor’s compliance with SMC Ch. 20.45.   Failure to cooperate with such a request shall constitute a material beach of this Agreement.


12.2  Remedies for Violations of SMC Ch. 20.45 - Any violation of Section 12.1 of this Agreement shall be a material breach of the Agreement for which the City may:

· Require the Vendor to pay liquidated damages in the amount of five hundred dollars ($500.00 USD) per day for each day that the Vendor is in violation of SMC Ch. 20.45 during the term of the Agreement; or

· In the event the Vendor willfully refuses or repeatedly fails to comply with the requirements of SMC Ch. 20.45,  terminate the Agreement; or 

· Disqualify the Vendor from bidding on or being awarded a City contract for a period of up to five (5) years; or

· Impose such other remedies as specifically provided for in SMC Ch. 20.45 and the Equal Benefits Program Rules promulgated thereunder.


11. Publicity:  The Vendor shall not advertise or publish the fact that the City has contracted to purchase items from the Vendor without the City’s prior written approval.


12. Proprietary and Confidential Information:   The Vendor acknowledges that the City is required by law to make its records available for public inspection, with certain exceptions (see RCW Chapter 42.17). City staff believe that this legal obligation would not require the disclosure of proprietary descriptive information that contains valuable designs, drawings or formulas.  The Vendor, by submission of materials marked proprietary and confidential, nevertheless acknowledges and agrees that the City will have no obligation or any liability to the Vendor in the event that the City must disclose these materials.


13. Indemnification: The Vendor hereby agrees to indemnify, save harmless and defend the City from all claims, demands, suits, judgments, and liability (including reasonable attorney’s fees, losses, costs and expenses of any kind) arising out of, in connection with, or incident to the negligent acts, errors, or omissions of the Vendor, its agents, and employees in performing the work required by this Contract, but only to the extent such claims, actions, costs, damages or expenses are caused by the negligent acts, errors or omissions of the Vendor, its authorized agents, or employees.  The indemnification provided for in this Article shall survive any termination or expiration of this Contract.  The Vendor further waives, with respect to the City only, its immunity under RCW Title 51, Industrial Insurance.  The indemnification provided for in this section shall survive any termination or expiration of this Agreement. 



14. Insurance:  Vendor shall at all times during the term of this Agreement, obtain and maintain continuously, at its own expense and file with the City’s Purchasing Services Section, evidence of a policy or policies of insurance as enumerated below:

1.)  A policy(ies) of commercial general liability insurance, written on an occurrence form, including all the usual coverages known as:


- Premises/Operations Liability


- Products/Completed Operations


- Personal/Advertising Injury


- Contractual Liability

- Independent Contractor’s Liability

- Stop gap or Employers Contingent Liability
– Fire Damage Legal
Said policy(ies) must provide the following minimum coverage:


Bodily Injury and Property Damage -


$1,000,000    General Aggregate


$1,000,000    Products and Completed Operations Aggregate

$1,000,000    Personal and Advertising Injury


$1,000,000    Each Occurrence


$   100,000    Fire Damage


Stop Gap Employers Liability 


$1,000,000   Each Accident


$1,000,000   Disease – Policy Limit


$1,000,000   Disease – Each Employee

Any deductible or self-insured retention must be disclosed and is subject to approval by the City's Risk Manager.

2.)  A policy of business automobile liability, including coverage for owned, non-owned, leased or hired vehicles written on an insurance industry standard form (CA 00 01) or equivalent.  Such policy(ies) must provide the following minimum coverage:


Bodily Injury and Property Damage -


$1,000,000    per accident.


Such insurance, as provided under items (1) and (2) above, shall be endorsed to include the City of Seattle as additional insured, and shall not be reduced or canceled without forty-five (45) days prior written notice to the City.  In addition, Vendor’s insurance shall be primary as respect to the City, and any other insurance maintained by the City shall be excess and not contributing insurance with Vendor’s insurance.

3)  Worker’s Compensation - As respects Workers’ Compensation insurance in the state of Washington, Vendor shall secure its liability for industrial injury to its employees in accordance with the provisions of Title 51 of the Revised Code of Washington.  If Vendor is qualified as a self-insurer in accordance with Chapter 51.14 of the Revised Code of Washington, Vendor shall so certify by letter, signed by a corporate officer, indicating that it is a qualified self insured and setting forth the limits of any policy of excess insurance covering its employees.

Vendor hereby assumes all risk of damage to its property, or injury to its officers, directors, agents, contractors, or invitees, in or about the Property from any cause, and hereby waives all claims against the City.  The Tenant further waives, with respect to the City only, its immunity under RCW Title 51, Industrial Insurance.

Any deductible or self-insured retention must be disclosed and is subject to approval by the City's Risk Manager.  The cost of any claim payments falling within the deductible shall be the responsibility of Vendor.

4)  Evidence of Insurance - The following documents must be provided as evidence of insurance coverage:

· A copy of the policy's declarations pages, showing the Insuring Vendor, policy effective dates, limits of liability and the Schedule of Forms and Endorsements.

· A copy of the endorsement naming The City of Seattle as an Additional Insured (excluding Professional Liability Insurance), showing the policy number, and signed by an authorized representative of the insurance company on (ISO) Form CG2010 (11/85) or equivalent.

· A copy of the "Endorsements Form List" to the policy or policies showing endorsements issued on the policy, and including any company-specific or manuscript endorsements.

· A copy of an endorsement stating that the coverages provided by this policy to the City or any other named insured shall not be terminated, reduced or otherwise materially changed without providing at least forty-five (45) days prior written notice to the City of Seattle.

· A copy of a "Separation of Insureds" or "Severability of Interests" clause, indicating essentially that - except with respect to the limits of insurance, and any rights or duties specifically assigned to the first named insured, this insurance applies as if each named insured were the only named insured, and separately to each insured against whom claim is made or suit is brought (Commercial General Liability & Business Automobile Liability Insurance).

All policies shall be subject to approval by the City's Risk Manager as to company (must be rated A-:VII or higher in the A.M. Best's Key Rating Guide and licensed to do business in the State of Washington, or issued as a surplus line by a Washington Surplus lines broker), form and coverage, and primary to all other insurance.

5)  Self-Insurance - Should Vendor be self-insured, under items (1) and (2) above, a letter from the Corporate Risk Manager, or appropriate Finance Officer, is acceptable - stipulating if actuarially funded and fund limits; plus any excess declaration pages to meet the contract requirements.  Further, this letter should advise how Vendor would protect and defend the City of Seattle as an Additional Insured in their Self-Insured layer, and include claims handling directions in the event of a claim.

6)  Subcontractors - Vendor shall include all subcontractors as insureds under its policies or shall furnish separate evidence of insurance as stated above for each subcontractor.  All coverages for subcontractors shall be subject to all the requirements stated herein and applicable to their profession.
17.  Compliance with Law

17.1  General Requirement:   The Vendor, 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 administrative agencies and the officers thereof.

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

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

17.4  Use of Recycled Content Paper:  The Vendor shall, whenever practicable, use recycled content paper on all documents submitted to the City.

17.5  Americans with Disabilities Act:  The Consultant shall comply with all applicable provisions of the Americans with Disabilities Act of 1990 (ADA) in performing its obligations under this Agreement.  In particular, if the Vendor is providing services, programs, or activities to City employees or members of the public as part of this Agreement, the Vendor 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 Agreement.


15. Gratuities:  The City may, by written notice to the Contractor, terminate Contractor’s right to proceed under this Vendor Contract upon one (1) calendar day’s notice, if the City finds that any gratuity in the form of entertainment, a gift, or otherwise was offered or given by the Contractor or any agent thereof to any City official, officer or employee.

16. Independent Status of Vendor:  Both parties hereto, in the performance of the Agreement will be acting in their individual capacities and not as agents, employees, partners, joint ventures or associates of one another.  The employees or agents of one party shall not be deemed or construed to be the employees or agents of the other party for any purpose whatsoever.  The Vendor’s employees and agents shall work under the direction and control of the Vendor.  


17. Assignment:  Vendor shall not assign any right or interest nor delegate any obligation owed without the written consent of the City, except Vendor may assign the proceeds of this Agreement for the benefit of creditors upon 21 days advance written notice to the City, at Vendor Relations Unit, 700 – 3rd AVE, #910, Seattle, WA  98104. 


18. Amendments:  No modification or amendment of the provisions hereof shall be effective unless in writing and signed by authorized representatives of the parties hereto.  The parties hereto expressly reserve the right to modify this Agreement, from time to time, by mutual agreement.


19. Executory Agreement:  This Agreement will not be considered valid until signed by both parties.  


20. Binding Effect:  The provisions, covenants and conditions in this Agreement apply to bind the parties, their legal heirs, representatives, successors, and assigns.


21. Applicable Law:  This Agreement shall be construed and interpreted in accordance with the laws of the State of Washington.  The venue of any action brought hereunder shall be in the Superior Court for King County.


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


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


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


25. Invalidity of Particular Provisions:  A judicial determination that any term, provision, condition, or other portion of this Agreement, or its application, is inoperative, invalid, or unenforceable shall not affect the remaining terms, provisions, conditions, or other portions of this Agreement, nor shall such a determination affect the application of such term, provision, condition, or portion to persons or in circumstances other than those directly involved in the determination in which it is held to be inoperative, invalid, or unenforceable, and as to such other persons or in such other circumstances it shall continue in full force and effect.


26. Waiver:  The City’s failure to insist on performance of any of the terms or conditions herein or to exercise any right or privilege or the City’s waiver or any breach hereunder shall not thereafter waive any other term, condition, or privilege, whether of the same or similar type.  The payment of compensation to the Vendor shall not be deemed a waiver of any right or the acceptance of defective performance.


30.  Termination

30.1  For Cause:  Either party may terminate this Agreement in the event the other fails to perform its obligations as described in this Agreement, and such failure has not been corrected to the reasonable satisfaction of the other in a timely manner after notice of breach has been provided to such other party.

30.2  For Reasons Beyond Control of Parties:  Except for circumstances described in Section 32, either party may terminate this Agreement without recourse by the other where performance is rendered impossible or impracticable for reasons beyond such party's reasonable control such as but not limited to acts of nature; war or warlike operations; civil commotion; riot; labor dispute including strike, walkout, or lockout; sabotage; or superior governmental regulation or control.

30.3  For City Convenience:  The City may terminate this Agreement for any reason, including, but not limited to, for its convenience, at any time by giving notice thereof, in writing and not less than five (5) days prior to the effective date of termination, to the Vendor specifying the effective termination date.  If this Agreement is terminated by the City pursuant to this subsection, the Vendor will be paid an amount equal to the goods and services provided as of the date of termination less any amounts previously paid to the Vendor pursuant to this Agreement.  The Vendor agrees that the payment provided in this Section shall fully and adequately compensate the Vendor and all subcontractors for all profits, costs, expenses, losses, liabilities, damage, taxes, and charges of any kind whatsoever (whether foreseen or unforeseen) attributable to the termination of this Agreement.

30.4  Notice.  Notice of termination pursuant to Subsections a and b above, hereof shall be given by the party terminating this Agreement to the other not less than ten (10) working days prior to the effective date of termination.

31.  Addresses for Notices:  All notices to be delivered hereunder shall be in writing and shall be delivered or mailed to the following addresses:

If to City:



Ann Kelson, Principal Buyer



Seattle Purchasing Services



700 3rd AVE #910



Seattle, WA  98104


If to the


Vendor:



Celia Kobus, Account Manager



Avante Solutions, Inc.



68 E. Wacker PL #800



Chicago, IL  60601

or such other respective addresses as may be specified herein or as either party may, from time to time, designate in writing.

27. Major Emergencies or Disasters:  The following provision shall be in effect only during major emergencies or disasters when the City has activated its Emergency Operations Center and the Vendor has been given notice by the City that such activation has occurred. The City is committed to preparing thoroughly for any major emergency or disaster situation.  As part of its commitment, the City is contracting with the Vendor under the following terms and conditions: Vendor shall provide to the City, upon the City’s request, such goods and/or services at such time as the City determines. In the event the Vendor is unable to meet the delivery date commitment due to circumstances beyond the reasonable control of the Vendor, the Vendor shall make such delivery as soon as practicable.  If the Vendor is prevented from making such delivery to the requested delivery location due to circumstances beyond its reasonable control, the Vendor shall immediately assist the City in whatever manner is reasonable to gain access to such goods and/or services.  In the event that the Vendor is unable to provide such goods and/or services as requested by the City, the Vendor may offer to the City limited substitutions for its consideration and shall provide such substitutions to the City as required above, provided the Vendor has obtained prior approval from the City for such substitution.   The Vendor shall charge the City the price determined in this Agreement 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).  In the event that the City’s request results in the Vendor incurring unavoidable additional costs and causes the Vendor to increase prices in order to obtain a fair rate of return, the Vendor shall charge the City a price not to exceed the cost/profit formula found in this Agreement. The Vendor acknowledges that the City is procuring such goods and/or services for the benefit of the public.  The Vendor, in support of public good purposes, shall consider the City as a customer of first priority and shall make its best effort to provide to the City the requested goods and/or services in a timely manner. For purposes of this Agreement, a “major emergency” or “disaster” shall include, but is not limited to a storm, high wind, earthquake, flood, hazardous material release, transportation mishap, loss of any utility service, fire, terrorist activity or any combination of the above.


28. Authority:  Each party has full power and authority to enter into and perform this Agreement, and the person signing this Agreement on behalf of each party has been properly authorized and empowered to enter into this Agreement.  Each party further acknowledges that it has read this Agreement, understands it, and agrees to be bound by it. 




IN WITNESS WHEREOF, the City and the Vendor have caused this Agreement to be executed.

AVANTE SOLUTIONS, INC.


THE CITY OF SEATTLE

By:________________________________
By:____________________________________

Title:_____________________________
Title__________________________________

Date:______________________________
Date:__________________________________
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Exhibit D, Addendum 1



ADDENDUM 1 TO THE HEAT SELF SERVICE END-USER LICENSE AGREEMENT FOR


CITY OF SEATTLE


The End-User License Agreement for HEAT Self Service (“EULA,” Exhibit D) for City of Seattle (HDA #________), is hereby amended by this Addendum.  The EULA together with this Addendum govern the use of the HEAT Self Service Licensed Software.  In the event of any conflict between the terms of this Addendum and the EULA, the Addendum will prevail:


A.
The 2nd paragraph in paragraph 8 is replaced as follows:


FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials and workmanship under normal use; (ii) the Licensed Software and Materials do not and will not contain any viruses or disabling algorithms when delivered to you, nor any CPU, data, time bomb mechanism or use dependencies or other protective devices that would restrict or prevent the use or copying of the Licensed Software as permitted under the Agreement; and (iii) the Licensed Software will perform substantially in accordance with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or misapplication of the Licensed Software.


B.
Counterparts.  The Agreement may be executed in counterparts, each of which shall be an original and all of which together shall constitute one and the same instrument


Unless and except as provided above, all other provisions and terms and conditions of the EULA remain unchanged and in full force and effect.  Licensee acknowledges and reaffirms each and every part of the EULA, in the form attached hereto as Exhibit D, as binding upon Licensee, as modified by this Addendum.



Agreed to this ______ day of _______________, 2003.







FRONTRANGE SOLUTIONS INC.


_____________



By: __________________________________


Date




Printed Name: Tammy H. Kraemer







Title: General Counsel


CITY OF SEATTLE (“Licensee”) 


_____________



By: __________________________________


Date




Printed Name: _________________________







Title: _________________________________


PAGE  
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Exhibit F, Amendment 1



AMENDMENT NO. 1 TO THE


END USER MAINTENANCE AND SUPPORT AGREEMENT 


THIS AMENDMENT NO. 1 TO THE SOLUTIONS PARTNER-END USER MAINTENANCE AND SUPPORT AGREEMENT dated January 8, 2003 (this “Amendment”) is made by and between Avante Solutions, Inc., an Illinois corporation (the “Company”), and The City of Seattle, a municipal corporation of the State of Washington (the “City”).  Unless otherwise indicated herein, each capitalized term used herein shall have the meaning set forth in the Agreement (as defined below).


The parties to this Amendment hereby agree as follows:


1.
Escrow Services. The Agreement is hereby amended to add and incorporate into the Agreement the following:


“Upon payment of an annual escrow fee of $200.00, FrontRange Solutions will add the City to the list of third-party beneficiaries under the source code escrow agreement with DSI Technology Escrow Services, Inc (attached). The annual fee of $200.00 is payable at the time of the annual maintenance renewal.”

           2.      This Amendment may be executed in multiple counterparts (including by means of telecopied signature pages) each of which may contain the signature of only one party but each such counterpart will be deemed an original and all such counterparts together will constitute one and the same Amendment.


3.
Except as hereinabove specifically provided, the Agreement shall remain in full force and effect in accordance with the terms and provisions thereof.  In the event of any conflict between the terms and provisions of the Amendment and the terms and provisions of the Agreement, the terms and provisions of this Amendment shall govern.


Avante Solutions, Inc.



City of Seattle


By:______________________


By:______________________


Name:____________________


Name: ___________________


Date: ___________________


Date: ____________________
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Proposal Form 1


Mandatory Requirements for Software Functionality and Operations


Page 1 of 4

Proposer Name: ________________________________________________________________________________




INSTRUCTIONS:  Sign and include this form with your firm’s proposal.

The undersigned Proposer certifies that its proposed solution satisfies the following mandatory requirements for software functionality and operations and operates in the specified City infrastructure without source code modification. 

Required Application Software Functionality

		Overall Application Management



		1. Provides the capabilities to manage, monitor, track, analyze, and report on the performance of the City's multiple service desks that share customers, service desk agents, up-tier resources, workgroups, resolution of reported incidents, knowledge, procedures, administration, and supervisory/management control across a variety of organizational structures within the City including the City as a whole and any of its defined or designated organizational hierarchies and managing structures such as originating or owning service desk, IT specialty, Service Level Agreement, and business purpose of any personnel related to a reported incident, problem, change, or solution



		2. Provides all functionality provided by the current application as configured and described in Appendix 1.



		Incident (Help Call) Capture



		3. Captures, stores, and manages incident data to generate and further capture/record related Help/Trouble (Problem) Ticket, Requests For Change (RFC) and other related actions including personnel involved, date/time stamps, details/comments, symptoms, causes, resolution, urgency, priority, and other classification data.



		4. Provides a mechanism for initiating and capturing an incident from manual input with an online screen or by automated generation based on the delivery of an email or SMTP message through an application designated portal.



		5. Separately identifies someone reporting the incident from the owner of the problem.



		6. Associates multiple owners to a single incident.



		7. Links multiple incidents for management as one incident so that actions taken are linked, managed, and controlled as part of each incident.



		8. Provides a quick ticket generation functionality with default ticket structure, contents, and actions based on known error, recurring or common service/problem, and previously recorded incident, RFC, or system condition 



		Workflow Management



		9. Captures all relevant data and records a complete audit trail related to all actions taken in the consolidated service desk function



		10. Tracks, links, and associates multiple actions resulting from a single or linked incidents including any combination of related referrals, problems, tasks (associated work that must be performed), Requests For Change, etc.



		11. Automatically manages, suggests, and generates actions/steps to be taken including referrals, escalations, and notification (individuals and workgroups) based on a variety of designated or discernable criteria and defaults such as steps required, problem and subject matter expertise, SLA, incident owner information (e.g. location, organization), urgency, classification of incident, workload, schedules, calendar, etc.



		12. Captures relevant data for tracking and managing problems, resolutions, symptoms, causes, closures, and changes related to recorded incidents, problems, Requests for Change, including assigned personnel, ticket and organizational classifications, dates of service



		13. Provides a screen display of work assignments that facilitates group and individual work management and updating tickets



		14. Tracks, generates, supports initiation and creation of a Request for Change by manual input and automatically to accomplish resolution of an incident.



		15. Provides Change Management initiation, creation, notice, and management of planned changes and unplanned service interruptions impacting IT infrastructure (e.g. hardware, software, operational availability)



		16. Manages dependent actions, Requests for Change and linked resolution steps.



		17. Provides automated follow-up actions (such as surveying, notifications, customer follow-up etc.) after closure to be administratively designated or manually initiated. 



		Notification Management



		18. Generates a notification/alert to one or more persons or one or more groups when defined conditions have been met in a variety of media such as email, page, screen display, and/or report.



		19. Provides a mechanism to designate notification/alert method(s) for each incident related action based on various criteria such as by recipient's incident role (e.g. customer, agent, resource), workgroup/organizational membership, and manually initiated override.



		20. Automatically (or upon manual initiation) sends notification when any action or recognized event is initiated.



		21. Provides a mechanism to define/control the content and notification/alert based the designated medium (email, page, report, or screen display) and on a variety of incident related information such as type of action step, the recipient, urgency, and related personnel information such as organization.



		Problem Resolution



		22. Captures and manages symptoms, causes, and resolutions as part of the problem solving process; provides search and matching tools into the database for use during problem solving.



		23. Provides supporting tools for problem resolution such as operational procedure reminders, problem solving steps, etc.



		Reporting



		24. Provides standard organizational reports from help call owner and service organization perspectives.



		25. Provides individual user generation of reports, queries,  screen dashboards for ad hoc or scheduled generation.



		26. Provides connectivity to database.



		27. Provides a mechanism for designating report delivery to specific network or locally attached PC printers, a web page, and via email.



		Customer Self Service



		28. Provides a web interface for incident capture, problem status, problem solving, and resolution.



		29. Provides online and context sensitive prompts, help, and instruction to assist customers through completion of the self-service processes.



		30. Provides for submission of the incident to the service organization for resolution.



		31. Provides a mechanism for end-users to view/display owned incidents and related problems, RFCs and otherwise related information.



		32. Provides a tool for ad hoc report generation and delivery.



		Change Management



		33. Provides tools for recording and tracking RFC data including asset being changed, schedule of change.



		Service Level Agreement Management



		34. Captures and manages metrics used to monitor service level agreements and operations, such as help ticket volumes and problem classifications, hours of service, business criticality, etc. across various organizational structures and services provided defined by incident data.



		35. Analyzes, tracks, monitors, and reports IT operational performance against SLA/SLO metrics across various organizational structures and services provided defined by incident data.



		36. Manages multiple SLA/SLO metrics based on variety of incident criteria associated with the incident including owner(s), assigned resources, workgroups, and service desk.



		37. Allows for associating multiple SLA/SLO with personnel, based on organization-related information such as location, shift, organizational hierarchy, etc.



		Support and Other Functionality



		38. Complies with ADA requirements.



		39. Provides the ability to navigate and populate all screen fields using the keyboard; provide the ability to navigate all screen fields with the mouse.



		40. Provides a mechanism (such as a web interface) that offers full functionality for roaming users (those who work at various locations) without requiring the application be fully loaded at every workstation.



		41. Provides an online help system with advanced features such as context sensitivity, search by topic, user training tutorials, administration and end user documentation, multimedia files, web links, etc.



		42. Provides a variety of data input support tools and capabilities for populating data entry fields such as drop down menus, search support for field entry, key initiated field completion, lookups to data stored in database fields or other parameter storage methods, etc. but always allowing manual overrides and manual selection.



		Security and Administration Control



		43. Provides the ability to manage data access and application functional rights for application users in by various criteria such as single and specific rights, within group membership,  e.g. system admin, service desk manager, workgroup leader.



		44. Provides the ability to manage data field (columnar) and record (row subsets) access rights within the database.



		45. Stores data in ODBC-compliant and fields are accessible using ODBC access methods and constraints.



		Documentation



		46. Includes extensive on-line user help accessible from within the application.



		47. Includes a detailed data dictionary showing the database structure (tables, columns, etc.).  The documentation is sufficient detailed for the City to develop new reports and queries from the proposed software.



		48. Provides user manuals and system administrator manuals for the proposed software.  These manuals may be provided on CD or on paper or on other media, and shall include a license for the City to reproduce such documentation in quantities sufficient to train all City staff using or administering the system.  





City of Seattle Infrastructure Requirements

		Desktop



		· OS: Windows 95 SR2, W2K, Windows XP or NT 4.0 SP5



		· Office Automation: Microsoft Office 97SR2, 2000, or XP



		· Messaging Client: GroupWise v5.5E SP2 and 6.0



		· Network Client: NetWare Client v3 SP3 and NT 4.8E



		· Web Browser: Internet Explorer v4 through v6



		Servers 



		· The service desk application must be capable of operating on either Microsoft WIN 2000 or IBM AIX platforms.



		· Novell NetWare 5.1, Microsoft NT/Win or Windows 2000 are the NOS’s for File and Print servers. 



		Network



		· Application must support TCP/IP protocol.



		· Wiring standard for new facilities at Cat 5e



		· Network environment contains both switched 10 Mb and 100mb to the desktop.



		· Application must support VPN access.



		· Communication to remote sites uses ISDN or DSL.



		Database Management



		· Oracle 8i and 9i



		· Microsoft SQL Server





Dated this _____ day of _______________, 2002.

__________________________________________


Signature


__________________________________________


Title
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Proposal Form 3


Management Proposal


Page 1 of 28

Proposer Name: AVANTE SOLUTIONS, INC.




INSTRUCTIONS:  On attached sheets of paper, provide your firm’s response to each item.  Use pre-printed marketing materials, tables, charts, or other documentation as desired.  Sign and include this form with your firm’s proposal.


1. Proposer Qualifications


1.1. Minimum Qualification:  List, by organization name, city and state, a minimum of 25 organizations at which your firm has assisted in installing the proposed service desk software.  Provide the number of self-service end-users associated with each organization.  A minimum of ten of the organizations should have a minimum of 5000 desktops. 


________________________________________________________________________________


FrontRange Solutions, Inc.(the manufacturer of the HEAT technology) has requested Avante Solutions (a leading authorized reseller and certified support center) respond to your Request for Information.


Attached is a case study for the City of Des Moines, as well as a corresponding Aberdeen award for the City of Des Moines HEAT implementation (Refer to Appendix E)


A List Of 25 Notable HEAT Customers 


		Organization Name

		City 

		State



		Advanced Technologies Services

		Peoria

		IL



		Bureau of Alcohol, Tobacco and Fire Arms

		Washington 

		DC



		CIBC Mortgages 

		Toronto

		ON



		City of Dallas

		Dallas 

		TX



		City of De Moines

		DeMoines 

		IA



		City of Olympia

		Olympia

		WA



		Chicago Mercantile Exchange

		Chicago

		IL



		Chevron

		San Francisco

		CA



		County of Milwaukee

		Milwaukee

		WI



		Department of Justice

		Sacramento 

		CA



		Disney

		Orlando

		FL



		ExhibitGroup/giltspur

		Rochelle

		IL



		Federal Reserve Bank

		Chicago & Richmond

		IL, VA



		FTD Florist

		

		IL



		Goodwill Industries

		Bethesda

		MD



		IntraWest Resort

		Whistler

		BC



		Mack Trucks

		Allentown 

		PA



		Jenny Craig

		LaJolla

		California



		Northeastern Illinois University

		Chicago

		IL



		Peel Board of Education

		Toronto

		Canada



		Provena Health Care

		Mokena 

		IL



		Samsung

		Mississauga 

		ON



		Oshkosh Trucks

		Oshkosh

		WI



		Washington State Dept of Labor and Industries

		Tumwater 

		WA



		UBS Asset Management 

		Chicago

		IL






* Note, we (FrontRange and Avante) do not keep a record of the number of end users being serviced by each organization. 

1.2. Market and Sales Activity:  State the number of years the proposed service desk software has been available in the market.  State the number of organizations using the proposed software, and state the number of organizations using the same version / release as the proposed software.  Provide the annual dollar sales of the proposed software during the years 1999, 2000 and 2001.  


________________________________________________________________________________



HEAT has been available in the Market Place since 1989. HEAT is currently deployed in over 7,000 organizations worldwide.


FrontRange Solutions is not a publicly traded company and as such does not publish financial statements.  If the City requires additional information regarding the financial viability of the company, a call could be scheduled between FrontRange CFO and the appropriate City personnel.

1.3. Description of Firm:   Provide a description of your firm, its mission, officers, and organization, including its relationship with the software manufacturer.  (This could be in the form of a URL for a website.)  Provide a description of your firm’s or the software manufacturer’s major product lines, including which product line includes the proposed software.  


________________________________________________________________________________



Avante is a privately held corporation with full service offices in Chicago, Toronto, and Calgary.


Avante Solutions, Inc. is a  provider of leading and proven help desk and CRM technologies.   Avante combines leading technology with experienced staff, proven implementation approach / methodology, and ongoing support commitment to guarantee our customers success.  


Avante’s philosophy is to assist organizations in maximizing their technology investment.


Today, Avante is FrontRange’s largest  HEAT reseller and certified support center in North America.  Avante is represented on FrontRange’s Channel Partner Advisory Council (CPAC).   In addition to the HEAT technology, Avante has experience with NAI’s Magic Solutions, Remedy’s AR System and Peregrine’s Service Center.


Avante’s Senior Management Team have assisted in the deployment of  HEAT at over 500 customer sites throughout North America.


Refer to Appendix F for Avante Corporate Brochure.


2. Proposer References

List a minimum of five organizations in which your firm has assisted in installing the proposed software.   The references should preferably be of similar size as the City of Seattle with approximately 10,000 self-service users, but should have a minimum of 5000 self-service users.  The City’s evaluators may contact the references as well as any other of your firm’s customers.  


· Customer name and mailing address.


· Name, title, telephone number, Internet e-mail address of the customer’s project manager.  This person should be knowledgeable about the contract with the Proposer and be available for City of Seattle evaluators to contact.


· The dollar amount of the contract and the number of self-service users.  


· The date of sale and a brief description of the Proposer’s responsibilities in the contract.

		Organizaton

		Contact Person

		Dollar Amt 

		Brief Description



		State of Washington, Department of Labor and Industries


7273 Linderson Way SW


Tumwater, WA  98501




		Evelyn Hinken


Help Desk Manager


Tel: 360 902-6289


hink235@lni.wa.gov

		$200,000


 (3 year contract)

		Migrated the organization from Magic to HEAT.(2,500 – 5,000 end users)



		Exhibitgroup Giltspur


200 N. Gary Avenue
Rochelle, IL 60172-1683

		John Danowski


Director, IT


Tel: 630-351-7751


jdanowski@e-g.com




		$50,000

		Assisted in HEAT deployment from manual system.  End users log 100% of issues / requests via web submittal.


