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AGREEMENT

This Agreement is made and entered into by and between the County of Cook, a public body
corporate of the State of Illinois, on behalf of the Bureau of Technology hereinafter referred to as
“County” and Adapt Telephony Services, LLC, doing business as a Limited Liability
Corporation of the State of Illinois hereinafter referred to as “Consultant” or “Contractor”,
pursuant to authorization by the Cook County Board of Commissioners on the 4th day of
December, 2013, as evidenced by Board Authorization letter attached hereto as EXHIBIT “3”.

BACKGROUND

The County of Cook issued a Request for Proposals “RFP” for Interactive Voice Response System
Consolidation and Replacement. Proposals were evaluated in accordance with the evaluation

criteria published in the RFP. The Consultant was selected based on the proposal submitted and
evaluated by the County representatives.

Consultant represents that it has the professional experience and expertise to provide the
necessary services and further warrants that it is ready, willing and able to perform in
accordance with the terms and conditions as set forth in this Agreement.

NOW, THEREFORE, the County and Consultant agree as follows:
TERMS AND CONDITIONS

ARTICLE 1) INCORPORATION OF BACKGROUND

The Background information set forth above is incorporated by reference as if fully set forth
here.

ARTICLE 2) DEFINITIONS
a) Definitions
The following words and phrases have the following meanings for purposes of this Agreement:

"Additional Services" means those services which are within the general scope of Services of
this Agreement, but beyond the description of services required under Article 3, and all services
reasonably necessary to complete the Additional Services to the standards of performance
required by this Agreement. Any Additional Services requested by the Department require the
approval of the Chief Procurement Officer in a written modification to this Agreement before
Consultant is obligated to perform those Additional Services and before the County becomes
obligated to pay for those Additional Services.

Cook County Professional Service Agreement
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"Agreement" means this Professional Services Agreement, including all exhibits attached to it
and incorporated in it by reference, and all amendments, modifications or revisions made in
accordance with its terms.

"Chief Procurement Officer" means the Chief Procurement Officer for the County of Cook and
any representative duly authorized in writing to act on his behalf.

"Department” means the Cook County Using Department.

"Services" means, collectively, the services, duties and responsibilities described in Article 3 of
this Agreement and any and all work necessary to complete them or carry them out fully and to
the standard of performance required in this Agreement.

"Subcontractor" means any person or entity with whom Consultant contracts to provide any
part of the Services, including subcontractors and subconsultants of any tier, suppliers and
materials providers, whether or not in privity with Consultant.

b) Interpretation

i) The term "include" (in all its forms) means "include, without limitation" unless the
context clearly states otherwise.

ii) All references in this Agreement to Articles, Sections or Exhibits, unless otherwise
expressed or indicated are to the Articles, Sections or Exhibits of this Agreement.

iii)  Words importing persons include firms, associations, partnerships, trusts, corporations
and other legal entities, including public bodies, as well as natural persons.

iv) Any headings preceding the text of the Articles and Sections of this Agreement, and any
table of contents or marginal notes appended to it, are solely for convenience or reference and do
not constitute a part of this Agreement, nor do they affect the meaning, construction or effect of
this Agreement.

V) Words importing the singular include the plural and vice versa. Words of the masculine
gender include the correlative words of the feminine and neuter genders.

vi)  Allreferences to a number of days mean calendar days, unless expressly indicated
otherwise.

Cook County Professional Service Agreement
Revised 11-1-2011
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) Incorporation of Exhibits
The following attached Exhibits are made a part of this Agreement:

Exhibit 1 Scope of Services / Price Proposal
Attachment A — System Requirements Matrix
Attachment B — System Configurations
Attachment C — Standard Support
Attachment D — Cook County IVR Contract Pricing Details
Attachment E — Interactive Intelligence License Agreement
Exhibit 2 'Evidence of Insurance -
Exhibit 3 Board Authorization

ARTICLE 3) DUTIES AND RESPONSIBILITIES OF CONSULTANT
a) Scope of Services

This description of Services is intended to be general in nature and is neither a complete
description of Consultant's Services nor a limitation on the Services that Consultant is to provide
under this Agreement. Consultant must provide the Services in accordance with the standards of
performance set forth in Article 3.c. The Services that Consultant must provide include, but are
not limited to, those described in Exhibit 1, Scope of Services and Time Limits for Performance,
which is attached to this Agreement and incorporated by reference as if fully set forth here.

b) Deliverables

In carrying out its Services, Consultant must prepare or provide to the County various
Deliverables. "Deliverables" include work product, such as written reviews, recommendations,
reports and analyses, produced by Consultant for the County.

The County may reject Deliverables that do not include relevant information or data, or do not
include all documents or other materials specified in this Agreement or reasonably necessary for
the purpose for which the County made this Agreement or for which the County intends to use
the Deliverables. If the County determines that Consultant has failed to comply with the
foregoing standards, it has 30 days from the discovery to notify Consultant of its failure. If
Consultant does not correct the failure, if it is possible to do so, within 30 days after receipt of
notice from the County specifying the failure, then the County, by written notice, may treat the
failure as a default of this Agreement under Article 9.

Partial or incomplete Deliverables may be accepted for review only when required for a specific
and well-defined purpose and when consented to in advance by the County. Such Deliverables
will not be considered as satisfying the requirements of this Agreement and partial or incomplete
Deliverables in no way relieve Consultant of its commitments under this Agreement.

Cook County Professional Service Agreement
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c) Standard of Performance

Consultant must perform all Services required of it under this Agreement with that degree of
skill, care and diligence normally shown by a consultant performing services of a scope and
purpose and magnitude comparable with the nature of the Services to be provided under this
Agreement. Consultant acknowledges that it is entrusted with or has access to valuable and
confidential information and records of the County and with respect to that information,
Consultant agrees to be held to the standard of care of a fiduciary.

Consultant must assure that all Services that require the exercise of professional skills or
judgment are accomplished by professionals qualified and competent in the applicable discipline
and appropriately licensed, if required by law. Consultant must provide copies of any such
licenses. Consultant remains responsible for the professional and technical accuracy of all
Services or Deliverables furnished, whether by Consultant or its Subcontractors or others on its
behalf. All Deliverables must be prepared in a form and content satisfactory to the Department
and delivered in a timely manner consistent with the requirements of this Agreement.

If Consultant fails to comply with the foregoing standards, Consultant must perform again, at its
own expense, all Services required to be re-performed as a direct or indirect result of that failure.
Any review, approval, acceptance or payment for any of the Services by the County does not
relieve Consultant of its responsibility for the professional skill and care and technical accuracy
of its Services and Deliverables. This provision in no way limits the County’s rights against
Consultant either under this Agreement, at law or in equity.

d) Personnel
i) Adequate Staffing

Consultant must, upon receiving a fully executed copy of this Agreement, assign and maintain
during the term of this Agreement and any extension of it an adequate staff of competent
personnel that is fully equipped, licensed as appropriate, available as needed, qualified and
assigned exclusively to perform the Services. Consultant must include among its staff the Key
Personnel and positions as identified below. The level of staffing may be revised from time to
time by notice in writing from Consultant to the County and with written consent of the County,
which consent the County will not withhold unreasonably. If the County fails to object to the
revision within 14 days after receiving the notice, then the revision will be considered accepted
by the County.

i) Key Personnel

Consultant must not reassign or replace Key Personnel without the written consent of the
County, which consent the County will not unreasonably withhold. "Key Personnel" means
those job titles and the persons assigned to those positions in accordance with the provisions of
this Article 3.d(ii). The Department may at any time in writing notify Consultant that the County

4
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will no longer accept performance of Services under this Agreement by one or more Key
Personnel listed. Upon that notice Consultant must immediately suspend the services of the key
person or persons and must replace him or them in accordance with the terms of this Agreement.
A list of Key Personnel is found in Exhibit 1, Scope of Services.

iii) Salaries and Wages

Consultant and Subcontractors must pay all salaries and wages due all employees performing
Services under this Agreement unconditionally and at least once a month without deduction or
rebate on any account, except only for those payroll deductions that are mandatory by law or are
permitted under applicable law and regulations. If in the performance of this Agreement
Consultant underpays any such salaries or wages, the Comptroller for the County may withhold,
out of payments due to Consultant, an amount sufficient to pay to employees underpaid the
difference between the salaries or wages required to be paid under this Agreement and the
salaries or wages actually paid these employees for the total number of hours worked. The
amounts withheld may be disbursed by the Comptroller for and on account of Consultant to the
respective employees to whom they are due. The parties acknowledge that this Article 3.d. (iii)
is solely for the benefit of the County and that it does not grant any third party beneficiary rights.

e) Minority and Women's Business Enterprises Commitment

In the performance of this Agreement, including the procurement and lease of materials or
equipment, Consultant must abide by the minority and women's business enterprise commitment
requirements of the Cook County Ordinance, (Article IV, Section 34-267 through 272) except to
the extent waived by the Compliance Director. Consultant's completed MBE/WBE Ultilization
Plan evidencing its compliance with this requirement are a part of this Agreement, in Section 1
of the Economic Disclosure Statement, upon acceptance by the Compliance Director. Consultant
must utilize minority and women's business enterprises at the greater of the amounts committed
to by the Consultant for this Agreement in accordance with Section 1 of the Economic
Disclosure Statement.

f) Insurance

i.  Subrogation and Waiver
The Vendor shall require all policies of insurance that are in any way related to the work
to include clauses providing that each underwriter shall waive all of its rights of recovery,
under subrogation or otherwise, against Cook County, Board of Commissioners and
employees of the County.

The Vendor shall waive all rights of recovery against Cook County, Board of
Commissioners and employees of the County which Vendor may have or acquired
because of deductible clauses in or inadequacy of limits of any policies of insurance that
are in any way related to the work.

Cook County Professional Service Agreement
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ii. Insurance Requirements of the Vendor
Prior to the effective date of this Contract, the Vendor, at its cost, shall maintain at all

times, unless specified otherwise, until completion of the term of this Contract the
insurance specified below.

Nothing contained in these insurance requirements is to be construed as limiting the
extent of the Vendor's responsibility for payment of damages resulting from its
operations under this Contract. All policies required herein are to be on a primary and
non-contributory basis with respect to any insurance or self-insurance programs carried
or administered by the County.

The Vendor's insurance shall apply separately to each insured against whom claim is
made or suit is brought, except with respect to the limits of the insurer's liability.

The Cook County Department of Risk Management maintains the right to modify,
delete, alter or change these requirements.

Vendor shall require all Subcontractors to provide the insurance required in this
Agreement, or Vendor may provide the coverages for Subcontractors. All Subcontractors
are subject to the same insurance requirements as Vendor.

iii.  Insurance To Be Provided

a. Workers Compensation Insurance

Workers' Compensation shall be in accordance with the laws of the State of
Illinois or any other applicable jurisdiction.

The Workers Compensation policy shall also include the following provisions:
(D Employers' Liability coverage with a limit of
$500,000 each Accident
$500,000 each Employee
$500,000 Policy Limit for Disease

2) Broad form all states coverage

b. Commercial General Liability Insurance

The Commercial General Liability shall be on an occurrence form basis to cover
bodily injury and property damage including loss of use.

General Liability limits shall not be less than $2,000,000 per occurrence and
$2,000,000 aggregate combined single limit for bodily injury and property
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damage. The General Liability policy shall include, without limitation the
following coverages:

i. All premises and operations;
ii. Contractual Liability;
iii. Products/Completed Operations;
iv. Broad Form Property Damage Liability;
v. Cross Liability.

Commercial Automobile Liability Insurance

When any motor vehicles are used in connection with the Services to be
performed, Vendor shall secure Commercial Automobile Liability Insurance to
cover all owned, non-owned and hired automobiles, trucks and trailers. The
Commercial Automobile Liability Insurance limits shall not be less than the
following:

i.  Liability - All Autos: Bodily Injury & Property Damage - $1,000,000
per Occurrence

ii.  Uninsured/Underinsured Motorists: Per Illinois Requirements

Professional Errors & Omissions Insurance

Vendor shall secure Professional Liability insurance covering any and all claims
arising out of the performance or nonperformance of professional services for the
County under this Agreement. This professional liability insurance shall remain
in force for the life of the Vendor’s obligations under this Agreement, and shall
have a limit of liability of not less than $2,000,000 with a deductible of not more
than $100,000. If any such policy is written on a claims made form, the
retroactive date shall be prior to or coincident with the effective date of this
contract. Claims made form coverage shall be maintained by the Vendor for a
minimum of three years following the expiration or early termination of this
contract and the Vendor shall annually provide the County with proof of renewal.

Valuable Papers

When any designs, drawings, specifications and documents are produced or used
under this Agreement, Valuable Papers Insurance must be maintained in an
amount to insure against any loss whatsoever, and must have limits sufficient to
pay for the re-creation and reconstruction of such records.

Cook County Professional Service Agreement
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iv.  Additional requirements

a. Additional Insured

Cook County, its officials, employees and agents shall be named as additional
insureds under the Commercial General Liability policy.

b. Qualification of Insurers

All insurance companies providing coverage shall be licensed or approved by the
Department of Insurance, State of Illinois, and shall have a financial rating no
lower than (A-) VII as listed in A.M. Best's Key Rating Guide, current edition or
interim report. Companies with ratings lower than (A-) VII will be acceptable
only upon written consent of the Cook County Department of Risk Management.