(5,000 end users supported)



		Notheastern Illinois University


5500 N. Saint Louis Avenue


Chicago, IL 60625




		Barbara Patrick


Director, Help Desk & Telecommunications


Tel:  773-442-4310


b-patrick@neiu.edu

		$50,000

		Provide ongoing maintenance & support.  Contracted to reengineer HEAT system.


HEAT currently supports the following business areas: Facilities, Help Desk, Telecommunications, Network Services, Student Community, Switchboard Operator. (15,000 end users supported)






		Advanced Technology Services


8201 N. University


Peoria, IL 61615

		Marcia Leonard


Help Desk Product Manager


Tel: 309 693-4116 mleonard@advancedtech.com




		$70,000

		Assisted in the deployment of HEAT to support high profile customer (Caterpillar).   (5,000 to 10,000 end users).



		Canadian Imperial Bank of Commerce


700 - 33 Yonge Street


Toronto, ON  M5E 1G4




		Dorothy Williams


HEAT Administrator


Tel: 416-865-0411, ext. 6248


willidor@cibcmortgages.com




		$125,000

		Assisted in HEAT deployment from Manual System. Provide ongoing maintenance & support.


(5,000 to 10,000 end users)






		Intrawest Corporation


800-200 Burrard St.


Vancouver, BC V6C 3L6

		Michael Jamieson


Manager, IT Support Services


Tel:  604-647-0725


mjamieson@intrawest.com

		$100,000

		Consolidation of Help Desk operations.  Enterprise roll-out of HEAT.


(20,000 end users)





3. Support

3.1.  State whether the software manufacturer actively supports a national users’ group, and provide information about that users’ group.  Specify the URL of the user group web site, and describe national users’ group activities, if any (e.g. conventions).   State the number of local chapters of the users’ group.


___________________________________________________________________________________


FrontRange Solutions hosts  an annual HEAT User Group (HUG) meeting enabling HEAT users an opportunity to meet each year.  The HEAT Users Conference is attended by both national and international HEAT customers.  Last year, over 300 customers attended the conference in Colorado Springs, attending over 30 technical break-out sessions, meeting FrontRange executive management, and enjoying a keynote speach from Olympian Bruce Jenner.  This year, the conference will be held in San Diego from January 6th - 10th.


 
The HEAT User Conference Website is http: //www.frontrange.com/events/ht_user_conf.asp


3.2. State whether there is a local users’ group for the proposed software, and provide the URL of the local users’ group web site.  Provide the name and contact telephone number of the president or other official of this group.


FrontRange Solutions sponsors HEAT User Groups (HUG) nationwide. The HUG program has been in effect for over five years. Regional HUG meetings are held approximately once a quarter, depending on the interest in the individual regions.  The Pacific Northwest has a very active HUG community. Meetings are generally held in the Seattle or Portland metropolitan areas. The last meeting was held on August 6th in Seattle.  Attendance at individual meetings ranges from 15 to 40 members.


HEAT® User Groups create a unique networking experience among the customers, as well as the opportunity to gain current technical information on the HEAT. A skilled HEAT expert officiates, often demonstrating the very latest HEAT features and functionality.


The FrontRange contact for the HUG program is Kerry Saunders, 800-776-7889 X7439, kerry.saunders@frontrange.com, or hug@frontrange.com.  The HUG website is http://www.frontrange.com/events/ht_user_group.asp 


3.3. Describe the availability of telephone consulting and support for the proposed software.  State what options or levels are available (e.g., 24x7, business hour support and time zone, etc.)


_____________________________________________________________________________


As part of the standard maintenance and support package, the City is entitled to UNLIMITED toll free technical telephone support.  The help desk hours of operation are 5am – 5pm PST.  Pager support is available for after hour emergencies.   A more comprehensive support agreement can be negotiated if requested.


Calls of a consulting nature may be subject to consulting rates.  If this is applicable, the help desk will communicate this to the caller in advance.  


Note, we encourage the City to speak to our customers regarding the caliber of our help desk infrastructure.


3.4. Describe the on-going maintenance and support of the proposed software.  Describe plans for upgrades, new releases, and replacement lines, and in the event the proposed software is replaced, describe the plans to support the proposed software for a minimum of five years from the date of the City’s acceptance.  


________________________________________________________________________________
While current with maintenance and support, the City is entitled to all product upgrades.   Based on the release history, customers can expect a major release at least once a year, as well as several minor releases.


HEAT 7 is scheduled for release in September 2002.  


Regarding replacement technology, FrontRange has always provided customers (current in maintenance) with free upgrades.   However, we recommend this point be discussed directly with FrontRange’s legal council.   We wish to inform you that the HEAT source code is held in escrow.  An escrow agreement is available for a nominal fee.


4. Implementation Plan



4.1 Provide a detailed plan and statement of work that describes the tasks, timelines, staff resource levels and skill complements, and hours required to install, test, accept, and implement the proposed software, and train the staff levels described in RFP Section 2.3.  The City desires to begin installation on October 1, 2002 and to have the software fully 


4.2 implemented no later than December 31, 2002.  Clearly identify the tasks and/or deliverables that must be performed by the City.  The plan should include the following elements:


· Schedule in days


· Installation plan


· Testing plan


· Acceptance Procedure (allow a minimum of two weeks)


· Training (allow a minimum of two weeks)

___________________________________________________________________________


Although, the City of Seattle provided high level background of your support infrastructure environment as part of the RFP, more detailed information regarding your functional, operational, and reporting requirements are necessary in order to provide an accurate Statement of Work.


However based on our experience and for the purposes of this RFP, we have provided you with the following:


· Service Delivery Approach (REFER TO APPENDIX G)


· Proposed Project Plan for the City of Seattle Help Desk Problem, Incident and Change Management System initiative. (REFER TO APPENDIX H)


4.3 In the event the City does not have staff resources available to install, test, and/or implement the proposed software, the City may opt to have the Successful Proposer provide a turnkey system, partial implementation assistance, or no implementation assistance.  The Successful Proposer shall have expert resources available on an hourly basis to assist the City.  If your firm can name a project manager for this implementation, submit the project manager’s resume; otherwise submit a resume of a project manager who has managed installations of similar size and scope.  Provide a resume of each level of your firm’s expert resources that have assisted in installing, testing and implementing installations of similar size and scope.  



Faron Roth, Avante’s Director of Professional Services, will project manage your initiative.  His resume is attached for your review.  (Refer to Appendix J).


Lisa Melnychuk will be the lead consultant.  Her resume is attached for your review.  Refer to (Appendix K).


4.4 Provide the resume(s) of the trainer(s) your firm will provide on-site at the City of Seattle   Submit sample training materials for each staff level to be trained as described in RFP Section 2.3.  Describe other training classes available in the event the City opts to have your firm perform additional training after December 31, 2002.


Lisa Melnychuk will conduct the user training, train-the-trainer training, as well as the Administration Training.  If deadlines are tight we will bring another resource to assist.


Additional Training Classes Offered by Avante Solutions:


· HEAT SYSTEM ADMINISTRATION CLASS, 5 days($1,995 PER PERSON)


· HEAT CRYSTAL CLASS, 3dys  ($1,295 PER PERSON)


· COURSES HELD WEEKLY IN COLORADO SPRINGS, CO OR  QUARTERLY IN CHICAGO, IL  (NEXT CLASS OCT 21-25TH)   


· Refer to Appendix H for Class Agenda / Related information.

APPENDIX F:  Service Delivery Approach


Four Stage Service Delivery Approach and Methodology


Our service delivery approach and methodology involves the following four (4) stages:


Stage 1: System Requirements and Definitions Identification


Stage 2: Agreement between Avante and the City of Seattle


Stage 3: Implementation


Stage 4: Ongoing Support Commitment


Stage 1: System Requirements and Definitions Identification


Our experience demonstrates that prior to successful service delivery, further discussions and situation analysis are required to ensure that the City of Seattle functional, operational and business objectives are met. Consequently, a critical part of our strategy is to perform a review between an Avante Business Analyst and the City of Seattle Help Desk representatives to perform a System Requirements and Definitions Identification. In our opinion, this approach will optimize the effectiveness of our proposed solution. 


The deliverables of our standard System Requirements and Definitions Identification strategy include: 


1) Defined project scope and boundaries

2) Definition and documentation requirements:

· A business requirements definition


· A process requirements definition (best practices recommendations where possible)


· Data requirements and physical database model


· GUI (graphic user interface) definition


· System access definition and application licensing requirements


· Detailed program-to-program integration, as well as, integration to e-mail, fax, etc. (level of integration, data exchange definition and process)


· Systems infrastructure requirements


· Management reporting requirements definition


· Success / performance measurements definition

· Optimal systems platform recommendation

3) Defined roles and responsibilities for both the Avante and the customer teams 

4) Implementation plan

· Strategy 


· Phased approach (recommended) with all scope and boundary for each phase - aim for early key success factors


· Timelines


5) System testing requirements

6) Training strategy and plan

7) Support infrastructure requirements and definition

8) Identification of potential challenges / pitfalls to avoid and recommendation of best practices where possible.

9) Related technology recommendation, where applicable

Stage 2: Agreement Between Avante Solutions Inc. and the City of Seattle


Upon completion of the System Requirements and Definition Report, Avante will discuss and review the Report with the appropriate City of Seattle representatives. The purpose of this stage is for both parties to review and agree on the solution deliverables outlined in the Report, as well as consider any additional recommendations proposed by the City of Seattle. The report will provide an accurate and complete costing of the proposed solution (technology, consulting & implementation, training, and maintenance & support). The report will also deliver timelines.


Prior to the commencement of the implementation both parties will have signed the final document detailing the deliverables outlined in the System Requirements and Definitions Report.


Stage 3: Implementation


As important to the systems requirements and definitions report is an implementation methodology that will ensure that the agreed upon solution deliverables will be met.


In addition to delivering the agreed upon solution, Avante wishes to highlight some of the other concepts underlying our Implementation Methodology, including: 


· Painless - minimal impact, reliance and disruption of the City of Seattle personnel


· On-time – meet timelines specified in the implementation strategy 


· Quick – follow a fast to production strategy


· Within Budget – commitment to deliver the solution within budget


· By Professional Staff – who are experienced, experts, professional and customer oriented


· Knowledge Transfer – knowledge transfer to the City of Seattle personnel


Based on our experience, the following seven key steps will be followed to ensure a successful deployment. Our Implementation Methodology will be used and followed in order to deliver a fully operational system, on time and within budget. 


1) System Requirement & Definition Identification (Report)


2) System Installation, Configuration and Test 


3) User Training (Avante will focus on training the users and administrators to ensure the technology is utilized effectively. Our experience has demonstrated that organizations utilize less than 20% of their systems.).

4) System Roll-out (Go Live)


5) Early Results and Corrections


6) System Hand-Over


7) Ongoing, Post-Implementation Assessment


Stage 4: Ongoing Support Commitment


Our involvement does not end with the deployment of the technology into production. On the contrary, Avante recognizes the importance of ONGOING, post-implementation, support and guidance. 


During the post-deployment period, Avante the City of Seattle will consider the need for: 


· Advanced user and/or administrator training


· Changes to functional and operational issues based on feedback from users (note: the users are more knowledgeable / familiar with the system after day-to-day use)


· Any system tweaking


· Any other items particular to the City of Seattle concerns.


APPENDIX G:  Proposed Project Plan


The following is the proposed project plan that has been assembled based upon the City of Seattle’s RFP and Avante Solutions Service Delivery Methodology.  As meetings with project team members and stake holders should be done prior to finalizing the project plan, it is understood that changes will be made based upon further discussion with the City of Seattle.


Project Goals and Scope


The overall goal of the project is to implement an enterprise wide Problem, Incident and Change Management System.  The significant goals of the project are for the deployment and training of the use of system within the specified time frame.


The scope of the project is to include the mapping of Problem, Incident and Change Management processes into the application, and the training and support of the application in regards to the defined processes.  The scope also includes all aspects in the delivery of the Help Desk application.  These are, software installation, requirements and specifications, configuration, testing, training and deployment.  The itemized task list contains details all activities that are considered within the scope of the project.


Roles and Responsibilities


The following are the identified roles and responsibilities based upon the RFP.  It is expected that the list will be modified to include more information in regards to the City of Seattle available resources.


		Role

		Responsibility

		Person

		Organization



		Project Manager Tracking Project Manager

		Overall implementation of the Help Desk solution.

		

		City of Seattle



		Project Manager / Architect

		Manage consultant and vendor resources. 


Manage the implementation project.


Report to the overall Project Manger.


Produce weekly status reports and debriefing sessions when required.




		Faron Roth (PM)

		Avante Solutions



		Implementation Specialist

		Design and Architect the solution.


Report to the Vendor Project Manager


Implement the system as per the Specifications and Design.


Import Data


System Testing

		Lisa Melnychuk (IM)

		Avante Solutions



		Testing and Application Acceptance Team

		System Testing

		

		City of Seattle



		Trainer

		Report to the Vendor Project Manager


Deliver User and Administrator Training

		Lisa Melnychuk (T)

		Avante Solutions



		Problem Management Stake Holders

		Meet with Vendor Project manager to review requirements and specifications.

		

		City of Seattle



		DBA

		Work with the Implementation specialist in system installation.

		

		City of Seattle





High Level Project Plan


The following is a high level Project / Implementation plan based upon the information contained within the RFP and Avante’s experience with similar implementations.  A Gantt Chart is provided (Refer to Appendix I).  All time estimates are for Avante Consultants only.  The City of Seattle resources requirements are not included in the time estimates listed below.  The Gantt Chart does identify tasks with longer durations where The City of Seattle resources are required.


Start Date:  October 7th, 2002


Project Completion Date:  November 29, 2002 (Consecutive work weeks would enable us to Pilot during the month of December.)


		Activity

		Duration



		

		



		System Requirements and Definitions Identification

		5 days



		Installation

		3 days



		System Configuration

		13 days



		Data Conversion

		2 days



		Testing 

		3 days



		User Training

		4 days



		Administration Training

		3 days



		Go-Live Support

		2 days



		

		



		TOTAL DAYS

		35 DAYS





I)
System Requirements and Definition Identification


The objective of this phase is to define and agree on the implementation deliverables.  Avante should have a complete understanding of the following:


· A process requirements definition (best practices recommendations where possible)


· Data requirements and physical database model


· GUI (graphic user interface) definition


· System access definition and application licensing requirements


· Detailed program-to-program integration, as well as, integration to e-mail, fax, etc. (level of integration, data exchange definition and process)


· Systems infrastructure requirements


· Management reporting requirements definition


· Success / performance measurements definition

II)
SYSTEM CONFIGURATION


During this phase, we will configure the technology to the specifications / deliverables agreed to.  This will include:  database configuration, GUI design, workflow processes, management reports and integration.


III)
DATA CONVERSION


To have the system operational, we need to populate the system with data elements.  This will include customer and asset data.  Furthermore, the HEAT system will need to be populated with user profiles, call types and other data elements.  These other elements will be further identified and documented in the System Requirements documentation.


IV) INSTALLATION


The HEAT software needs to be installed on the server and client server workstations.    Avante will conduct tests to ensure optimal system performance and confirm backup procedures are in place.


V) USER TRAINING


In our experience, the most critical stage in any deployment is user training.  In cases where there is no emphasis on training, the software and functionality is underutilized.


The User training will be provided on site and will be customized to support your implementation.  User training is run in 4-hour sessions where no more than 10 students will attend in a single session.


VI) ADMINSTRATION TRAINING


To ensure transfer of knowledge and the ability for the City of Seattle to continue supporting both the technology and users effectively, we recommend on-site administration training.    The training will be customized to effectively train the City of Seattle in the basics of HEAT in regards to your implementation.  The specifics covered include and are not limited to the following:


· System Overview


· Table and Form Creation and Modification


· User and Group Management


· Security Management


· System Maintenance


· Screen layout and design


· Creating and updating call records


· Creating, using and navigating through call groups


· Maintaining Profile and configuration records


VII) TESTING


The system will be tested to insure that it meets the functionality and performance criteria as documented in the Systems Requirements documentation.  In the case where issues are identified, the issues will be reviewed and resolved in a timely manner.


VIII) GO-LIVE (ON-SITE) SUPPORT


For the larger HEAT deployments, we offer on-site Go-Live support.  This ensures an especially smooth Go-Live and immediate resolution to any challenges that present themselves.


Implementation Details


The following is an implementation plan that will allow for the City to implement an automated Help Desk as proposed by Avante Solutions. The document contains sections identifying the Implementation Tasks, Duration and Implementation Details that are specific to this implementation.


Implementation Timeline: The following table identifies the number of days, description of the item and the resource requirements for each item.


		Task

		Task Ownership

		Task Time



		System Requirements and Definition Identification


Review requirements with project team members and stake holders and build specification document that includes but is not limited to the following.


· A process requirements definition (best practices recommendations where possible)


· Data requirements and physical database model


· GUI (graphic user interface) definition


· System access definition and application licensing requirements


· Detailed program-to-program integration, as well as, integration to e-mail, fax, etc. (level of integration, data exchange definition and process)


· Systems infrastructure requirements


· Management reporting requirements definition


· Success / performance measurements definition



		Avante Solutions - IM

		5 Days



		Installation – HEAT Software


· Install HEAT on Server.


· Assistance with setup of HEAT system on approximately 5 Workstations.


· Assist DBA with establishing ODBC connection from HEAT to Database engine.


· Web Application (HSS, iHEAT)


· Business Rules Monitor


· Auto Ticket Generator


· Managers Console


· Ensure proper functionality of HEAT system.

		Avante Solutions - IM

		3 Days



		System Configuration and Customization


· Configure HEAT system based on the System Requirements and Definition Identification document.


Includes but is not limited to the following:


· Form, Table and Field Customization


· Security Enforcements


· Knowledge Base Configuration 


· Escalations and Notifications Configuration – Business Rules


· Service Level Agreements


· Heat SelfService (HSS) Form Views


· Auto Ticket Generator (ATG) – Email ticket creation


· Managers Console Monitor


· Reporting  - Answer Wizard


· Application integrations




		Avante Solutions - IM

		13 Days



		Data Migration


· Review of data to be migrated.


· Manipulating and Reformatting of the data.


· Import of data into appropriate HEAT tables.

		Avante Solutions - IM

		2 Days*


*Dependent of amount of data. 



		User Training – Onsite


· Customize User Training Guide to represent implementation.


· Deliver necessary training sessions.

Note: Dependent on number of users requiring training.



		Avante Solutions - T

		4 Days



		System Testing


· Test the system for system performance and operation over local and wide area network.

		City of Seattle, Avante Solutions - IM

		3 Days



		Administrator Training – Onsite

		Avante Solutions – T

		3 Days



		Go Live Support


· Provide on site support to end users

		Avante Solutions – IM

		2 Days





APPENDIX D
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Avante Corporate brochure


APPENDIX J


Faron Roth


Professional Resume


Faron Roth - Profile


Mr. Roth has over Twenty years' experience in the data processing industry including 15 years of Networking and Communications Consulting and Support Services to FP500 Corporate customers.  He has extensive experience in Help Desk / Call Centre design and implementations.


Company: Avante Solutions Inc.


Date Started: October 1999


Employee Status: Full Time


Education: Electronic Technician Certificate


Project Manager – Problem Management Implementation


Information Systems Expert – General Knowledge


Over the course of Mr. Roth’s career he has worked in most areas of the Computer Business arena providing such services as installation, training, and consulting in a wide range of departmental and enterprise wide hardware and software solutions.


In the past 7 years, Mr. Roth has been involved in numerous Call Centre / Help Desk implementations and installations.  Duties performed vary from providing project management, system sizing, system architecture, design, customization, integration and training services.


Prior to Mr. Roth joining Avante Solutions, he held a Project Manager position with a large multi-national technology firm.  His duties were to provide Project Management and technical advisement services for distributed server technology projects.  In this capacity he managed a team of up to 25 staff and project members that resulted in the deployment of over 200+ servers and associated applications.


Mr. Roth has been involved in many projects where his skill and knowledge in deploying and maintaining business critical systems have been utilized.  He has skills in the design, configuration and deployment of networking technologies (Routers, Hubs etc), file server (Netware, NT, UNIX), operational systems management tools (Network Monitors, Enterprise Backup), and business applications (Email, SAP, Help Desk).


Projects that utilized his skills as a development team member required that Mr. Roth play an active role in the design and proto typing of various application-to-application interfaces.


Mr. Roth has been involved in all types of implementations.  These range from large enterprise wide systems consisting of hundreds of users supporting thousands of customers to Help Desks that consist of users in the single digits, supporting only a small number of customers. Most of these implementations were facilitated using HEAT (by Goldmine) or the AR System (by Remedy) technologies.  Mr. Roth is very familiar with the HEAT and AR System technologies and all versions of their respective product sets.


Engagement Examples:


Project Manager for a HEAT Implementation for a Government Institution where the HEAT technology was deployed to support their Problem and Incident Management initiative.


· Project Management


· Needs Analysis & System Design


Design and implementation of HEAT for a large Banking Institution where the HEAT technology was deployed to support their Electronic Banking initiative.


Services Provided:


· Project Management


· Needs Analysis & System Design


· Software Installation


· Software Configuration and Customization (Form Design, Table and Field Additions, Security)


· Report Creation and Modification (Crystal Reports)


· Knowledge Base installation and configuration (FLS, iKnow)


· Auto Escalation and Notification (e-mail integration)


· HEAT Web installation and configuration


· End User training on Call Logging


Review and Customization of the HEAT implementation of a notable North American Transportation company.  The HEAT technology was deployed to support all transportation issues and internal system issues for this organization.


Services Provided:


· Review of the usages of the current HEAT system.  Made recommendations regarding how to simplify usage, provide better problem / issue classification and more effectively support the multi regional implementation.


· Software Configuration and Customization (Form Design, Table and Field Additions, Security)


· Report Creation and Modification (Crystal Reports)


· Knowledge Base installation and configuration (FLS, iKnow)


· Auto Escalation and Notification (e-mail integration)


· Auto Ticket Creation via e-mail


· Administrative Overview and Training


Review of a Governmental Internal IT Support Desk operation's business and support process and requirements for a Remedy Help Desk implementation.


Services Provided:


· Project and Team Management


· Review of current processes and requirements.


· Create requirements and Design specifications for a Remedy Help Desk implementation


· Provide ongoing project support regarding future direction


Review and Customization of a North American Petroleum company.  This involved a Remedy implementation in which the Remedy technology was deployed to support all internal Problem and Change Management processes.


Services Provided:


· Overall Project Management


· Review current Problem and Change Management Processes and make recommendations for their implementation into Remedy.


· Software Configuration and Customization (Form Design, Table and Field Additions, Security)


· System Process and Design (Active Links, Filters)


· Administrative Overview and Training


APPENDIX K


Lisa Melnychuk


Professional Resume


Lisa Melnychuk - Profile


Ms. Melnychuk has over five years experience in the Help Desk industry and has provided various services to assist and facilitate the effective operations of a Help Desk / Call Centre.


Company: Avante Solutions Inc.


Date Started: December 1999


Employee Status: Full Time


Education: Bachelor of Arts and Education


Implementation Expert – Problem Management Systems


Trainer – HEAT System


In the past 7 years, Ms. Melnychuk has been involved in numerous Call Centre / Help Desk implementations and installations.  Duties performed vary from providing design, customization, integration, reporting and training services.  Three of those years were spent acting as a Senior Coordinator for a large National company where her duties included the Administration, set-up, and maintenance of HEAT, report generation, user and customer training, as well as general customer support.  


Ms. Melnychuk is a Certified HEAT consultant and Certified HEAT instructor.   She has been instrumental in the redesign and deployment of numerous Help Desk / Call Centre’s where the user and customer base have been large.


Engagement Examples


Review and Customization of the HEAT system for a leading Consumer Electronics firm..


Services Provided:


· Review of current HEAT implementation and make recommendations in regards to system deployment, management and usage.


· Migrate current installation to new Database Server


· Software Configuration and Customization (Form Design, Table and Field Additions, Security)


· Report Creation and Modification (Crystal Reports)


· Auto Escalation and Notification (e-mail integration)


· Administrative Training and Overview


Design and implementation of HEAT for an e-Commerce company where the HEAT technology was deployed to support their internal and external customer base.


Services Provided:


· Review of current usages of HEAT and make recommendations in regards to simplifying usage, better problem / issue classification and the support for a multi regional implementation.


· Software Installation (MS SQL Server)


· Software Configuration and Customization (Form Design, Table and Field Additions, Security, View Sets)


· Existing Asset and Customer Information Data Importation


· Report Creation and Modification (Crystal Reports)


· Auto Escalation and Notification (e-mail integration)


· HEAT Web Installation and Configuration


· Administrative Overview and Training


Design and implementation of HEAT for a large Networking company where the HEAT technology was deployed to support their internal users.


Services Provided:


· Review of current usages of HEAT and make recommendations in regards to simplifying usage, better problem / issue classification and the support for a multi regional implementation.


· Software Installation (MS SQL Server)


· Software Configuration and Customization (Form Design, Table and Field Additions, Security, View Sets)


· Existing Asset and Customer Information Data Importation


· Report Creation and Modification (Crystal Reports)


· Auto Escalation and Notification (e-mail integration)


· HEAT Web Installation and Configuration


· End User Training (Material Prep and Delivery)


· Administrative Overview and Training


APPENDIX H


heat systems administration training agenda


		Day One (8:30 a.m. to 4:30 p.m.) 





		






Introductions 

Call Logging module as it relates to system design 
It is essential to understand how the Call Logging system works in order to consider the design of a HEAT system. For this reason, we spend this time discussing the functionality and flow of logging calls and screen design as it relates to the customization of a HEAT system. Topics include: 
      - Screen layout and design 
      - Creating and updating call records 
      - Assigning call records 
      - Using the journal 
      - Creating and using call groups 
      - Maintaining Profile and Configuration records 
      - Using the Call History information 
      - Using HEAT mail messaging capabilities 
      - Discussion of Customer Types 

		Day Two (8:30 a.m. to 4:30 p.m.) 





		






Customization of HEAT System 
We now get into the heart of the functionality that will allow you to customize a HEAT system. This time is spent in an instructor led exercises and discussion of each area of the system that can be customized. Topics include: 
      - Discuss concept of data sources and edit sets 
      - Creating New Customer Types 
      - Design Profile and Subset forms 
      - Design Configuration types and forms 
      - Define Call types 
      - Design Detail forms 
      - Design HEAT validation table 

		Day Three (8:30 a.m. to 4:30 p.m.) 





		






Continue workshop customization of HEAT system 
The morning will be spent in workshop format with further exercises and discussion on how a HEAT system can be customized with the guidance and expertise of the HEAT instructor. 

Continue workshop customization of HEAT system 
After a HEAT system has been customized, it is important to understand how to maintain the integrity of this valuable information. The administration of HEAT is as important as the design of the system. Topics include: 
      - Backing up a database and disaster recovery 
      - Setting system defaults 
      - Defining system security 
      - Importing and exporting data from a database 
      - Creating global changes for a database 

		Day Four (8:30 a.m. to 4:30 p.m.) 





		






First Level Support 
First Level Support (FLS) can serve as a powerful knowledge tool for a help desk or customer support center. With FLS, you can collect, preserve, and maintain the valuable knowledge and experience of your staff. Record the solutions you discover to your callers' problems and you will never have to solve a problem more than once! New support staff can be trained more quickly and efficiently and provide a consistent base of answers and solutions to improve customer satisfaction. Topics include: 
      - Using First Level Support to resolve problem tickets 
      - Using Commerical Knowledge Trees 
      - Viewing linked note files, graphical images, and playing video or sound files 
      - Creating and modifying custom knowledge 
      - Importing and exporting knowledge 

Alert Monitor 
Alert Monitor will keep users and technicians up to date on issues that have been assigned to them without having to be logged into Call Logging. Your technicians are often in other programs, but need to be alerted when an issue has been assigned to them. Based on groups created in Call Logging, Alert Monitor can be set to alert a technician whether they are at their desk or away from their desk, and will prompt the technician dependent on how the program is set-up. 

Business Process Automation Module 
The Business Process Automation Module, or BPAM, is used to automatically monitor call record conditions. An administrator will define business rules to govern the database. The module can then take actions to escalate issues, to modify call records, or to carry out predefined actions. For example, a business rule can be defined so that Help Desk personnel are notified to examine call records that have been unchanged for more than five hours. Topics include: 
      - Adding, editing, or deleting a business rule 
      - Modifying how issues are being monitored 
      - Setting up how call records are modified 
      - Selecting AutoTasks to be used in escalating issues 
      - Changing the order of existing business rules 
      - Enabling or disabling existing business rules without removing them from the list of rules 

Security Based View Sets 
HEAT allows you to create different views of the same form so members of certain roles can see fields on a form that other roles cannot. Topics include: 
      - Harborstone Credit 
      - Apply the view to a role 
      - Test the view 

External Tables You are able to use external tables to validate fields in your HEAT system. This will allow you to read data from the external table without having to maintain it in two different databases. Topics include: 
      - Prepare the external database for connection 
      - Design an external table connection in the HEAT system 

		Day Five (8:30 a.m. to 12:00 p.m.) 





		






Auto Ticket Generator 
With the Autoticket Generator, you can set up your HEAT system to open call records directly from messages sent to MAPI or VIM-compliant e-mail systems. Topics include: 
      - Defining an Automatic Ticket 
      - Sending automatic tickets through e-mail 

Answer Wizard 
Analyzing the information stored in HEAT will allow the Help Desk manager to make decisions, such as how many calls are taken in a particular period of time, how many calls are open, and which technicians are working on what issues, etc. Answer Wizard allows the user and/or manager to report on the Help Desk, without needing any knowledge of a report designer. By answering a series of questions, Answer Wizard will run a report based on those answers. Consistently requested reports can be added to a special area making further reporting even more efficient. Topics included: 
      - Requesting reports through Answer Wizard 
      - Printing and exporting reports 
      - Putting often requested reports into a special area 

Manager's Console 
Manager's Console allows the Help Desk manager to visually keep track of what is going on in HEAT. This will allow them to better manage their staff and other issues that may come up, possibly handling a problem before it happens. Also, information on how past issues were resolved can be stored for future reference, not only helping the manager avoid a problem, but keep track of the solutions used in the past. By requesting the type of data to track and the style of graph to track the data, the user gets a real-time look at the database. Topics include: 
      - Requesting data to track 
      - Creating graphs to track 
      - Managing the data 
      - Creating automated warning messages 




*The order of agenda contents is subject to change
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Wednesday December 11th, 2002


Ann Kelson


Principal Buyer


City of Seattle


700 3rd Street, #910


Seattle, WA 


Ann,


I wanted to confirm the following points for the purposes of the contract.