¢. Insurance Notices

All policies of insurance which may be required under terms of this Contract shall
be endorsed to provide that the insurance company shall notify the Office of the
Chief Procurement Officer at least 30 days prior to the effective date of any
cancellation or modification of such policies. Prior to the date on which Vendor
commences performance of its part of the work, Vendor shall furnish to the
County certificates of insurance maintained by Vendor. The receipt of any
certificate of insurance does not constitute agreement by the County that the
insurance requirements have been fully met or that the insurance policies
indicated on the certificate of insurance are in compliance with insurance required
above.

In no event shall any failure of the County to receive certificates of insurance
required hereof or to demand receipt of such Certificates of Insurance be
construed as a waiver of Vendor's obligations to obtain insurance pursuant to
these insurance requirements.

g) Indemnification

The Contractor covenants and agrees to indemnify and save harmless the County and its
commissioners, officials, employees, agents and representatives, and their respective heirs,
successors and assigns, from and against any and all costs, expenses, attorney's fees, losses,
damages and liabilities incurred or suffered directly or indirectly from or attributable to any
claims arising out of or incident to the performance or nonperformance of the Contract by the
Contractor, or the acts or omissions of the officers, agents, employees, contractors,
subcontractors, licensees or invitees of the Contractor. The Contractor expressly understands and
agrees that any Performance Bond or insurance protection required of the Contractor, or

Cook County Professional Service Agreement
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otherwise provided by the Contractor, shall in no way limit the responsibility to indemnify the
County as hereinabove provided.

h) Confidentiality and Ownership of Documents

Contractor acknowledges and agrees that information regarding this Contract is confidential and
shall not be disclosed, directly, indirectly or by implication, or be used by Contractor in any way,
whether during the term of this Contract or at any time thereafter, except solely as required in the
course of Contractor's performance hereunder. Contractor shall comply with the applicable
privacy laws and regulations affecting County and will not disclose any of County’s records,
materials, or other data to any third party. Contractor shall not have the right to compile and
distribute statistical analyses and reports utilizing data derived from information or data obtained
from County without the prior written approval of County. In the event such approval is given,
any such reports published and distributed by Contractor shall be furnished to County without
charge.

All documents, data, studies, reports, work product or product created as a result of the
performance of the Contract (the “Documents”) shall be included in the Deliverables and shall be
the property of the County of Cook. It shall be a breach of this Contract for the Contractor to
reproduce or use any documents, data, studies, reports, work product or product obtained from the
County of Cook or any Documents created hereby, whether such reproduction or use is for
Contractor’s own purposes or for those of any third party. During the performance of the Contract
Contractor shall be responsible of any loss or damage to the Documents while they are in
Contractor’s possession, and any such loss or damage shall be restored at the expense of the
Contractor. The County and its designees shall be afforded full access to the Documents and the
work at all times.

For purposes of protecting the privacy and security of any personal health information that may be
related to this agreement, the parties agree that Contractor has executed a written business associate
agreement with the Cook County Health and Hospital System as required by the Health Insurance
Portability and Accountability Act and Health Information Technology for Economic and Clinical
Health Act (HIPAA/HITECH) and the rules and regulations implementing these Acts (see 45 CFR
Parts 160 and 164).

i) Patents, Copyrights and Licenses

If applicable, Contractor shall furnish the Chief Procurement Officer with all licenses required for
the County to utilize any software, including firmware or middleware, provided by Contractor as
part of the Deliverables. Such licenses shall be clearly marked with a reference to the number of
this County Contract. Contractor shall also furnish a copy of such licenses to the Chief
Procurement Officer. Unless otherwise stated in these Contract documents, such licenses shall be
perpetual and shall not limit the number of persons who may utilize the software on behalf of the
County.

Cook County Professional Service Agreement
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Contractor agrees to hold harmless and indemnify the County, its officers, agents, employees and
affiliates from and defend, at its own expense (including reasonable attorneys', accountants' and
consultants' fees), any suit or proceeding brought against County based upon a claim that the
ownership and/or use of equipment, hardware and software or any part thereof provided to the
County or utilized in performing Contractor's services constitutes an infringement of any patent,
copyright or license or any other property right.

In the event the use of any equipment, hardware or software or any part thereof is enjoined,
Contractor with all reasonable speed and due diligence shall provide or otherwise secure for
County, at the Contractor's election, one of the following: the right to continue use of the
equipment, hardware or software; an equivalent system having the Specifications as provided in
this Contract; or Contractor shall modify the system or its component parts so that they become
non-infringing while performing in a substantially similar manner to the original system, meeting
the requirements of this Contract.

All copyrightable material contained within a Deliverable and created under this agreement are
works made for hire. Contractor bears the burden to prove that a work within a Deliverable was
not created under this agreement. If work is determined to not be made for hire or that designation
is not sufficient to secure rights, to the fullest extent allowable and for the full term of protection
otherwise accorded to Contractor under such law, Contractor shall and hereby irrevocably does,
assign and transfer to the County free from all liens and other encumbrances or restrictions, all
right, title and interest Contractor may have or come to have in and to such Deliverable.

)] Examination of Records and Audits

The Contractor agrees that the Cook County Auditor or any of its duly authorized representatives
shall, until expiration of three (3) years after the final payment under the Contract, have access and
the right to examine any books, documents, papers, canceled checks, bank statements, purveyor's
and other invoices, and records of the Contractor related to the Contract, or to Contractor's
compliance with any term, condition or provision thereof. The Contractor shall be responsible for
establishing and maintaining records sufficient to document the costs associated with performance
under the terms of this Contract.

The Contractor further agrees that it shall include in all of its subcontracts hereunder a provision to
the effect that the subcontractor agrees that the Cook County Auditor or any of its duly authorized
representatives shall, until expiration of three (3) years after final payment under the subcontract,
have access and the right to examine any books, documents, papers, canceled checks, bank
statements, purveyor's and other invoices and records of such subcontractor involving transactions
relating to the subcontract, or to such subcontractor's compliance with any term, condition or
provision thereunder or under the Contract.

In the event the Contractor receives payment under the Contract, reimbursement for which is later
disallowed by the County, the Contractor shall promptly refund the disallowed amount to the
County on request, or at the County's option, the County may credit the amount disallowed from
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the next payment due or to become due to the Contractor under any contract with the County.

To the extent this Contract pertains to Deliverables which may be reimbursable under the
Medicaid or Medicare Programs, Contractor shall retain and make available upon request, for a
period of four (4) years after furnishing services pursuant to this Agreement, the contract, books,
documents and records which are necessary to certify the nature and extent of the costs of such
services if requested by the Secretary of Health and Human Services or the Comptroller General
of the United States or any of their duly authorized representatives. If Contractor carries out any
of its duties under the Agreement through a subcontract with a related organization involving a
value of cost of $10,000.00 or more over a 12 month period, Contractor will cause such
subcontract to contain a clause to the effect that, until the expiration of four years after the
furnishing of any service pursuant to said subcontract, the related organization will make
available upon request of the Secretary of Health and Human Services or the Comptroller
General of the United States or any of their duly authorized representatives, copies of said
subcontract and any books, documents, records and other data of said related organization that

are necessary to certify the nature and extent of such costs. This paragraph relating to the
retention and production of documents is included because of possible application of Section
1861(v)(1)(I) of the Social Security Act to this Agreement; if this Section should be found to be
inapplicable, then this paragraph shall be deemed inoperative and without force and effect.

k) Subcontract Subcontracting or Assignment of Contract or Contract Funds

Once awarded, this Contract shall not be subcontracted or assigned, in whole or in part, without the
advance written approval of the Chief Procurement Officer, which approval shall be granted or
withheld at the sole discretion of the Chief Procurement Officer. In no case, however, shall such
approval relieve the Contractor from its obligations or change the terms of the Contract. The
Contractor shall not transfer or assign any Contract funds or any interest therein due or to become
due without the advance written approval of the Chief Procurement Officer. The unauthorized
subcontracting or assignment of the Contract, in whole or in part, or the unauthorized transfer or
assignment of any Contract funds, either in whole or in part, or any interest therein, which shall be
due or are to become due the Contractor shall have no effect on the County and are null and void.

Prior to the commencement of the Contract, the Contractor shall identify in writing to the Chief
Procurement Officer the names of any and all subcontractors it intends to use in the performance of
the Contract. The Chief Procurement Officer shall have the right to disapprove any subcontractor.
Identification of subcontractors to the Chief Procurement Officer shall be in addition to any
communications with County offices other than the Chief Procurement Officer. All subcontractors
shall be subject to the terms of this Contract. Contractor shall incorporate into all subcontracts all
of the provisions of the Contract which affect such subcontract. Copies of subcontracts shall be
provided to the Chief Procurement Officer upon request.

The Contractor must disclose the name and business address of each subcontractor, attorney,
lobbyist, accountant, consultant and any other person or entity whom the Contractor has retained or

11

Cook County Professional Service Agreement
Revised 11-1-2011



Contract 13-18-078
Interactive Voice Response System Consolidation and Replacement

expects to retain in connection with the Matter, as well as the nature of the relationship, and the
total amount of the fees paid or estimated to be paid. The Contractor is not required to disclose
employees who are paid or estimated to be paid. The Contractor is not required to disclose
employees who are paid solely through the contractor’s regular payroll. “Lobbyist” means any
person or entity who undertakes to influence any legislation or administrative action on behalf of
any person or entity other than:1) a not-for-profit entity, on an unpaid basis, or (2), himself.
“Lobbyist” also means any person or entity any part of whose duties as an employee of another
includes undertaking to influence any legislative or administrative action. If the Contractor is
uncertain whether a disclosure is required under this Section, the Contractor must either ask the
County, whether disclosure is required or make the disclosure.

The County reserves the right to prohibit any person from entering any County facility for any
reason. All contractors and subcontractors of the Contractor shall be accountable to the Chief
Procurement Officer or his designee while on any County property and shall abide by all rules and
regulations imposed by the County.

ARTICLE 4) TERM OF PERFORMANCE
a) Term of Performance

This Agreement takes effect when approved by the Cook County Board and its term shall begin
on December 4, 2013 ("Effective Date") and continue until December 3, 2019 or until this
Agreement is terminated in accordance with its terms, whichever occurs first.

b) Timeliness of Performance

i) Consultant must provide the Services and Deliverables within the term and within the
time limits required under this Agreement, pursuant to the provisions of Article 4.a and Exhibit
1. Further, Consultant acknowledges that TIME IS OF THE ESSENCE and that the failure of
Consultant to comply with the time limits described in this Article 4.b. may result in economic or
other losses to the County.

ii) Neither Consultant nor Consultant’s agents, employees or Subcontractors are entitled to
any damages from the County, nor is any party entitled to be reimbursed by the County, for
damages, charges or other losses or expenses incurred by Consultant by reason of delays or
hindrances in the performance of the Services, whether or not caused by the County.

©) Agreement Extension Option

The Chief Procurement Officer may at any time before this Agreement expires elect to extend
this Agreement for up to two (2) additional two-year periods under the same terms and
conditions as this original Agreement, except as provided otherwise in this Agreement, by notice

12

Cook County Professional Service Agreement
Revised 11-1-2011



Contract 13-18-078
Interactive Voice Response System Consolidation and Replacement

in writing to Consultant. After notification by the Chief Procurement Officer, this Agreement
must be modified to reflect the time extension in accordance with the provisions of Section 10.c.

ARTICLE §5) COMPENSATION
a) Basis of Payment

The County will pay Consultant according to the Schedule of Compensation in the attached
Exhibit 1 for the successful completion of services.

b) Method of Payment

All invoices submitted by the Contractor shall be in accordance with the cost provisions
according to the Schedule of Compensation in the attached Exhibit 1. The invoices shall contain
a detailed description of the Deliverables for which payment is requested. All invoices shall
reflect the amounts invoiced by and the amounts paid to the Contractor as of the date of the
invoice, and shall be submitted together with a properly completed County Voucher form (29A).
Invoices for new charges shall not include “past due”” amounts, if any, which amounts must be
set forth on a separate invoice. No payments shall be made with respect to invoices which do not
include the County Voucher form or which otherwise fail to comply with the requirements of
this paragraph. Contractor shall not be entitled to invoice the County for any late fees or other
penalties.

c) Funding

The source of funds for payments under this Agreement is identified in Exhibit 1, Schedule of
Compensation. Payments under this Agreement must not exceed the dollar amount shown in
Exhibit 2 without a written amendment in accordance with Article 10.c.

d) Non-Appropriation

If no funds or insufficient funds are appropriated and budgeted in any fiscal period of the County
for payments to be made under this Agreement, then the County will notify Consultant in writing
of that occurrence, and this Agreement will terminate on the earlier of the last day of the fiscal
period for which sufficient appropriation was made or whenever the funds appropriated for
payment under this Agreement are exhausted. Payments for Services completed to the date of
notification will be made to Consultant. No payments will be made or due to Consultant and
under this Agreement beyond those amounts appropriated and budgeted by the County to fund
payments under this Agreement.