1)  The products that the City is purchasing and is licensed for, include:


a)  HEAT 


b)  iHEAT


c)  HEAT Self Service


d)  HEAT Plus Knowledge


e) KnowledgeSync


2) The following represents the license and maintenance amounts we will invoice:


LICENSES:


HEAT, 150 concurrent user licenses



$ 152,685


HEAT Plus Knowledge, 30 concurrent user licenses

$   26,850


HEAT Self Service, unlimited end-user licenses

$     5,500


Knowledge Sync





$     2,000









$ 187,035


Less:  50% Discount on HEAT Licenses

              ($76,345)


TOTAL LICENSE COST




$ 110,690


MAINTENANCE:


HEAT






$   30,535


HEAT Plus Knowledge




$     6,000


HEAT Self Service





$     1,100


KnowledgeSync





$        400










$   38,035



TOTAL




            $ 148,725


3) Celia will provide you with a copy of the Escrow Agreement.  The amount is $200 per annum.  


4) We wish to confirm that Avante Solutions is not recommending the Knowlix technology proposed in our original response.  This is a result of Peregrine (the manufacturer) declaring bankruptcy effective Q4 2002.  In lieu of the City’s knowledge management requirement, Avante Solutions is proposing the HEAT Plus Knowledge technology.


5) We wish to identify the implementation milestones for the billing purposes.


Milestone 1:  Acceptance of the System Requirements & Definitions 
$  7,500




     (estimated at 5 days in RFP)


Milestone 2:  Technology Installation



$  4,500




     (estimated at 3 days in RFP)



Milestone 3:  User Acceptance of System



$21,500




     (estimated at 18 days in RFP)


Milestone 4:   Engagement Sign Off




$  9,000




     (estimated at 9 days in RFP)








ESTIMATED DAYS IS 35 


$42,500


We also wish to confirm the following:


· Avante Solutions will only bill for time spent


· The amounts include all applicable travel expenses


· Implementation time will be identified upon completion of the requirements definition portion of the engagement. 


6) Schedule of Addition Services and Products outside of the initial scope:


SERVICES RATES


· Within 90 days of completing the original engagement our rate will continue at those outlined in note 5.  


· Additional services (outside of initial engagement) during the 2003 year will be billed at $1,300 or $162.50/hour (including travel expenses)


· For subsequent years our rate will be $1,500/day or $187.50/hour (including travel expenses)


BUYING ADDITIONAL PRODUCT LICENSES OF PRODUCTS INCLUDED IN THE ORGINAL PURCHASE:


a) HEAT


I. Up to 150 licenses, the City is eligible for 50% off licenses if purchased within the 2003 year.  This is a result of the competitive trade-in.


II. Above 150 licenses, Avante Solutions will extend a 15% discount on the list price.


b) iHEAT  (iHEAT licenses are included with any HEAT license purchase.


c) HEAT Self Service.  As you have unlimited access licenses there is no additional cost.


d) HEAT Plus Knowledge.  Each additional license is $995 per concurrent license (plus $200 in maintenance.)


e) Knowledge Sync.  There is no additional license price applicable for Knowledge Sync Connector to HEAT.


BUYING PRODUCTS OUTSIDE THE SCOPE OF THE ORIGINAL PURCHASE:


a) HEAT Plus Knowledge (Customer Access). HEAT Plus Knowledge pricing for the customer is based on the number of employees requiring access to search knowledge. Refer to table below for summary pricing. Maintenance is calculated at 20% of list price.


		No of Employees Requiring Access

		Pricing



		Up to 1000

		$  7,995



		1,001 – 2,500

		$15,995



		2,501 – 5,000

		$31,995





b) Right Answers.  Pre-built knowledge content.  


Number of Right Answer licenses (analyst and / or customer) must equal number of HEAT Plus Knowledge licenses purchased.  Pricing is based an annual subscription fee.


I. Support Analyst Access: Annual subscription fee to knowledge library:   


   $249 per concurrent license


II. Customer Access: Annual subscription fee for access to knowledge library:


		No of Employees Requiring Access

		Pricing per license



		1 - 999

		$5



		1,000 – 4,999

		$3





c) Asset Tracker.  HEAT Asset Tracker is purchased in increments of 150 scanable assets.  The price per scanable asset includes 5 ancillary assets at no charge. A scanable asset is defined as a desktop or laptop (i.e. CPU).  A non-scanable is a printer, mouse, keyboard, monitor or any other ancillary desktop / laptop accessories.

The price per scanable asset is $15 per asset. (Note, the price per asset decreases depending on the number of scanable assets.). Maintenance is calculated at 20% of list pricing.


Additional documentation will be provided to assist with the completing the contract.


Yours truly,


Steven Waxler


Avante Solutions, Inc.


________________________________________________________________________


City of Seattle
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October 8, 2002


Celia Kobus


Account Manager





BY EMAIL


Avante Solutions, Inc.


SUBJECT:
Seattle RFP 02039 




Request for Clarification


Dear Celia:


Many of the functional capabilities associated with your firm’s proposal appear to be based upon, associated with, or would be enhanced by specific products, modules, or components that you have given a unique standalone identity within your proposal.  


The City requests your firm to clarify whether these entities are an integral part of your proposed solution necessary to meet the City’s service desk requirements.



Complete and return this document no later than 1:00 p.m. on Thursday, October 10, 2002 to Ann Kelson at ann.kelson@seattle.gov


Please provide a yes or no answer whether the following identified components, modules, products, or functionalities:


1. are an integral part of your firm’s solution proposed to meet the City’s service desk requirements outlined in Proposal Form 1 and/or Proposal Form 2,


2. are included in your firm’s price proposal, Proposal Form 4,


3. require a distinct and additional implementation beyond implementation of the base product proposed.


Avante/HEAT


		Identified, Component Module, Product, or Functionality

		Integral part of proposed solution to meet requirements of PF1 or PF2? 


Yes or no

		Price is included in PF4?


Yes or No

		Requires a distinct and additional implementation? 


Yes or No



		HEAT BPAM

		Yes

		Yes (included as part of the core HEAT license cost)

		No (included as part of the proposed solution)



		Knowlix

		Refer to notes (page 2)

		Yes

		Yes



		Crystal Reports Professional

		Yes

		Yes (included as part of the core HEAT license cost)

		No (included as part of the proposed solution)



		Knowledge Sync

		No

		No

		Yes



		HEAT Self Service (HSS)

		Refer to notes (page 2)

		No. Refer to notes (page 2).

		No (included as part of the proposed solution)





Notes:


1) Knowlix:  HEAT license cost (as part of our proposed solution) includes a knowledge management solution called FLS.  We have included the set up and implementation cost of FLS in our proposed solution.  


Knowlix is a more comprehensive knowledge management solution that integrates with HEAT. We recommend Knowlix as a Phase II implementation. City of Seattle can migrate from FLS to Knowlix at anytime in the future.


We need to better understand your knowledge management requirements in order to price out a complete solution price. 


2)   HEAT Self Service (web access for customers):  We need to better understand your self service requirements. We recommend that HEAT Self Service (web interface) be a phase II implementation as it should be well thought out prior to deployment.  As an alternative, we suggest City of Seattle can use a web based submittal form to evaluate the effectiveness of customer self service. Should the web submittal facility prove to be successful, we would then recommend a Phase II rollout of HSS, if needed.


As we did not include the license cost of HEAT Self Service in our initial PF4, we would be happy to provide HEAT Self Service Pricing upon request.


Letter to Celia Kobus

Page 1 of 2

October 8, 2002
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City of Seattle RFP 02039


Proposal Form 2


Technical Proposal


Page 16 of 23

Proposer Name: Avante Solutions, Inc.




INSTRUCTIONS:  In the spaces indicated, provide your firm’s response to each item.  Use additional sheets of paper as desired, including pre-printed marketing materials, tables, charts, or other documentation.   Sign and include this form with your firm’s proposal.


1. Description of Proposed System. 

Describe the proposed software.  Discuss how the software will enhance the City’s service desk customer service and operations.


________________________________________________________________________________________


The core technology that we are proposing is the HEAT Professional technology manufactured by FrontRange Solutions.  We have attached marketing collateral to describe the HEAT technology (Refer to Appendix A & B).  We wish to highlight the following reasons behind our recommending the HEAT technology:


1) The HEAT technology recognized by the industry analysts (Gartner Group and Meta Group) as a leading solution.  This means that HEAT offers leading and comprehensive functionality.


2) The HEAT technology is deployed in over 7,000 organizations worldwide.  The result is a proven solution.


3) The manufacturer (FrontRange) has a demonstrated track record for constantly improving and enhancing the HEAT technology.


The software itself will not enhance the City’s service desk customer service and operations.  In our opinion, it is us (Avante Solutions) that can have a significant impact on the effectiveness of the technology.  This is accomplished through:


· Making effective recommendations and pointing out best practices


· Highlighting common pitfalls that should be avoided


· Facilitate ongoing sharing of information between the City and our professional services team, as well as other Avante customers, specifically those in the government sector.


· Commitment to an effective and responsive support infrastructure


· Ongoing interest and involvement in your initiative


(We have numerous references and examples of our commitment to the aforementioned items.  For the purpose of our response, we have attached one example of a Round Table that we hosted recently.  The Round Table was directed at the Educational Sector.  We would be happy to share a schedule of upcoming events; including those scheduled for the Seattle area.)


Refer to Appendix C for Help Desk Round Table Final Agenda and Case Study.


Although HEAT on it’s own will not enhance the City’s service desk customer service and operations, the HEAT technology has key design advantages that make it an attractive technology to many organizations.  These include ease-of-use, ease-of-maintenance, scaleability, flexibility and open architecture. 


Given that you will invite short-listed companies to demonstrate their technology in relation to predefined scripts will give us a perfect opportunity to demonstrate ease-of-use, ease-of-configuration (maintenance) and design / process flexibility.  As well as to demonstrate our value as your strategic business partner.


2. Desired Functionality


Indicate whether the proposed software provides the following functionalities. 


________________________________________________________________________________________


Incident (Help Call Capture)


1) Attaches and stores one or more files to the incident record, and launches the file in its associated Window application.


HEAT supports multiple attachments in the form of files and / or applications.  Attachments can be associated with a profile record and / or an incident record.


2) Links to the City of Seattle telephone/ACD system for initiating the incident capture process (screen pop) and for capture of telephony data.


HEAT out of the box supports telephony / ACD integration. More detailed information about your telephony / ACD system is required. For example, does the ACD / Telephony system supply a telephony DDE client for screen pop and dial out, etc.


3) Automatically captures and tracks other service desk agent or problem-solver actions, such as taking remote control of a customer's PC, accessing PC and IT related inventory or database information, software downloads, updates and file transfers

HEAT will capture and track problem solving actions. If launching related support technologies (ie. remote control), this action will be automatically recorded in HEAT.  An audit trail of support actions (log files) using related tools can also be saved as part of the ticket.


4) Provides a calendar function to manage actions such as service and staff availability.


Calendaring in HEAT is normally used when scheduling service/ project related tasks (non-time critical events).


Figure: Print Screen showing integration of calendaring / scheduling functionality. When assigning a service request, the Tier 1 analyst has access to a calendar to determine availability of service personnel. Based on this information, the Tier 1 analyst can now assign the task to a specific individual for a particular day.
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HEAT System Configuration


Additional Requirements:HEAT 6.4 requires a few other software programs to run efficiently.


1. Microsoft Windows Installer Service:Required for HEAT distribution via server.


2. DCOM95: Required to install HEAT on Win95


3. Microsoft Data Access Components: Required for HEAT to access the database. They are installed automatically


and should be at least verison 2.6




Workflow Management


5) Monitors operational metrics and generates an incident and/or notification when identified thresholds are exceeded.


The following facilities in HEAT enable this:


· Managers Console


· Business Rule Editor


Managers Console provides real time access to information relating to defined operational metrics required by the different stakeholders groups.  This facility allows you to define specific metrics that reflect the status of particular issues. Managers Console allows specific thresholds to be defined. If a specific threshold is exceeded, a pre-defined action can be initiated to notify the appropriate person. Notification can be via email or page.  Each time a threshold is exceeded, the system will record the date and time for reporting purposes.


Print Screen: Manager’s Console Facility showing System Status
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BPAM allows you to automatically monitor specific conditions / metrics (business rules) and perform actions (including notifications, ticket generation, etc.) when specific thresholds are exceeded or business rules are met.


Print Screen of Business Rule Monitor showing sample business rules.
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6) Provides the ability to post notices to external devices such as a wall reader board.


HEAT supports the ability to send specific information to external devices / wall readers for display. This is accomplished through integration at the database level, email or through an API.


More information is required about the specific external device to be used.


7) Provides or integrates with IT Asset Inventory


HEAT out-of-the-box will interface directly with the data repository that stores asset and other related information. This is accomplished via real-time integration to most asset discovery solutions (including: ZAC, Zenworks, MS SMS, etc.), as well as ODBC compliant databases (Oracle, MS SQL, Access). This asset information can be viewed within HEAT via an external table link.


Notification Management


8) Provides a mechanism to define metrics or conditions that will trigger a notification, and to define notification content and delivery.


HEAT BPAM provides a mechanism to define specific business rules and related notifications. Not only does this facility enable the administrator to define the delivery method (email, page, etc),  but the message content of the notification is fully customizable as well.


For example, a notification based on a priority 1 technical  issue may be delivered via page and the message may read.”Urgent Mission Critical Email Server is Down”. Alternatively, a priority 3 notification for a service request may be delivered via email and the message may read “Activate the network drop and passwords for new employee commencing work on September 15th”


9) Eliminates redundant messages to same individual performing multiple roles generated from a single action.


System can be configured to avoid multiple notifications for the same ticket (ie. checking to see if message previously went out for the same issue).


Problem Resolution

10) Provides or integrates a full function Knowledge Management capability in support of problem resolution.

Knowledge can be searched in the following ways:


1. HEAT’s On Line Search Capability.


HEAT offers comprehensive search capabilities. HEAT users can search on any field  and / or combination of fields.  Furthermore, searches can be saved and reused. Once a search result is displayed, the results can be sorted.


2. HEAT comes bundled with a knowledge management solution, First Level Support.(FLS)


3. HEAT integrates with 3rd party Knowledge Management Solutions.  Knowlix is a more robust knowledge management solution.


Knowledge can be made available to the customer / end user through Knowlix and FLS.


Reporting


11) Provides a mechanism for extract of application data in a variety of Windows standard file formats including ASCII, Excel, Access, HTML, etc.


HEAT comes bundled with Crystal Report Professional. This is a function of Crystal.


12) Allows scheduling of report generation


This is accomplished using KnowledgeSync,( a third party alert messaging technology ). KnowledgeSync will automate the production of frequently-needed reports  from within HEAT, including automatic generation on periodic schedules (such as every Monday morning, every Friday afternoon, etc.). 


A complete audit of every distribution will also be made available, enabling you to track precisely who got what information, when, and via what means.


13) Provides a wizard for export of generated reports in various formats including ASCII, Excel, Access, HTML.


HEAT comes bundled with Crystal.  This is a function of Crystal.  


Customer Self Service


14) Tracks the use of self-service and records all self-service actions including incident capture, resolution, resolution attempts, use of knowledge and known resolutions, updates, etc.


HEAT is able to track actions by the customer when using HEAT’s self service facility (HSS).  An audit trail of all changes / updates made by the customer via HSS will be documented in HEAT.


For example, submission of new issues via the web will automatically generate a ticket in HEAT. Information tracked in HEAT relating to self service includes (and is not limited to), the nature of the request (Technical, Service Request, Informational, Break Fix, etc.), the source of submission (ie/ HSS), resolution, etc.


HEAT will also track the web user’s search (if made available), noting which knowledge base(s) the user visited, the number of resolution attempts, etc. The system will also track and populate HEAT with the problem resolution used by the customer to resolve the issue. Changes to profile information in HSS by the customer will be updated dynamically in HEAT.


15) Provides a system status display from planned and unplanned changes that have been identified and designated for customer viewing while accessing the self-service interface.


This is accomplished using the Banner text feature in HEAT’s customer self service module (HEAT Self Service). Information / alerts identified for viewing by customers can be initiated directly from within HEAT. This can be done manually or the process can be automated.


Change Management


16) Interfaces with or integrates with Change Management data and functionality


HEAT supports the ability to link incidents / problem tickets to change requests.


17) Generates an RFC based on scheduling or performance thresholds and alert appropriate individuals and/or workgroups based on the impact of the change.


HEAT supports the ability to schedule a change and have the appropriate resources notified of the change. Assignee's and their groups could be notified that a change needs to be done.  Users impacted by the change could be notified  (ie. email, telephony solution, banner  feature, etc) that a change is taking place on a specific system or application.  These can be tied to the impact of the change.  


If performance monitoring technologies identify a change in performance, the technology will automatically document a ticket in HEAT. Depending on  the workflow process, the appropriate individuals can be notified of the change.


18) Manages a change approval process


HEAT supports the ability to automate specific approval functions associated with change management / change requests.  HEAT will provide an audit trail, as well as escalation capabilities to keep the change request moving forward.


19) Provides a mechanism to define steps in the change process including required and alternative procedural steps


HEAT can be used to document the defined steps required as part of a change process, including  the documentation of alternative procedural steps.


Print Screen of Change Management System detailing steps involved in change management process
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Asset Inventory Management


20) Provides or integrates with PC discovery tool(s) and other network-aware hardware or tools for problem solving support. Provides or integrates with PC discovery tool(s) and other network-aware hardware or tools for problem solving support.


HEAT interfaces with best of breed support technologies including:  PC Discovery tools, network management technologies, Knowledge Management technologies, and Remote control technologies.


For the most common integration requirements, the integration is Plug & Play. These integrations are fully supported and integration notes are available for each.  An API is in place to ensure any integration is achievable.

21) Interfaces or integrates with Asset Inventory data and functionality to track and analyze infrastructure changes, asset performance and association with end-users.

HEAT interfaces with Asset Inventory allowing asset information (including changes, performance, etc) to be displayed and viewed in HEAT. 


This information can be associated with an end user. However, in the case of planned / unscheduled outages to shared devices, it is recommended that the incident be logged against the shared device / asset being impacted. This is important for reporting purposes, as well as the understanding the impact to organization.


Personnel/Organization Information

22) Provides the capability to interface, integrate or import/export with organizational databases where common information resides such as personnel information, organizational structure, related actions such as new, transferring, relocating or terminating employees and organizational structure changes.

HEAT interfaces with organization databases in the following ways:


Import / Export of Data:


HEAT offers  import / export capability to support sharing of data between systems.


External Table Link to ODBC Compliant Databases:


Information (personnel, asset, etc) can automatically populate the HEAT system from other ODBC compliant databases (Oracle, MS SQL). This is accomplished through HEAT’s external table link functionality.  This is available out-of-the box and requires minimal configuration effort.  Furthermore, you can restrict what information is viewed (ie. subset) from the external database containing the relevant information. The information is for display and fill purposes only (read only).


SERVICE LEVEL AGREEMENT MANAGEMENT


23) Automatically generates notifications, alerts and reports when designated SLA/SLO metric thresholds are exceeded.


SLA’s can be defined, tracked and managed within HEAT. Escalations can be automated based on the SLA’s / business rules defined by the administrator.  Escalation events can include any combination of the following


· Notification (email, pager, etc)


· Alerts (alert monitor, screen pops, etc.)


· Update the problem (auto re-assignment, journal documenting the escalation, ticket updated with time / date escalation occurred, etc.)


· Execution of an application (report generation, launching 3rd party escalation, etc.)


SUPPORT AND OTHER FUNCTIONALITY 


24) Universal queuing or queuing from multiple contact sources.


HEAT supports  queuing of incoming help desk calls / requests based on any criteria you define  including priority, call classification, delivery mechanism (email, web, telephone), etc.


3. Description of minimum required hardware configuration.  

Describe the minimum and recommended hardware configuration and requirements and additional software products necessary to implement and/or support the application and the client at the desktop level as well as in the operating environment.  

Refer to Appendix C for the recommended HEAT technical specifications.


Dated this _____ day of _______________, 2002.


__________________________________________


Signature


__________________________________________


Title


APPENDIX A


Module Overview
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HEAT TECHNOLOGY


What is HEAT?


HEAT stands for Helpdesk Expert Automated Tool.  It is a 100% customizable system for automated call tracking, problem resolution and management, messaging, reporting and trend tracking.  


HEAT is comprised of the following modules:
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Call Logging

This is the primary HEAT module.  HEAT users (your Help Desk representatives) will use this module to create, modify and delete Call Records. Users can also access First Level Support and Crystal Reports through Call Logging.    

The majority of the fields and screens in Call Logging can have restricted access by each user dependent on their Security Rights as setup by the System Administrator. 
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Alert Monitor

HEAT Alert is the module that alerts you to call records, assignments, and / or HEAT Mail messages whether or not you are logged into the Call Logging System.  You decide what alerts it will check for, how often it will check for them, and what it will do once an alert condition has been detected.
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HEAT Administrator

HEAT Administrator is the module where the system structure, design, views, Security Groups and HEAT users are created and maintained.  Additionally, database serialization and passwords, system defaults, importing, exporting and creating archives of the database as well as global replace options are found in this module.

This module will be used by your HEAT Administrator(s) only.
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Auto Ticket Generator

This module creates Call Records directly from the following sources:



· E-mail systems that comply with the MAPI or VIM standards

· ASCII text files


Basically, Auto Ticket Generator can open a Call Record by sending your Help Desk an e-mail message or by sending an ASCII text file instead of phoning you.



Business Rule Editor and Business Rule Monitor

Business Rule is similar to a watchdog of your system.  It will automate routine functions based on the criteria you select. 

For instance, this module can help to ensure that your Help Desk is responding to customers in a timely manner.  A Help Desk’s mandate might be to resolve when your customer’s network is down within 1 hour of receiving the call.  This type of call can be setup in the system as a priority 1 call.  If a Call Record matching this criteria is still open after 1 hour from the time it was received, this module can be set to send the Call Record owner and his/her supervisor an email and to create a journal entry documenting the action.



Load DB

Load DB is another module accessible to your HEAT Administrator(s) only.  You can use this module to restore your database from backup or to migrate a database from one database type to another.




Answer Wizard

This module’s purpose is to provide a Consultant-in-a-Box approach to organizing reports created with Crystal Reports.

The Answer Wizard tree answers many questions with organized, pre-built reports.  It also gives insight as to which reports a manager would want to run and why.



Manager’s Console

Manager’s Console extends the capabilities of HEAT for Windows.  It displays the overall status of the Help Desk at a glance.  With Manager’s Console:



· You choose which HEAT groups to monitor.


· Simple and easy graphics let you quickly determine if an area of your Help Desk is acceptable, needs some level of attention, or is in need of immediate attention.


· You set the points of each gauge that displays when a Call Group metric is normal (green), questionable (yellow), or unacceptable (red).


· It allows you to get more detailed information by clicking on a gauge to see the data in bar graph form.  You can also choose to see the Call Log information from HEAT for that particular Call Group.


· If a metric crosses one of your set thresholds, it can notify you by e-mail.


· Additionally, the system has a Metric Log.  It records the date and time that any of the chosen metrics crosses a threshold and how long it stayed there. 



Crystal Report Writer

Crystal Report Writer is a tool that will allow you to create customized reports based on specific fields in your database.  This tool can be run on its own or the reports can be run from Call Logging, even if the program is not installed on your workstation.

The reports can provide you with ratios, statistics, calculations, percentages, etc. 



APPENDIX B


HEAT MARKETING COLLATEROL


APPENDIX C


HEAT Technical Specifications





HEAT System Requirements


Client Workstation


Operating Systems 


· Microsoft Windows 95


· Microsoft Windows 98


· Microsoft Windows NT 4.0 (Service Pack 6a)


· Microsoft Windows 2000 Professional (Service Pack 2)


Network Protocols


· TCP/IP (Recommended)


· IPX/SPX


· NETBIOS


Database Management Software (DBMS)


· MS Access 97


· MS Access 2000


· MS SQL Server 7.0 SP2


· MS SQL Server 2000


· Oracle 8.1.6.4


· Oracle 8.1.7.3


· Sybase Adaptive Server Anywhere 6.03 


· Sybase Adaptive Server Studio 7


HEAT 6.x Client Workstation Requirements


		System

		Minimum

		Recommended



		CPU

		Pentium 166 MHz

		Pentium II/III+



		HDD

		120 MB free space

		200 MB+ free space



		RAM

		32 MB

		64 MB





Server


HEAT 6.x Server System Requirements


Server RAM and CPU Requirements vary depending upon your database and the following factors:


· Network operating system


· Database engine


· Database size 


· Number of simultaneous users on the network


· Number of records


Basic HEAT server recommendations are as follows:


· For Access Databases you should use your normal file server to support the database.


· For most client server configurations (<20 users), the following is a good starting point:


		System

		RAM

		MBPS

		HD Space



		PII or III single processor 350

		128 - 256 MB RAM

		10/100 Mbps NIC

		2-3 MB HD space per 1000 records (3 - 5 MB for SQL Server)






IMPORTANT: It is recommended that a server be dedicated to HEAT 6.x exclusively in larger implementations. We recommend consulting your HEAT Sales Consultant to determine the right configuration for your specific needs.



Other Modules


Business Rule Monitor (BRM) Server System Requirements


It is recommended that this service be run on a separate server, one with a fairly low load. This is due to the high CPU cycles that Business Rule Monitor requires.


Operating System: 


· Microsoft Window NT 4.0 Workstation (Service Pack 6a) or Server (Service Pack 6a)


· Microsoft Windows 2000 Server (Service Pack 2)


· Microsoft Windows 2000 Professional (Service Pack 2)


· 100 Mbps Network Connection


· 128 MB RAM


		Server Requirements



		# of Rules

		System

		RAM



		1-5

		Pentium 166

		64 MB



		6-10

		Pentium 200

		128 MB+



		10+

		Pentium 300+

		128 MB+





Auto Ticket Generator (ATG) System Requirements 


		Server Requirements



		Email Traffic

		CPU

		RAM



		Minimum (Low Volume email)

		Pentium single processor

		32 MB of RAM+



		Recommended (High Volume email)

		Pentium II/III +

		64 MB of RAM+





Manager's Console (ManCon) System Requirements 


Note: TCPIP is required for Manager's Console.


		Server Requirements



		Update Frequency and Gauges

		CPU

		RAM



		Minimum (Low)

		PII single processor

		32 MB of RAM+



		Recommended (High)

		PIII single processor

		64 MB of RAM+





. 


Additional Requirements


HEAT 6.4 Software Requirements


HEAT 6.4 requires a few additional software programs in order to run efficiently. These programs are part of the HEAT 6.4 Installation and are installed either automatically or with prompting.


· Microsoft Windows Installer Service: This is required to distribute HEAT 6.4 to workstations via a server. HEAT Installation Wizard prompts you to install this before installing HEAT; reboot your system after installing this program.


· DCOM95: This Microsoft system component is required to install HEAT on Windows 95. HEAT Installation Wizard prompts you to install DCOM95 before installing HEAT if DCOM95 is not detected.


· Microsoft Data Access Components: These drivers are required in order for HEAT to access its database. They are installed automatically. 

Web Tools



The preferred installation for HEAT Self-Service (HSS) and iHEAT is to use a dedicated IIS server that will run both Web Tools.

HEAT Self-Service (HSS)


It is recommended this process be run on the same CPU as your internal Web server. If the anticipated traffic is going to be high it might be required to have a dedicated Web server.


We have also found that running MS SQL Server on a file server has caused problems in our testing, due to the large traffic, which slows down the throughput of the network card.  Therefore, we do not recommend having HSS and/or IIS on the same server as MS SQL server. 


Required Components:


· Operating System:  Microsoft Window NT 4.0 Server, Service Pack 6 or higher or Win 2000.


· Microsoft IIS server 4.0 or higher.


· 100 MB Network Connection (recommended only)


· Also recommended: Onboard CPU diagnostics.


Server CPU Requirements:


		Users

		System

		RAM



		1-30

		Pentium II or III 500 Mhz

		128 MB



		30+

		Dual Pentium  II or III

		256 MB+





Workstation Requirements:


		System

		RAM

		Browsers



		Any OS that supports I.E. or Netscape Communicator

		As required by OS

		Internet Explorer 4 or higher
Netscape 4.7 or higher





iHEAT 

iHEAT can be run on any CPU, including the main IIS server.  It is recommended, however, that IIS and iHEAT run on the same CPU.  It is also recommended that iHEAT and IIS run on a separate server from the HEAT database, mail servers or other server-related services.


Required Components:


· Operating System:  Microsoft NT Workstation with Service Pack 3, 4, 5, or 6; Windows NT 4.0 Server, Service Pack 3, 4, 5 or 6 or Windows 2000 Server. Note: A Web Server must be installed in order to deploy iHEAT via an Internet browser.


· Microsoft IIS server 4.0 or higher.


· iHEAT requires TCP/IP protocol for network connections. TCP/IP must be installed prior to iHEAT installation.


· 100 MB Network Connection (recommended only).  A redundant power supply is also recommended.


· iHEAT Administrators must have administrative rights on the server.


· The server’s screen resolution should be greater than or equal to the client’s screen resolution.


· The server’s color depth should be greater than 256 but less than True Color.


Additional Items to Consider:

· The specific system requirements will change for each customer site. Items to consider are:
- Number of users
- Network traffic
- User profile (how they are using the product)
- Network bandwith and other server-related processes.


Server CPU Requirements:


We recommend only the number of concurrent users per server as outlined below.  This information is provided as a guiding profile.  System configuration should be based on the network specific environment.  For calculating purposes: the average memory requirements are about 4 MBs of RAM per user running Call Logging.




		Users

		System

		RAM

		Hard Disk



		1-15

		Pentium III - 500 Mhz

		128 – 256 MB

		See below



		15-50

		Dual Pentium III – 600 Mhz or higher

		256 – 1024 MB

		See below





The installation requirements for iHEAT are 115 – 120 MBs. Additional considerations:


· Any additional services or applications running on the server.


· Swap space for the system. (This is something that may need to be fine tuned by the server administrator.)


· Disk space for installing IIS.



For more than 50 users we recommend that you evaluate the server needs by making a careful analysis for the number of anticipated concurrent users, how many concurrent iHEAT applications that will be running, how often the system will be accessed and what other possible services will be running.  The two resources to keeping in mind are the CPU and the available memory.

Detailed suggestions:

· Limit the number of concurrent users in the iHEAT Cluster Manager to match the resources on the CPU running applications.


· Run iHEAT on more than one CPU and have a load balancing tool that will help distribute the load across multiple CPUs on the network.


For the Client


· The iHEAT Windows Client supports PCs running Windows 95/98/2000 or Windows NT 4.0. To start the iHEAT Windows client from a browser with Windows 95/98/2000 or Windows NT, the client must have Netscape Navigator 4.07+ or Microsoft Internet Explorer 4.01+ installed.


· The iHEAT Java Client supports Macintosh and Windows 95/98/2000 or Windows NT 4.0.  The client must also have TCP/IP protocol.  The iHEAT Java Client supports Netscape Navigator 4X and Internet Explorer 4X and 5X.


· Clients running the iHEAT Java Client should set their color palettes to anything equal to or greater than 256, but less than True Color.


· Exceeding the server resolution on the client to provide enough room to see the entire application within the browser window and matching color gives the best results.


		System

		RAM

		Browser



		Any Operating System that supports Internet Explorer 4.0 (or higher) or Netscape Communicator 4.07 (or higher)

		As required by Operating System

		Internet Explorer 4 (or higher) or Netscape 4.7 (or higher)








If thresholds are exceeded (ie. gauge goes from green to yellow) a notification can be sent to the appropriate person (manager)







Example Business Rules based on specific metrics / conditions.







Notifications that have will be initiated if business rule is met.
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Seattle Purchasing Services 


700 3rd AVE #910


Seattle, WA  98104


RFP 02039


Addendum #1


RFP is  amended by adding Appendix B, attached.  

RFP Proposal Form 1, Question 2, is amended as follows:

2.  Provides all functionality provided by the current application as configured and described in Appendix A ((1)).



In all other respects the RFP remains the same.
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CSD APPLICATION DEMONSTRATION




SECTION 1: SUMMARY


Objective 


The objective of the product demonstration is to provide a realistic set of scenarios for the evaluation of the proposed solutions for the CSD Request For Proposal 02039. The City evaluation team will view the demonstrations in order to arrive at a recommendation for the specific proposed solution that best meets the operating needs of the City for service desk operation. The City expects the demonstration to:


· validate key detail requirements


· convey the "look and feel" and compatibility compared to other applications in use


· clarify operational aspects involved


Overview


The City will facilitate completion of the agenda within the allotted time. The facilitator will determine whether questions should be answered or deferred for a more appropriate segment in the agenda.  Questions about a test case will be held until completion of that test case. 


The City audience will number 20-24 persons inclusive of the evaluation team. The evaluation team will remain throughout the entire agenda, but others may remain only for areas of interest.  Presenters should bring at least two copies of reference material such as manuals, charts, diagrams, and report examples.  We suggest bringing at least 10 copies of audience handouts such as screen-shots, slides, etc. that are part of your presentation.


Demonstration Protocol


The Demonstration Script (Section 2) is a representation of requests for assistance and service processed by the City's service desks.  Each test case is numbered to facilitate a common point of reference between competing presentations and to facilitate dialogue between presenters and City staff.  


Presenter will bring a database and the proposed solution configured to perform the demonstration script. Presenters must adhere to the sequence and test case content, at least to the extent that the presenter is able to demonstrate the functionality described. Prior to the beginning of the demonstration, presenters will submit in writing an explanation why any test case or part of a test case will not be demonstrated. The City is available to respond to questions or participate in a telephone conference if presenters require additional guidance or clarification.


Presenters will certify the demonstration script is performed utilizing the precise software and configuration represented in the response price quote. There may be an opportunity later in the agenda to demonstrate additional features not shown in the script if time allows.


The presentation must be projected and will take place in a standard conference room equipped with a speaker telephone with conference call capability, a laser-jet printer with parallel cable, and electrical outlets. The City will consider requests for any reasonable accommodation that is received 7-days in advance of the demonstration date.


Agenda


We estimate the presentations will require three to four hours after setup. Presenters should notify the City how much setup time is needed. 


Overview/Introductions: 15 min


Scripted demo: 2 hours


Admin/Architecture: 15 min


Management Proposal Review: 30 min


Vendor interview: 30 min


Preparation 


Presenters will need to adequately prepare for the demonstration. Data and application configuration details are either specified or inferred in this document and its attachments.  The presenter must supplement any missing and/or specific to the proposed software to meet demonstration script requirements.  For instance topics (product or subject of the problem, e.g. printer), problem/symptom (e.g. spots and lines on paper), cause (toner low), and solution (replace toner cartridge) are examples of data tables the presenters will need to create and/or supplement from information provided in this document.


Incident History 


The database must contain a variety and mix of content necessary to demonstrate the functionality described in the test cases. This includes but is not limited to:


· sufficient incident history to populate various screens and reports in the script including activity over a minimum two-month time period 


· closed and open incidents and RFC's


· incidents created from templates, i.e. known problems/solutions, recurring, quick tickets, etc.


· tickets resolved with and without knowledge tool support


· self-service: self-resolved, submitted and unresolved, submitted and resolved


· open service requests (move/add/change) 


· system outages, unplanned and scheduled


· incidents resolved on contact


· knowledge solutions authored by subject matter experts and extracted from help call resolution


· procedures and business rules


Organization Setup 


The proposed solution must be configured to present a minimal representation of the City of Seattle's organizational structure (see Attachment A and RFP 02039 Appendix A): 


· multiple departments (minimum of 5)


· multiple divisions within each department


· multiple units within each division


· multiple employees within each unit


· employees spread across multiple locations


· an IT division in each department


· a CSD service desk  within each of DOIT, SCL, SPU departments 


· the SCL and SPU service desks service only their department's employees


· the DOIT service desk services all other departments' employees except SCL and SPU


· any of the three service desk may operate to backup each other operating temporarily as that service desk


· multiple IT workgroups/teams within each IT division


Test Case Data


Where feasible the City has provided details needed to support each test case as data or configuration.  These specifics are a necessary part of the script in order to exhibit the functionality desired of the proposed solution.   One test case may be the necessary predecessor to another test case.


Presenters should thoroughly review the test cases for necessary data elements, configuration requirements, and to fully understand the functionality expected.  These include but are not limited to:


· history related to test cases


· employee/customer information


· CSD management configuration


· location and organizational information


· performance metric goals


· standards for customer service and CSD operation


· procedures and business rules


· data to be entered as part of a test case


· reports and queries


Reports and Queries


The following is a brief description of reports commonly produced by the three City service desks.  The presentation should provide opportunities to print similar reports within or outside of the demonstration script.


IT Support


This category focuses on how IT staffs handle the requests they receive in terms activities opened and closed, how help calls may have broken into multiple, discreet referral tasks, and telephone calls received. 


Activities Summary – A count of activities opened, closed and outstanding for a given time period summarized for a given organizational level: workgroup, unit, division, department.


Closed Activities Aging – A count of help calls closed during a given time period summarized into categories indicating how quickly help calls were closed, (e.g., Closed On Contact, within 1 hour, within 4hrs, within 24hrs, within 48hrs) and grouped at a given organizational level


Open Activities Aging – A count of activities outstanding as of the current date summarized into categories indicating how long activities have been open, (e.g., On Hold Open, < 7 Days, 7><28, >28 Days) and grouped by a given organizational level


Volume Trends – A count of activities (opened, closed) summarized by month for a given time period, e.g., 3 months, 6 months, or 12 months grouped by a given organizational level


Activities Detail Report – A detail listing of all activities for a given time period and a given organizational level


Service Desk Call Summary – Combines data from MHD and the ACD system to show the number of telephone calls received versus the number of a activities logged for a given time period


Service Desk Call Trend – A count of phone calls from the ACD system summarized by month for a given time period, e.g., 3 months, 6 months, or 12 months


Service Desk Staff Summary – A count of activities opened and closed with in a given time period as well as a breakdown of the source of the request: voicemail or e-mail, grouped by Service Desk employee


Total Activities Completed to Date (scoreboard like McDonald's "...billion served") – This is a simple count of activities completed (week/month/year to date) to be published on the Service Desk home web page 


Performance Tracking – Actual results for identified system component availability and IT staffs response/resolution times for help call handling compared to service level agreements and to IT management operational targets.  These can be organized from individual to organizational summaries.  


Customer Analysis 


These reports present Service Desk activity from the standpoint of customer usage.  These analysis focus on where, who, and what kind of support is needed from IT.


Top <n> Products Supported – A count of the number of activities opened summarized by topic/product name (Windows OS, printer, Payables, GroupWise.), sorted in descending order limited to the top <n> products for a given customer organizational level, e.g., department, division, or unit


Top <n> Call Types – A count of the number of activities opened summarized by the type of problem symptom (crash, screen blink, ), cause (service unavailable, failure) sorted in descending order and limited to the top <n> products for a given customer organizational level


Product Category Breakdown – A summary of the number of activities opened grouped by product category, (operating system, off-the-shelf software, custom app, etc.) for a given customer organizational level


Activity Summary – A count of activities opened, closed and outstanding for a given time period summarized for a given customer organizational level


Staff Summary – A summary of activities generated by individuals for a given time period within a given customer organizational level broken down by either product or call type


Activity Detail – A detail listing of all activities for a given time period and a given customer organizational level


Time Period Selection


Each of the reports listed should provide either versions or options to select various periods of time for summarization.  Each of the following time selection options refer to the previously completed time period.  For instance, a weekly report refers to the previously completed week, Sunday to Saturday.


· Daily


· Weekly


· Monthly


· Quarterly


· Yearly


Each of the following time selection options refers to the beginning of the current period through the current date.  So Quarter-to-Date means from the beginning of the current quarter through today.


· Week-to-Date


· Month-to-Date


· Quarter-to-Date


· Year-to-Date


In addition to the above time period selection options, each report should have an option to be generated with a user defined date range.


Screen Presentation Drill-Down Option


Drill-down refers to the ability to navigate directly from one report to the next narrowing the selection of data or the topics covered in a report.  It is desirable for all reports and queries that are screen displayed to support a drill-down option to a progressively more detail version of the report. Presenters are encouraged to indicate when this functionality is available during the presentation. 


SECTION 2: DEMONSTRATION SCRIPT


		Category

		Test Case

		Test Script Details

		Items of Interests to the City Of Seattle 

		RFP XRef



		Incident (Help Call) Capture

		1




		Closed on contact


Scenario:


Fred Douglass calls City Light's Service Desk.  He is on temporary assignment with the Power Marketing unit at Key Tower 3240 and is using a temporary phone at his temporary desk. Customer dialogue identifies that his permanent number needs correction to "684-1243". Douglass reports that when using Word with standard fonts, some symbol characters are appearing as square boxes when opening Symbol from the Insert menu. The service desk analyst taking the call is an expert in Word but considers referring the call before accepting and solving the problem.


Prerequisites:


Existing personnel and incident records for Fred Douglass


Phone: 684-9874


Location: North Service Center Bldg. Room 222


Department = City Light (SCL); code =  L0


Unit = L0376 Power Stations Engineering


Existing incident assignments for service desk analyst.


Notes: 


Knowledge solution should identify to update video driver.  Specific solution could include specific driver version(s) that worked on standard hardware/OS platform.  


Relevant SLA/OLA:


City Light, Power Marketing, eBusiness

		

		



		

		1.01

		Identify and validate customer


· identify customer and complete related fields using name


· identify customer and complete related fields using user-id, phone number


· identify customer and complete related fields using any other methods that launches from and automatically completes customer information on the primary screen

		· ticket# generation


· limited customer information


· support for field completion/validation 


· manual overrides


· Boolean search support


· agent/customer dialogue support

		1.3


1.4


1.42



		

		1.02




		Update customer information:


· update phone number 


· indicate customer will have temporary location for next seven days


· display customer tables before/after update

		· ADA support


· field entry validation 


· user-friendly design


· prompts and field edits that ensure accurate data entry


· ability to update data 


· display of critical customer data 


· support for temp location


· management of linked database

		1.38


1.39


1.42


2.22






		

		1.03

		Triage apparent problem/symptoms


· enter the description of the problem


· use the knowledge tool and triage support available


· indicate topic = "e-business"  - review impact


· indicate topic = "MS Word"  - review impact


· override SLA  related default action


· upload/attach/launch a Word doc from the caller's PC


· upload/attach/launch various standard file formats from the caller's PC

		· problem triage dialog support completion of all fields 


· alert/halt if key fields incomplete


· prompt/message when ticket data triggers CSD procedure, SLA, OLA rules


· auto-completion of specific fields when data meets procedure, SLA, OLA criteria


· resolution of SLA, OLA conflicts


· field defaults 


· override warning


· attach/launch various files formats

		1.3


1.12


1.22


1.23


1.37


1.42


2.3


2.10






		

		1.04

		View potential referral options


· by expertise


· by next available resource


· based on SLA/OLA

		· referral support

		1.11


1.34



		

		1.05

		Accept ticket for on-contact


· view tickets in personal queue


· assign ticket to resource on vacation


· assign ticket overriding warning


· accept ticket for resolution

		· referral support


· procedural control, warnings

		1.3



		

		1.06




		Solve the problem


· access the proposed solution's problem diagnostic support for the solution


· identify the cause and solution


· capture the solution from the knowledge tool


· override the knowledge solution with a new solution and submit it for approval and subsequent inclusion in the knowledge database


· display the solution usage count before/after the capture and override

		· fast, user-friendly solution support


· root cause analysis support


· knowledge tool to coach callers; train agents and technical resources


· knowledge tool rating of suggested resolution 


· support for problem id and code assignment


· file formats supported in knowledge tool


· ease of launching remote control/utilities from solution


· ease of capturing cause and solution into help ticket

		1.22


1.23


2.3


2.10



		

		1.07

		Release caller and close the ticket


· close the ticket


· review ticket closure notice option to send/not-send to caller


· review ticket closure auto-survey process for ticket closures including not-send override, randomizer, and special surveys based on ticket characteristics (e.g. hardware problems)


· review how the survey process can be implemented based on multiple and different organizational structure options including customer, service desk, referral, specific resources (agent or assigned resource)


· review survey reporting process and what media types can be used


· capture of various close codes


· designation of "closed-on-contact"


· recognition of agent as closer


· close notice with survey

		· ability to set up, maintain, and report against  multiple than one survey process e.g. service desk, organization, etc.

		1.12


1.17



		

		1.08

		Identify possible trend


· post as probable trend


· review alert to other service desk agents/manager

		· trend analysis support

		1.8


1.12


2.3



		

		1.09

		Identify audit trail


· display transaction audit trail


· identify critical information captured: e.g. user-id, time/date stamp, location/IP where performed

		· popup or sub-window of audit trail within incident screen


· display of audit table records or other tables with audit data

		1.3


1.9



		Incident (Help Call) Capture

		2

		Email auto-referral: sender is not problem owner and problem is previously closed ticket


Scenario:  


A freeform email is sent to DOIT CSD- and referred to the DOIT Service Desk queue.  The email from Frances Cleveland concerns a fellow employee with a problem (ticket number indicated) that has resurfaced.  Original problem was reported as Windows desktop freezes with an hourglass.  Close Program/Task Manager showed Explorer is "Not Responding."  DOIT Desktop tech resolution was to clear user profile and rebooted.  A third employee will be the contact for any site visit required.


Prerequisites:


Existing personnel records for problem-owners, email-sender/callers, and contact persons.


Existing records for employee Frances Cleveland


Phone: 386-8899


Location: Jefferson Community Center, Room 2


Department = Parks; code =  K1


Unit = K1437 Jefferson 


Closed ticket indicated in email.  Multiple open and closed tickets for email sender and problem-owner ticket summaries.  Tickets list various persons as person reporting incident and contacts for IT site visits.


Relevant SLA/OLA:Parks, DOIT

		WEB CLIENT MUST BE USED FOR THIS TEST CASE

		1.40



		

		2.01

		Identify and validate caller and owner


· send/simulate email processing


· ensure email sender is recorded as caller


· record problem-owner


· review default of contact person


· indicate specific fields and functionality associated with all assigned roles

		· email processing 


· management of caller, problem owner, and contact-person

		1.3


1.5



		

		2.02

		View caller's and problem-owner's previous help calls 


· view summary list of open/closed incidents reported/owned by caller/email sender 


· view an open and a closed incident from caller's summary and remove caller as person to be contacted for both incidents; display the data results of this action on both incidents


· view summary list of incidents of the problem-owner


· view an open incident from problem owner's summary, add caller as contact person; display the audit trail of this transaction


· display the data differences between a contact person and a person reporting a problem they do not own


· view closed ticket performance metrics


· re-open the closed ticket in email from the problem owner summary; add caller as new contact person


· view reopened ticket performance metrics

		· summary of open, closed, and all tickets


· management of caller, problem owner, and contact person


· drill down reporting 


· support to determine whether a call is about a new or existing incident


· ability to reopen a previously closed ticket


· actions caused by reopening ticket

		1.3


1.24



		

		2.03

		Update problem and symptoms


· record additional information from caller regarding unsolved status of closed ticket; attach the email 


· view attached email

		· support for emails as attachment

		1.22



		

		2.04

		Update ticket coding:


· change ticket symptom, cause, problem provided in email 

· review data changed by reopening of ticket including urgency, updates to solution, coding, and audit trail



		· changes when ticket is reopened and updated e.g. urgency, time to resolve


· indicators, alerts, notice given to service desk resources

		1.3



		

		2.05

		Access/record additional information:


· view estimated time to resolve


· research possible resources to fix problem requiring onsite visit


· schedule day and time for customer visit 


· review impacts of reopened ticket to metrics; show before/after statistics dashboard or report


· review/ensure customer follow-up on this ticket’s closure; assign follow-up to DOIT Service Desk Manager



		· support for recording contact commitment


· support for scheduling mutually agreeable time for visit


· resource calendar


· how system manages time to fix problems in association in with SLA, OLA, etc.


· confirm how reopened tickets are handled

		1.22


1.17



		

		2.06

		Refer ticket:


· confirm resource scheduled for visit in previous step is ticket referral instead of workgroup

		· how reopen referrals are handled


· resource calendar function

		1.11



		

		2.07

		Notifications and alerts:


· review notice received by caller/sender, owner, contact, service desk agent, CSD manager, referral 


· demonstrate any available on-the-fly customizations or options for notice reconstruction, delivery, etc. 


· establish email alert for CSD manager to receive on future incidents for this problem-owner

		· emails and/or pages to recipients


· both page and email to the same recipient


· flexibility/ease to modify standard message text and to update business rules

		1.18


1.19


1.37



		

		2.08

		Ticket assignment:


· view resource and workgroup referral queue 


· acknowledge/accept assignment

		· work assignment support

		1.9


1.10


1.13



		

		2.09

		Solve/close ticket:


· review resolution info: schedule, time to resolve, etc.


· review relevant metrics and escalation targets


· review associated procedures


· record resolution steps, time of resolution


· submit solution for knowledge article


· display tracking of knowledge usage, submission

		· work completion support


· tracking of pending escalation and tracking of SLA/OLA performance metrics


· management of knowledge submission

		1.11


1.12


1.13


2.8






		

		2.10

		Customer follow-up


· review customer, service desk analyst, CSD Manager notification


· review customer’s “take survey” prompt


· review follow-up procedures available

		· customer follow-up support


· web/dashboard survey result


· customer survey support

		1.17



		Change Management

		3

		Server Maintenance


Scenario:  SPU Netware server, Asset# 902, needs an upgrade.  Service will require down time of 2 hours on Friday, November 1, from 7-9pm.


Prerequisites:


Record for server located in the Key Tower Computer Operations Server Room on Floor 26.  This server is the home server for multiple SPU employees on Key Tower floors 24, 25, and 26. Standard set of server upgrade steps (8), whether Netware, Unix, or other server OS.


Existing records for IT employee Malcolm Little


Phone: 615-3341


Location: Key Tower, Room 2525


Department = Public Utilities (SPU); code =  WR


Unit = WR240 IT 


Member of SPU IT teams: Server, NT Support, Routers, Mainframe which have at least 3 members in each team 


Relevant SLA/OLA:


City of Seattle, Public Utilities

		

		



		

		3.01

		Submit plan for maintenance:


· access plan of standard steps


· delete/add/update steps


· review asset, impacted employees, dates/times of other outages

		· usage of RFC templates


· standards enforcement

		1.7


1.15


2.16-


2.21






		

		3.02

		Review plan and notifications:


· approve plan


· display notices


· print reports

		· notification support


· approval process


· asset/inventory support

		1.19


1.20






		

		3.03

		Report unplanned outage:


· post outage: problem with router impacting Key Tower floors 17, 18, 19, 20


· review referral notice


· review outage banners

		· alert email to impacted employees

		



		Knowledge Management

		4

		Update knowledge articles 


Scenario:


On a periodic basis knowledge officer George Carver reviews submitted knowledge solutions for inclusion and dated solutions for removal.


Prerequisites:


Submission from tickets in history and previous test case. SME submissions: Word doc with embedded audio and URL links to html file and Internet web page; html file; a compatible vendor knowledge pack 


Existing records for employees Ruth Smalls, George Carver


Phone: 386-2120, 386-2121 respectively


Location: Key Tower, Room 2666


Department = Dept of IT; code =  D3


Unit = D3310 Service Desk 


Members of DoIT IT teams: Service Desk, Smalls is supervisor


Knowledge base contains a solution related to Win3.1

		

		



		

		4.01

		Review submitted knowledge articles:


· review submitted knowledge solutions from help tickets, SME, vendor


· prepare for inclusion

		· support for including help call solutions, SME solution, and vendor knowledge in various file formats 

		2.10



		

		4.02

		Submit and approve for publication:


· load articles for approval


· indicate help call solution as available for everyone; others as available to technical resources only


· recommend Win3.1 solution for removal


· review articles in pre-approval state


· login as Smalls


· approve new articles; decommission out-of-date article


· review old and new articles

		· submission/approval process; management control of viewing rights article availability at each phase of approval


· knowledge viewing controls


· statistics tracking: relevancy, aging, times viewed/used, etc.

		2.10



		

		4.03

		Access new articles:


· log in as customer; review articles in publication


· log in as IT resource; review articles in publication

		· control for article viewing by various user groups

		2.10



		Incident (Help Call) Capture

		5

		Web Customer Self-Service


Scenario:


Employee self-service for submission/resolution of multiple problems.


Prerequisites:


Existing records for employees Robert Seale, Marcus Garvey, Rita Dove with open/closed incident histories


Dove supervises Seale, Garvey and has view rights to their incidents


Department = Construction & Land Use (DCLU); code = U2


Location: Key Tower room 1922, 1926, 2134 respectively


Unit = U2594 Projects


Record and history of asset 555, HP LJ 4500 network printer, located on Key Tower floor 19.


Knowledge solution for A/P application: "zip must match City, check zip to city table at http://www.usps.com/zip4/citytown_zip.htm"


Relevant SLA/OLA:


City of Seattle

		

		



		

		5.01

		Self-service initiation:


· log-in as Seale with invalid access key/info


· access online help for log-in instructions


· log-in with valid access key


· attempt to view Dove's history

		· security controls ; employee validation


· data entry support


· context sensitive help


· display of customer info: name, phone, location, etc.

		1.28


1.29


1.41



		

		5.02

		Report problem:


· view outage banner


· record network printer is not functioning for all users on floor 19


· display any related asset information

		· asset tracking


· sharing of  outage information


· data entry, field validation 


· banner info

		1.43



		

		5.03

		Report additional problem:


· login as Dove


· record symptoms: zip is invalid as 99911 


· indicate cube-mate has same problem

		· transition to second help call


· reported by, problem owner tracking


· ticket coding support


· end of customer contact; options (survey?)

		1.28


1.30



		

		5.04

		Resolve problem with knowledge tool:


· search outages or other notices 


· search for knowledge solution 


· identify solution


· resolve help call


· view closed self-service ticket


· view knowledge suggestions/resolution counts

		· how problem is identified


· ease of use


· knowledge triage support


· how ticket is recorded 


· how tool tracks suggestions


· referral of ticket


· audit trail for self-service tickets

		2.14


2.15



		

		5.05

		Check status of open tickets:


· list open/closed tickets for self, Seale, Garvey


· list all tickets by various criteria


· review ticket details


· exit self-service

		· search support for standard and user-defined criteria


· summary of open tickets


· display of ticket detail


· security enforcement for limited data viewing rights 


· end of customer contact; options (survey?)

		1.31


2.15



		Incident (Help Call) Capture

		6

		New employees: service templates


Scenario:


City Light supervisor Ed Pratt needs to have three new employees setup. City Light utilizes a Word form.  In this case the supervisor sent the completed forms by email.


Prerequisites:


Employee record for Ed Pratt 


Phone: 684-3698


Location: South Service Center Bldg. Room 111


Department = City Light (SCL); code =  L0


Unit = L0377 Power Generation.  


Formatted email processing.  A service template with referral tasks to establish the Netware account, a dependent task for GroupWise email setup, a desktop task to install PC that is dependent on a facility task for work station creation/verification.  A City Light workgroup for each task (Server, Email, Desktop, and Facilities).  The RFC process must validate the supervisor is authorized for employee setup and rights to files and applications.  Auto-process for CSD customer setup


Relevant SLA/OLA:


City of Seattle, City Light

		

		



		

		6.01

		Identify caller and customers


· simulate email processing with attached Word docs for employee setups


· verify caller as contact person for site visits


· verify/record three new customers to receive service


· verify attachment of email, Word docs


· review auto-setup of employees as CSD customers

		· pick list of templates 


· ability to handle formatted emails with attachments


· recording of multiple customer roles


· new customer setup


· process to create templates

		1.5






		

		6.02

		Review referrals:


· review automatic multiple, dependent and independent referrals


· display of multiple tasks with dependencies indicated

		· 

		1.3


1.6


1.7


1.8






		

		6.03

		Give caller estimated time of service completion:


· review completion time for each task


· review critical path analysis, what can be done in parallel


· review how overall time is calculated/presented


· show all tasks details

		· indication of order and dependency, critical path analysis


· management of required approvals 


· management of individual and overall times for completion

		1.9


1.10



		

		6.04

		Assign referrals:


· search for resource SME


· modify referral for resource SME


· search for workgroup SME


· modify referral for workgroup SME


· modify dependencies

		· auto-referral process


· pick list of referrals


· notice to resources


· notice received by various parties 

		1.12



		

		6.05

		Notification:


· review notification

		· multiple notices with standard text

		1.18



		Workflow & Customer Management

		7

		Personnel Management


Scenario:


Two SPU employees have terminated employment.  One is a member of multiple IT workgroups.  As a result SPU will reorganize some workgroups.


Prerequisites:


Employee and open/closed incident records for both Malcolm Little and Laura Bush


Department = Public Utilities; code =  WR


Unit = WR280 Payroll


Little is a resource in multiple IT workgroups.  He has assigned referrals that are both open and closed across all his workgroups.


Relevant SLA/OLA:


City of Seattle, Public Utilities

		

		



		

		7.01

		Review personnel:


· print/display customer and workgroup reports

		· ad hoc reporting for specific purpose

		1.24


1.27



		

		7.02

		Employee termination:


· review relevant outstanding incidents


· review open/closed incidents assigned to Little 


· remove employees as potential customers


· remove employee as workgroup resource

		· management of customers, resources


· cancellation of  terminated customer's incidents


· reassignment of terminated resources open help calls

		1.1


1.3






		

		7.03

		Notification:


· review cancellation notice for customer incidents


· review notices about reassignment of terminated resource


· review incidents previously assigned to Little, member of SPU IT teams Server, NT Support, Routers, Mainframe which have at least 3 members in each team

		· impact of cancellation, termination to workgroup queue, assigned incidents


· controls for reassignment e.g. back to service desk, recalculation of time to close, managed by specific rules, etc.


· performance metrics considerations

		1.18



		

		7.04

		Reorganize personnel/ workgroups:


· review workgroups' personnel


· create new unit Network


· move employees from Routers and Mainframe to Network


· move employees from NT Support to Server 


· review incidents reassignments


· delete old units NT Support, Routers, and Mainframe




		· managing org changes


· ease of reorganization


· linkage of workgroups to org structure, service desk

		1.1



		

		7.05

		Update workgroups:


· review workgroup/personnel queues


· rename Server to Server/NT


· assign new workgroup supervisors


· assign Server/NT workgroup SME topics: Netware server, NT server


· assign one resource each as Netware and NT server SME


· update auto-referral to assign incidents by resource SME 


· review workgroup/personnel queues


· print/review customer and workgroup reports

		· ease of org changes


· sharing of resources between workgroups


· ease of reorganization


· how workgroups relate to org structure

		1.1


1.11


1.35


1.36



		Incident (Help Call) Capture

		8

		Outage of network device


Scenario:


SPU01, Asset# 241, an NT server is sending "low disk space - 90% utilization" messages.  DOIT and SPU employees in Key Tower utilize an application that expands and shrinks disk utilization as needed on this server.  SPU Server/NT is planning a service outage to increase disk space.  SPU01 needs to be setup for CSD message capture.


Prerequisites:


Multiple past service calls for this problem including the last week.  Disk space has been increased in the past.  No incident was created when server gave message to pager.