) Taxes

Federal Excise Tax does not apply to materials purchased by the County by virtue of Exemption
Certificate No. 36-75-0038K. Illinois Retailers' Occupation Tax, Use Tax and Municipal Retailers'

13
Cook County Professional Service Agreement
Revised 11-1-2011



Contract 13-18-078
Interactive Voice Response System Consolidation and Replacement

Occupation Tax do not apply to deliverables, materials or services purchased by the County by
virtue of statute. The price or prices quoted herein shall include any and all other federal and/or
state, direct and/or indirect taxes which apply to this Contract. The County's State of Illinois Sales
Tax Exemption Identification No. is E-9998-2013-05. -

) Price Reduction

If at any time after the contract award, Contractor makes a general price reduction in the price of
any of the Deliverables, the equivalent price reduction based on similar quantities and/or
considerations shall apply to this Contract for the duration of the Contract period. For purposes of
this Article 5.f., Price Reduction, a general price reduction shall include reductions in the effective
price charged by Contractor by reason of rebates, financial incentives, discounts, value points or
other benefits with respect to the purchase of the Deliverables. Such price reductions shall be
effective at the same time and in the same manner as the reduction Contractor makes in the price of
the Deliverables to its prospective customers generally.

g) Contractor Credits

To the extent the Contractor gives credits toward future purchases of goods or services, financial
incentives, discounts, value points or other benefits based on the purchase of the materials or
services provided for under this Contract, such credits belong to the County and not any specific
using department. Contractor shall reflect any such credits on its invoices and in the amounts it
invoices the County.

ARTICLE 6) DISPUTES

Any dispute arising under the Contract between the County and Contractor shall be decided by the
Chief Procurement Officer. The complaining party shall submit a written statement detailing the
dispute and specifying the specific relevant Contract provision(s) to the Chief Procurement Officer.
Upon request of the Chief Procurement Officer, the party complained against shall respond to the
complaint in writing within five days of such request. The Chief Procurement Officer will reduce
her decision to writing and mail or otherwise furnish a copy thereof to the Contractor. The
decision of the Chief Procurement Officer will be final and binding. Dispute resolution as
provided herein shall be a condition precedent to any other action at law or in equity. However,
unless a notice is issued by the Chief Procurement Officer indicating that additional time is
required to review a dispute, the parties may exercise their contractual remedies, if any, if no
decision is made within sixty (60) days following notification to the Chief Procurement Officer of
a dispute. No inference shall be drawn from the absence of a decision by the Chief Procurement
Officer. Notwithstanding a dispute, Contractor shall continue to discharge all its obligations,
duties and responsibilities set forth in the Contract during any dispute resolution proceeding unless
otherwise agreed to by the County in writing.
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ARTICLE 7) COMPLIANCE WITH ALL LAWS

The Contractor shall observe and comply with the laws, ordinances, regulations and codes of the
Federal, State, County and other local government agencies which may in any manner affect the
performance of the Contract including, but not limited to, those County Ordinances set forth in the
Certifications attached hereto and incorporated herein. Assurance of compliance with this
requirement by the Contractor's employees, agents or subcontractors shall be the responsibility of
the Contractor.

The Contractor shall secure and pay for all federal, state and local licenses, permits and fees
required hereunder.

ARTICLE 8) SPECIAL CONDITIONS
a) Warranties and Representations
In connection with signing and carrying out this Agreement, Consultant:

i) warrants that Consultant is appropriately licensed under Illinois law to perform the
Services required under this Agreement and will perform no Services for which a professional
license is required by law and for which Consultant is not appropriately licensed;

ii) warrants it is financially solvent; it and each of its employees, agents and Subcontractors
of any tier are competent to perform the Services required under this Agreement; and Consultant
is legally authorized to execute and perform or cause to be performed this Agreement under the
terms and conditions stated in this Agreement;

iii)  warrants that it will not knowingly use the services of any ineligible consultant or
Subcontractor for any purpose in the performance of its Services under this Agreement;

iv) warrants that Consultant and its Subcontractors are not in default at the time this
Agreement is signed, and have not been considered by the Chief Procurement Officer to have,
within 5 years immediately preceding the date of this Agreement, been found to be in default on
any contract awarded by the County ;

V) represents that it has carefully examined and analyzed the provisions and requirements of
this Agreement; it understands the nature of the Services required; from its own analysis it has
satisfied itself as to the nature of all things needed for the performance of this Agreement; this
Agreement is feasible of performance in accordance with all of its provisions and requirements,
and Consultant warrants it can and will perform, or cause to be performed, the Services in strict
accordance with the provisions and requirements of this Agreement;
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vi) represents that Consultant and, to the best of its knowledge, its Subcontractors are not in
violation of the provisions of the Illinois Criminal Code, 720 ILCS 5/33E as amended, and the
[llinois Municipal Code, 65 ILCS 5/11-42.1-1; and

vii)  acknowledges that any certification, affidavit or acknowledgment made under oath in
connection with this Agreement is made under penalty of perjury and, if false, is also cause for
termination under Article 9.a. and 9.c.

b) Ethics
i) In addition to the foregoing warranties and representations, Consultant warrants:

(D no officer, agent or employee of the County is employed by Consultant or has a financial
interest directly or indirectly in this Agreement or the compensation to be paid under this
Agreement except as may be permitted in writing by the Board of Ethics.

2) no payment, gratuity or offer of employment will be made in connection with this
Agreement by or on behalf of any Subcontractors to the prime Consultant or higher tier

Subcontractors or anyone associated with them, as an inducement for the award of a subcontract
or order.

c) Joint and Several Liability

If Consultant, or its successors or assigns, if any, is comprised of more than one individual or
other legal entity (or a combination of them), then under this Agreement, each and without
limitation every obligation or undertaking in this Agreement to be fulfilied or performed by
Consultant is the joint and several obligation or undertaking of each such individual or other
legal entity.

d) Business Documents

At the request of the County, Consultant must provide copies of its latest articles of
incorporation, by-laws and resolutions, or partnership or joint venture agreement, as applicable.

e) Conflicts of Interest

i) No member of the governing body of the County or other unit of government and no
other officer, employee or agent of the County or other unit of government who exercises any
functions or responsibilities in connection with the Services to which this Agreement pertains is
permitted to have any personal interest, direct or indirect, in this Agreement. No member of or
delegate to the Congress of the United States or the Illinois General Assembly and no
Commissioner of the Cook County Board or County employee is allowed to be admitted to any
share or part of this Agreement or to any financial benefit to arise from it.
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ii) Consultant covenants that it, and to the best of its knowledge, its Subcontractors if any
(collectively, "Consulting Parties"), presently have no direct or indirect interest and will not
acquire any interest, direct or indirect, in any project or contract that would conflict in any
manner or degree with the performance of its Services under this Agreement.

iii) Upon the request of the County, Consultant must disclose to the County its past client
list and the names of any clients with whom it has an ongoing relationship. Consultant is not
permitted to perform any Services for the County on applications or other documents submitted
to the County by any of Consultant’s past or present clients. If Consultant becomes aware of a
conflict, it must immediately stop work on the assignment causing the conflict and notify the
County.

iv) Without limiting the foregoing, if the Consulting Parties assist the County in determining
the advisability or feasibility of a project or in recommending, researching, preparing, drafting or
issuing a request for proposals or bid specifications for a project, the Consulting Parties must not
participate, directly or indirectly, as a prime, subcontractor or joint venturer in that project or in
the preparation of a proposal or bid for that project during the term of this Agreement or
afterwards. The Consulting Parties may, however, assist the County in reviewing the proposals
or bids for the project if none of the Consulting Parties have a relationship with the persons or
entities that submitted the proposals or bids for that project.

V) The Consultant further covenants that, in the performance of this Agreement, no person
having any conflicting interest will be assigned to perform any Services or have access to any
confidential information, as defined in Article 3.11 of this Agreement. If the County, by the
Chief Procurement Officer in his reasonable judgment, determines that any of Consultant's
Services for others conflict with the Services Consultant is to render for the County under this
Agreement, Consultant must terminate such other services immediately upon request of the
County.

vi) Furthermore, if any federal funds are to be used to compensate or reimburse Consultant
under this Agreement, Consultant represents that it is and will remain in compliance with federal
restrictions on lobbying set forth in Section 319 of the Department of the Interior and Related
Agencies Appropriations Act for Fiscal year 1990, 31 U.S.C. § 1352, and related rules and
regulations set forth at 54 Fed. Reg. 52,309 ff. (1989), as amended. If federal funds are to be
used, Consultant must execute a Certification Regarding Lobbying, which will be attached as an
exhibit and incorporated by reference as if fully set forth here.

) Non-Liability of Public Officials

Consultant and any assignee or Subcontractor of Consultant must not charge any official,
employee or agent of the County personally with any liability or expenses of defense or hold any
official, employee or agent of the County personally liable to them under any term or provision
of this Agreement or because of the County's execution, attempted execution or any breach of
this Agreement.
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ARTICLE 9) EVENTS OF DEFAULT, REMEDIES, TERMINATION, SUSPENSION
AND RIGHT TO OFFSET

a) Events of Default Defined
The following constitute events of default:

i) Any material misrepresentation, whether negligent or willful and whether in the
inducement or in the performance, made by Consultant to the County.

ii) Consultant's material failure to perform any of its obligations under this Agreement
including the following:

(@) Failure due to a reason or circumstances within Consultant's reasonable control to
perform the Services with sufficient personnel and equipment or with sufficient material to
ensure the performance of the Services;

(b) Failure to perform the Services in a manner reasonably satisfactory to the Chief
Procurement Officer or inability to perform the Services satisfactorily as a result of insolvency,
filing for bankruptcy or assignment for the benefit of creditors;

(c) Failure to promptly re-perform within a reasonable time Services that were rejected as
erroneous or unsatisfactory;

(d) Discontinuance of the Services for reasons within Consultant's reasonable control; and

(e) Failure to comply with any other material term of this Agreement, including the
provisions concerning insurance and nondiscrimination.

iii)  Any change in ownership or control of Consultant without the prior written approval of
the Chief Procurement Officer, which approval the Chief Procurement Officer will not
unreasonably withhold.

iv)  Consultant's default under any other agreement it may presently have or may enter into
with the County during the life of this Agreement. Consultant acknowledges and agrees that in
the event of a default under this Agreement the County may also declare a default under any
such other Agreements.

(v)  Failure to comply with Article 7.a. in the performance of the Agreement.

(vi)  Consultant’s repeated or continued violations of County ordinances unrelated to
performance under the Agreement that in the opinion of the Chief Procurement Officer indicate a
willful or reckless disregard for County laws and regulations.
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b) Remedies

The occurrence of any event of default permits the County, at the County’s sole option, to
declare Consultant in default. The Chief Procurement Officer may in his sole discretion give
Consultant an opportunity to cure the default within a certain period of time, which period of
time must not exceed 30 days, unless extended by the Chief Procurement Officer. Whether to
declare Consultant in default is within the sole discretion of the Chief Procurement Officer and
neither that decision nor the factual basis for it is subject to review or challenge under the
Disputes provision of this Agreement.

The Chief Procurement Officer will give Consultant written notice of the default, either in the
form of a cure notice ("Cure Notice"), or, if no opportunity to cure will be granted, a default
notice ("Default Notice"). If the Chief Procurement Officer gives a Default Notice, he will also
indicate any present intent he may have to terminate this Agreement, and the decision to
terminate (but not the decision not to terminate) is final and effective upon giving the notice.
The Chief Procurement Officer may give a Default Notice if Consultant fails to effect a cure
within the cure period given in a Cure Notice. When a Default Notice with intent to terminate is
given as provided in this Article 9.b and Article 11, Consultant must discontinue any Services,
unless otherwise directed in the notice, and deliver all materials accumulated in the performance
of this Agreement, whether completed or in the process, to the County. After giving a Default
Notice, the County may invoke any or all of the following remedies:

i) The right to take over and complete the Services, or any part of them, at Consultant’s
expense and as agent for Consultant, either directly or through others, and bill Consultant for the
cost of the Services, and Consultant must pay the difference between the total amount of this bill
and the amount the County would have paid Consultant under the terms and conditions of this
Agreement for the Services that were assumed by the County as agent for the Consultant under
this Article 9.b;

ii) The right to terminate this Agreement as to any or all of the Services yet to be performed
effective at a time specified by the County;

iii) The right of specific performance, an injunction or any other appropriate equitable
remedy;

iv) The right to money damages;
V) The right to withhold all or any part of Consultant's compensation under this Agreement;

vi) The right to consider Consultant non-responsible in future contracts to be awarded by the
County.
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If the Chief Procurement Officer considers it to be in the County’s best interests, he may elect
not to declare default or to terminate this Agreement. The parties acknowledge that this
provision is solely for the benefit of the County and that if the County permits Consultant to
continue to provide the Services despite one or more events of default, Consultant is in no way
relieved of any of its responsibilities, duties or obligations under this Agreement, nor does the
County waive or relinquish any of its rights.

The remedies under the terms of this Agreement are not intended to be exclusive of any other
remedies provided, but each and every such remedy is cumulative and is in addition to any other
remedies, existing now or later, at law, in equity or by statute. No delay or omission to exercise
any right or power accruing upon any event of default impairs any such right or power, nor is it a
waiver of any event of default nor acquiescence in it, and every such right and power may be
exercised from time to time and as often as the County considers expedient.

c) Early Termination

In addition to termination under Article 9.a. and 9.b. of this Agreement, the County may
terminate this Agreement, or all or any portion of the Services to be performed under it, at any
time by a notice in writing from the County to Consultant. The County will give notice to
Consultant in accordance with the provisions of Article 11. The effective date of termination will
be the date the notice is received by Consultant or the date stated in the notice, whichever is later.
If the County elects to terminate this Agreement in full, all Services to be provided under it must
cease and all materials that may have been accumulated in performing this Agreement, whether
completed or in the process, must be delivered to the County effective 10 days after the date the
notice is considered received as provided under Article 11 of this Agreement (if no date is given)
or upon the effective date stated in the notice.