Relevant SLA/OLA:


City of Seattle, Public Utilities

		

		



		

		8.01

		Establish device management; generate/simulate device message


setup device tracking


generate/simulate SMTP message capture

		· how system captures and handles SMTP message 


· device as "customer"

		1.24


1.27






		

		8.02

		Capture apparent problem and symptoms:


· review how ticket is created


· review how system assigns ticket coding 


· review automatically posting as system outage


· review differences

		· list of device incidents


· outage history


· speed, visibility of outage notification

		



		

		8.03

		Refer ticket:


review automatic referral/assignment


review outage referral process compared to help call referral

		· outage referral queue


· workgroup queue for outages

		1.4






		

		8.04

		Alert and notify:


· review referral notice


· review outage broadcasts to: service desk manager/agents, impacted customers, interested resources 


· review options for text and media of alerts/notices

		· email, pages, etc. for notice, broadcast, banner, screens, etc. for service desks, workgroup members, and customers


· screen options (e.g. banner, popup, web, etc.) for service desk, workgroup resources, customers


· speed, visibility of outage notices

		1.4



		

		8.05

		Print reports:


· print/review reporting of outages including impact analysis and performance metrics for OLA, SLA


· review reports options including media, delivery, etc. 


· review outage report including impact analysis and performance metrics for OLA, SLA

		· outage tracking/analysis 


· SLA/OLA performance analysis


· Report options and controls

		1.18


1.11


1.24


1.25


1.27


1.35



		Incident (Help Call) Capture

		9

		Outage discovery: multiple customers, same problem


Scenario:


DOIT Service Desk is getting multiple calls related to slow network performance.  The analyst considers several possible causes before settling on the SPU01 server problems.  Apparently the server is struggling to find disk space in responding to use of the application shared with SPU and DOIT employees plus sending so many SMTP messages, that response is noticeably slow.


Prerequisite:


Multiple open incidents linked to router outage.

		

		



		

		9.01

		Identify customers:


· record caller as record problem owner

		

		



		

		9.02

		Triage apparent problem/symptoms:


· enter the description of the problem 


· sounds familiar: search previous calls last three days


· determine problem is identical to open ticket about router

		· support for trend analysis


· support for quick searches of past tickets

		



		

		9.03

		Link ticket to existing ticket:


· link incident to previous ticket


· unlink incidents


· review linkage process including data fields involved


· link this ticket and previous tickets linked to router to SPU01 outage

		· linked ticket inheritance e.g. cause, referral, due date, etc.


· ticket specific data such as time stamp, agent, and notes


· indications ticket is linked

		1.3



		

		9.04

		Referral


· review referrals

		· generation of notices when addition linkage

		1.22



		

		9.05

		Alert and notify:


· review outage notices, banners


· review incidents linked to outages 


· review referral notice options for resources, customers


· review reporting of outages including impact analysis and performance metrics for OLA, SLA

		· addition of tickets to outage board 


· email, pages, etc. for notice, outage board posting


· screen options (e.g. banner, popup, web, etc.) for service desk, workgroup resources, customers


· outage tracking


· SLA/OLA performance analysis


· speed, visibility of outage notices

		1.7



		

		9.06

		Assign outage resolution as workgroup manager:


· escalate SPU01 outage

		· workgroup/resource workload management 


· support for task assignment

		1.11



		

		9.07

		Accept and solve Problem:


· review escalation including notice/alert


· solve and close outage 


· review closure of linked tickets

		· one closure for linked tickets.


· link information available after closure.

		1.18



		

		9.08

		Customer notification and follow-up:


· review follow-up to both closures


· review customer notice

		· customer follow-up for network device outage?


· customer follow-up to linked tickets


· customer notice of closure

		1.11


1.13



		Incident (Help Call) Capture

		10

		Known problem; known solution


Scenario:


Miles Davis is a new Police employee unfamiliar with GroupWise email.  He wants to setup an out-of-office message and calls DOIT Service Desk.


Prerequisites:


Employee record for Davis.


Phone = 


Department = Police, code = P4


Unit = Operations, P4567


Location = Public Safety Bldg, Room 945


Known solution for coaching or sending instructions to callers.


Relevant SLA/OLA:


City of Seattle, DOIT

		· 

		



		

		10.01

		Identify and validate customer:


· search for customer; identify customer is new


· complete customer setup


· initiate help ticket

		· smart-search support for customers including a.k.a., alias, maiden name, nickname, initials, etc.


· easy transition between customer setup and help ticket


· support for easy setup fields based on models, defaults, org structure, etc.

		



		

		10.02

		Triage apparent problem/symptoms:


· enter the description of the problem


· access known problems


· identify known problem

		· easy identification of known problems

		



		

		10.03

		Solve problem:


· identify known solution


· give caller solution, verbal and by email


· record solution within ticket


· close ticket




		· ease of known solution use


· recording of solution from known problem support


· no customer notice or follow-up

		1.3


1.8



		

		10.04

		Add known problems:


· enter known problem with no solution


· access knowledge tool; find problem


· enter known problem with solution

		· creation of known problem tool


· links if any to knowledge tool

		1.22


1.8



		

		10.05

		Release caller and close the ticket:


· close the ticket


· demonstrate ticket closure notice option to send/not-send to caller


· demonstrate ticket closure auto-survey process for closed-on-contact including not-send override, randomizer, and special surveys based on ticket characteristics (e.g. hardware problems)


· demonstrate how survey process can be implemented based on multiple and different organizational structure options including customer, service desk, referral, specific resources (agent or assigned resource)


· demonstrate survey reporting process


· demonstrate what media types can be used in the survey reporting process

		· capture of various close code


· designation of "closed-on-contact"


· recognition of agent as closer


· email to caller about survey


· be able to set up, maintain, and report against  more than one survey process (DOIT, SPU, SCL)


· Word, Excel, Access, Web

		1.23


1.22


1.21



		Reporting

		11

		Out-of-the-box reporting

		

		



		

		11.01

		Review report configuration/functionality:


· report control access


· ability to distribute models, QBE, etc. 


· report menu; select report


· reporting cycle, media, delivery,  etc.

		· report administration support


· optional output: web, email, printer, screen display, etc.


· designation of destination


· security controls

		1.36



		

		11.02

		Produce and deliver a standard production report:


· by schedule


· on demand


· report at designated destination


· report via email body, as attachment

		· screen display


· web page update, creation


· report as various optional output formats e.g. Excel, Access, HTML, Crystal, Word, ASCII delimited. etc.

		



		Reporting

		12

		Ad hoc reporting

		

		1.24



		

		

		

		

		



		

		12.01

		Demonstrate report creation/production:


· create report from scratch


· create report from existing standard, previous ad hoc


· share ad hoc report output (multiple destination)


· save/share ad hoc reports for reuse and for modeling


· review output media options


· demonstrate auto-report generation based on conditional information (e.g. send a report by email as an attachment showing workgroup summary for prior week every Monday morning at 8am)


· create screen dashboard; print screen dashboards


· create real-time conditional screen alerts

		· user-friendly report construction tool e.g. Boolean search support, drag/drop field selection and placement


· output preview with modify option before finalizing 


· options for formatting, media, delivery, etc. 


· web page updating


· security controls

		1.27



		Misc

		13

		Other functionality

		

		



		

		13.01

		Field navigation:


· review ADA compliance including audio support


· review keyboard and mouse field navigation


· review Function Key capabilities, keyboard shortcuts

		· ADA compliance 


· movement between fields


· keyboard flexibility, mouse over displays


· context sensitive help

		1.25



		Basic Setup and Admin

		14

		Operations/Organizational Overview

		

		



		

		14.01

		Identify/review customer support:


· organizational structure


· association to service desk(s)


· create an SLA

		· report summary rollup


· high level understanding of:


· org structure management


· SLA usage basics


· reporting overview

		1.1






		

		14.02

		Identify/review operational support:


· service desk, workgroup, resource, etc. setups


· association of customers to a service desk 


· OLA usage, knowledge management; create an OLA


· report summary rollup


· notification and alert options


· high level understanding of:


· CSD operations management


· service desk controls

		· OLA usage basics 


· reporting overview


· notification/alert support

		1.1






		

		14.03

		Service desk maintenance:


· create a service desk


· create an OLA for service desk analysts


· create a procedure for service desk analysts

		· high level understanding 


· customer, operation, and reporting control/management


· procedure functionality

		1.1


1.3


1.33



		

		14.04

		Review operational productivity management:


· service desk productivity tracking and controls


· workgroup productivity, metrics tracking

		· high level understanding 


· operational controls

		1.1



		

		14.05

		Review security:


· customers/resources user-ids and rights 


· assignment of database, functional, screen, fields screen, etc

		· high level understanding of:


· security controls

		1.43


1.44


1.17



		Workflow Management

		15

		Review alerts and notifications creation

		

		



		

		15.01

		· Review/demonstrate help ticket, operation, OLA, SLA notices and alerts


· message to customer, service desk analyst, workgroup, assignee


· review defaults, recipient controls


· review conditional delivery options


· review how recipient can limit page message length


· review ad hoc alerts

		· events/triggers


· media options


· delivery options

		1.38



		Misc

		16

		Review data customization options

		

		



		

		16.01

		· data fields 


· global validation rules and input masks


· adding custom/user defined fields

		· flexibility

		1.18



		

		16.02

		· end-user interface


· field titles, size, placement, input masks


· adding/deleting/selecting fields to be shown/updated


· managing user rights to specific screens and fields within screens

		· flexibility

		



		Misc

		17

		Review documentation and end user support

		

		



		

		17.01

		· online/printed manuals


· customer/technical end user


· administrative support


· data dictionary


· reference materials

		

		1.48


1.47



		

		17.02

		· application resident help


· field sensitive


· index/search functionality


· tutorials, knowledge support


· ad hoc help

		

		1.41



		

		17.03

		· training 


· manuals


· e-learning/online tutorials

		· ongoing learning support

		1.41


1.46





SECTION 3: BUSINESS RULES AND SERVICE STANDARDS


The following are business rules and operational service standards that apply to the demonstration script (Section 2).


CITY-OF-SEATTLE


APPLICATION:


Default; applies to all City CSD operations unless superseded by more specific standard


CONTACT INFORMATION AND BUSINESS HOURS:


Operational Hours: 8:00 am - 5:00 PM , Monday - Friday





Phone:  684-HELP (684-4357)



E-mail address: ServiceDesk-City@Seattle.gov



Voice Mail: 684-HELP (684-4357)


Contact Person: Tim Ceis


		Holidays

		2002

		2003



		New Year Day

		Mon: 01/01

		Tue: 01/01



		MLK Day

		Mon: 01/21

		Mon: 01/20



		President's Day

		Mon: 02/18

		Mon: 02/17



		Memorial Day

		Mon: 05/27

		Mon: 05/26



		Independence Day

		Thu: 07/04

		Fri: 07/04



		Labor Day

		Mon: 09/02

		Mon: 09/01



		Veteran's Day

		Mon: 11/11

		Tue: 11/11



		Thanksgiving Day

		Thu: 11/28

		Thu: 11/27



		Day After Thanksgiving

		Fri: 11/29

		Fri: 11/28



		Christmas

		Wed: 12/25

		Thu: 12/25





PROCESSING PRIORITIES:


		Urgency Levels

		Impact

		ITD Action Plan



		Critical

		· Business halted for multiple end-users 


· Critical business function impacted 


· Significant financial impact/risk

		· Requires immediate attention.  


· Immediately analyze problem and assign resources to resolve or implement temporary fix ASAP.  



		High

		· Business halted for one end-user

		· Needs immediate attention.  Quickly analyze problem and assign resources to resolve, reduce severity, or implement temporary fix.



		Medium

		· Minimal business impact; workaround likely or available

		· Analyze and develop plan of action with available resources.  Implement workaround if possible



		Low

		· Non-critical business problem


· Standard service request

		· Analyze and develop plan of action; schedule resources as available





SERVICE RESPONSE GOALS:


Legend: 
time is calculated over business hours, not elapsed time



percent goals are cumulative



targets are inclusive of previous time frames



steps are based on previous steps when applicable



expected call resolution time is based on first closure of 100%


		Telephone Handling

		On-Contact

		<10 sec

		<30 sec

		<60 sec

		<120sec

		< 5min

		< 10min

		< 15min

		< 20min

		< 25min

		< 30min



		Answer Telephone Call

		N/A

		50%

		75%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%



		Conclude Customer Contact

		N/A

		0%

		0%

		10%

		20%

		50%

		80%

		90%

		95%

		100%

		100%



		Incident Handling 

		< 30min

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Process E-mail 

		25%

		50%

		60%

		70%

		80%

		80%

		90%

		99%

		100%

		100%

		100%



		Process Voicemail 

		25%

		60%

		70%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%



		Acknowledge Referral

		50%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Assign referral

		45%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Acknowledge assignment

		40%

		70%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Closure: Category/Product 

		On-Contact

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Default (not indicated below)

		50%

		80%

		85%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Off-Shelf Application

		50%

		60%

		80%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Password Resets

		95%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Business Application

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%



		Email 

		50%

		60%

		80%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Server 

		N/A

		40%

		80%

		95%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Hardware

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%



		Network 

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%





ESCALATION: for Unresolved/Open Incidents


		Step 1:

		notify service desk manager



		Step 2:

		increase urgency one level



		Step 3:

		increase urgency one level



		Step 4:

		increase urgency one level





		Escalation: Category/Product

		On-Contact

		1 hr

		2 hr

		4 hr

		 6 hrs

		 8 hrs

		 12hrs

		 16hrs

		 24hrs

		 32 hrs

		40hrs



		Default <not indicated below)

		

		

		

		1

		

		2

		

		3

		

		

		4



		Off-Shelf Application

		

		

		1

		

		2

		3

		4

		

		

		

		



		Password Resets

		

		1

		2

		3

		4

		

		

		

		

		

		



		Business Application

		

		

		1

		2

		

		3

		

		4

		

		

		



		Email 

		

		

		1

		

		2

		

		3

		

		4

		

		



		Server 

		

		1

		2

		3

		4

		

		

		

		

		

		



		Hardware

		

		

		

		1

		

		

		2

		

		3

		

		4



		Network 

		

		1

		2

		3

		4

		

		

		

		

		

		





PROCEDURES/BUSINESS RULES:


When incident is closed, send "incident closed" email notice to problem-owner, reported-by, and customer contact


When incident is created and not solved-on-contact or reopened, send "incident opened" email notice to problem-owner, reported-by, and customer contact


When incident is referred, send notice to refer-to based on refer-to indicated options


If topic is router,  refer incident to Citywide Network team


At 12:01am every Sunday, print "City CSD Weekly Summary" report at City CSD printer


At 11:59pm on last day of each month, print "City CSD Monthly Summary" report at City IT printer 


Customer Follow-up: Within two business days after incident closure, the service desk analyst who created the incident must telephone the problem-owner<s) to assess customer satisfaction.


Problem Resolution: All analysts will record a comprehensive incident resolution.  The following resolution notes are specifically forbidden: fixed, fixed it, done, works, OK.


Planned Outages: All employees must be notified by email 72 hours in advance of any planned service interruption.  All outages must be posted to all web page and desktop banners.  The unit manager responsible for the system component in the outage state, must approve all outage notification text submitted for customer notification.  


Change Management: A Request For Change <RFC) requires approval at the following steps: submission - City Change Management Officer; scheduling: Computer Operations Manager; system component interruption: responsible manager; 


Customer Identification: Employee userid will be constructed from the first six characters <or less if name is shorter) of the last name and the first character of the first name <e.g. William Thomason = ThomasW).  Tiebreakers will be constructed by an incremented number <e.g. ThomasW1, ThomasW2).   


Employee Validation: To verify the identity of employees for resetting of passwords requires employee number and last four numbers of employee's Social Security Number.


Employee Self-Service: Employees must validate themselves according to the Employee Validation rule for access to the Employee Self-Service web page.  Employees are allowed to view and update only those incidents where they are one of the incident customer roles, either problem-owner, caller, or contact.  Supervisors and managers will be assigned view rights to only those employees within their chain-of-command.  Upon exit of self-service, prompt for customer survey


Outage Notification: All service desks should be notified of all citywide application, server, network, email, Internet outages no matter what workgroup the outage is referred.


CITY-LIGHT


APPLICATION:


Department specific; applies to all City Light customers and City Light CSD operations where different than City default, unless superseded by more specific standard


CONTACT INFORMATION AND BUSINESS HOURS:


Operational Hours: 7:00 am - 5:00 PM; Monday - Friday





Phone:  684-3766



E-mail address:  ServiceDesk-SCL@Seattle.gov



Voice Mail:   684-3766


Technical Hotline: 684-3666


Contact Person: Jim Ritch


PROCESSING PRIORITIES:


SERVICE RESPONSE GOALS:


		Telephone Handling

		On-Contact

		<10 sec

		<30 sec

		<60 sec

		<120sec

		< 5min

		< 10min

		< 15min

		< 20min

		< 25min

		< 30min



		Answer Telephone Call

		N/A

		50%

		80%

		85%

		90%

		100%

		100%

		100%

		100%

		100%

		100%



		Conclude Customer Contact

		N/A

		2%

		5%

		10%

		30%

		60%

		90%

		95%

		100%

		100%

		100%



		Incident Handling 

		< 30min

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Process E-mail 

		10%

		30%

		40%

		50%

		60%

		70%

		90%

		95%

		100%

		100%

		100%



		Closure: Category/Product 

		On-Contact

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Default (not indicated below)

		60%

		70%

		80%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Billing 

		50%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%





ESCALATION:




Escalation Steps for Unresolved/Open Incidents




		Step 1:

		increase urgency one level



		Step 2:

		increase urgency one level



		Step 3:

		increase urgency one level



		Step 4:

		notify ITD Director





PROCEDURES/BUSINESS RULES:


If incident is closed, send email to problem owner


If incident created by member of SCL CSD team and incident is closed, send customer-follow-up email to created-by


If incident created after 5pm and before 7am, then refer to Customer-Contact-Officer with page notification


If incident created with critical urgency, send Customer-Contact-Officer page notification


If urgency is at step-3 or higher, page CSD Manager


If no "good work" notice has been sent in 14 days and closed-contact percent over last 48 hours is greater than 70%, send "good work" email to CSD workgroup


If incident created and customer is in Power Marketing unit, page CSD Manager


Refresh "Customers Served" statistics on SCL ITD home page every 5 minutes.


At 12:01am every work day, update "Daily CSD Productivity Analysis" ITD Director's web page


At 12:01am every Sunday, print "SCL CSD Weekly Summary" report at SCL CSD Manager's printer


At 12:01am on first work day of each month, print "SCL CSD Monthly Bulletin" report at each ITD Manager's printer


Customer Follow-up: Within one business day after incident closure and for every fifth incident created by the City Light service desk analyst, the analyst must telephone the problem-owner<s), assess customer satisfaction, and record the assessment in the incident record.   If the analyst determines the problem was not adequately resolved, the analyst must reopen the incident and email an explanation to the referral's workgroup manager.


Customer Survey: When an incident reported by a City Light employee to the City Light Service Desk is closed, including self-service, all customers involved <reported-by, problem-owner, contact) will receive a closure notification by email that includes a URL to a survey intake form.  All responses will be tabulated and updated to the web survey report on a real time basis.


Customer Involvement: When customer involvement is necessary to resolve the help call, analyst may close the incident or incident task after three unsuccessful attempts to contact the customer.  At least two contact attempts will be by email and all attempts will be recorded in the incident record.


E-BUSINESS


APPLICATION:


Topic unit specific handling; applies to all incidents owned by City Light employees reported to City Light Service Desk unless superseded by a more specific standard


PROCESSING PRIORITIES:


SERVICE RESPONSE GOALS:


		Incident Handling 

		< 30min

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Acknowledge assignment

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Closure: Category/Product 

		On-Contact

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Default (not indicated below)

		50%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%





ESCALATION:




Escalation Steps for Unresolved/Open Incidents




		Step 1:

		escalate to step-4



		Step 2:

		escalate to step-4



		Step 3:

		alert Customer-Contact-Officer



		Step 4:

		ALERT ITD Director





		Escalation: Category/Product

		On-Contact

		1 hr

		2 hr

		4 hr

		6 hrs

		8 hrs

		12hrs

		16hrs

		24hrs

		32 hrs

		40hrs



		Default <not indicated below)

		2

		3

		4

		

		

		

		

		

		

		

		





PROCEDURES/BUSINESS RULES:


When incident is opened, send page notice to CSD manager and Customer-Contact-Officer


When incident is closed, send email to ITD Director 


POWER-MARKETING


APPLICATION:


Customer unit specific; applies to all incidents owned by employees in this unit reported to City Light Service Desk unless superseded by a more specific standard; does not apply if reported-by or if contact-person


CONTACT INFORMATION AND BUSINESS HOURS:


Operational Hours: 24/7 








Phone:  BUYSELL <289-7355)


E-mail address:   Power-Marketing@Seattle.gov


Contact Person: Cindy Wright, Manager. Resource Administration


PROCESSING PRIORITIES:


SERVICE RESPONSE GOALS:


		Incident Handling 

		< 30min

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Acknowledge assignment

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Closure: Category/Product 

		On-Contact

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Default (not indicated below)

		50%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%





ESCALATION:




Escalation Steps for Unresolved/Open Incidents




		Step 1:

		escalate to step-3



		Step 2:

		escalate to step-4



		Step 3:

		alert Customer-Contact-Officer



		Step 4:

		alert ITD Director





		Escalation: Category/Product

		On-Contact

		1 hr

		2 hr

		4 hr

		6 hrs

		8 hrs

		12hrs

		16hrs

		24hrs

		32 hrs

		40hrs



		Default <not indicated below)

		1

		2

		3

		4

		

		

		

		

		

		

		





PROCEDURES/BUSINESS RULES:


When incident is closed, send page notice to problem owner 


When incident is created between 8pm and 4am, send "incident opened" email to Cindy Wright


At 4:01am every work day, print " IT Problems Reported Between 8pm - 4am " report at Power Marketing's printer


PUBLIC-UTILITIES


APPLICATION:


Department specific; applies to all Public Utilities customers and SPU CSD operations where different than City default, unless superseded by more specific standard


CONTACT INFORMATION AND BUSINESS HOURS:


Operational Hours: 6:30 am - 6:00 PM; Monday - Friday





Phone:  684-5880



E-mail address: ServiceDesk-SPU@Seattle.gov



Voice Mail: 684-5880


Contact Person: Vicki Wills


PROCESSING PRIORITIES:


SERVICE RESPONSE GOALS:


Legend: 
time is calculated over business hours, not elapsed time



percent goals are cumulative



targets are inclusive of previous time frames



steps are based on previous steps when applicable



expected call resolution time is based on first closure of 100%


		Telephone Handling

		On-Contact

		<10 sec

		<30 sec

		<60 sec

		<120sec

		< 5min

		< 10min

		< 15min

		< 20min

		< 25min

		< 30min



		Answer Telephone Call

		N/A

		60%

		70%

		85%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Conclude Customer Contact

		N/A

		1%

		5%

		20%

		30%

		90%

		100%

		100%

		95%

		100%

		100%



		Closure: Category/Product 

		On-Contact

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Default (not indicated below)

		50%

		80%

		85%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Business Application

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%



		Server 

		N/A

		40%

		80%

		95%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Hardware

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%



		Network 

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%





ESCALATION: for Unresolved/Open Incidents


		Step 1:

		alert CSD manager



		Step 2:

		increase urgency one level



		Step 3:

		increase urgency one level



		Step 4:

		increase urgency one level





		Escalation: Category/Product

		On-Contact

		1 hr

		2 hr

		4 hr

		 6 hrs

		 8 hrs

		 12hrs

		 16hrs

		 24hrs

		 32 hrs

		40hrs



		Water Management

		

		

		

		1

		2

		

		3

		

		4

		

		





PROCEDURES/BUSINESS RULES:


If incident is closed and incident created-by is member of SPU, send email to problem owner, reported-by, and incident contact


If incident is closed and incident created-by is member of SPU CSD team, send email to incident created-by


If incident created by member of SPU CSD workgroup and incident is closed, send closed-incident email to CSD resource who created incident


Planned Outages: All employees must be notified by email 48 hours in advance for any planned service interruptions.


DEPT-OF-INFO-TECH


APPLICATION:


Department specific; applies to all DOIT customers and employees and DoIT CSD operations where different than City default, unless superseded by more specific standard


CONTACT INFORMATION AND BUSINESS HOURS:


Operational Hours: 7:00 am - 5:00 PM; Monday - Friday





Phone:  386-1212



E-mail address:  ServiceDesk-DOIT@Seattle.gov



Voice Mail:   386-1212


Technical Hotline: 386-1167


Contact Person: Bill Schrier


PROCESSING PRIORITIES:


SERVICE RESPONSE GOALS:


Legend: 
time is calculated over business hours, not elapsed time



percent goals are cumulative



targets are inclusive of previous time frames



steps are based on previous steps when applicable



expected call resolution time is based on first closure of 100%


		Telephone Handling

		On-Contact

		<10 sec

		<30 sec

		<60 sec

		<120sec

		< 5min

		< 10min

		< 15min

		< 20min

		< 25min

		< 30min



		Answer Telephone Call

		N/A

		40%

		60%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%



		Conclude Customer Contact

		N/A

		0%

		5%

		20%

		40%

		70%

		90%

		95%

		100%

		100%

		100%



		Incident Handling 

		< 30min

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Process E-mail 

		15%

		40%

		50%

		75%

		85%

		100%

		100%

		100%

		100%

		100%

		100%



		Process Voicemail 

		25%

		60%

		70%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%



		Acknowledge Referral

		50%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Assign referral

		45%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Acknowledge assignment

		40%

		70%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Closure: Category/Product 

		On-Contact

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Default (not indicated below)

		50%

		80%

		85%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Off-Shelf Application

		50%

		60%

		80%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Password Resets

		95%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Business Application

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%



		Email 

		50%

		60%

		80%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		Server 

		N/A

		40%

		80%

		95%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Hardware

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%



		Network 

		25%

		30%

		50%

		70%

		80%

		90%

		95%

		98%

		100%

		100%

		100%





ESCALATION: for Unresolved/Open Incidents


		Step 1:

		alert CSD manager



		Step 2:

		increase urgency one level



		Step 3:

		increase urgency one level



		Step 4:

		increase urgency one level





		Escalation: Category/Product

		On-Contact

		1 hr

		2 hr

		4 hr

		 6 hrs

		 8 hrs

		 12hrs

		 16hrs

		 24hrs

		 32 hrs

		40hrs



		Default <not indicated below)

		

		

		

		1

		

		2

		

		3

		

		

		4



		Off-Shelf Application

		

		

		1

		

		2

		3

		4

		

		

		

		



		Password Resets

		

		1

		2

		3

		4

		

		

		

		

		

		



		Business Application

		

		

		1

		2

		

		3

		

		4

		

		

		



		Email 

		

		

		1

		

		2

		

		3

		

		4

		

		



		Server 

		

		1

		2

		3

		4

		

		

		

		

		

		



		Hardware

		

		

		

		1

		

		

		2

		

		3

		

		4



		Network 

		

		1

		2

		3

		4

		

		

		

		

		

		





PROCEDURES/BUSINESS RULES:


If incident is closed, send email to problem owner


If incident created-by is member of any DOIT CSD team and incident is closed, then update "closed today" web page


If incident created during non-business hours, then print "ticket work order" at DOIT CSD printer


If urgency is at step-4 or higher, page Bill Schrier


At 12:01am every Sunday, print "DOIT Weekly Summary" report at DOIT CSD printer


At 11:59pm on last day of each month, print "DOIT Monthly Summary" report at DOIT IT-HQ printer


Customer Follow-up: Within one business day after incident closure, the service desk analyst who created the incident must telephone the problem-owner<s), assess customer satisfaction, and record the assessment in the incident record.  If the problem was not resolved, the analyst must reopen the incident and email the referral's workgroup manager.


PARKS


APPLICATION:


Department specific; applies to Parks CSD operations reported to DOIT Service Desk where different than City default, unless superseded by more specific standard


CONTACT INFORMATION AND BUSINESS HOURS:


Operational Hours: 8:00 am - 5:00 PM; Monday - Friday





Phone:  684-PARK <684-7275)



E-mail address:  ServiceDesk-PARKS@Seattle.gov



Voice Mail: 684-PARK <684-7275)


Contact Person: John Tomlinson


PROCESSING PRIORITIES:


SERVICE RESPONSE GOALS:


Legend: 
time is calculated over business hours, not elapsed time



percent goals are cumulative



targets are inclusive of previous time frames



steps are based on previous steps when applicable



expected call resolution time is based on first closure of 100%


		Telephone Handling

		On-Contact

		<10 sec

		<30 sec

		<60 sec

		<120sec

		< 5min

		< 10min

		< 15min

		< 20min

		< 25min

		< 30min



		Answer Telephone Call

		N/A

		50%

		75%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%



		Conclude Customer Contact

		N/A

		0%

		0%

		10%

		20%

		50%

		80%

		90%

		95%

		100%

		100%



		Closure: Category/Product 

		On-Contact

		< 1 hr

		< 2 hr

		< 4 hr

		< 6 hrs

		< 8 hrs

		< 12hrs

		< 16hrs

		< 24hrs

		< 32 hrs

		< 40hrs



		Default (not indicated below)

		50%

		80%

		85%

		90%

		95%

		100%

		100%

		100%

		100%

		100%

		100%



		GIS 

		50%

		80%

		90%

		100%

		100%

		100%

		100%

		100%

		100%

		100%

		100%



		Reservations

		30%

		50%

		75%

		85%

		90%

		97%

		100%

		100%

		100%

		100%

		100%





ESCALATION: for Unresolved/Open Incidents


		Step 1:

		increase urgency one level



		Step 2:

		increase urgency one level



		Step 3:

		increase urgency one level



		Step 4:

		alert ITD Director





		Escalation: Category/Product

		On-Contact

		1 hr

		2 hr

		4 hr

		 6 hrs

		 8 hrs

		 12hrs

		 16hrs

		 24hrs

		 32 hrs

		40hrs



		GIS 

		

		

		1

		

		

		2

		

		3

		4

		

		4



		Reservations

		

		

		1

		2

		

		3

		4

		

		

		

		





PROCEDURES/BUSINESS RULES:


If incident is closed and urgency is greater than 2, send email and page to problem owner


If incident is closed and product = "Reservations", send customer follow-up email to Parks CSD manager.