After the notice is received, Consultant must restrict its activities, and those of its
Subcontractors, to winding down any reports, analyses, or other activities previously begun. No
costs incurred after the effective date of the termination are allowed. Payment for any Services
actually and satisfactorily performed before the effective date of the termination is on the same
basis as set forth in Article 5, but if any compensation is described or provided for on the basis of
a period longer than 10 days, then the compensation must be prorated accordingly. No amount
of compensation, however, is permitted for anticipated profits on unperformed Services. The
County and Consultant must attempt to agree on the amount of compensation to be paid to
Consultant, but if not agreed on, the dispute must be settled in accordance with Article 6 of this
Agreement. The payment so made to Consultant is in full settlement for all Services
satisfactorily performed under this Agreement.

Consultant must include in its contracts with Subcontractors an early termination provision in
form and substance equivalent to this early termination provision to prevent claims against the
County arising from termination of subcontracts after the early termination. Consultant will not
be entitled to make any early termination claims against the County resulting from any
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Subcontractor’s claims against Consultant or the County to the extent inconsistent with this
provision.

If the County's election to terminate this Agreement for default under Article 9.a. and 9.b. is
determined in a court of competent jurisdiction to have been wrongful, then in that case the
termination is to be considered to be an early termination under this Article 9.c.

d) Suspension

The County may at any time request that Consultant suspend its Services, or any part of them, by
giving 15 days prior written notice to Consultant or upon informal oral, or even no notice, in the
event of emergency. No costs incurred after the effective date of such suspension are allowed.
Consultant must promptly resume its performance of the Services under the same terms and
conditions as stated in this Agreement upon written notice by the Chief Procurement Officer and
such equitable extension of time as may be mutually agreed upon by the Chief Procurement
Officer and Consultant when necessary for continuation or completion of Services. Any
additional costs or expenses actually incurred by Consultant as a result of recommencing the
Services must be treated in accordance with the compensation provisions under Article 5 of this
Agreement.

No suspension of this Agreement is permitted in the aggregate to exceed a period of 45 days
within any one year of this Agreement. If the total number of days of suspension exceeds 45
days, Consultant by written notice may treat the suspension as an early termination of this
Agreement under Article 9.c.

e) Right to Offset
i) In connection with performance under this Agreement:
The County may offset any excess costs incurred:

® if the County terminates this Agreement for default or any other reason resulting from
Consultant’s performance or non-performance;

@if)  ifthe County exercises any of its remedies under Section 9.2 of this
Agreement; or

(iii)  if the County has any credits due or has made any overpayments under this
Agreement.

The County may offset these excess costs by use of any payment due for Services completed
before the County terminated this Agreement or before the County exercised any remedies. If the
amount offset is insufficient to cover those excess costs, Consultant is liable for and must
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promptly remit to the County the balance upon written demand for it. This right to offset is in
addition to and not a limitation of any other remedies available to the County.

f.) Delays

After a delay of more than forty-five (45) days or more caused by the County, in which the
Contractor is unable to perform any Services as set forth in the Statement of Work, and the
Contractor brings any claims or actions or lawsuits against the County stemming from such

damages, the Contractor agrees that its damages, expense or losses incurred by Contractor shall not
exceed $100,000.00

g.) Prepaid Fees

In the event this Contract is terminated by either party, for cause or otherwise, and the County has
prepaid for any Deliverables, Contractor shall refund to the County, on a prorated basis to the
effective date of termination, all amounts prepaid for Deliverables not actually provided as of the
effective date of the termination. The refund shall be made within fourteen (14) days of the
effective date of termination.

ARTICLE 10) GENERAL CONDITIONS
a) Entire Agreement
i) General

This Agreement, and the exhibits attached to it and incorporated in it, constitute the entire
agreement between the parties and no other warranties, inducements, considerations, promises or
interpretations are implied or impressed upon this Agreement that are not expressly addressed in
this Agreement.

i) No Collateral Agreements

Consultant acknowledges that, except only for those representations, statements or promises
expressly contained in this Agreement and any exhibits attached to it and incorporated by
reference in it, no representation, statement or promise, oral or in writing, of any kind
whatsoever, by the County, its officials, agents or employees, has induced Consultant to enter
into this Agreement or has been relied upon by Consultant, including any with reference to: (i)
the meaning, correctness, suitability or completeness of any provisions or requirements of this
Agreement; (ii) the nature of the Services to be performed; (iii) the nature, quantity, quality or
volume of any materials, equipment, labor and other facilities needed for the performance of this
Agreement; (iv) the general conditions which may in any way affect this Agreement or its
performance; (v) the compensation provisions of this Agreement; or (vi) any other matters,
whether similar to or different from those referred to in (i) through (vi) immediately above,
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affecting or having any connection with this Agreement, its negotiation, any discussions of its
performance or those employed or connected or concerned with it.

iii) No Omissions

Consultant acknowledges that Consultant was given an opportunity to review all documents
forming this Agreement before signing this Agreement in order that it might request inclusion in
this Agreement of any statement, representation, promise or provision that it desired or on that it
wished to place reliance. Consultant did so review those documents, and either every such
statement, representation, promise or provision has been included in this Agreement or else, if
omitted, Consultant relinquishes the benefit of any such omitted statement, representation,
promise or provision and is willing to perform this Agreement in its entirety without claiming
reliance on it or making any other claim on account of its omission.

b) Counterparts

This Agreement is comprised of several identical counterparts, each to be fully signed by the
parties and each to be considered an original having identical legal effect.

) Modifications and Amendments

In the case of Contracts approved by the Chief Procurement Officer, the Chief Procurement Officer
may amend a contract provided that any such amendment(s) does not extend the Contract by more
than one (1) year, and further provided that the total cost of all such amendments does not increase
the total amount of the Contract beyond $150,000. In the case of contracts approved by the Board,
the CPO shall have the authority to execute Contract amendments on Contracts approved by the
Board; provided, however, that the total of such amendments does not extend the Contract by more
than one (1) year and does not increase the original Contract by more than $150,000.00 during the
term of the Contract. The “amount” of a Contract shall mean the maximum amount payable under
such Contract.

No person has the power or authority to approve, authorize or execute an amendment to the
Contract in the amount of $150,000.00 or more without approval of the County Board.

No County department or employee thereof has authority to make any modifications or
amendments to this Contract. Any modifications or amendments to this Contract made without the
express written approval of the Chief Procurement Officer is void and unenforceable.

d) Governing Law and Jurisdiction

This Contract shall be governed by and construed under the laws of the State of Illinois. The
Contractor irrevocably agrees that, subject to the County's sole and absolute election to the
contrary, any action or proceeding in any way, manner or respect arising out of the Contract, or
arising from any dispute or controversy arising in connection with or related to the Contract, shall
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be litigated only in courts within the Circuit Court of Cook County, State of Illinois, and the -
Contractor consents and submits to the jurisdiction thereof. In accordance with these provisions,
Contractor waives any right it may have to transfer or change the venue of any litigation brought
against it by the County pursuant to this Contract.

€) Severability

If any provision of this Agreement is held or considered to be or is in fact invalid, illegal,
inoperative or unenforceable as applied in any particular case in any jurisdiction or in all cases
because it conflicts with any other provision or provisions of this Agreement or of any
constitution, statute, ordinance, rule of law or public policy, or for any other reason, those
circumstances do not have the effect of rendering the provision in question invalid, illegal,
inoperative or unenforceable in any other case or circumstances, or of rendering any other
provision or provisions in this Agreement invalid, illegal, inoperative or unenforceable to any
extent whatsoever. The invalidity, illegality, inoperativeness or unenforceability of any one or
more phrases, sentences, clauses or sections in this Agreement does not affect the remaining
portions of this Agreement or any part of it.

1] Assigns

All of the terms and conditions of this Agreement are binding upon and inure to the benefit of the
parties and their respective legal representatives, successors and assigns.

g) Cooperation

Consultant must at all times cooperate fully with the County and act in the County's best
interests. If this Agreement is terminated for any reason, or if it is to expire on its own terms,
Consultant must make every effort to assure an orderly transition to another provider of the
Services, if any, orderly demobilization of its own operations in connection with the Services,
uninterrupted provision of Services during any transition period and must otherwise comply with
the reasonable requests and requirements of the Department in connection with the termination
or expiration.

h) Waiver

Nothing in this Agreement authorizes the waiver of a requirement or condition contrary to law or
ordinance or that would result in or promote the violation of any federal, state or local law or
ordinance.

Whenever under this Agreement the County by a proper authority waives Consultant's
performance in any respect or waives a requirement or condition to either the County's or
Consultant's performance, the waiver so granted, whether express or implied, only applies to the
particular instance and is not a waiver forever or for subsequent instances of the performance,
requirement or condition. No such waiver is a modification of this Agreement regardless of the
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number of times the County may have waived the performance, requirement or condition. Such
waivers must be provided to Consultant in writing.

i) Independent Contractor

This Agreement is not intended to and will not constitute, create, give rise to, or otherwise
recognize a joint venture, partnership, corporation or other formal business association or
organization of any kind between Consultant and the County. The rights and the obligations of
the parties are only those expressly set forth in this Agreement. Consultant must perform under
this Agreement as an independent contractor and not as a representative, employee, agent, or
partner of the County.

This Agreement is between the County and an independent contractor and, if Consultant is an
individual, nothing provided for under this Agreement constitutes or implies an employer-
employee relationship such that:

i) The County will not be liable under or by reason of this Agreement for the payment of
any compensation award or damages in connection with the Consultant performing the Services
required under this Agreement.

ii) Consultant is not entitled to membership in the County Pension Fund, Group Medical
Insurance Program, Group Dental Program, Group Vision Care, Group Life Insurance Program,
Deferred Income Program, vacation, sick leave, extended sick leave, or any other benefits
ordinarily provided to individuals employed and paid through the regular payrolls of the County.

iii) ~ The County is not required to deduct or withhold any taxes, FICA or other deductions
from any compensation provided to the Consultant.

i) Governmental Joint Purchasing Agreement

Pursuant to Section 4 of the Illinois Governmental Joint Purchasing Act (30 ILCS 525) and the
Joint Purchase Agreement approved by the Cook County Board of Commissioners (April 9,
1965), other units of government may purchase goods or services under this contract.
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ARTICLE 11) NOTICES

All notices required pursuant to this Contract shall be in writing and addressed to the parties at
their respective addresses set forth below. All such notices shall be deemed duly given if hand
delivered or if deposited in the United States mail, postage prepaid, registered or certified, return
receipt requested. Notice as provided herein does not waive service of summons or process.

If to the County: Cook County Bureau of Technology
69 W. Washington Street, Suite 2700
Chicago, Illinois 60602
Attention: Department Director

And

Cook County Chief Procurement Officer

118 North Clark Street. Room 1018

Chicago, Illinois 60602

(Include County Contract Number on all notices)

If to Consultant: Adapt Telephony Services, LLC
600 Enterprise Drive, Suite 204
Oak Brook, IL 60523
Attention: Mr. Brian Holdampf

Changes in these addresses must be in writing and delivered in accordance with the provisions of
this Article 11. Notices delivered by mail are considered received three days after mailing in

- accordance with this Article 11. Notices delivered personally are considered effective upon
receipt. Refusal to accept delivery has the same effect as receipt.

ARTICLE 12) AUTHORITY

Execution of this Agreement by Consultant is authorized by a resolution of its Board of
Directors, if a corporation, or similar governing document, and the signature(s) of each person
signing on behalf of Consultant have been made with complete and full authority to commit
Consultant to all terms and conditions of this Agreement, including each and every
representation, certification and warranty contained in it, including the representations,
certifications and warranties collectively incorporated by reference in it.
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INSTRUCTIONS FOR COMPLETION OF
ECONOMIC DISCLOSURE STATEMENT AND EXECUTION DOCUMENT

This Economic Disclosure Statement and Execution Document ("EDS”) is to be completed and executed by every
Bidder on a County contract, every party responding to a Request for Proposals or Request for Qualifications
“(Proposer”), and others as required by the Chief Procurement Officer. If the Undersigned is awarded a contract
pursuant to the procurement process for which this EDS was submitted (the “Contract’), this Economic Disclosure
Statement and Execution Document shall stand as the Undersigned's execution of the Contract.

Definitions. Capitalized terms used in this EDS and not otherwise defined herein shall have the meanings given to

such terms in the Instructions to Bidders, General Conditions, Request for Proposals, Request for Qualifications, or
other documents, as applicable.

“Affiliated Entity” means a person or entity that, directly or indirectly: controls the Bidder, is
controlled by the Bidder, or is, with the Bidder, under common control of another person or entity.
Indicia of control include, without limitation, interlocking management or ownership; identity of
interests among family members; shared facilities and equipment; common use of employees; and
organization of a business entity following the ineligibility of a business entity to do business with
the County under the standards set forth in the Certifications included in this EDS, using
substantially the same management, ownership or principals as the ineligible entity.

“Bidder,” "Proposer,” “Undersigned,” or “Applicant,” is the person or entity executing this
EDS. Upon award and execution of a Contract by the County, the Bidder, Proposer, Undersigned
or Applicant, as the case may be, shall become the Contractor or Contracting Party.

"Proposal,” for purposes of this EDS, is the Undersigned’s complete response to an RFP/RFQ, or
if no RFQ/RFP was issued by the County, the “Proposal” is such other proposal, quote or offer
submitted by the Undersigned, and in any event a “Proposal” includes this EDS .

“Code” means the Code of Ordinances, Cook County, lllinois available through the Cook County
Clerk’s Office website (http://www.cooketyclerk.com/sub/ordinances.asp). This page can also be
accessed by going to www.cookctyclerk.com, clicking on the tab labeled “County Board
Proceedings,” and then clicking on the link to “Cook County Ordinances.”

“Contractor” or “Contracting Party” means the Bidder, Proposer or Applicant with whom the
County has entered into a Contract.

“EDS” means this complete Economic Disclosure Statement and Execution Document, including
all sections listed in the Index and any attachments.

“Lobby” or “lobbying” means to, for compensation, attempt to influence a County official or
County employee with respect to any County matter.

“Lobbyist” means any person or entity who lobbies.

“Prohibited Acts” means any of the actions or occurrences which form the basis for
disqualification under the Code, or under the Certifications hereinafter set forth.

Sections 1 through 3: MBE/WBE Documentation. Sections 1 and 2 must be completed in order to satisfy the
requirements of the County’s MBE/WBE Ordinance, as set forth in the Contract Documents, if applicable. If the

Undersigned believes a waiver is appropriate and necessary, Section 3, the Petition for Waiver of MBE/WBE
Participation must be completed.

Section 4: Certifications. Section 4 sets forth certifications that are required for contracting parties under the Code.
Execution of this EDS constitutes a warranty that all the statements and certifications contained, and all the facts
stated, in the Certifications are true, correct and complete as of the date of execution.

Section 5: Economic and Other Disclosures Statement. Section 5 is the County's required Economic and Other
Disclosures Statement form. Execution of this EDS constitutes a warranty that all the information provided in the
EDS is true, correct and complete as of the date of execution, and binds the Undersigned to the warranties,
representations, agreements and acknowledgements contained therein.

EDS-i
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INSTRUCTIONS FOR COMPLETION OF
ECONOMIC DISCLOSURE STATEMENT AND EXECUTION DOCUMENT

Sections 6, 7, 8, 9: Execution Forms. The Bidder executes this EDS, and the Contract, by completing and signing
three copies of the appropriate Signature Page. Section 6 is the form for a sole proprietor; Section 7 is the form for a
partnership or joint venture; Section 8 is the form for a Limited Liability Corporation, and Section 9 is the form for a
corporation. Proper execution requires THREE ORIGINALS; therefore, the appropriate Signature Page must be filled
in, three copies made, and all three copies must be properly signed, notarized and submitted. The forms may be
printed and completed by typing or hand writing the information required.

Required Updates. The information provided in this EDS will be kept current. in the event of any change in any
information provided, including but not limited to any change which would render inaccurate or incomplete any
certification or statement made in this EDS, the Undersigned will supplement this EDS up to the time the County
takes action, by filing an amended EDS or such other documentation as is requested.

Additional Information. The County’s Governmental Ethics and Campaign Financing Ordinances, impose certain
duties and obligations on persons or entities seeking County contracts, work, business, or transactions. For further
information please contact the Director of Ethics at (312) 603-4304 (69 W. Washington St. Suite 3040, Chicago, IL
60602) or visit our web-site at www.cookcountygov.com and go to the Ethics Department link. The Bidder must
comply fully with the applicable ordinances.

EDS-ii
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MBE/WBE UTILIZATION PLAN (SECTION 1)

BIDDER/PROPOSER HEREBY STATES that all MBE/WBE firms included in this Plan are certified MBEs/WBES by at least one of the entities
listed in the General Conditions. »

l. BIDDER/PROPOSER MBE/WBE STATUS: (check the appropriate line):
Bidder/Proposer is a cérﬁﬁed MBE or WBE firm. If so, attach copy of appropriate Letter of Certification)

Bidder/Proposer is a joint Venture and one or more Joint Venture partners are certified MBEs or WBEs. (if so, attach
copies of Lefter(s) of Certification, a copy of Joint Venture Agreement clearly describing the role of the MBE/WBE
firm(s) and its ownership interest in the Joint Venture and a completed Joint Venture Affidavit — available from the
Office of Contract Compliance)

v'__ Bidder/Proposer is not a certified MBE or WBE firm, nor a joint Venture with MBE/WBE partners, but will utilize MBE
and WBE firms either directly or indirectly in the performance of the Contract. {if so, complete Sections Il and Hl).

o | Direct Participation of MBE/WBE Firms O  indirect Participation of MBE/WBE Firms

Where goals have not been achieved through direct participation, Bidder/proposer shall include documentation outlining efforts to
achieve Direct Participation at the time of Bid/Proposal submission. Indirect Participation will only be considered after all efforts to
achieve Direct Participation have been exhausted. -Only after written documentation of Good Faith Efforts is received will indirect
Participation be considered. ‘

MBEs/WBEs that will perform as subcontractors/suppliers/consultants include the following:
MBE/WBE FIRM: Clarity Partners, LLC

Address: 22. W. Washington, Suite 1490, Chicago, IL 66602

E-Mail: d.namkung@claritypartners.com

Contact Person: David C Namkung, Managing Partner Phone: 312-920-0050
Dollar Amount Participation: $ 578,870

Percent Amount of Participation: 21%

*Letter of intent Attached? Yes v No

‘Letter of Certification attached? Yes Y No
MBE/WBE FIRM: Kairoé Consutting Worldwide, LLC

Address: 1 South Dearborn, Suite 2100, Chicago, IL 60603

E-Mail: lynn.sutton@kairosworldwide.com

Contact Person: Lynn Sutton, Managing Principal Phone: 312-212-4323
Dollar Amount Participation: $ 391,415

Percent Amount of Participation:14%

*Letter of Intent Attached? Yes v No

*Letter of Certification attached? Yes v No

Aftach additional sheets as needed.
*ADDITIONALLY, ALL Letter of Intent, Letters of Certification and documentation of Good Faith Efforts omitted from this

bid/proposal must be submitted to the Office of Contract Compliance so as to assure receipt by the Contract
Compliance Administration not later than three (3) business days after the Bid Opening date.

EDS-1 : 1.10.13



COOK COUNTY GOVERNMENT LETTER OF INTENT (SECTION 2)

M/WBE Firm: Clarity Partners, LLC
Address:22. W. Washington, Suite 1490

City/State: Chicago, IL Zip: 60602

Phone: 312-820-0550 Fax: 312-920-0554

Certifying Agency: Cook County Office of Contract Compliance

Certification Expiration Date: Extended to April 30, 2013

FEIN #: 80-0123899

Contact Person: David C. Namkung, Managing Partner

Email: d.namkung@claritypartners.com Contact #: 312-920-0550

Participation: [X] Direct [ ]Indirect

Will the M/WBE firm be subcontracting any of the performance of this contract to another firm?

[X]No [ ]Yes-Please attached explanation. Proposed Subcontractor:

The undersigned M/WBE is prepared to provide the following Commodities/Services for the above named Project/Contract:

Clarity Partners, LLC is providing professional services in the areas of business analysis, change management, knowledge
transfer, documentation, training and testing for Cook County Government's Interactive Voice Response System Consolidate
and Replacement Project —~ RFP No. 13-18-078.

Indicate the Dollar Amount, or Percentage, and the Terms of Payment for the above-described Commodities/Services:

Twenty-one percent (21%) of the total proposed professional services are allocated to Clarity Partners, LLC. The Terms of
Payment follows the payment terms agreed between Adapt Telephony Services, LLC's and the Cook County Government, and
Clarity Partners, LLC agrees to be paid within 15 days after Adapt Telephony Services, LLC has received payment from the
Cook County Government for the fees incurred.

(If more space is needed to fully described MIWBE Firm’s proposed scope of work and/or payment schedule, attached additional sheets)

The UNDERSIGNED PARTIES AGREE that this Letter of Intent will become a binding Subcontract Agreement conditioned upon the
Bidder/Proposer's receipt of a signed contract from the County of Cook. The Undersigned Parties do also certify that they did not affix their
signatures to this document until all areas under Description of Services/Supply and Fee/Cost were completed.

D e

WM/WBE
Dasid Na Mk“ﬂf’

Print Name

Signature(Psffe B/dder/Propc}sér
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T penf
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Subscribed and sworn before me
this /7 _day of A‘pﬁii

Subscribed and sworn before me,——.__
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February 4, 2013

Mr. David C. Namkung, President
Clarity Partners, LLC

22 West Washington Street, Ste #1490
Chicago, IL 60602

Re:  Cook County MBE/WBE/VBE Certification Extension

Dear M. Namkung:

Please be advised that your status as a certified Minority Business Enterprise (MBE), Women's

Business Enterprise (WBE) and/or Vetcran Business Fnterpnse (VBE) has bcen extended until
April 30. 2013.

This extension is provided to ensure a thorough review of your company’s documentation and to
allow your company the time to submit additional information and documents if requested.

This Certification Extension does not guarantee continued cligibility in Cook County’s
MBE/WBE/VBE Program.

n responding to procurement opportunities, as evidence of your current MBE/WBE/VBE

certification with Cock County, you may include this Extension Letter and most recent Certification
Letter with your submission.

If you have any questions, please feel free to contact Paulétte Brooks at (312) 603-5502.

ﬁcrelg
; i/ L f' %

Yauletie
Interim Contract Compliance Director
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THE BOARD OF COMMISSIONERS
TONI PRECKWINKLE

COOK COUNTY
OFFICE OF CONTRACT COMPLIANCE

PRESI
ESIDENT LAVERNE HALL
..., EARLEAN COLLINS st Dist.  PETER N. SILVESTRI 9th Dist. DIRECTOR
*DBERT STEELE 2nd Dist.  BRIDGET GAINER 10h Dist
RRY BUTLER 3rd Disl.  JOHN P. DALEY 11th Dist.

. 4ILLIAM M. BEAVERS 4th Dist.  JDHN A. FRITCHEY 12th Dist. 118 North Clark Street, Room 1020
DEBORAH SIMS 5th Dist.  LARRY SUFFREDIN 13th Dist. Chicago, lilinois 60602-1304
JOAN PATRICIA MURPHY  6th Dist.  GREGG GOSLIN 14th Dist. -5502
JESUS G, GARCIA 7th Dist.  TIMOTHY 0. SCHNEIDER 15th Dist, TEL (312) 603-3502
EDWIN REVES 8th Dist.  JEFFREY R. TOBOLSKI 16th Dist. FAX (312) 603-4547

ELIZABETH ANN DOODY GDRMAN  17th Dist.

September 13, 2011

Mr. David Namkung -

President

Clarity Partners, LLC

22 West Washington Street, Suite 1490
Chicago, IL 60602

Annual Certification Expires: September 13, 2012
Dear Mr. Namkung: :

We are pleased to inform you that Clarity Partners, LLC. has been re-certified as an MBE (8) py Cook
County Government. This MBE (8) certification is valid until September 13, 2014; however your firm must
be revalidated annually. Your firm’s next annual validation is required by September 13, 2012.

As a condition of continued certification during this three (3) year period, you must file a “No Change
Affidavit” within sixty (60) days prior to the date of annual expiration. Please include the non-
refundable fee of $ 50.00, payable to Cook County Department of Revenue. Failure to file this Affidavit
shall result in the termination of your certification. You must notify Cook County Government's Office of
Contract Compliance of any change in ownership or control of your firm or any other matters or facts
affecting your firm’s eligibility for certification.

Cook County Government may commence action to remove your firm as an MBE (8) vendor if you fail to
notify us of any changes of facts affecting your fim’s certification, or if your firm otherwise fails to cooperate
with the County in any inquiry or investigation. Removal of status may also be commenced if your firm is
found to be involved in bidding or contractual irregularities. '

Your firm wilIAbe listed on the Intemet in the next edition of the Cook County Directory of Minority and
Women Business Enterprises. Your area of specialty will be listed as:

TECHNOLOGY: INFORMATION TECHNOLOGY CONSULTANTS

Your participation on County contracts will be credited toward MBE {8) goals in your area(s) of specialty.
While your participation on Cook County contracts is not limited to your specialty, credited toward MBE (8)
goals will be given only for work done in the specialty categoty.

Thank you for your continued interest in Cook County Government's Minority and Women Business
Enterprise Programs.

Sincerely,

~— RAMNE.
LaVerne Hall
Director

LH/ehw
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COOK COUNTY GOVERNMENT LETTER OF INTENT (SECTION 2)

M/WBE Firm: Kairos Consulting Worldwide Certifying Agency: _City of Chicago

Address:1 South Dearborn, Suite 2100 Certification Expiration Date: _May 1, 2013
City/State: Chicago, IL Zip: 60603 FEIN # _73-1717532

Phone: 312-212-4323 Fax: 312-212-4401 Contact Person: Lynn Sufton , Managing Principal
Email: lynn.sutton@kairosworldwide.com Contact #: 312-212-4323

Participation: {X] Direct [ ]Indirect

Will the MAWBE firm be subcontracting any of the performance of this contract to another firm?

[XINo [ ]Yes-Please attached explanation. Proposed Subcontractor:

The undersigned MIWBE is prepared to provide the following Commodities/Services for the above named Project/Contract:

Kairos Consulting Worldwide is providing professional services in the areas of business analysis, change managerpent,
knowledge transfer, documentation and training for Cook County Government's Interactive Voice Response System Consolidate
and Replacement Project ~ RFP No. 13-18-078.