If incident created by member of DOIT CSD team and incident is closed, send customer-follow-up email to created-by


If urgency is at step-3 or higher, page Parks ITD Manager


At 12:01am on first work day of each month, print "Parks CSD Monthly Summary" report at Parks' ITD Manager's printer
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CITY OF SEATTLE
REQUEST FOR PROPOSALS


Service Desk Software and Implementation Assistance



The City of Seattle is soliciting proposals for SERVICE DESK SOFTWARE AND IMPLEMENTATION ASSISTANCE as specified herein.  A qualified Proposer shall have assisted in installing the proposed service desk software at a minimum of twenty-five organizations, and of those twenty-five organizations at least ten must have 5000 or more desktops.  The Request for Proposals documents and related information may be obtained via the City of Seattle’s internet site at www.cityofseattle.net/purchasing.  Sealed proposals shall be due at the time and place indicated in RFP Section 3.2.
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1.0
Request for Proposals – Purpose and Background 


1.1 Purpose:  The purpose of this Request for Proposal (RFP) is to acquire service desk software that  includes but is not limited to incident capture, workflow management, notification management, problem resolution, reporting, customer self-service, and performance monitoring.  The software shall be documented, have security and administration control, and shall be compatible with the City’s infrastructure requirements.  The software must be capable for use by a minimum of 350 Service Desk and IT Support users and by a minimum of 10,000 self-service users for an estimated period of five years.  The City may opt to have the Successful Proposer provide a turnkey system, partial implementation assistance, or no implementation assistance.  The Successful Proposer shall train Service Desk Analysts, Application Administrators, Application Maintenance and Support staff, and Application Trainers.  The City’s objective is to have the software installed and operational, and have staff trained by December 31, 2002.  


1.2 Background:  The City’s existing service desk and problem management capabilities and practices are described in Appendix A.  

1.3 Proposed Agreement and Number and Term of Anticipated Agreement:  Appendix B contains the proposed Agreement for Service Desk Software and Implementation Assistance.  The City intends to award one contract with a five year term.  (Note: Appendix B will be distributed as part of Addendum #1.)



2.0 Scope 


2.1 The Successful Proposer shall provide, by perpetual license or subscription, service desk software.  The software shall meet the mandatory requirements listed in Proposal Form 1 without any source code modification.  The Successful Proposer shall update, maintain and otherwise support the software for a minimum of five years from the date of the City’s acceptance of the software.  



2.2 The Successful Proposer shall provide a detailed project plan and statement of work that describes the tasks, timelines and resources required to install the software, and to have the software fully operational on or before December 31, 2002.  The City may opt to have the Successful Proposer provide a turnkey system, partial implementation assistance, or no implementation assistance. The Successful Proposer shall have expert resource(s) available to the City on an hourly basis to install and test the proposed software.  



2.3 The Successful Proposer shall provide expert training resources to train on-site at the City of Seattle the below listed staff levels by December 31, 2002 on a per class basis.  The Successful Proposer shall provide a training plan that describes the timelines and City resources, including guidelines and required skill complements, necessary to meet the City’s objective.  Additionally, the Successful Proposer may have additional classes available to the City to provide further training after December 31, 2002.


a)  Tier 1 Analysts - Service Desk Analyst:  Approximately 20 analysts who staff the three major service desks.

b)  Application Administrators: Approximately four administrators responsible for standards administration, localization, and report generation.

c)  Application Maintenance and Support:  Approximately four team members responsible for ongoing application maintenance and periodic upgrades to the application.  



d)  Application Trainers: Approximately four trainers responsible for training technical resources who receive referred help calls, supervisors and managers directly responsible for service desk operations, and approximately 10,000 application users over the lifecycle of the proposed solution.


3.0 Solicitation Process Requirements  



3.1  Communications with the City


All communications regarding this RFP must be directed to the City’s Buyer.  The City’s Buyer is



Ann Kelson




Principal Buyer



Seattle Purchasing Services




700 3rd AVE #910



Seattle WA  98104-1803




Phone:  206-684-0539  
Fax:
206-233-5155



Email:  rfp02039@ci.seattle.wa.us


Unless authorized by the City’s Buyer, no other City official or employee is empowered to speak for the City with respect to this RFP.  Proposers are advised that the City shall not be bound by information, clarification, or interpretations from other City officials or employees.



3.2  Schedule


The estimated schedule of events through contract execution is:



RFP Release Date





July 29, 2002


Deadline for Questions and Requests for Addenda

August 9, 2002 5:00 pm PDT



Deadline for Issuance of Addenda



August 15, 2002 5:00 pm PDT



Proposals Due






August 30, 2002 3:00 pm PDT

Demonstration Scripts released




September 3, 2002

Announcement of Finalists




September 9, 2002

Interview and Demonstrations




Week of September 16, 2002

Announcement of Apparent Successful Proposer


September 25, 2002


Contract Execution





September 30, 2002


Commence Project





October 1, 2002

3.3  Pre-Proposal Conference

There will be no pre-proposal conference. 


3.4 Letter of Interest

Letters of Interest are not required.  


3.5  Questions and Requests for Addenda


Proposers who have questions about or suggestions for changes to this RFP shall direct them in writing to the City’s Buyer by email at rfp02039@ci.seattle.wa.us.


Questions and requests for addenda must be received by the City no later than the date and time listed in Section 3.2.  Questions received after this time will not be considered or answered. 


Failure by a Proposer to request clarification of any inadequacy, omission or conflict shall not relieve the Proposer of the responsibility of being in compliance with the RFP.



3.6  City Answers and Addenda

Changes to this RFP will be made only by formal written addenda issued by the City’s Buyer.  Any such addenda and City answers to questions will be issued no later than the date and time listed in Section 3.2.  Addenda and City answers will be posted at the City’s web site at www.cityofseattle.net/contract/default.htm. 


Changes to this RFP may be made by the City if, in the sole judgment of the City, the changes will not compromise the City’s objectives in this acquisition. 



All addenda issued by the City shall become a part of the specifications of this RFP, and will be made part of the resulting contract.




3.7  Proprietary Material

A Proposer shall clearly mark any proprietary information contained in its proposal with the words “proprietary information.” Marking all or nearly all of a proposal as proprietary may result in rejection of the proposal.


Proposers should be aware that the City is required by law to make its records available for public inspection, with certain exceptions (see RCW Chapter 42.17).  It is the City’s belief that this legal obligation would not require the disclosure of proprietary descriptive information that contains valuable designs, drawings or formulas.  However, the Proposer, by submission of materials marked proprietary, acknowledges and agrees that the City will have no obligation or any liability to the Proposer in the event that the City must disclose these materials.


3.8  Delivery of Proposals

Sealed hardcopy proposals must be received at Seattle Purchasing Services Section, 700 3RD AVE #910, Seattle, WA  98104-1808 no later than the date and time listed in Section 3.2.


Proposers shall enclose proposals in sealed envelopes or boxes.  The envelope or box should identify the Proposer’s name, mailing address, and “RFP 02039.”


The City shall not consider RFPs submitted on electronic media, or by facsimile (fax) or email.


Proposers are solely responsible for ensuring that proposals are delivered on time.  Delays caused by any delivery service, including the U.S. Postal Service will not be grounds for an extension of the deadline for receipt of proposals.  Proposals received after the deadline will be returned unopened.




3.9  Certification of Proposals
Proposers shall certify their proposals will be valid for 90 days after submission.  Proposers may be asked to extend this certification.


3.10 Rejection of Proposals

The City reserves the right to reject any and all proposals and to waive any immaterial defects and irregularities in proposals.


3.11 Disposition of Proposals

All materials submitted in response to the RFP, including samples, shall become the property of the City upon delivery to the City.


3.12 Cost of Proposals


The City shall be not be liable for any costs incurred by Proposers in the preparation and submittal of a proposal(s) in response to the RFP or in the participation of any part of the acquisition process.


3.13 Errors in Proposals


Proposers are responsible for all errors or omission in their proposals and any such errors or omission will not serve to diminish their obligations to the City.


3.14 Withdrawal of Proposals


A proposal may be withdrawn by written request of the Proposer prior to the proposal due date and time listed in Section 3.2.  No proposal may be withdrawn for a period of ninety (90) calendar days after the proposal due date and time.


3.15 Changes to Proposals


Prior to the proposal due date and time listed in Section 3.2, a Proposer may make changes to its proposal provided the change is initialed and dated by the Proposer.  No changes to proposals shall be made after the proposal due date and time.


3.16 Protests


Any protest of a notice of intent to award or of a notice that a proposal is non-responsive must be filed by 5:00 p.m. on the fifth business day of such notification.  All such protests shall be in writing, contain a complete statement of the grounds for protest, and be filed with the Purchasing Manager, 700 3rd AVE #910, Seattle, WA  98104-1803, FAX  206-233-5155.


Protesting parties must demonstrate as part of their protest that they made every reasonable effort within the schedule and procedures of this RFP to resolve the basis for bases of their protest during the procurement process, including asking questions, seeking clarifications, requesting addenda, and otherwise alerting the City to perceived problems so that corrective action could be taken prior to the selection of the apparent successful vendor(s).  The City will not consider any protest based on items which could have been or should have been raised prior to the deadline for submitting questions or requesting addenda.  The filing of a protest shall not prevent the City from executing a contact with any other vendor.


3.17 Incorporation of RFP and Proposal in Contract

This RFP, including all attachments and addenda, and all promised, warranties, commitments and representations in the successful proposal shall be binding and shall become contractual obligations.


4.0  
Proposal Format 
Except for Proposal Form 4, Proposers shall submit seven (7) sets of all proposal documents; one (1) set clearly marked original and six (6) sets clearly marked copy.  The original and copies shall be in 3 ring binders.  Proposers shall submit one (1) original set of Proposal Form 4.  Proposal Form 4 shall be separately sealed and clearly marked.  Proposals shall contain the following sections:


1) Cover Letter on the Proposer’s letterhead, signed by an individual authorized to legally commit the Proposer.  The Cover Letter must designate the office, employee, or agent who will be the Proposer’s contact for all communications regarding its proposal.  The following information for this individual shall be provided:
*Name
*Title
*Firm’s Name
*Mailing Address
*Telephone Number
*Fax Number
*Email Address



2) Proposal Form 1 – Mandatory Requirements for Software Functionality and Operations 

3) Proposal Form 2 – Technical Proposal 

4) Proposal Form 3 – Management Proposal


5) Proposal Form 4 - Price Proposal  (one original set separately sealed and clearly marked)

6) Proposal Forms 5 and 6 - Proposal Certification and Non-Collusion Certificate





5.0
Evaluation, Selection and Award

5.1
Evaluation Process


Step 1:
 Proposal Forms 1, 5 and 6 will be reviewed by the Evaluation for compliance with mandatory requirements.  Proposal Forms 2 and 3 will be evaluated and scored by the Evaluation Committee.  The Evaluation Committee will be comprised of City staff.  



Step 2:  The Evaluation Committee will rate the proposals based on the Evaluation Criteria listed in Section 5.2. The Proposer(s) with the highest score(s) will be nominated as finalist(s) and will be invited to interview and demonstrate its software to the City.  All Proposers will be notified of the finalist selection outcome.



Step 3:  The finalist(s) will be provided an interview outline and demonstration script.  The interview and demonstration shall be held at a City location, and shall be scored by City staff.  The Evaluation Committee will rate Proposal Form 4.  The Proposer with the highest score will be nominated as the apparent successful Proposer.



Step 4:  The apparent successful Proposer shall provide the City with a completed “Equal Benefits Compliance Declaration” and Evidence of Insurance as required by the Agreement (see Appendix B).  

Step 5:  The City has had difficulty in estimating a budget for this requirement.  After the City selects the apparent successful Proposer, the City and the apparent successful Proposer will negotiate a scope of work delineating the Vendor’s responsibilities and the City’s responsibilities. 

Step 6:  An Agreement will be executed between the successful Proposer and the City.



5.2  
Evaluation Criteria



Proposals will be evaluated based on the following criteria:



Proposal Forms 1, 5 and 6


Mandatory



Proposal Form 2 Technical  Proposal

15%



Proposal Form 3 Management Proposal

20%



Proposal Form 4 Price Proposal


40%
Demonstration




25%
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ADDENDUM 1 TO THE


VINEYARDSOFT CORPORATION 


KNOWLEDGESYNC 2000 SOFTWARE LICENSE

THE VINEYARDSOFT CORPORATION KNOWLEDGESYNC 2000 SOFTWARE LICENSE (Exhibit E) for the City of Seattle is hereby amended by this Addendum.   The License together with this Addendum govern the use of the Licensed Software.  

A.
The License is amended by adding a new Section 10 as follows:

“Section 10. No Surreptitious Code Warranty:  Vineyarsoft warrants to the City that no copy of the licensed Software provided to the City contains or will contain any Self-help Code or any Unauthorized Code as defined below. This warranty is referred to in this Agreement as the "No Surreptitious Code Warranty."


As used in this Agreement, "Self-help Code" means any back door, time bomb, drop dead device, or other Software routine designed to disable a computer program automatically with the passage of time or under the positive control of a person other than the licensee of the Software.  The term "Self-help Code" does not include Software routines in a computer program, if any, designed to permit an owner of the computer program (or other person acting by authority of the owner) to obtain access to a licensee's computer system(s) (e.g. remote access via modem) for purposes of maintenance or technical support.


As used in this Agreement, "Unauthorized Code" means any "virus," "Trojan horse," "worm" or other Software routines designed to permit unauthorized access to disable, erase, or otherwise harm Software or data or to perform any other actions.  The term Unauthorized Code does not include Self-help Code.


Vineyardsoft shall defend City against any claim, and indemnify the City against any loss or expense arising out of any breach of the No Surreptitious Code Warranty.”

B.  Counterparts:  This Addendum may be executed in multiple counterparts (including by means of telecopied signature pages) each of which may contain the signature of only one party but each such counterpart will be deemed an original and all such counterparts together will constitute one and the same Amendment.


Except as hereinabove specifically provided, the License shall remain in full force and effect in accordance with the terms and provisions thereof.  In the event of any conflict between the terms and provisions of the Addendum and the terms and provisions of the License, the terms and provisions of this License shall govern.


[Signature Page to Follow]


 SEQ CHAPTER \h \r 1

IN WITNESS WHEREOF, the parties hereto have executed this Amendment as of the date first written above.

City of Seattle


By:  ______________________





Name: ____________________





Date: _____________________



___________________






By:  ______________________





Name: ____________________





Date: _____________________



Avante Solutions, Inc.






By:  ______________________





Name: ____________________





Date: _____________________
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		SOLUTIONS PARTNER-END USER MAINTENANCE


AND SUPPORT AGREEMENT


		





		Agreement Between:




		Date (M/d/yyyy):

		January 8, 2003





		Solutions Partner  (or "SP"):

		Avante Solutions Inc.



		Address:

		68 E. Wacker Place, Suite 800, Chicago, Illinois  60601



		Contact:

		Celia Kobus

		Title:

		Account Executive



		Telephone:

		312-726-2065

		Fax:

		312-726-2130



		

		     

		E-mail:

		ckobus@avantesolutions.com





and


		End-User:

		City of Seattle



		Address:

		700 3rd Avenue, #901, Seattle, WA, 98104-1803



		Contact:

		Ann Kelson

		Title:

		Principal Buyer



		Telephone:

		206-684-0539

		Fax:

		206-233-5155



		

		     

		E-mail:

		Ann.Kelson@Seattle.Gov





		Maintenance and Support Term:




		

		

		Ends: (M/d/yyyy):

		





		Maintenance and Support For The Following Licensed Software

		No. Users



		HEAT Service and Support

		150



		iHEAT

		150



		HEAT Self Service

		Unlimited



		HEAT Plus Knowledge

		30



		KnowledgeSync (1 connection)

		N/A



		     

		     





		Additional Terms



		     



		

		Celia Kobus

		



		

		SP Authorized Representative Name/Title

		Signature (Required)





IMPORTANT NOTICE

THIS SOLUTIONS PARTNER END-USER MAINTENANCE AND SUPPORT AGREEMENT ("AGREEMENT") IS BY AND BETWEEN SP AND END-USER AND MUST BE SIGNED BY AN AUTHORIZED REPRESENTATIVE OF THE END-USER.  END-USER ACKNOWLEDGES SP IS NOT AN AGENT OF FRONTRANGE SOLUTIONS INC. (“FRONTRANGE”) AND IS NOT AUTHORIZED TO ALTER, AMEND OR MODIFY THE TERMS OF THE FRONTRANGE END-USER LICENSE AGREEMENT (“FRONTRANGE EULA”) OR TO OTHERWISE GRANT ANY LICENSE OR OTHER RIGHTS RELATING IN ANY WAY TO FRONTRANGE LICENSED SOFTWARE.  END-USER ACKNOWLEDGES THAT ITS NONPAYMENT OF ANY AMOUNT DUE TO SP OR FRONTRANGE OR ANY OTHER SOFTWARE VENDOR OR LICENSOR (“VENDOR”) RELATING TO MAINTENANCE AND SUPPORT OR THE LICENSED SOFTWARE SHALL CONSTITUTE A BASIS FOR TERMINATION OF THIS AGREEMENT.

1.
End-User License Agreement Required.  In order for End-User ("you" or "your") to receive and continue to receive "Maintenance" (defined in paragraph 2) and "Support" (defined in paragraph 3) for the software products listed on page one of this Agreement and other software products added to this Agreement from time to time (“Licensed Software”), you must have a license under a current FrontRange EULA or other appropriate Vendor EULA corresponding to each Licensed Software (collectively, “EULA”).  This Agreement will automatically terminate as to each Licensed Software upon termination of the EULA corresponding to said Licensed Software.


2.
Maintenance.  Maintenance entitles you to receive from Solutions Partner updates, upgrades and new releases or versions of the Licensed Software, including updated documentation, when available.  End-User acknowledges that such updates, upgrades and new releases or versions are provided at the sole discretion of FrontRange or Vendor and, in the case of third party software included in the Licensed Software, may be provided and/or billed separately.  Updates, upgrades and new releases or versions of the Licensed Software provided through Maintenance, whether from FrontRange, Vendor or a third-party, will be considered part of the "Licensed Software" under the applicable EULA.


3.
Support.


(a)
Support entitles you to telephone assistance at Solutions Partner’s published number, and/or assistance via E-mail or other automated processes, with the Licensed Software.  Support is currently available for standard eight (8) hour business days during Solutions Partner’s published hours.  Additional after-hours support will be charged at Solutions Partner’s then current rates and costs.  The hours and days of support are subject to change at any time; provided that (i) Solutions Partner will provide advance notice of any change in the hours and days; and (ii) the total number of hours shall not be less than 40 in any regular work week (excluding holidays).  Support will not be provided for each individual licensed user.  Support will be provided only for those questions and issues forwarded to Solutions Partner from End User’s internal help desk support staff.  Solutions Partner will attempt to answer your specific questions; however Support is offered to you on a best-efforts basis only, and Solutions Partner may not be able to resolve every request for Support. Support is provided for ongoing use of the Licensed Software; it is not intended to be a substitute for professional services or training necessary for the implementation or installation or system redesign of the Licensed Software.  All other services, including without limitation, on-site assistance, custom programming, database and network administration, and custom designed reports and forms, may be furnished by Solutions Partner subject to staff availability, and at Solutions Partner’s then current rates and costs. 


(b)
Solutions Partner will only provide support for each of the Licensed Software products developed by FrontRange for 18 months following the first public release of said Licensed Software, or, until a new release of the Licensed Software, whichever is longer, and provided in any case that End-User and Solutions Partner are parties to a current maintenance and support agreement.

(c) Support entitles you to assistance (as described in Section 3(a)) with certified database products, ODBC connections and BDE native drive connections, if any, only as to issues that deal directly with the interface between the certified database software and the Licensed Software, or the set-up of the connections to the Licensed Software.  Support does not include database software, ODBC or BDE specific errors. 


(d)
Except as otherwise provided, Support does not include any of the following:


(i)
supporting database products, including without limitation, set-up and configuration of database products;


(ii)
supporting the Licensed Software as it pertains to End-User's use of ‘Beta’ level or non-certified versions of database products;


(iii) resolving network, workstation or environmental errors not directly related to the Licensed Software;


(iv) supporting any Licensed Software on computers, workstations or servers using ‘Beta’ level or non certified versions of operating systems;


(v)
supporting the set-up of stored procedures or triggers and replication of SQL databases; or


(vi)
supporting any Licensed Software being used in a manner for which it was not designed.  


(e)
It is your responsibility to make and maintain adequate back-ups.  In no event will Solutions Partner or FrontRange be responsible for lost data.


4.
Term/Termination.  Maintenance and Support are offered on an annual basis only, and must be prepaid at the beginning of the Term (identified on page 1), at the then current renewal rates and costs.  If you renew your Maintenance and Support with FrontRange or Vendor in subsequent years, you agree to be subject to the same terms and conditions as contained in this Agreement or as otherwise agreed upon at the time of renewal.  Orders for additional FrontRange software products or licensed users may increase your fees under this Agreement.  If your Maintenance and Support is interrupted as a result of expiration, or otherwise pursuant to the terms and conditions of this Agreement, Solutions Partner may charge you a reinstatement fee if you decide to purchase another Maintenance and Support term.  As provided above, this Agreement will automatically terminate as to each Licensed Software upon any termination of the EULA corresponding to said Licensed Software.  If Solutions Partner breaches this Agreement, and such breach is not cured within two months after Solutions Partner receives written notice of such breach, End-User shall be entitled to receive a pro rata (based on Term remaining after receipt of said written notice) amount of the monies paid to Solutions Partner for this Agreement.  The foregoing shall be End-User's exclusive remedy for Solutions Partner's breach of this Agreement.


5.
Disclaimer.  SOLUTIONS PARTNER does not warrant the accuracy or completeness of Maintenance or Support.  SOLUTIONS PARTNER MAKES NO WARRANTY OR REPRESENTATION, EITHER EXPRESSED OR IMPLIED WITH RESPECT TO THE MAINTENANCE OR SUPPORT, ITS MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.  IN NO EVENT, AND UNDER ANY THEORY OF LAW, INCLUDING WITHOUT LIMITATION, BREACH OF WARRANTY, NEGLIGENCE, OR OTHER TORT, SHALL EITHER PARTY AND/OR ITS AFFILIATES BE LIABLE TO THE OTHER FOR ANY INDIRECT, SPECIAL, INCIDENTAL OR CONSEQUENTIAL DAMAGES (INCLUDING WITHOUT LIMITATION LOST PROFITS) ARISING OUT OF OR RELATED TO THIS AGREEMENT, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

6.
Whole Agreement.  This Agreement constitutes the entire agreement between you and Solutions Partner related to the subject matter hereof, and supersedes any and all prior understandings, statements, warranties, representations, and agreements, oral and written, relating hereto.  All additions, amendments or modifications of this Agreement shall be binding only if the same shall be in writing and duly executed by the party against whom enforcement is sought.  If any documents are incorporated herein, in the event of any conflicts between the terms of this Agreement and those appearing on the face of such incorporated document, the terms and conditions of this Agreement shall prevail.


7.
Miscellaneous.  The waiver or failure of either party to exercise in any respect any right provided for in this Agreement shall not be deemed a waiver of any further or future right under this Agreement.  In the event you assign your corresponding EULA to a third party in accordance with the provisions thereof, you may assign this Agreement to the same third-party; provided, however, that (i) you give written notice to Solutions Partner of the transfer or assignment; (ii) the permitted third-party assignee agrees to be bound by all the terms herein; and (iii) in no circumstance shall any transfer or assignment, unless specifically agreed upon in writing, release you from any prior outstanding obligation under this Agreement.  Solutions Partner may freely assign this Agreement to FrontRange or Vendor.


By signing thIS Agreement, the End-USER acknowledges that it has read and agrees to all of the terms and conditions contained in this Agreement.

		Date: _______________

		Signature (Required): ________________________________________________________


Name:_____________________________________________________________________


Title:______________________________________________________________________
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Exhibit E



VINEYARDSOFT CORPORATION KNOWLEDGESYNC 2000 SOFTWARE LICENSE


1. GRANT OF LICENSE.  Vineyardsoft Corporation 


("Vineyardsoft"), grants to you, the end user, a personal, 


nonexclusive license to use a single copy of this software 


program, including any updates, additional modules, or 


additional software provided by Vineyardsoft in connection 


therewith (the "Software"), solely for your own use, and 


solely in  accordance with the terms and conditions of 


this license agreement.  You may copy the Software into 


the memory of any computer, solely as necessary to use 


the Software in accordance with this license agreement.


2.   INSTALLATION AND USE.  Vineyardsoft KnowledgeSync  


2000 is licensed to you in one of four potential 


configurations:  (1) Single Computer License


(2) Multiple Computer License (3) Evaluation License and 


(4) OEM License.  You may install and use (in the 


manner provided) only those configuration(s) for which 


you have obtained a license. Licenses for Vineyardsoft


KnowledgeSync 2000 are computer licenses. No 


license may be shared, in any capacity, by more than 


one individual computer.  


(1) Single Computer License.  You may install and 


use a single copy of the Software on a single computer.


You may access the Software from a hard disk, over a network,


or by any other method; strictly in accordance with 


the terms hereof.  You may use each licensed copy of the


Software only on a single computer.


(2) Multiple Computer License.  You must acquire 


additional Computer licenses in order to use the


the Software on a multiple computers. Vineyardsoft grants


you a nonexclusive license to use one copy of the 


Software on each computer, and up to the total number of,


licenses you are acquiring. You may access the Software from 


a hard disk, over a network, or by any other 


method; strictly in accordance with the terms 


hereof.


(3) Evaluation License.  You may use one copy of 


the Software on a single computer, for a 


period not to exceed thirty (30) 


days.  You are acquiring only the limited right 


to use a single copy of the Software for 


evaluation purposes. You are not acquiring 


any rights to the Software itself.


(4) OEM License.
If you have acquired the 


Software bundled or otherwise provided in 


combination with a third party product, you 


have acquired an OEM License.  You may use 


one copy of the Software on a single 


computer.  The Software may only be used in 


conjunction with the third party product with 


which it was provided.  Accessing data that is 


not specifically created or used by the third 


party product is in violation of this license.  


You may access the Software from a hard 


disk, over a network, or by any other method; 


strictly in accordance with the terms hereof.  


You may use each licensed copy of the 


Software only on a single computer.


3. COPYRIGHT AND COPIES.  The Software 


(including any copy thereof), is owned by Vineyardsoft or its 


suppliers and is protected by United States copyright 


and patent laws and international treaty provisions.  


The Software copy is licensed, not sold to you, and you 


are not an owner of any copy thereof.  You may either 


(a) make one copy of the Software solely for backup or 


archival purposes, or (b) transfer the Software to a 


single hard disk provided you keep the original solely 


for backup or archival purposes.  You may not 


otherwise copy the Software except as expressly 


authorized by applicable law, and you may not copy the 


written materials accompanying the Software.  Vineyardsoft


hereby reserves all rights not explicitly granted in this 


software license agreement.


4. OTHER RESTRICTIONS.  You may not rent or lease 


the Software. You may not use the software in an ASP 


(Application Service Provider) environment unless agreed 


to in writing by Vineyardsoft Corporation. You may transfer 


the Software on a permanent basis provided you retain no 


copies and the recipient agrees to the terms of this Agreement. 


If the Software is an update, any transfer must include the 


update and all prior versions.  You may not modify or 


translate the Software.  You may not reverse engineer, 


decompile or disassemble the Software, except to the 


extent expressly authorized by applicable law.  


5. NO OTHER WARRANTIES. NO OTHER 


CONDITIONS OR WARRANTIES, EXPRESS, IMPLIED,  


STATUTORY OR OTHERWISE, AND EXPRESSLY 


DISCLAIM ALL OTHER CONDITIONS AND 


WARRANTIES, INCLUDING BUT NOT LIMITED TO 


IMPLIED CONDITIONS OR WARRANTIES OF 


MERCHANTABILITY, FITNESS FOR A PARTICULAR 


PURPOSE, AND NONINFRINGEMENT FOR THE 


SOFTWARE, TO THE 


FULLEST EXTENT PERMITTED BY APPLICABLE 


LAW.  


6. LIMITED LIABILITY.  TO THE MAXIMUM 


EXTENT PERMITTED BY APPLICABLE LAW, IN NO 


EVENT AND UNDER NO LEGAL THEORY SHALL 


VINEYARDSOFT OR ITS SUPPLIERS BE LIABLE TO YOU 


FOR ANY COSTS OF SUBSTITUTE PRODUCTS, OR 


FOR ANY CONSEQUENTIAL, SPECIAL, INCIDENTAL, PUNITIVE


OR  INDIRECT DAMAGES OF ANY KIND ARISING OUT OF THE LICENSE OF, 


USE OF, OR INABILITY TO USE ANY VINEYARDSOFT 


SOFTWARE, EVEN IF 


VINEYARDSOFT HAS BEEN ADVISED OF THE POSSIBILITY 


OF SUCH DAMAGES.  IN NO EVENT SHALL 


VINEYARDSOFT'S OR ITS SUPPLIERS' LIABILITY EXCEED 


THE LICENSE FEE PAID BY YOU.  THIS LIMITATION 


OF LIABILITY AND RISKS IS REFLECTED IN THE 


PRICE OF THE SOFTWARE LICENSE.  


7. TERM.  This license is effective until terminated.    


You may terminate it at any time by destroying the 


Software together with all copies, modifications and 


merged portions in any form.  It will also terminate 


automatically upon your failure to comply with any 


term or condition of this Agreement.  In the event of 


such termination, you agree to promptly destroy the 


Software together with all copies, modifications and 


merged portions in any form. 


8. MISCELLANEOUS. This is the entire Agreement 


between you and Vineyardsoft, and supersedes any prior 


agreement, whether written or oral, relating to the 


subject matter of this Agreement.  The parties disclaim 


the application of the United Nations Convention on the 


International Sale of Goods.  This Agreement is 


governed by the laws of the Commonwealth of Massachusetts, U.S.A., 


without reference to conflict of laws principles.  All 


disputes arising out of this Agreement shall be litigated 


or otherwise resolved exclusively in the commonwealth of 


Massachusetts.  You may not export or re-export the 


Software without the appropriate 


United States or foreign government licenses.  If any 


provision of this Agreement is ruled invalid, such 


invalidity shall not affect the validity of the remaining 


portions of this Agreement.