Indicate the Dollar Amount, or Percentage, and the Terms of Payment for the above-described Commodities/Services:

Fourteen percent (14%) of the total proposed professional services are allocated to Kairos Consulting Worldwide. The Terms of
Payment follows the payment terms agreed between Adapt Telephony Services, LLC's and the Cook County Government, and
Kairos Consulting. Worldwide agrees to be paid within 15 days after Adapt Telephony Services, LLC has received payment from
the Cook County Government for the fees incurred.

(If more space is needed to fully described MMWBE Firm’s proposed scope of work and/or payment schedule, attached additional sheets)
The UNDERSIGNED PARTIES AGREE that this Letter of Intent will ‘become a binding Subcontract Agreement conditioned upon the

Bidder/Proposer’s receipt of a signed contract from the County of Cook. The Undersigned Parties do also certify that they did not affix their
s;gnatures to this document until all areas under Descnptnon of Services/Supply and Fee/Cost were completed.

ngn/ e(Mweg) -~ Signaturé (Brime Bidde‘r7Pro'poser)
LYSN s o7l B 1 G0k
Print Name Print Name
KAIRSS  CodsolTingG  WORDWDE A\DF\WTE(%"}DA\A & "N C% L LL
Firm Name ' Firm 7ame
ApRiL 17, 2013 \‘?1] e
Date Date '
Subscribed and sworn before me Subscribed and sworn before me
this ,
Notary Public
SEAL
P \&M@W\Nﬁfv&fw WFREAFL
? FEICIAL SEAL b
e er151 OPHE: DLEWIS
§ NOTARY PUBLIC - STATE OF ILLINGIS
% MY COMMISSION EXPIRES:10i21/13
E, ARSI RSP NIRRT RIS
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U.S. SMALL BUSINESS ADMINISTRATION
WASHINGTON, D.C. 20416

November 7, 2007

Lynn Sutton, Managing Member
Kairos Management, LLC

3514 West Jackson

Chicago, lliinois 60624

Dear Ms. Sutton:

Congratulations! Your firm has been certified as a Participant in the U.S. Small Business
Administration’s (SBA) 8(a) Business Development Program. Your nine (9) year program term
begins on the date of this letter.

Additionally, your firm has been certified as a Small Disadvantaged Business (SDB) in the
Federal Government s SDB program. Your term of participation in the SDB program is
concurrent with your 8(a) Business Development certification.

During participation in the 8(a) Business Development Program, you will receive business
development assistance from an assigned Business Development Specialist in the lllinois
District Office located at 500 West Madison Street, Suite 1250, Chicago, lllinois 60661-2511.
The phone number is 312/353-4528. The District office will also be able to provide you with
information on the SDB program and its benefits.

Your firm will become eligible to receive 8(a) Business Development contracts after you submit
a business plan using SBA Form 1010C and receive SBA'’s approval of the plan. We are

sending a copy of this certification letter to the SBA lllinois District Office. That office will send
you the business plan form.

SBA requires that the 8(a) participant s President or Chief Executive Officer signa
Participation Agreement to show that he or she understands the conditions of 8(a) program
participation. Please read the Agreement carefully, sign and date one copy and return it to the
SBA Hllinois District Office at the address shown in the third paragraph above. The second
copy is for your records,

Even though your firm s approved North American Industry Classification System (NAICS)
Code is 541611, your firm may be awarded contracts under other NAICS Codes, as iong as
the firm is qualified to perform the required service or task. In this regard, please note that
contracts awarded under 8(a) Business Development Program authority generally result from




the self-marketing efforts of participating firms. While your firm s acceptance iqto the 8(a)
Business Development Program is not a guarantee of contract support, SBA will make every
effort to assist you in your marketing efforts.

During your participation in the 8(a) Business Development Program, | encourage you to take
advantage of the Mentor-Protégé Program, the Federal Surplus Property Program and the
extensive management and technical training available to you. Your local ‘SBA District Office
can provide additional information on these programs.

If you have not already done so, we strongly suggest that you acquire access to e-mail to
enhance your communication abilities with public and private sector buyers. Also, you should
consider setting up a merchant account with a credit card company, which will give you the
ability to accept credit card orders for your goods and services from over 1,000 Federal buying
offices. Finally, registration in the Department of Defense s Central Contractor Registration
(CCR) database is a requirement to receive federal contracts. Therefore, if you have not

already done so, you must register your firm, including completion of the SBA vs_qppigrﬂr)gmgi -

pages, in the CCR registry found ontine at http:/www.ccr.gov/.

| welcome you as an 8(a) Business Development Program participant and wish you every
possible success.

Sincerely,

o

Qoenph, 17 Foeted

j

Joseph P. Loddo
Acting Associate Administrator
Office of Business Development
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DEPARTMENT GF PROCUREMENT SERVICES

CTTY OF CHICAGD

AFR 8@ 1017

Lynn Sutton

Kairos Consulting Worldwide, LLC

1 South Dearborn Street, Suite 2100
Chicago, IL 60603

Annual Certificate Expires: April 1, 2013
Dear Lynn Sution:

Congratulations on your continued eligibility for certification as a Minority
Business Enterprise (MBE) and Women Business Enterprise (WBE) by the
City of Chicago. This certification is valid until April 1, 2014

As you know, your firm must also be re-validated annually. As such, your firm's
next No Change Affidavit is due by April 1, 2013. Please remember, you have
an affirmative duty to file your No-Change Affidavit 60 days prior to the date of
expiration.

It is important to note that you also have an ongoing affirmative duty to notify
the City of Chicago of any changes in ownership or contro! of your firm, or any
other fact affecting your firm's eligibility for certification within 10 days of such
change. These changes may include but are not limited to a change of address,
change of business structure, change in ownership or ownership structure,
change of business operations, andfor gross receipts that exceed the program
threshold. . . g ) ~

Please note — you shall be deemed to have had your certification lapse and wil
be ineligible to participate as a MBEMWBE/BEPD if you fail to:

o file your No Change Affidavit within the required time period;

» provide financial or other records requested pursuant o an audit within
the required time period; or

= notify the City of any changes affecting your firm's certification within 10
days of such change.

12 BORTH LARALLE STRERT, 2O 108, CHICAGH, ILLINGIS o602




Vendor Profile: Certifications

Business Name: Kairos Consulting Worldwide, LLC

o Main! General Iﬁfc‘ Pubhc Proz:”z'ic} Users ! Commaodity Co&esl Coatacisi Empécyeeﬂ
 Cestiteations | workforce Composition/E20 | GQuestionnaires |

" Apply for Certification |

Type Action Effective Renewal Expiration Organization Reviewer Actions
MBE N;f%g:",‘ge 42512012 512013 4/1/2014 City of Chicago Felicia Hinton View
WBE Nﬁgﬂ:&?‘a 4125/2012 5/1/2043 41142014 City of Chicago Felicia Hinton View
DBE NoChange  10/11/2011 6/112012 §11/2014 City of Chicago Edna Pagan View
Status Amﬁgfn App Type Organization Dates Contact Actions
. Started: 4/12/2012 :
R"‘:ﬁ; In ag80302 DBE/ Acggjzgvc;tmange City of Chicage  Submiitted: 4/24/2012  Lynn Sutton  View
Received: 5/3/2012
Processing Started; 1/31/2012
Complete, Decision 2014727 MOC/WBE/BERD Fo City of Chicago  Submitted: 4/12/2012  Lynn Sutton  View
Made 9 Received: 4/23/2012
Processing Started: %/10/2011
Complete, Decision 6279183 DPF/ACDBENO Change ¢y orchicago  Submitted: 6/10/2031  Lynn Sutton - View
Made Received: 9/2/2011
Processing Started: 5/10/2011
Complete, Decision 3343105 "ot ‘:’;’Eﬁfﬁ&g" City of Chicags  Submitied: 5/10/2011  Lynn Sutton  View
Made & Reppived: 5/16/2011
Submitted, Pending . MBE/WBE/BEPD No . . Started: 3/18/2013
Receipt 6276087 Change Affidavit City of Chicagd  gipveeg: /1872033  YPn Sutton Miew
Incomplete 3g63671 DBE/ACDBENOChanGe  (ipyofchicago  Started: 3/18/2013  Lynn Sutton  Process
Type Action Application Date Organization Reviewer Actions
N . ,
DBE Rgg:&?e 412412012 City of Chicago Hamdan Ahmed

Custemer Support

Copyright £ 2013 82Gnow. Al rights reserved.
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PETITION FOR WAIVER OF MBE/WBE PARTICIPATION (SECTION 3)

A BIDDER/PROPOSER HEREBY REQUESTS:
D FULL MBE WAIVER D FULL WBE WAIVER
D REDUCTION (PARTIAL MBE and/or WBE PARTICIPATION)

% of Reduction for MBE Participation
% of Reduction for WBE Participation

B. REASON FOR FULL/REDUCTION WAIVER REQUEST

Bidder/Proposer shall check each item applicable to its reason for a waiver request. Additionally, supporting documentation shail
be submitted with this request. If such supporting documentation cannot be submitted with bid/proposal/quotation, such
documentation shall be submitted directly to the Office of Contract Compliance no later than three (3) days from the date of
submission date.

I:I (1) Lack of sufficient qualified MBEs and/or WBEs capable of providing the goods or services required by the contract.
(Please explain)

I:I (2) The specifications and necessary requirements for performing the contract make it impossible or economically
infeasible to.divide the contract to enable the contractor to utilize MBEs and/or WBEs in accordance with the
applicable participation. (Please explain)

(3) Price(s) quoted by potential MBEs and/or WBES are above competitive levels and increase cost of doing business
and would make acceptance of such MBE and/or WBE bid economically impracticable, taking into consideration
the percentage of total contract price represented by such MBE and/or WBE bid. (Please explain)

(4) There are other relevant factors making it impossible or economically infeasible to utilize MBE and/or
WBE firms. (Please explain)

GOOD FAITH EFFORTS TO OBTAIN MBE/WBE PARTICIPATION

(1) Made timely written solicitation to identified MBEs and WBES for utilization of goods and/or services;
and provided MBEs and WBESs with a timely opportunity to review and obtain relevant specifications,
terms and conditions of the proposal to enable MBEs and WBEs to prepare an informed response to
solicitation. (Please attach)

(2) Followed up initial solicitation of MBEs and WBESs to determine if firms are interested in doing
business. (Please attach)

(3) Advertised in a timely manner in one or more daily newspapers and/or trade publication for MBEs and
WBEsS for supply of goods and services. (Please attach)

{4) Used the services and assistance of the Office of Contract Compliance staff. (Please explain)

Joo0oO0 oo OO

(5) Engaged MBEs & WBEs for indirect participation. (Please explain)

D. OTHER RELEVANT INFORMATION

Attach any other documentation relative to Good Faith Efforts in complying with MBE/WBE participation.

EDS-3
1.10.13




CERTIFICATIONS (SECTION 4)

THE FOLLOWING CERTIFICATIONS ARE MADE PURSUANT TO STATE LAW AND THE CODE. THE UNDERSIGNED IS
CAUTIONED TO CAREFULLY READ THESE CERTIFICATIONS PRIOR TO SIGNING THE SIGNATURE PAGE. SIGNING
THE SIGNATURE PAGE SHALL CONSTITUTE A WARRANTY BY THE UNDERSIGNED THAT ALL THE STATEMENTS,
CERTIFICATIONS AND INFORMATION SET FORTH WITHIN THESE CERTIFICATIONS ARE TRUE, COMPLETE AND
CORRECT AS OF THE DATE THE SIGNATURE PAGE IS SIGNED. THE UNDERSIGNED IS NOTIFIED THAT IF THE
COUNTY LEARNS THAT ANY OF THE FOLLOWING CERTIFICATIONS WERE FALSELY MADE, THAT ANY CONTRACT
ENTERED INTO WITH THE UNDERSIGNED SHALL BE SUBJECT TO TERMINATION.

A.

PERSONS AND ENTITIES SUBJECT TO DISQUALIFICATION

No person or business entity shall be awarded a contract or sub-contract, for a period of five (5) years from the date of
conviction or entry of a plea or admission of guilt, civil or criminal, if that person or business entity:

1) Has been convicted of an act committed, within the State of lllinois, of bribery or attempting to bribe an officer
or employee of a unit of state, federal or local government or school district in the State of llilinois in that
officer's or employee's official capacity;

2) Has been convicted by federal, state or local government of an act of bid-rigging or attempting to rig bids as
defined in the Sherman Anti-Trust Act and Clayton Act. Act. 15 U.S.C. Section 1 et seq.;

3) Has been convicted of bid-rigging or attempting to rig bids under the laws of federal, state or local
government;

4) Has been convicted of an act committed, within the State, of price-fixing or attempting to fix prices as defined
by the Sherman Anti-Trust Act and the Clayton Act. 15 U.S.C. Section 1, ef seq.;

5) Has been convicted of price-fixing or attempting to fix prices under the laws the State;

6) Has been convicted of defrauding or attempting to defraud any unit of state or local government or school

district within the State of ltlinois;

7) Has made an admission of guilt of such conduct as set forth in subsections (1) through (6) above which
admission is a matter of record, whether or not such person or business entity was subject to prosecution for
the offense or offenses admitted to; or

8) Has entered a plea of nolo contendere to charge of bribery, price-fixing, bid-rigging, or fraud, as set forth in
sub-paragraphs (1) through (6) above.

In the case of bribery or attempting to bribe, a business entity may not be awarded a contract if an official, agent or
employee of such business entity committed the Prohibited Act on behalf of the business entity and pursuant to the
direction or authorization of an officer, director or other responsible official of the business entity, and such Prohibited
Act occurred within three years prior to the award of the contract. In addition, a business entity shall be disqualified if
an owner, partner or shareholder controlling, directly or indirectly, 20 % or more of the business entity, or an officer of
the business entity has performed any Prohibited Act within five years prior to the award of the Contract.

THE UNDERSIGNED HEREBY CERTIFIES THAT: The Undersigned has read the provisions of Section A, Persons
and Entities Subject to Disqualification, that the Undersigned has not committed any Prohibited Act set forth in Section
A, and that award of the Contract to the Undersigned would not violate the provisions of such Section or of the Code.

BID-RIGGING OR BID ROTATING

THE UNDERSIGNED HEREBY CERTIFIES THAT_ In accordance with 720 ILCS 5/33 E-11, neither the Undersigned
nor any Affiliated Enlity is barred from award of this Contract as a result of a conviction for the violation of State laws
prohibiting bid-rigging or bid rotating.

DRUG FREE WORKPLACE ACT

THE UNDERSIGNED HEREBY CERTIFIES THAT: The Undersigned will provide a drug free workplace, as required by
Public Act 86-1459 (30 ILCS 580/2-11).

EDS-4
1.10.13



DELINQUENCY IN PAYMENT OF TAXES

THE UNDERSIGNED HEREBY CERTIFIES THAT: The Undersigned is not an owner or a party responsible for the
payment of any tax or fee administered by Cook County, by a local municipality, or by the lllinois Department of Revenue,
which such tax or fee is delinquent, such as bar award of a contract or subcontract pursuant to the Code, Chapter 34,
Section 34-129.

HUMAN RIGHTS ORDINANCE

No person who is a party to a contract with Cook County ("County") shall engage in unlawful discrimination or sexual
harassment against any individuai in the terms or conditions of empioyment, credit, public accommodations, housing, or
provision of County facilities, services or programs (Code Chapter 42, Section 42-30 ef seg).

ILLINOIS HUMAN RIGHTS ACT

THE UNDERSIGNED HEREBY CERTIFIES THAT: It is in compliance with the the lllinois Human Rights Act (775 ILCS
6/2-105), and agrees to abide by the requirements of the Act as part of its contractual obligations.

MACBRIDE PRINCIPLES, CODE CHAPTER 34, SECTION 34-132

If the primary contractor currently conducts business operations in Northem Ireland, or will conduct business during the
projected duration of a County contract, the primary contractor shail make all reasonable and good faith efforts to conduct
any such business operations in Northem ireland in accordance with the MacBride Principles for Northern Ireland as
defined in Hiinois Public Act 85-1390.

LIVING WAGE ORDINANCE PREFERENCE (COOK COUNTY CODE, CHAPTER 34, SECTION 34-127;

The Code requires that a living wage must be paid to individuals employed by a Contractor which has a County Contract
and by all subcontractors of such Contractor under a County Contract, throughout the duration of such County Contract.
The amount of such living wage is determined from time to time by, and is available from, the Chief Financial Officer of the
County.

For purposes of this EDS Section 4, H, "Contract” means any written agreement whereby the County is committed to or
does expend funds in connection with the agreement or subcontract thereof. The term "Contract" as used in this EDS,
Section 4, |, specifically excludes contracts with the following:

1) Not-For Profit Organizations (defined as a corporation having tax exempt status under Section 501(C)(3) of the
United State Internal Revenue Code and recognized under the lllinois State not-for -profit law);

2) Community Developrment Block Grants;

3) Cook County Works Department;

4) Sheriffs Work Altemative Program; and

5) Department of Correction inmates.

EDS-5
1.10.13




REQUIRED DISCLOSURES (SECTION 5)
1. DISCLOSURE OF LOBBYIST CONTACTS

List all persons or entities that have made lobbying contacts on your behalf with respect to this contract:

s

Name A Address
s
/

2, LOCAL BUSINESS PREFERENCE DISCLOSURE; CODE, CHAPTER 34, SECTION 34-151(p);

"Local Business" shall mean a person authorized to transact business in this State and having a bona fide establishment for
transacting business located within Cook County at which it was actually transacting business on the date when any competitive
solicitation for a public contract is first advertised or announced and further which employs the majority of its regular, full time work
force within Cook County, including a foreign corporation duly authorized to transact business in this State and which has a bona
fide establishment for transacting business located within Cook County at which it was actually transacting business on the date
when any competitive solicitation for a public contract is first advertised or announced and further which employs the majority of its
regular, full time work force within Cook County.

a) Is Bidder a "Local Business" as defined above?
Yes: No: ,X
b) If yes, list business addresses within Cook County:
c) Does Bidder employ the majority of its regular full-time workforce within Cook County?
Yes: No: \?'\
3. THE CHILD SUPPORT ENFORCEMENT ORDINANCE (PREFERENCE (CODE, CHAPTER 34, SECTION 34-366)

Every Applicant for a County Privilege shall be in full compliance with any child support order before such Applicant is entitled to
receive or renew a County Privilege. When delinquent child support exists, the County shall not issue or renew any County
Privilege, and may revoke any County Privilege.

All Applicants are required to review the Cook County Affidavit of Child Support Obligations attached to this EDS (EDS-8)
and complete the following, based upon the definitions and other information included in such Affidavit.

EDS-6
1.10.13



4, REAL ESTATE OWNERSHIP DISCLOSURES.
The Undersigned must indicate by checking the appropriate provision below and providing all required information that either:

a) The following is a complete list of all real estate owned by the Undersigned in Cook County:

PERMANENT INDEX NUMBER(S):

(ATTACH SHEET IF NECESSARY TO LIST ADDITIONAL INDEX

NUMBERS)
OR:
-
b) X The Undersigned owns no real estate in Cook County.

5. EXCEPTIONS TO CERTIFICATIONS OR DISCLOSURES.

If the Undersigned is unable to certify to any of the Certifications or any other statements contained in this EDS and not explained
elsewhere in this EDS, the Undersigned must explain below:

N ope

If the letters, “NA”, the word “None” or “No Response” appears above, or if the space is left blank, it will be conclusively presumed
that the Undersigned certified to all Certifications and other statements contained in this EDS.

EDS-7 .
1.10.13




COOK COUNTY DISCLOSURE OF OWNERSHIP INTEREST STATEMENT

The Cook County Code of Ordinances (§2-810 ef seq.) requires that any Applicant for any County Action must disclose information
concerning ownership interests in the Applicant. This Disclosure of Ownership Interest Statement must be completed with all
information current as of the date this Statement is signed. Furthermore, this Statement must be kept current, by filing an amended
Statement, until such time as the County Board or County Agency shall take action on the application. The information contained in
this Statement will be maintained in a database and made available for public viewing.

If you are asked to list names, but there are no applicable names to list, you must state NONE. An incomplete Statement will .be
returned and any action regarding this contract will be delayed. A failure to fully comply with the ordinance may result in the action
taken by the County Board or County Agency being voided.

"Applicant’ means any Entity or person making an application to the County for any County Action.

“County Action” means any action by a County Agency, a County Department, or the County Board regarding an ordinance or
ordinance amendment, a County Board approval, or other County agency approval, with respect to contracts, leases, or sale or
purchase of real estate.

"Entity” or “Legal Entity" means a sole proprietorship, corporation, partnership, association, business trust, estate, two or more

persons having a joint or common interest, trustee of a land trust, other commercial or legal entity or any beneficiary or beneficiaries
thereof.

This Disclosure of Ownership Interest Statement must be submitted by :
1. An Applicant for County Action and

2. An individual or Legal Entity that holds stock or a beneficial interest in the Applicant and is listed on the Applicant's Statement (a
“Holder”) must file a Statement and complete #1 only under Ownership Interest Declaration.

Please print or type responses clearly and legibly. Add additional pages if needed, being careful to identify each portion of the form to
which each additional page refers.

This Statement is being made by the [)< ] Applicant or [ ] Stock/Beneficial Interest Holder

This Statement is an: [ ] Original Statement or [ ] Amended Statement

Identlfylng Information:

i€ (’C D/B/A: EIN NO.:fB{O i L{[&] 706%

Street Address: (_,QOD 6V'\T€(2-pp \SE b(\ Ve ‘ é,(,\ e 5&(:74‘

Vo - 525
City: C/{-\l(.ﬁ(yo State: ‘——'L"\/ Zip Code: (-QO6 /

Phone No.:

Form of Legal Entity:
[ 1] Sole Proprietor [ ] Partnership [1] Corporation [] Trustee of Land Trust

[ 1 Business Trust [ ] Estate [ 1] Association [] Joint Venture

o] |
/}ﬁ\ Other (describe) le:’*ﬁw (/Mb’c’:’blﬁ/ GN; pv@fhﬁﬂ

EDS-9
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Ownership Interest Declaration:

1. List the name(s), address, and percent ownership of each individual and each Entity having a legal or beneficial
interest (including ownership) of more than five percent (5%) in the Applicant/Holder.

Name Address Percentage Interest in
Applicant/Holder .+

Bema flaengt 21360 G, Cueose Tl iy 3350
bremr Zeiwpde] 2035 E. (it & Hngpas T % 2 ¢/

s o ] — o - 2 /A
TJoun) Cwdmas Vol Cewapp G, Tohastn R S ATl I 22395

7

e

2. If the interest of any individual or any Entity listed in (1) above is held as an agent or agents, or a nominee or
nominees, list the name and address of the principal on whose behalf the interest is held.

Name of Agent/Nominee Name of Principal Principal's Address

3. Is the Applicant constructively controlied by another person or Legal Entity? { JYes | 7& ] No

If yes, state the name, address and percentage of beneficial interest of such person or legal entity, and the
relationship under which such control is being or may be exercised.

Name Address Percentage of Relationship
Beneficial Interest

Declaration (check the applicable box):

\9(“]‘ | state under oath that the Applicant has withheld no disclosure as to ownership interest in the Applicant nor eserved

any information, data or plan as to the intended use or purpose for which the Applicant seeks County Board or other
County Agency action.

[ 1] I state under oath that the Holder has withheld no disclosure as to ownership interest nor reserved any information
required to be disclosed.

DN {“\C’VDC\M% PoeioenT

Name of Authorized Applipant/Holde'r Representative (please print or type) Title
alie] 1

Signatureu Date ' \

BUANRED TEAM ﬁd%@?r; Comn (D0 -46B- 1522

E-mail address

Phone Number

Subscribed to and sworn before me

My commission expires: (ﬂ/v / j
this _| &A™ day of 2013, M/t

JEANA PAVONI
FICIAL

Notary Public Signature

EDS-10
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COOK COUNTY BOARD OF ETHICS
69 W. WASHINGTON STREET, SUITE 3040
CHICAGO, ILLINOIS 60602
312/603-4304
312/603-9988 FAX  312/603-1011 TT/TDD

FAMILIAL RELATIONSHIP DISCLOSURE PROVISION:

Section 2-582 of the Cook County Ethics Ordinance requires any person or persons doing business with Cook County, upon
execution of a contract with Cook County, to disclose to the Cook County Board of Ethics the existence of familial
relationships they may have with all persons holding elective office in the State of Illinois, the County of Cook, or in any
municipality within the County of Cook.

The disclosure required by this section shall be filed by January 1 of each calendar year or within thirty (30) days of the
execution of any contract or lease. Any person filing a late disclosure statement after January 31 shall be assessed a late filing
fee of $100.00 per day that the disclosure is late. Any person found guilty of violating any provision of this section or
knowingly filing a false, misleading, or incomplete disclosure to the Cook County Board of Ethics shall be prohibited, for a
period of three (3) years, from engaging, directly or indirectly, in any business with Cook County. Note: Please see Chapter 2
Administration, Article VII Ethics, Section 2-582 of the Cook County Code to view the full provisions of this section.

If you have questions concerning this disclosure requirement, please call the Cook County Board of Ethics at (312) 603-4304.
Note: A current list of contractors doing business with Cook County is available via the Cook County Board of Ethics’ website at:
http://www.cookcountygov.com/taxonomy/ethics/Listings/cc_ethics_VendorList_.pdf

DEFINITIONS:
“Calendar year” means January 1 to December 31 of each year.

“Doing business” for this Ordinance provision means any one or any combination of leases, contracts, or purchases to or with
Cook County or any Cook County agency in excess of $25,000 in any calendar year.

“Familial relationship” means a person who is related to an official or employee as spouse or any of the following, whether by
blood, marriage or adoption:

= Parent = Grandparent = Stepfather

= Child ® Grandchild = Stepmother
® Brother = Father-in-law = Stepson

= Sister = Mother-in-law = Stepdaughter
® Aunt ® Son-in-law = Stepbrother
= Uncle » Daughter-in-law » Stepsister

= Niece ®» Brother-in-law » Half-brother
® Nephew ® Sister-in-law » Half-sister

“Person” means any individual, entity, corporation, partnership, firm, association, union, trust, estate, as well as any parent or
subsidiary of any of the foregoing, and whether or not operated for profit.

EDS-11
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SWORN FAMILJIAL RELATIONSHIP DISCLOSURE FORM

Pursuant to Section 2-582 of the Cook County Ethics Ordinance, any person* doing business* with Cook County must disclose,
to the Cook County Board of Ethics, the existence of familial relationships* to any person holding elective office in the State of
Iinois, Cook County, or in any municipality within Cook County. Please print your responses.