9. U.S. GOVERNMENT RESTRICTED RIGHTS.  The 


Software and accompanying documentation are deemed 


to be "commercial computer software", 


pursuant to DFAR Section 227.7202 and FAR 


Section 12.212, as applicable.  Any use, modification, 


reproduction release, performance, display or disclosure 


of the software and accompanying documentation by 


the U.S. Government shall be governed solely by the 


terms of this Agreement and shall be prohibited except 


to the extent expressly permitted by the terms of this 


Agreement.


You must affix the following legend to each copy of the 


Software:


Use, duplication, reproduction, or transfer of this 


commercial Software and accompanying documentation 


is restricted in accordance with FAR 12.212 and DFARS 


227.7202 and by a license agreement.  Contact Legal 


Group, Vineyardsoft Corporation, 209 Hines Point, Vineyard 


Haven, Massachusetts, 02568 U.S.A.


VC#1002exE.doc




_1103538763.doc
City of Seattle Vendor Contract #1002


Exhibit B, Addendum 1



ADDENDUM 1 TO THE iHEAT END-USER LICENSE AGREEMENT FOR


CITY OF SEATTLE


The End-User License Agreement for iHEAT (“EULA,” attached hereto as Exhibit A) for City of Seattle (HDA #________), is hereby amended by this Addendum.  The EULA together with this Addendum govern the use of the iHEAT Licensed Software.  In the event of any conflict between the terms of this Addendum and the EULA, the Addendum will prevail:


A.
The 2nd paragraph in paragraph 8 is replaced as follows:


FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials and workmanship under normal use; (ii) the Licensed Software and Materials do not and will not contain any viruses or disabling algorithms when delivered to you, nor any CPU, data, time bomb mechanism or use dependencies or other protective devices that would restrict or prevent the use or copying of the Licensed Software as permitted under the Agreement; and (iii) the Licensed Software will perform substantially in accordance with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or misapplication of the Licensed Software.


B.
Counterparts.  The Agreement may be executed in counterparts, each of which shall be an original and all of which together shall constitute one and the same instrument


Unless and except as provided above, all other provisions and terms and conditions of the EULA remain unchanged and in full force and effect.  Licensee acknowledges and reaffirms each and every part of the EULA, in the form attached hereto as Exhibit B, as binding upon Licensee, as modified by this Addendum.



Agreed to this ______ day of _______________, 2003.







FRONTRANGE SOLUTIONS INC.


_____________



By: __________________________________


Date




Printed Name: Tammy H. Kraemer







Title: General Counsel


CITY OF SEATTLE (“Licensee”) 


_____________



By: __________________________________


Date




Printed Name: _________________________







Title: _________________________________
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Exhibit C, Addendum 1



ADDENDUM 1 TO THE HEAT PLUS KNOWLEDGE END-USER LICENSE AGREEMENT FOR


CITY OF SEATTLE


The End-User License Agreement for HEAT Plus Knowledge (“EULA,” Exhibit C) for City of Seattle (HDA #________), is hereby amended by this Addendum.  The EULA together with this Addendum govern the use of the HEAT Plus Knowledge Licensed Software.  In the event of any conflict between the terms of this Addendum and the EULA, the Addendum will prevail:


A.
The 2nd paragraph in paragraph 8 is replaced as follows:


FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials and workmanship under normal use; (ii) the Licensed Software and Materials do not and will not contain any viruses or disabling algorithms when delivered to you, nor any CPU, data, time bomb mechanism or use dependencies or other protective devices that would restrict or prevent the use or copying of the Licensed Software as permitted under the Agreement; and (iii) the Licensed Software will perform substantially in accordance with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or misapplication of the Licensed Software.


B.
Counterparts.  The Agreement may be executed in counterparts, each of which shall be an original and all of which together shall constitute one and the same instrument


Unless and except as provided above, all other provisions and terms and conditions of the EULA remain unchanged and in full force and effect.  Licensee acknowledges and reaffirms each and every part of the EULA, in the form attached hereto as Exhibit C, as binding upon Licensee, as modified by this Addendum.



Agreed to this ______ day of _______________, 2003.







FRONTRANGE SOLUTIONS INC.


_____________



By: __________________________________


Date




Printed Name: Tammy H. Kraemer







Title: General Counsel


CITY OF SEATTLE (“Licensee”) 


_____________



By: __________________________________


Date




Printed Name: _________________________







Title: _________________________________
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Exhibit D



FrontRange Solutions Software Product: HEAT® Self Service(

(Rev. July 2002)


END-USER LICENSE AGREEMENT (“EULA”)


IMPORTANT – READ CAREFULLY


THIS EULA IS A LEGAL AGREEMENT BETWEEN YOU (“YOU” OR “LICENSEE”) AND FRONTRANGE SOLUTIONS INC. (A DELAWARE CORPORATION WITH ITS PRINCIPAL PLACE OF BUSINESS IN COLORADO), ON ITS OWN BEHALF AND ON BEHALF OF ITS SUBSIDIARIES, DIVISIONS AND AFFILIATES (COLLECTIVELY REFERRED TO AS “FRONTRANGE SOLUTIONS”), FOR THE SOFTWARE PRODUCT IDENTIFIED ABOVE WHICH INCLUDES COMPUTER SOFTWARE AND ASSOCIATED MEDIA AND DOCUMENTATION (COLLECTIVELY “LICENSED SOFTWARE” or “HEAT Self Service”).  BY OPENING THE SOFTWARE PACKAGING, COMPLETING THE SERIALIZATION PROCESS, OR DOWNLOADING, INSTALLING, ACCESSING OR UTILIZING THE LICENSED SOFTWARE OR CLICKING THE “I ACCEPT” BUTTON, YOU AGREE TO BE BOUND BY THE TERMS OF THIS EULA.  IF YOU DO NOT AGREE WITH THE TERMS OF THIS EULA, PROMPTLY RETURN THE UNUSED LICENSED SOFTWARE TO THE PLACE FROM WHICH YOU OBTAINED IT FOR A REFUND.


1.
Protection/Ownership.  The Licensed Software may include software owned by third-parties (collectively "Third-Party Owners").  The Third-Party Owners are third-party beneficiaries of this EULA and You agree to be bound to them under all the terms and conditions of this EULA, unless and to the extent that a separate license agreement for such software governs.  The Licensed Software is protected by copyright and other intellectual property laws.  FrontRange Solutions or a Third Party Owner retain ownership of the Licensed Software and the copies of the Licensed Software provided herewith.  The Licensed Software is licensed to Licensee for use subject to the terms set forth in this EULA. 


2.
HEAT License Required.  In order for You to use HEAT Self Service, You must have a valid license under another EULA for the latest corresponding version of the HEAT® product.  This EULA will automatically terminate upon termination of Your HEAT EULA.  This HEAT Self Service license does not expand Your number of authorized concurrent users for HEAT and may only be used in conjunction with one HEAT system.


3.
Grant of License.  FrontRange Solutions hereby grants to Licensee and Licensee fully accepts, upon delivery, a nonexclusive, nontransferable and perpetual (unless earlier terminated as provided below) right to use only the executable version (no source code) of the Licensed Software for its own internal business purposes.  Nothing in this paragraph shall limit Licensee from allowing its employees, agents or representatives or the employees, agents or representatives of Licensee’s parent, subsidiaries or affiliates, if any, from accessing or using the Licensed Software for Licensee’s own internal business purposes.  Installation of the Licensed Software entails completion of a serialization procedure in which You will be required to enter a serialization code(s) provided to You as part of the Licensed Software.  You agree not to disclose the serialization code provided to You to any third party, other than an authorized FrontRange Solutions reseller (“Reseller”). 


4.
Transfer.  To the maximum extent permitted by applicable law, Licensee may not resell or otherwise transfer for value the Licensed Software.  Notwithstanding the foregoing, Licensee may assign all of its licensed rights and duties under this EULA to a third-party that: (a) directly or indirectly controls Licensee; (b) is controlled by or under common control with Licensee; or (c) purchases all or substantially all of Licensee’s assets; provided, however, that (i) Licensee gives written notice to FrontRange Solutions of the transfer or assignment; (ii) the permitted third-party assignee agrees to be bound by all the terms herein and completes and returns a registration card or other requested transfer documentation to FrontRange Solutions; and (iii) in no circumstance shall any transfer or assignment, unless specifically agreed upon in writing, release Licensee from any prior outstanding obligation under this EULA.  If You transfer the Licensed Software, You must simultaneously transfer possession of all associated media and documentation, and remove all Licensed Software from Your computers.


5.
Restrictions.  You agree not to copy the Licensed Software except for backup and disaster recovery purposes, or as described in the documentation comprising the Licensed Software.  If You make backup copies of the Licensed Software, the original copy of the Licensed Software and all backup copies that You make may not leave your control and are owned by FrontRange Solutions or a Third Party Owner.  You agree that this is a license only and that no title passes to You.  You agree not to challenge FrontRange Solutions’ rights in or otherwise attempt to assert any rights in the Licensed Software, except those provided under this EULA.  You agree not to disclose, modify, decompile, translate, disassemble or reverse engineer the Licensed Software.  You agree not to distribute, rent or lease the Licensed Software.  You agree not to use the Licensed Software as a commercial hoster or application service provider.  You agree not to use the Licensed Software except as expressly permitted under this EULA.  You acknowledge that the Licensed Software contains information deemed confidential or otherwise proprietary to FrontRange Solutions or a Third Party Owner, and You agree to handle the Licensed Software with at least the same degree of care employed with respect to Your own confidential or proprietary information.  


6.
Warranty/Remedy/Limitation of Liability.  TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, THE WARRANTY AND REMEDY SET FORTH BELOW ARE EXCLUSIVE AND IN LIEU OF ALL OTHER WARRANTIES AND REMEDIES, ORAL OR WRITTEN, EXPRESSED OR IMPLIED.  Except as provided for in this EULA, no FrontRange Solutions reseller, dealer, agent or employee is authorized to modify or add to the following warranties and remedies. 


FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials and workmanship under normal use; and (ii) the Licensed Software will perform substantially in accordance with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or misapplication of the Licensed Software.


If You believe there is a defect in the Licensed Software such that it does not meet the Limited Warranty provided above, You must notify FrontRange Solutions in writing within the 90-day warranty period.  FrontRange Solutions’ entire liability and Your exclusive remedy with regard to the Limited Warranty, shall be, at FrontRange Solutions’ sole discretion, either repair or replacement of the Licensed Software or a refund of the amount paid by You for the Licensed Software (provided in that case that You also return the Licensed Software).  Any repaired or replacement Licensed Software shall be warranted for the remainder of the original warranty period.  


To the maximum extent permitted by applicable law, except as provided above, FRONTRANGE SOLUTIONS MAKES NO WARRANTY OR REPRESENTATION, EITHER EXPRESSED OR IMPLIED WITH RESPECT TO THE LICENSED SOFTWARE, ITS QUALITY, PERFORMANCE, MERCHANTABILITY, OR FITNESS FOR A PARTICULAR PURPOSE.  


You understand and acknowledge that FrontRange Solutions will not be liable for network-related problems attributable to the operation of the Licensed Software and that network configuration changes may affect the system's performance.  


To the maximum extent permitted by applicable law, and except for liability arising under paragraph 7 below, FrontRange Solutions’ entire liability under this EULA shall be limited to the amount paid by You for the Licensed Software.


IN NO EVENT WILL FRONTRANGE SOLUTIONS BE LIABLE FOR INDIRECT, SPECIAL, INCIDENTAL OR CONSEQUENTIAL DAMAGES ARISING OUT OF THE USE OR INABILITY TO USE THE LICENSED SOFTWARE, even if advised of the possibility of such damages.  In particular, and without limitation, FrontRange Solutions shall have no liability for any data stored or processed with the Licensed Software, including the costs of recovering such data.


7.
Indemnification.  FrontRange Solutions represents that it has the right to grant to Licensee the license to use the Licensed Software as set forth in this EULA without violating any rights of any third party and that there is no actual or threatened suit by any third party based on an alleged violation of such right by FrontRange Solutions.  FrontRange Solutions will defend, indemnify and hold Licensee harmless from any third party claim that the Licensed Software infringes any copyright, trademark or trade secret owned or controlled by the third party; provided, however, that (i) FrontRange Solutions shall be notified promptly in writing by Licensee of any such claim; (ii) FrontRange Solutions shall have sole control of the defense of any action on such claim and all negotiations for its settlement or compromise; (iii) Licensee shall cooperate with FrontRange Solutions, at FrontRange Solutions’ expense, in a reasonable way to facilitate the settlement or defense of such claim; (iv) such claim does not arise from Licensee’s modifications not authorized by FrontRange Solutions; and (v) should the Licensed Software become, or in FrontRange Solutions’ opinion likely to become, subject to such claim of infringement, then Licensee shall permit FrontRange Solutions, at FrontRange Solutions’ option  and expense, either (a) to procure for Licensee the right to continue using the Licensed Software, or (b) to replace or modify the Licensed Software so that it becomes noninfringing and performs in a substantially similar manner to the original product, or (c) upon failure of (a) or (b), despite the reasonable efforts of FrontRange Solutions, to terminate this EULA and return the license fee paid by Licensee for the Licensed Software.


8.
Maintenance and Support.  FrontRange Solutions provides maintenance and/or technical support (including upgrades and enhancements) for the Licensed Software only through separate Agreements.  Please contact FrontRange Solutions or the place from which You obtained the Licensed Software if You wish to obtain maintenance and/or technical support through the execution of such an agreement. 


9.
Export Control.  You may not export, ship, transmit, or re-export the Licensed Software in violation of any applicable law or regulation, including, without limitation, the Export Administration Regulations issued by the United States Department of Commerce, or any such similar law or regulation issued by such other governmental entity which may have jurisdiction over such export. 


10.
United States Government Restricted Rights.  THIS SECTION APPLIES ONLY TO LICENSING OR USE BY THE FEDERAL GOVERNMENT OF THE UNITED STATES.  The Licensed Software is provided with RESTRICTED RIGHTS.  Use, duplication, or disclosure by the federal government is subject to restricted rights as set forth in subparagraph (c)(1)(ii) of The Rights in Technical Data and Computer Software clause at 252.227-7014 for DOD contracts and at FAR (48 CFR 52.227-19) for civilian agency contracts or other comparable agency clauses. 


11.
Termination.  Your right to use the Licensed Software continues until this EULA is terminated.  You may terminate this EULA at any time by destroying all of Your copies of the Licensed Software.  This EULA will automatically terminate if You fail to comply with the material terms of this EULA.  Upon any termination, You agree to remove all Licensed Software from Your computers, destroy all copies of the Licensed Software, and, upon request from FrontRange Solutions, certify in writing Your compliance herewith.


12.
Severability.  If any of the terms, or portions thereof, of this EULA are invalid or unenforceable under any applicable statute or rule of law, the court shall reform the contract to include an enforceable term as close to the intent of the original term as possible; all other terms shall remain unchanged.


13.
Whole Agreement.  This EULA and any applicable FrontRange Solutions order form or maintenance and support agreement or like document constitutes the entire agreement between You and FrontRange Solutions relating to the subject matter hereof, and any additions to, or modifications of, this EULA shall be binding upon the parties only if the same shall be in writing and duly executed by You and by a duly authorized representative of FrontRange Solutions.  THE TERMS AND CONDITIONS OF ANY CORRESPONDING PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM RELATING TO THE LICENSED SOFTWARE ARE ONLY BINDING ON FRONTRANGE SOLUTIONS IF SUCH TERMS AND CONDITIONS ARE AGREED TO IN WRITING IN ACCORDANCE WITH THE PRIOR SENTENCE AND IN A DOCUMENT OTHER THAN THE PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM.  


14.
Waiver.  The waiver or failure of either party to exercise in any respect any right provided for in this EULA shall not be deemed a waiver of any further or future right under this EULA.  


15.
Assignability.  This EULA shall inure to the benefit of, and is freely assignable to, FrontRange Solutions’ successors and assignees of rights in the Licensed Software.


16.
Resellers.  If Licensee acquired the Licensed Software through a Reseller, Licensee acknowledges that (i) payment and delivery terms for the Licensed Software must be established separately and independently between the Licensee and the Reseller; (ii) this EULA constitutes the entire agreement between the Licensee and FrontRange Solutions regarding the license rights for the Licensed Software as described above and is controlling; (iii) the terms and conditions of any purchase order or any other agreement between the Licensee and the Reseller are not binding on FrontRange Solutions; (iv) the Reseller is not FrontRange Solutions’ agent and is not authorized to alter, amend or modify the terms of this EULA or to otherwise grant any license or other rights relating in any way to the Licensed Software; and (v) Licensee’s nonpayment of any amount due to a Reseller or any other relevant third party relating to its licensed rights under this EULA shall constitute a basis for FrontRange Solutions’ termination of this EULA.  Licensee further acknowledges that FrontRange Solutions makes no representation or warranty with regard to any services provided by any Reseller, or any actions or failures to act by any Reseller.
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Exhibit C



FrontRange Solutions Software Product:  HEAT® Plus Knowledge

(Rev. Aug. 2002)


END-USER LICENSE AGREEMENT (“EULA”)


IMPORTANT – READ CAREFULLY


THIS EULA IS A LEGAL AGREEMENT BETWEEN YOU (“YOU” OR “LICENSEE”) AND FRONTRANGE SOLUTIONS INC. (A DELAWARE CORPORATION WITH ITS PRINCIPAL PLACE OF BUSINESS IN COLORADO), ON ITS OWN BEHALF AND ON BEHALF OF ITS SUBSIDIARIES, DIVISIONS AND AFFILIATES (COLLECTIVELY REFERRED TO AS “FRONTRANGE SOLUTIONS”), FOR THE SOFTWARE PRODUCT IDENTIFIED ABOVE WHICH INCLUDES COMPUTER SOFTWARE AND ASSOCIATED MEDIA AND DOCUMENTATION (COLLECTIVELY “LICENSED SOFTWARE”).  BY OPENING THE SOFTWARE PACKAGING, COMPLETING THE SERIALIZATION PROCESS, OR DOWNLOADING, INSTALLING, ACCESSING OR UTILIZING THE LICENSED SOFTWARE OR CLICKING THE “I ACCEPT” BUTTON, YOU AGREE TO BE BOUND BY THE TERMS OF THIS EULA.  IF YOU DO NOT AGREE WITH THE TERMS OF THIS EULA, PROMPTLY RETURN THE UNUSED LICENSED SOFTWARE TO THE PLACE FROM WHICH YOU OBTAINED IT FOR A REFUND.


1.
Protection/Ownership.  The Licensed Software may include software owned by third-parties (collectively "Third-Party Owners").  The Third-Party Owners are third-party beneficiaries of this EULA and You agree to be bound to them under all the terms and conditions of this EULA, unless and to the extent that a separate license agreement for such software governs.  The Licensed Software is protected by copyright and other intellectual property laws.  FrontRange Solutions or a Third Party Owner retain ownership of the Licensed Software and the copies of the Licensed Software provided herewith.  The Licensed Software is licensed to Licensee for use subject to the terms set forth in this EULA. 


2.
HEAT License Required.  In order for You to use this HEAT Plus software product, You must have a valid license under another EULA for the latest corresponding version of the HEAT® product.  This EULA will automatically terminate upon termination of Your corresponding HEAT EULA.  This HEAT Plus license does not expand Your number of authorized concurrent users for HEAT.  


3.
Grant of License.  FrontRange Solutions hereby grants to Licensee and Licensee fully accepts, upon delivery, a nonexclusive, nontransferable and perpetual (unless earlier terminated as provided below) right to use only the executable version (no source code) of the Licensed Software for its own internal business purposes. You may use only one copy of the Licensed Software installed on one server accessing one database.  Installation of the Licensed Software entails completion of a serialization procedure in which You will be required to enter a serialization code(s) provided to You as a part of the Licensed Software.  You agree not to disclose the serialization code(s) provided to You to any third-party, other than an authorized FrontRange Solutions reseller (“Reseller”).  The serialization code indicates to the loaded Licensed Software the number of authorized concurrent users covered by the license.  


4.
Scope of License.  You are allowed only the number of concurrent users of the Licensed Software as shown in the corresponding purchase order or other order confirmation form.  The number of authorized concurrent users covered by the license will be visually displayed to You during the serialization procedure.  A remote user accessing the Licensed Software (via a web-enabled HEAT product) is considered to be utilizing one concurrent user license.  Nothing in this paragraph shall limit Licensee from allowing its employees, agents or representatives or the employees, agents or representatives of Licensee’s parent, subsidiaries or affiliates, if any, from accessing or using the Licensed Software for Licensee’s own internal business purposes; provided, however that (i) the total number of concurrent users does not exceed the number of authorized concurrent users covered by the license; and (ii) use or access is associated with no more than one HEAT system and with only customer service and/or help desk content. 


5.
Additional users.  If You wish to expand the number of authorized concurrent users covered by the license You may be able to purchase the additional licenses from FrontRange Solutions or a Reseller.  Such added licenses will be affected by the provision of additional serialization code(s) by FrontRange Solutions. 


6.
Transfer.  To the maximum extent permitted by applicable law, Licensee may not resell or otherwise transfer for value the Licensed Software.  Notwithstanding the foregoing, Licensee may assign all of its licensed rights and duties under this EULA to a third-party that: (a) directly or indirectly controls Licensee; (b) is controlled by or under common control with Licensee; or (c) purchases all or substantially all of Licensee’s assets; provided, however, that (i) Licensee gives written notice to FrontRange Solutions of the transfer or assignment; (ii) the permitted third-party assignee agrees to be bound by all the terms herein and completes and returns a registration card or other requested transfer documentation to FrontRange Solutions; and (iii) in no circumstance shall any transfer or assignment, unless specifically agreed upon in writing, (y) release Licensee from any prior outstanding obligation under this EULA, or (z) allow Licensee or Licensee’s transferee or assignee, collectively, to utilize more licenses than the number of licenses authorized under this EULA.  If You transfer the Licensed Software, You must simultaneously transfer possession of all associated media and documentation, and remove all Licensed Software from Your computers.


7.
Restrictions.  You agree not to copy the Licensed Software except for backup and disaster recovery purposes, or as described in the documentation comprising the Licensed Software.  If You make backup copies of the Licensed Software, the original copy of the Licensed Software and all backup copies that You make may not leave your control and are owned by FrontRange Solutions or a Third Party Owner.  You agree that this is a license only and that no title passes to You.  You agree not to challenge FrontRange Solutions’ rights in or otherwise attempt to assert any rights in the Licensed Software, except those provided under this EULA.  You agree not to disclose, modify, decompile, translate, disassemble or reverse engineer the Licensed Software.  You agree not to distribute, rent or lease the Licensed Software.  You agree not to use the Licensed Software as a commercial hoster or application service provider.  You agree not to use the Licensed Software except as expressly permitted under this EULA.  You acknowledge that the Licensed Software contains information deemed confidential or otherwise proprietary to FrontRange Solutions or a Third Party Owner, and You agree to handle the Licensed Software with at least the same degree of care employed with respect to Your own confidential or proprietary information.  


8.
Warranty/Remedy/Limitation of Liability.  TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, THE WARRANTY AND REMEDY SET FORTH BELOW ARE EXCLUSIVE AND IN LIEU OF ALL OTHER WARRANTIES AND REMEDIES, ORAL OR WRITTEN, EXPRESSED OR IMPLIED.  Except as provided for in this EULA, no FrontRange Solutions reseller, dealer, agent or employee is authorized to modify or add to the following warranties and remedies. 


FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials and workmanship under normal use; and (ii) the Licensed Software will perform substantially in accordance with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or misapplication of the Licensed Software.


If You believe there is a defect in the Licensed Software such that it does not meet the Limited Warranty provided above, You must notify FrontRange Solutions in writing within the 90-day warranty period.  FrontRange Solutions’ entire liability and Your exclusive remedy with regard to the Limited Warranty, shall be, at FrontRange Solutions’ sole discretion, either repair or replacement of the Licensed Software or a refund of the amount paid by You for the Licensed Software (provided in that case that You also return the Licensed Software).  Any repaired or replacement Licensed Software shall be warranted for the remainder of the original warranty period.  


To the maximum extent permitted by applicable law, except as provided above, FRONTRANGE SOLUTIONS MAKES NO WARRANTY OR REPRESENTATION, EITHER EXPRESSED OR IMPLIED WITH RESPECT TO THE LICENSED SOFTWARE, ITS QUALITY, PERFORMANCE, MERCHANTABILITY, OR FITNESS FOR A PARTICULAR PURPOSE. 


UNLESS BOTH EXPRESSLY REPRESENTED AND AGREED IN WRITING, THE LICENSED SOFTWARE IS NOT DESIGNED, OR INTENDED FOR USE IN ANY MEDICAL, LIFE SAVING OR LIFE SUSTAINING SYSTEMS, TRANSPORTATION SYSTEMS, NUCLEAR SYSTEMS, OR FOR ANY OTHER MISSION CRITICAL APPLICATION IN WHICH THE FAILURE OF THE LICENSED SOFTWARE COULD CREATE A SITUATION WHERE SUBSTANTIAL PROPERTY DAMAGE OR PERSONAL INJURY OR DEATH MAY OCCUR.  FRONTRANGE SOLUTIONS AND ANY Third-Party Owners RECOMMEND AGAINST, AND DISCLAIM ANY LIABILITY FOR, USE OF THE LICENSED SOFTWARE IN ANY SUCH APPLICATION.


You understand and acknowledge that FrontRange Solutions will not be liable for network-related problems attributable to the operation of the Licensed Software and that network configuration changes may affect the system's performance.  


To the maximum extent permitted by applicable law, and except for liability arising under paragraph 9 below, FrontRange Solutions’ entire liability under this EULA shall be limited to the amount paid by You for the Licensed Software.


IN NO EVENT WILL FRONTRANGE SOLUTIONS BE LIABLE FOR INDIRECT, SPECIAL, INCIDENTAL OR CONSEQUENTIAL DAMAGES ARISING OUT OF THE USE OR INABILITY TO USE THE LICENSED SOFTWARE, even if advised of the possibility of such damages.  In particular, and without limitation, FrontRange Solutions shall have no liability for any data stored or processed with the Licensed Software, including the costs of recovering such data.


9.
Indemnification.  FrontRange Solutions represents that it has the right to grant to Licensee the license to use the Licensed Software as set forth in this EULA without violating any rights of any third party and that there is no actual or threatened suit by any third party based on an alleged violation of such right by FrontRange Solutions.  FrontRange Solutions will defend, indemnify and hold Licensee harmless from any third party claim that the Licensed Software infringes any copyright, trademark or trade secret owned or controlled by the third party; provided, however, that (i) FrontRange Solutions shall be notified promptly in writing by Licensee of any such claim; (ii) FrontRange Solutions shall have sole control of the defense of any action on such claim and all negotiations for its settlement or compromise; (iii) Licensee shall cooperate with FrontRange Solutions, at FrontRange Solutions’ expense, in a reasonable way to facilitate the settlement or defense of such claim; (iv) such claim does not arise from Licensee’s modifications not authorized by FrontRange Solutions; and (v) should the Licensed Software become, or in FrontRange Solutions’ opinion likely to become, subject to such claim of infringement, then Licensee shall permit FrontRange Solutions, at FrontRange Solutions’ option  and expense, either (a) to procure for Licensee the right to continue using the Licensed Software, or (b) to replace or modify the Licensed Software so that it becomes noninfringing and performs in a substantially similar manner to the original product, or (c) upon failure of (a) or (b), despite the reasonable efforts of FrontRange Solutions, to terminate this EULA and return the license fee paid by Licensee for the Licensed Software.


10.
Maintenance and Support.  FrontRange Solutions provides maintenance and/or technical support (including upgrades and enhancements) for the Licensed Software only through separate Agreements.  Please contact FrontRange Solutions or the place from which You obtained the Licensed Software if You wish to obtain maintenance and/or technical support through the execution of such an agreement. 


11.
Export Control.  You may not export, ship, transmit, or re-export the Licensed Software in violation of any applicable law or regulation, including, without limitation, the Export Administration Regulations issued by the United States Department of Commerce, or any such similar law or regulation issued by such other governmental entity which may have jurisdiction over such export. 


12.
United States Government Restricted Rights.  THIS SECTION APPLIES ONLY TO LICENSING OR USE BY THE FEDERAL GOVERNMENT OF THE UNITED STATES.  The Licensed Software is provided with RESTRICTED RIGHTS.  Use, duplication, or disclosure by the federal government is subject to restricted rights as set forth in subparagraph (c)(1)(ii) of The Rights in Technical Data and Computer Software clause at 252.227-7014 for DOD contracts and at FAR (48 CFR 52.227-19) for civilian agency contracts or other comparable agency clauses. 


13.
Termination.  Your right to use the Licensed Software continues until this EULA is terminated.  You may terminate this EULA at any time by destroying all of Your copies of the Licensed Software.  This EULA will automatically terminate if You fail to comply with the material terms of this EULA.  Upon any termination, You agree to remove all Licensed Software from Your computers, destroy all copies of the Licensed Software, and, upon request from FrontRange Solutions, certify in writing Your compliance herewith.


14.
Severability.  If any of the terms, or portions thereof, of this EULA are invalid or unenforceable under any applicable statute or rule of law, the court shall reform the contract to include an enforceable term as close to the intent of the original term as possible; all other terms shall remain unchanged.


15.
Whole Agreement.  This EULA and any applicable FrontRange Solutions order form or maintenance and support agreement or like document constitutes the entire agreement between You and FrontRange Solutions relating to the subject matter hereof, and any additions to, or modifications of, this EULA shall be binding upon the parties only if the same shall be in writing and duly executed by You and by a duly authorized representative of FrontRange Solutions.  THE TERMS AND CONDITIONS OF ANY CORRESPONDING PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM RELATING TO THE LICENSED SOFTWARE ARE ONLY BINDING ON FRONTRANGE SOLUTIONS IF SUCH TERMS AND CONDITIONS ARE AGREED TO IN WRITING IN ACCORDANCE WITH THE PRIOR SENTENCE AND IN A DOCUMENT OTHER THAN THE PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM.  


16.
Waiver.  The waiver or failure of either party to exercise in any respect any right provided for in this EULA shall not be deemed a waiver of any further or future right under this EULA.  


17.
Assignability.  This EULA shall inure to the benefit of, and is freely assignable to, FrontRange Solutions’ successors and assignees of rights in the Licensed Software.


18.
Resellers.  If Licensee acquired the Licensed Software through a Reseller, Licensee acknowledges that (i) payment and delivery terms for the Licensed Software must be established separately and independently between the Licensee and the Reseller; (ii) this EULA constitutes the entire agreement between the Licensee and FrontRange Solutions regarding the license rights for the Licensed Software as described above and is controlling; (iii) the terms and conditions of any purchase order or any other agreement between the Licensee and the Reseller are not binding on FrontRange Solutions; (iv) the Reseller is not FrontRange Solutions’ agent and is not authorized to alter, amend or modify the terms of this EULA or to otherwise grant any license or other rights relating in any way to the Licensed Software; and (v) Licensee’s nonpayment of any amount due to a Reseller or any other relevant third party relating to its licensed rights under this EULA shall constitute a basis for FrontRange Solutions’ termination of this EULA.  Licensee further acknowledges that FrontRange Solutions makes no representation or warranty with regard to any services provided by any Reseller, or any actions or failures to act by any Reseller.
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Exhibit A, Addendum 1



ADDENDUM 1 TO THE HEAT END-USER LICENSE AGREEMENT FOR


CITY OF SEATTLE


The End-User License Agreement for HEAT (“EULA,” attached hereto as Exhibit A) for City of Seattle (HDA #________), is hereby amended by this Addendum.  The EULA together with this Addendum govern the use of the HEAT Licensed Software.  In the event of any conflict between the terms of this Addendum and the EULA, the Addendum will prevail:


A.
The 2nd paragraph in paragraph 7 is replaced as follows:


FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials and workmanship under normal use; (ii) the Licensed Software and Materials do not and will not contain any viruses or disabling algorithms when delivered to you, nor any CPU, data, time bomb mechanism or use dependencies or other protective devices that would restrict or prevent the use or copying of the Licensed Software as permitted under the Agreement; and (iii) the Licensed Software will perform substantially in accordance with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or misapplication of the Licensed Software.


B.
Counterparts.  The Agreement may be executed in counterparts, each of which shall be an original and all of which together shall constitute one and the same instrument


Unless and except as provided above, all other provisions and terms and conditions of the EULA remain unchanged and in full force and effect.  Licensee acknowledges and reaffirms each and every part of the EULA, in the form attached hereto as Exhibit A, as binding upon Licensee, as modified by this Addendum.



Agreed to this ______ day of _______________, 2003.







FRONTRANGE SOLUTIONS INC.


_____________



By: __________________________________


Date




Printed Name: Tammy H. Kraemer







Title: General Counsel


CITY OF SEATTLE (“Licensee”) 


_____________



By: __________________________________


Date




Printed Name: _________________________







Title: _________________________________


PAGE  
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Exhibit B



FrontRange Solutions Software Product: iHEAT(

(Rev. Aug. 2001)


END-USER LICENSE AGREEMENT (“EULA”)


IMPORTANT – READ CAREFULLY


THIS EULA IS A LEGAL AGREEMENT BETWEEN YOU (“YOU” OR “LICENSEE”) AND FRONTRANGE SOLUTIONS INC. (A DELAWARE CORPORATION WITH ITS PRINCIPAL PLACE OF BUSINESS IN COLORADO), ON ITS OWN BEHALF AND ON BEHALF OF ITS SUBSIDIARIES, DIVISIONS AND AFFILIATES (COLLECTIVELY REFERRED TO AS “FRONTRANGE SOLUTIONS”), FOR THE SOFTWARE PRODUCT IDENTIFIED ABOVE WHICH INCLUDES COMPUTER SOFTWARE AND ASSOCIATED MEDIA AND DOCUMENTATION (COLLECTIVELY “LICENSED SOFTWARE”).  BY OPENING THE SOFTWARE PACKAGING, COMPLETING THE SERIALIZATION PROCESS, OR INSTALLING, ACCESSING OR UTILIZING THE LICENSED SOFTWARE, YOU AGREE TO BE BOUND BY THE TERMS OF THIS EULA.  IF YOU DO NOT AGREE WITH THE TERMS OF THIS EULA, PROMPTLY RETURN THE UNUSED LICENSED SOFTWARE TO THE PLACE FROM WHICH YOU OBTAINED IT FOR A REFUND.


1.
Protection/Ownership.  The Licensed Software may include software owned by third-parties (collectively "Third-Party Owners").  The Third-Party Owners are third-party beneficiaries of this EULA and You agree to be bound to them under all the terms and conditions of this EULA, unless and to the extent that a separate license agreement for such software governs.  The Licensed Software is protected by copyright and other intellectual property laws.  FrontRange Solutions or a Third Party Owner retain ownership of the Licensed Software and the copies of the Licensed Software provided herewith.  The Licensed Software is licensed to Licensee for use subject to the terms set forth in this EULA. 


2.
HEAT License Required.  In order for You to use iHEAT, You must have a valid license under another EULA for the latest corresponding version of the HEAT® product.  This EULA will automatically terminate upon termination of Your HEAT EULA.  This iHEAT license does not expand Your number of authorized concurrent users for HEAT and may only be used in conjunction with one HEAT system.  Remote users accessing HEAT via iHEAT are considered to be utilizing one of Your concurrent user licenses under HEAT.

3.
Grant of License.  FrontRange Solutions hereby grants to Licensee and Licensee fully accepts, upon delivery, a nonexclusive, nontransferable and perpetual (unless earlier terminated as provided below) right to use only the executable version (no source code) of the Licensed Software for its own internal business purposes.  Installation of the Licensed Software entails completion of a serialization procedure in which You will be required to enter a serialization code(s) provided to You as part of the Licensed Software.  You agree not to disclose the serialization code provided to You to any third party other than an authorized FrontRange Solutions reseller (“Reseller”).  The serialization code indicates to the loaded software the number of authorized concurrent users covered by the license.  


4.
Scope of License.  You are allowed only the number of concurrent users of the Licensed Software as shown in the corresponding purchase order or other order confirmation form.  The number of authorized concurrent users covered by the license will be visually displayed to You during the serialization procedure.  Nothing in this paragraph shall limit Licensee from allowing its employees, agents or representatives or the employees, agents or representatives of Licensee’s parent, subsidiaries or affiliates, if any, from accessing or using the Licensed Software for Licensee’s own internal business purposes; provided, however that the total number of concurrent users does not exceed the number of authorized concurrent users covered by the license.  


5.
Additional users.  If You wish to expand the number of authorized concurrent users covered by the license You may be able to purchase the additional licenses from FrontRange Solutions or a Reseller.  Such added licenses will be affected by the provision of additional serialization code(s) by FrontRange Solutions. 


6.
Transfer.  To the maximum extent permitted by applicable law, Licensee may not resell or otherwise transfer for value the Licensed Software.  Notwithstanding the foregoing, Licensee may assign all of its licensed rights and duties under this EULA to a third-party that: (a) directly or indirectly controls Licensee; (b) is controlled by or under common control with Licensee; or (c) purchases all or substantially all of Licensee’s assets; provided, however, that (i) Licensee gives written notice to FrontRange Solutions of the transfer or assignment; (ii) the permitted third-party assignee agrees to be bound by all the terms herein and completes and returns a registration card or other requested transfer documentation to FrontRange Solutions; and (iii) in no circumstance shall any transfer or assignment, unless specifically agreed upon in writing, (y) release Licensee from any prior outstanding obligation under this EULA, or (z) allow Licensee or Licensee’s transferee or assignee, collectively, to utilize more licenses than the number of licenses authorized under this EULA.  If You transfer the Licensed Software, You must simultaneously transfer possession of all associated media and documentation, and remove all Licensed Software from Your computers.


7.
Restrictions.  You agree not to copy the Licensed Software except for backup and disaster recovery purposes, or as described in the documentation comprising the Licensed Software.  If You make backup copies of the Licensed Software, the original copy of the Licensed Software and all backup copies that You make may not leave your control and are owned by FrontRange Solutions or a Third Party Owner.  You agree that this is a license only and that no title passes to You.  You agree not to challenge FrontRange Solutions’ rights in or otherwise attempt to assert any rights in the Licensed Software, except those provided under this EULA.  You agree not to disclose, modify, decompile, translate, disassemble or reverse engineer the Licensed Software.  You agree not to distribute, rent or lease the Licensed Software.  You agree not to use the Licensed Software for the business needs of another person or entity, including without limitation providing outsourcing, service bureau, commercial hosting, application service provider or on-line services to third parties.  You agree not to use the Licensed Software except as expressly permitted under this EULA.  You acknowledge that the Licensed Software contains information deemed confidential or otherwise proprietary to FrontRange Solutions or a Third Party Owner, and You agree to handle the Licensed Software with at least the same degree of care employed with respect to Your own confidential or proprietary information.  


8.
Warranty/Remedy/Limitation of Liability.  TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, THE WARRANTY AND REMEDY SET FORTH BELOW ARE EXCLUSIVE AND IN LIEU OF ALL OTHER WARRANTIES AND REMEDIES, ORAL OR WRITTEN, EXPRESSED OR IMPLIED.  Except as provided for in this EULA, no FrontRange Solutions reseller, dealer, agent or employee is authorized to modify or add to the following warranties and remedies. 


FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials and workmanship under normal use; and (ii) the Licensed Software will perform substantially in accordance with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or misapplication of the Licensed Software.


If You believe there is a defect in the Licensed Software such that it does not meet the Limited Warranty provided above, You must notify FrontRange Solutions in writing within the 90-day warranty period.  FrontRange Solutions’ entire liability and Your exclusive remedy with regard to the Limited Warranty, shall be, at FrontRange Solutions’ sole discretion, either repair or replacement of the Licensed Software or a refund of the amount paid by You for the Licensed Software (provided in that case that You also return the Licensed Software).  Any repaired or replacement Licensed Software shall be warranted for the remainder of the original warranty period.  


To the maximum extent permitted by applicable law, except as provided above, FRONTRANGE SOLUTIONS MAKES NO WARRANTY OR REPRESENTATION, EITHER EXPRESSED OR IMPLIED WITH RESPECT TO THE LICENSED SOFTWARE, ITS QUALITY, PERFORMANCE, MERCHANTABILITY, OR FITNESS FOR A PARTICULAR PURPOSE.  


You understand and acknowledge that FrontRange Solutions will not be liable for network-related problems attributable to the operation of the Licensed Software and that network configuration changes may affect the system's performance.  


To the maximum extent permitted by applicable law, and except for liability arising under paragraph 9 below, FrontRange Solutions’ entire liability under this EULA shall be limited to the amount paid by You for the Licensed Software.


IN NO EVENT WILL FRONTRANGE SOLUTIONS BE LIABLE FOR INDIRECT, SPECIAL, INCIDENTAL OR CONSEQUENTIAL DAMAGES ARISING OUT OF THE USE OR INABILITY TO USE THE LICENSED SOFTWARE, even if advised of the possibility of such damages.  In particular, and without limitation, FrontRange Solutions shall have no liability for any data stored or processed with the Licensed Software, including the costs of recovering such data.


9.
Indemnification.  FrontRange Solutions represents that it has the right to grant to Licensee the license to use the Licensed Software as set forth in this EULA without violating any rights of any third party and that there is no actual or threatened suit by any third party based on an alleged violation of such right by FrontRange Solutions.  FrontRange Solutions will defend, indemnify and hold Licensee harmless from any third party claim that the Licensed Software infringes any copyright, trademark or trade secret owned or controlled by the third-party; provided, however, that (i) FrontRange Solutions shall be notified promptly in writing by Licensee of any such claim; (ii) FrontRange Solutions shall have sole control of the defense of any action on such claim and all negotiations for its settlement or compromise; (iii) Licensee shall cooperate with FrontRange Solutions, at FrontRange Solutions’ expense, in a reasonable way to facilitate the settlement or defense of such claim; (iv) such claim does not arise from Licensee’s modifications not authorized by FrontRange Solutions; and (v) should the Licensed Software become, or in FrontRange Solutions’ opinion likely to become, subject to such claim of infringement, then Licensee shall permit FrontRange Solutions, at FrontRange Solutions’ option  and expense, either (a) to procure for Licensee the right to continue using the Licensed Software, or (b) to replace or modify the Licensed Software so that it becomes noninfringing and performs in a substantially similar manner to the original product, or (c) upon failure of (a) or (b), despite the reasonable efforts of FrontRange Solutions, to terminate this EULA and return the license fee paid by Licensee for the Licensed Software.


10.
Maintenance and Support.  FrontRange Solutions provides maintenance and/or technical support (including upgrades and enhancements) for the Licensed Software only through separate Agreements.  Please contact FrontRange Solutions or the place from which You obtained the Licensed Software if You wish to obtain maintenance and/or technical support through the execution of such an agreement. 


11.
Export Control.  You may not export, ship, transmit, or re-export the Licensed Software in violation of any applicable law or regulation, including, without limitation, the Export Administration Regulations issued by the United States Department of Commerce, or any such similar law or regulation issued by such other governmental entity which may have jurisdiction over such export. 


12.
United States Government Restricted Rights.  THIS SECTION APPLIES ONLY TO LICENSING OR USE BY THE FEDERAL GOVERNMENT OF THE UNITED STATES.  The Licensed Software is provided with RESTRICTED RIGHTS.  Use, duplication, or disclosure by the federal government is subject to restricted rights as set forth in subparagraph (c)(1)(ii) of The Rights in Technical Data and Computer Software clause at 252.227-7014 for DOD contracts and at FAR (48 CFR 52.227-19) for civilian agency contracts or other comparable agency clauses. 


13.
Termination.  Your right to use the Licensed Software continues until this EULA is terminated.  You may terminate this EULA at any time by destroying all of Your copies of the Licensed Software.  This EULA will automatically terminate if You fail to comply with the material terms of this EULA.  Upon any termination, You agree to remove all Licensed Software from Your computers, destroy all copies of the Licensed Software, and, upon request from FrontRange Solutions, certify in writing Your compliance herewith.


14.
Severability.  If any of the terms, or portions thereof, of this EULA are invalid or unenforceable under any applicable statute or rule of law, the court shall reform the contract to include an enforceable term as close to the intent of the original term as possible; all other terms shall remain unchanged.


15.
Whole Agreement.  This EULA and any applicable FrontRange Solutions order form or maintenance and support agreement or like document constitutes the entire agreement between You and FrontRange Solutions relating to the licensed rights for the Licensed Software, and any additions to, or modifications of, this EULA shall be binding upon the parties only if the same shall be in writing and duly executed by You and by a duly authorized representative of FrontRange Solutions.  THE TERMS AND CONDITIONS OF ANY CORRESPONDING PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM RELATING TO THE LICENSED SOFTWARE ARE ONLY BINDING ON FRONTRANGE SOLUTIONS IF SUCH TERMS AND CONDITIONS ARE AGREED TO IN WRITING IN ACCORDANCE WITH THE PRIOR SENTENCE AND IN A DOCUMENT OTHER THAN THE PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM.  


16.
Waiver.  The waiver or failure of either party to exercise in any respect any right provided for in this EULA shall not be deemed a waiver of any further or future right under this EULA.  


17.
Assignability.  This EULA shall inure to the benefit of, and is freely assignable to, FrontRange Solutions’ successors and assignees of rights in the Licensed Software.


18.
Resellers.  If Licensee acquired the Licensed Software through a Reseller, Licensee acknowledges that (i) payment and delivery terms for the Licensed Software must be established separately and independently between the Licensee and the Reseller; (ii) this EULA constitutes the entire agreement between the Licensee and FrontRange Solutions regarding the license rights for the Licensed Software as described above and is controlling; (iii) the terms and conditions of any purchase order or any other agreement between the Licensee and the Reseller are not binding on FrontRange Solutions; (iv) the Reseller is not FrontRange Solutions’ agent and is not authorized to alter, amend or modify the terms of this EULA or to otherwise grant any license or other rights relating in any way to the Licensed Software; and (v) Licensee’s nonpayment of any amount due to a Reseller relating to its licensed rights under this EULA shall constitute a basis for FrontRange Solutions’ termination of this EULA.  Licensee further acknowledges that FrontRange Solutions makes no representation or warranty with regard to any services provided by any Reseller, or any actions or failures to act by any Reseller.
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Exhibit A



FrontRange Solutions Software Product:  HEAT(

(Rev. July 2002)


END-USER LICENSE AGREEMENT (“EULA”)


IMPORTANT – READ CAREFULLY


THIS EULA IS A LEGAL AGREEMENT BETWEEN YOU (“YOU” OR “LICENSEE”) AND FRONTRANGE SOLUTIONS INC. (A DELAWARE CORPORATION WITH ITS PRINCIPAL PLACE OF BUSINESS IN COLORADO), ON ITS OWN BEHALF AND ON BEHALF OF ITS SUBSIDIARIES, DIVISIONS AND AFFILIATES (COLLECTIVELY REFERRED TO AS “FRONTRANGE SOLUTIONS”), FOR THE SOFTWARE PRODUCT IDENTIFIED ABOVE WHICH INCLUDES COMPUTER SOFTWARE AND ASSOCIATED MEDIA AND DOCUMENTATION (COLLECTIVELY “LICENSED SOFTWARE”).  BY OPENING THE SOFTWARE PACKAGING, COMPLETING THE SERIALIZATION PROCESS, OR DOWNLOADING, INSTALLING, ACCESSING OR UTILIZING THE LICENSED SOFTWARE OR CLICKING THE “I ACCEPT” BUTTON, YOU AGREE TO BE BOUND BY THE TERMS OF THIS EULA.  IF YOU DO NOT AGREE WITH THE TERMS OF THIS EULA, PROMPTLY RETURN THE UNUSED LICENSED SOFTWARE TO THE PLACE FROM WHICH YOU OBTAINED IT FOR A REFUND.


1.
Protection/Ownership.  The Licensed Software may include software owned by third-parties (collectively "Third-Party Owners").  The Third-Party Owners are third-party beneficiaries of this EULA and You agree to be bound to them under all the terms and conditions of this EULA, unless and to the extent that a separate license agreement for such software governs.  The Licensed Software is protected by copyright and other intellectual property laws.  FrontRange Solutions or a Third Party Owner retain ownership of the Licensed Software and the copies of the Licensed Software provided herewith.  The Licensed Software is licensed to Licensee for use subject to the terms set forth in this EULA. 


2.
Grant of License.  FrontRange Solutions hereby grants to Licensee and Licensee fully accepts, upon delivery, a nonexclusive, nontransferable and perpetual (unless earlier terminated as provided below) right to use only the executable version (no source code) of the Licensed Software for its own internal business purposes. You may use only one copy of the Licensed Software installed on one server accessing one database.  Installation of the Licensed Software entails completion of a serialization procedure in which You will be required to enter a serialization code(s) provided to You as a part of the Licensed Software.  You agree not to disclose the serialization code(s) provided to You to any third party other than an authorized FrontRange Solutions reseller (“Reseller”).  The serialization code indicates to the loaded Licensed Software the number of authorized concurrent users covered by the license.  


3.
Scope of License.  You are allowed only the number of concurrent users of the Licensed Software as shown in the corresponding purchase order or other order confirmation form.  The number of authorized concurrent users covered by the license will be visually displayed to You during the serialization procedure.  A remote user accessing the Licensed Software (via a web-enabled HEAT product) is considered to be utilizing one concurrent user license.  Nothing in this paragraph shall limit Licensee from allowing its employees, agents or representatives or the employees, agents or representatives of Licensee’s parent, subsidiaries or affiliates, if any, from accessing or using the Licensed Software for Licensee’s own internal business purposes; provided, however that (i) the total number of concurrent users does not exceed the number of authorized concurrent users covered by the license; and (ii) use or access is restricted to no more than one copy of the Licensed Software installed on one server accessing one database. 


4.
Additional users.  If You wish to expand the number of authorized concurrent users covered by the license You may be able to purchase the additional licenses from FrontRange Solutions or a Reseller.  Such added licenses will be affected by the provision of additional serialization code(s) by FrontRange Solutions. 


5.
Transfer.  To the maximum extent permitted by applicable law, Licensee may not resell or otherwise transfer for value the Licensed Software.  Notwithstanding the foregoing, Licensee may assign all of its licensed rights and duties under this EULA to a third-party that: (a) directly or indirectly controls Licensee; (b) is controlled by or under common control with Licensee; or (c) purchases all or substantially all of Licensee’s assets; provided, however, that (i) Licensee gives written notice to FrontRange Solutions of the transfer or assignment; (ii) the permitted third-party assignee agrees to be bound by all the terms herein and completes and returns a registration card or other requested transfer documentation to FrontRange Solutions; and (iii) in no circumstance shall any transfer or assignment, unless specifically agreed upon in writing, (y) release Licensee from any prior outstanding obligation under this EULA, or (z) allow Licensee or Licensee’s transferee or assignee, collectively, to utilize more licenses than the number of licenses authorized under this EULA.  If You transfer the Licensed Software, You must simultaneously transfer possession of all associated media and documentation, and remove all Licensed Software from Your computers.


6.
Restrictions.  You agree not to copy the Licensed Software except for backup and disaster recovery purposes, or as described in the documentation comprising the Licensed Software.  If You make backup copies of the Licensed Software, the original copy of the Licensed Software and all backup copies that You make may not leave your control and are owned by FrontRange Solutions or a Third Party Owner.  You agree that this is a license only and that no title passes to You.  You agree not to challenge FrontRange Solutions’ rights in or otherwise attempt to assert any rights in the Licensed Software, except those provided under this EULA.  You agree not to disclose, modify, decompile, translate, disassemble or reverse engineer the Licensed Software.  You agree not to distribute, rent or lease the Licensed Software.  You agree not to use the Licensed Software as a commercial hoster or application service provider.  You agree not to use the Licensed Software except as expressly permitted under this EULA.  You acknowledge that the Licensed Software contains information deemed confidential or otherwise proprietary to FrontRange Solutions or a Third Party Owner, and You agree to handle the Licensed Software with at least the same degree of care employed with respect to Your own confidential or proprietary information.  


7.
Warranty/Remedy/Limitation of Liability.  TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, THE WARRANTY AND REMEDY SET FORTH BELOW ARE EXCLUSIVE AND IN LIEU OF ALL OTHER WARRANTIES AND REMEDIES, ORAL OR WRITTEN, EXPRESSED OR IMPLIED.  Except as provided for in this EULA, no FrontRange Solutions reseller, dealer, agent or employee is authorized to modify or add to the following warranties and remedies. 


FrontRange Solutions warrants that for a period of ninety (90) days following delivery of the Licensed Software (i) the media on which the Licensed Software is furnished shall be free from defects in materials and workmanship under normal use; and (ii) the Licensed Software will perform substantially in accordance with FrontRange Solutions’ user documentation accompanying the Licensed Software.  FrontRange Solutions does not warrant that the Licensed Software will meet Your requirements or that the operation of the Licensed Software will be uninterrupted or error free or that all defects will be corrected.  This Limited Warranty is void if failure of the Licensed Software has resulted from accident, abuse, modification, or misapplication of the Licensed Software.


If You believe there is a defect in the Licensed Software such that it does not meet the Limited Warranty provided above, You must notify FrontRange Solutions in writing within the 90-day warranty period.  FrontRange Solutions’ entire liability and Your exclusive remedy with regard to the Limited Warranty, shall be, at FrontRange Solutions’ sole discretion, either repair or replacement of the Licensed Software or a refund of the amount paid by You for the Licensed Software (provided in that case that You also return the Licensed Software).  Any repaired or replacement Licensed Software shall be warranted for the remainder of the original warranty period.  


To the maximum extent permitted by applicable law, except as provided above, FRONTRANGE SOLUTIONS MAKES NO WARRANTY OR REPRESENTATION, EITHER EXPRESSED OR IMPLIED WITH RESPECT TO THE LICENSED SOFTWARE, ITS QUALITY, PERFORMANCE, MERCHANTABILITY, OR FITNESS FOR A PARTICULAR PURPOSE.  


You understand and acknowledge that FrontRange Solutions will not be liable for network-related problems attributable to the operation of the Licensed Software and that network configuration changes may affect the system's performance.  


To the maximum extent permitted by applicable law, and except for liability arising under paragraph 8 below, FrontRange Solutions’ entire liability under this EULA shall be limited to the amount paid by You for the Licensed Software.


IN NO EVENT WILL FRONTRANGE SOLUTIONS BE LIABLE FOR INDIRECT, SPECIAL, INCIDENTAL OR CONSEQUENTIAL DAMAGES ARISING OUT OF THE USE OR INABILITY TO USE THE LICENSED SOFTWARE, even if advised of the possibility of such damages.  In particular, and without limitation, FrontRange Solutions shall have no liability for any data stored or processed with the Licensed Software, including the costs of recovering such data.


8.
Indemnification.  FrontRange Solutions represents that it has the right to grant to Licensee the license to use the Licensed Software as set forth in this EULA without violating any rights of any third party and that there is no actual or threatened suit by any third party based on an alleged violation of such right by FrontRange Solutions.  FrontRange Solutions will defend, indemnify and hold Licensee harmless from any third party claim that the Licensed Software infringes any copyright, trademark or trade secret owned or controlled by the third party; provided, however, that (i) FrontRange Solutions shall be notified promptly in writing by Licensee of any such claim; (ii) FrontRange Solutions shall have sole control of the defense of any action on such claim and all negotiations for its settlement or compromise; (iii) Licensee shall cooperate with FrontRange Solutions, at FrontRange Solutions’ expense, in a reasonable way to facilitate the settlement or defense of such claim; (iv) such claim does not arise from Licensee’s modifications not authorized by FrontRange Solutions; and (v) should the Licensed Software become, or in FrontRange Solutions’ opinion likely to become, subject to such claim of infringement, then Licensee shall permit FrontRange Solutions, at FrontRange Solutions’ option  and expense, either (a) to procure for Licensee the right to continue using the Licensed Software, or (b) to replace or modify the Licensed Software so that it becomes noninfringing and performs in a substantially similar manner to the original product, or (c) upon failure of (a) or (b), despite the reasonable efforts of FrontRange Solutions, to terminate this EULA and return the license fee paid by Licensee for the Licensed Software.


9.
Maintenance and Support.  FrontRange Solutions provides maintenance and/or technical support (including upgrades and enhancements) for the Licensed Software only through separate Agreements.  Please contact FrontRange Solutions or the place from which You obtained the Licensed Software if You wish to obtain maintenance and/or technical support through the execution of such an agreement. 


10.
Export Control.  You may not export, ship, transmit, or re-export the Licensed Software in violation of any applicable law or regulation, including, without limitation, the Export Administration Regulations issued by the United States Department of Commerce, or any such similar law or regulation issued by such other governmental entity which may have jurisdiction over such export. 


11.
United States Government Restricted Rights.  THIS SECTION APPLIES ONLY TO LICENSING OR USE BY THE FEDERAL GOVERNMENT OF THE UNITED STATES.  The Licensed Software is provided with RESTRICTED RIGHTS.  Use, duplication, or disclosure by the federal government is subject to restricted rights as set forth in subparagraph (c)(1)(ii) of The Rights in Technical Data and Computer Software clause at 252.227-7014 for DOD contracts and at FAR (48 CFR 52.227-19) for civilian agency contracts or other comparable agency clauses. 


12.
Termination.  Your right to use the Licensed Software continues until this EULA is terminated.  You may terminate this EULA at any time by destroying all of Your copies of the Licensed Software.  This EULA will automatically terminate if You fail to comply with the material terms of this EULA.  Upon any termination, You agree to remove all Licensed Software from Your computers, destroy all copies of the Licensed Software, and, upon request from FrontRange Solutions, certify in writing Your compliance herewith.


13.
Severability.  If any of the terms, or portions thereof, of this EULA are invalid or unenforceable under any applicable statute or rule of law, the court shall reform the contract to include an enforceable term as close to the intent of the original term as possible; all other terms shall remain unchanged.


14.
Whole Agreement.  This EULA and any applicable FrontRange Solutions order form or maintenance and support agreement or like document constitutes the entire agreement between You and FrontRange Solutions relating to the subject matter hereof, and any additions to, or modifications of, this EULA shall be binding upon the parties only if the same shall be in writing and duly executed by You and by a duly authorized representative of FrontRange Solutions.  THE TERMS AND CONDITIONS OF ANY CORRESPONDING PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM RELATING TO THE LICENSED SOFTWARE ARE ONLY BINDING ON FRONTRANGE SOLUTIONS IF SUCH TERMS AND CONDITIONS ARE AGREED TO IN WRITING IN ACCORDANCE WITH THE PRIOR SENTENCE AND IN A DOCUMENT OTHER THAN THE PURCHASE ORDER OR OTHER ORDER CONFIRMATION FORM.  


15.
Waiver.  The waiver or failure of either party to exercise in any respect any right provided for in this EULA shall not be deemed a waiver of any further or future right under this EULA.  


16.
Assignability.  This EULA shall inure to the benefit of, and is freely assignable to, FrontRange Solutions’ successors and assignees of rights in the Licensed Software.


17.
Resellers.  If Licensee acquired the Licensed Software through a Reseller, Licensee acknowledges that (i) payment and delivery terms for the Licensed Software must be established separately and independently between the Licensee and the Reseller; (ii) this EULA constitutes the entire agreement between the Licensee and FrontRange Solutions regarding the license rights for the Licensed Software as described above and is controlling; (iii) the terms and conditions of any purchase order or any other agreement between the Licensee and the Reseller are not binding on FrontRange Solutions; (iv) the Reseller is not FrontRange Solutions’ agent and is not authorized to alter, amend or modify the terms of this EULA or to otherwise grant any license or other rights relating in any way to the Licensed Software; and (v) Licensee’s nonpayment of any amount due to a Reseller or any other relevant third party relating to its licensed rights under this EULA shall constitute a basis for FrontRange Solutions’ termination of this EULA.  Licensee further acknowledges that FrontRange Solutions makes no representation or warranty with regard to any services provided by any Reseller, or any actions or failures to act by any Reseller.
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