Name of Owner/Employee: ST t ¢ "/D"E‘V\{r’( Title: P";él 0BTy
Business Entity Name Ploayt ﬂdﬁp \‘J/i gﬂ)» (:65! U/(/ Phone: L D0~ HGLD - ~1900
Business Entity Address: (3(/ C tjmﬂ?.ép ClsE D('tv’(-i ; OAP\‘E)RE?) F | IL— QD@&?)

The following familial relationship exists between the owner or any employee of the business entity contracted to do
business with Cook County and any person holding elective office in the State of Illinois, Cook County, or in any
municipality within Cook County.

Owner/Employee Name: Related to: Relationship:

If more space is needed, attach an additional sheet following the above format.

> é There is no familial relationship that exists between the owner or any employee of the business entity
contracted to do business with Cook County and any person holding elective office in the State of Illinois, Cook
County, or in any municipality within Cook County.

To the best of my knowledge and belief, the information provided above is true and complete.

S~ 9/ I [1%

Owne‘xiEﬁlployee’s Signature 'Date
o
” N Day of 5€/]alga4,é&f" ,20 [ 97

Subscribe and sworn before me this

a Notary Public in and for Do ?QQC County

(Signature)

NOTARY PUBLI OFFICIAL SEAL My Commission expires (f / 24 / 13
SEAL - BRIAN L MORRIS
NOTARY PUBUC STATE OF llJJNOls

Completed forms @y gxecution of any contract or lease with Cook County and should be mailed
to: '
Cook County Board of Ethics
69 West Washington Street,
Suite 3040

Chicago, Illinois 60602

EDS-12
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SIGNATURE BY A SOLE PROPRIETOR
(SECTION 6)

The Undersigned hereby certifies and warrants: that all of the statements, certifications and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege.

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE: : FAX NUMBER:

FEIN/SSN:

COOK COUNTY BUSINESS REGISTRATION NUMBER:

SOLE PROPRIETOR'S SIGNATURE:

PRINT NAME:

DATE:

Subscribed to and sworn before me this

day of , 20

My commission expires:

Notary Public Signature Notary Seal

EDS-13a
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SIGNATURE BY A SOLE PROPRIETOR
(SECTION 6)

The Undersigned hereby certifies and warrants: that all of the statements, certifications and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege.

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE: ' FAX NUMBER:

FEIN/SSN:

COOK COUNTY BUSINESS REGISTRATION NUMBER:

SOLE PROPRIETOR'S SIGNATURE:

PRINT NAME:

DATE:

Subscribed to and sworn before me this

day of , 20

My commission expires:

Notary Public Signature Notary Seal

EDS-13b
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SIGNATURE BY A SOLE PROPRIETOR
(SECTION 6)

The Undersigned hereby certifies and warrants: that all of the statements, certifications and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege.

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE: FAX NUMBER:

FEIN/SSN:

COOK COUNTY BUSINESS REGISTRATION NUMBER;:

SOLE PROPRIETOR'S SIGNATURE:

PRINT NAME:

DATE:

Subscribed to and sworn before me this

day of , 20

My commission expires:

Notary Public Signature Notary Seal

EDS-13c
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SIGNATURE BY A PARTNERSHIP (AND/OR A JOINT VENTURE)
(SECTION 7)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege. .

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE: FAX NUMBER:

CONTACT PERSON: . FEIN/SSN:

*COOK COUNTY BUSINESS REGISTRATION NUMBER:

SIGNATURE OF PARTNER AUTHORIZED TO EXECUTE CONTRACTS ON BEHALF OF PARTNERSHIP:

*BY:

Date:

Subscribed to and sworn before me this

day of , 20

My commission expires:

Notary Public Signature Notary Seal

*

Attach hereto a partnership resolution or other document authorizing the individual signing this Signature Page
to so sign on behalf of the Partnership.
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SIGNATURE BY A PARTNERSHIP (AND/OR A JOINT VENTURE)
(SECTION 7)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
‘all of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege. .

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE: FAX NUMBER:

CONTACT PERSON: FEIN/SSN:

*COOK COUNTY BUSINESS REGISTRATION NUMBER;

SIGNATURE OF PARTNER AUTHORIZED TO EXECUTE CONTRACTS ON BEHALF OF PARTNERSHIP:

*BY:

Date:

Subscribed to and sworn before me this

day of , 20

My commission expires:

Notary Public Signature Notary Seal

*

Attach hereto a partnership resolution or other document authorizing the individual signing this Signature Page
to so sign on behalf of the Partnership.

EDS-14b
1.10.13



SIGNATURE BY A PARTNERSHIP (AND/OR A JOINT VENTURE)
(SECTION 7)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
alt of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege. .

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE: : FAX NUMBER:
CONTACT PERSON: FEIN/SSN:

*COOK COUNTY BUSINESS REGISTRATION NUMBER;

SIGNATURE OF PARTNER AUTHORIZED TO EXECUTE CONTRACTS ON BEHALF OF PARTNERSHIP:

*BY:

Date;

Subscribed to and sworn before me this

day of , 20

My commission expires:

Notary Public Signature Notary Seal

*

Attach hereto a partnership resolution or other document authorizing the individual signing this Signature Page
to so sign on behalf of the Partnership.

EDS-14c
1.10.13



SIGNATURE BY A LIMITED LIABILITY CORPORATION
(SECTION 8)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and cormrect; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Procurement Director in writing if any of such statements, certifications, representations, facts or information becomes or
is found to be untrue, incomplete or incormrect during the term of the Contract or County Privilege.

BUSINESS NAME: P\dOLPT T{’«/lﬂ)\f\ion\i Services , LLC

susiNess appress: (000 WVPV‘% Dv,Suitc #1204, Oue Brook L 40333
BUSINESS TELEPHONE; (930_’ YeS-F522 L wumeer 030 LY -352 3

CONTACT PERSON; ’%v Lan JHD \dh &Y‘Y\P‘Q

ren__ ke — Y14 -%_D 5L§‘ * CORPORATE FILE NUMBER:
MANAGING MEMBER: Bran ‘('%M MANAGING MEMBER:;

**SIGNATURE OF MANAGER: @@"*—A Z ’;g €7

ATTEST:

Subscribed and swom to before me this g W RAAPR, PR AA LIt
BRIAN L MORRIS

Zsz) day of A/Ob%.bf.zo [z :
NOTARY PUBLIC . STATE OF ILLINOIS ¢
t

4
. <

M \m 1 b ) Rﬁ‘i C(EMMISSION BXPIRES: 1124113

X /QZJ,L~ vvvvv ittt ™

Notary Public Signature Notary Seal

* If the LLC is not registered in the State of llinois, a copy of a current Certificate of Good Standing from
the state of incorporation must be submitted with this Signature Page.

*¥ Attach either a certified copy of the by-laws, articles, resolution or other authorization demonstrating
such persons to sign the Signature Page on behalf of the LLC.

EDS-15a
1.10.13



SIGNATURE BY A LIMITED LIABILITY CORPORATION
(SECTION 8)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to

inform the Procurement Director in writing if any of such statements, certifications, representations, facts or information becomes or
is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege.

BUSINESS NAME; Pidap’r TC\fiPh@ﬂ\} Servies  LLC

susiness aporess; OO0 Triorpnse. Dy, sudeF2o04, Dk Brogk 1L 00523
susiness TeLeprone: 030 40§~ T3 anumeer 030 -k ~ T3
CONTACT PERSON; Povan ’\J@'\dMﬂP{; i

cen_ 30 ~414F05Y * CORPORATE FILE NUMBER:

MANAGING MEMBER' {3 {10y %\d\i&mg{’ MANAGING MEMBER:

*SIGNATURE OF MANAGER: é‘ ~ “‘@

ATTEST: /
s OFFICIAL SEAL

Subscribed and swom to before me this ¢
¢

[

BRIAN L MORRIS §

{

€

PN PP PP PPPTT I T Y YV
S8 PPN
RO RN O

.2 ,
day of MDW 20 /f)
NOTARY PUBLIC - STATE OF LLINCIS

: ]
p
>
&W @(/‘/M MY COMMISSION EXPIRES:11724/13
® A RTAIRRARITERIARIR
X RAARPRRALEPPPPES S PGPS

Notary Public Signature Notary Seal

POV

If the LLC is not registered in the State of illinois, a copy of a current Certificate of Good Standing from
the state of incorporation must be submitted with this Signature Page.

¥k Attach either a certified copy of the by-laws, articles, resolution or other authorization demonstrating
such persons to sign the Signature Page on behalf of the LLC.

EDS-15b
1.10.13



SIGNATURE BY A LIMITED LIABILITY CORPORATION
(SECTION 8)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to

inform the Procurement Director in writing if any of such statements, certifications, representations, facts or information becomes or
is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege.

BUSINESS NAME: %PT (Té\,q)\ﬂ@ﬂy <envies | LLC

BUSINESS ADDRESs: (200 W%L Dy . SwcH 204 gﬁdh— Brooke L {p0523
BUSINESS TELEPHONE{0 DO - Y08 - FD L2 iy numser: 030 " H LR~ 79223
conTACT PERsON._ oA tloldan ot

ren: S~ g F05Y * CORPORATE FILE NUMBER:
MANAGING MEMBER;_tOWGUN W\Mm@’g‘ MANAGING MEMBER:;

*SIGNATURE OF MANAGER: g/)"‘"‘“’

ATTEST:

Subscribed and swom to before me this

S A0 S0 40 A D Th 4, RSO0 A0,

ZX dayof __ INLAY 20 13 . : OFFICIAL SEAL ¢
4 BRIAN L MORRIS $
‘ ¢ NOTARY PUBLIC - STATE OF ILLINOIS ¢
X ol - b - MY EOMMI!O EXPIRES:1113 ‘E__
Notary Public Signature - " "Notary Sea
* If the LLC is not registered in the State of lllinois, a copy of a current Certificate of Good Standing from
the state of incorporation must be submitted with this Signature Page.
¥ Attach either a certified copy of the by-laws, articles, resolution or other authorization demonstrating

such persons to sign the Signature Page on behalf of the LLC.

EDS-15¢
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STATEMENT OF UNANIMOUS CONSENT BY
THE MEMBERS AND MANAGERS OF
ADAPT TELEPHONY SERVICES LLC

The undersigned, constituting all of the Members and Managers of Adapt Telephony
Services, LLC, an Illinois limited liability company (the “Company”), hereby adopt the following
resolutions:

WHEREAS, the Company is negotiating an agreement with Cook County, Illinois, under
which the Company will provide products, software and professional services related to
telephone, voicemail, messaging, product integration and continuing maintenance and service
(the “Project”); and

WHEREAS, the Members and Mangers wish to specifically authorize one of the
Managers to execute, on behalf of the Company, and agreement with Cook County, Illinois to
provide such products, software and services, together with all other documents, instruments and
certificates appropriate or necessary for the Project;

NOW, THEREFORE, BE IT RESOLVED, that Brian Holdampf, a Manager of and the
President of the Company be, and he hereby is, fully authorized, empowered and directed to
negotiate the terms of and to execute and deliver, for and on behalf of the Company, one or more
agreements with Cook County, Illinois, under which the Company shall provide products,
software and professional services related to telephone, voicemail, messaging, product integration
and continuing maintenance and service.

FURTHER RESOLVED, that such agreements shall include such terms and provisions as
Brian Holdampf shall deem appropriate, necessary or advisable and shall approve, such approval
to be conclusively evidenced by the execution and delivery of any such agreement by him.

FURTHER RESOLVED, that Brian Holdampf is fully authorized, empowered and
directed to take any and all action which he may deem necessary to carry out the intent and
purposes of the foregoing resolutions.

an Holdamgf /|«

4

Dated: September 11, 2013

o~
i

7._Bfett Zhfkgwskt” |
i, Syt

JohntGGoodman

Constituting all of the Members and Managers
of the Company

{31910: 001: 01209283.DOCX : }



SIGNATURE BY A CORPORATION
(SECTION 9)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege.

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE: FAX NUMBER:
CONTACT PERSON:
FEIN: *IL CORPORATE FILE NUMBER:

LIST THE FOLLOWING CORPORATE OFFICERS:

PRESIDENT: VICE PRESIDENT:

SECRETARY: TREASURER:

**SIGNATURE OF PRESIDENT:

ATTEST: (CORPORATE SECRETARY)

Subscribed and sworn to before me this

day of .20 .
My commission expires:
X
Notary Public Signature Notary Seal
* If the corporation is not registered in the State of lllinois, a copy of the Certificate of Good Standing from the state
of incorporation must be submitted with this Signature Page. '
dek

In the event that this Signature Page is signed by any persons than the President and Secretary, attach either a
certified copy of the corporate by-laws, resolution or other authorization by the corporation, authorizing such
persons to sign the Sighature Page on behaif of the corporation.

EDS-16a
1.10.13



SIGNATURE BY A CORPORATION
(SECTION 9)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege.

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE:. FAX NUMBER:
CONTACT PERSON:
FEIN: *IL. CORPORATE FILE NUMBER:

LIST THE FOLLOWING CORPORATE OFFICERS:

PRESIDENT: VICE PRESIDENT:

SECRETARY: TREASURER:

**SIGNATURE OF PRESIDENT:

ATTEST: (CORPORATE SECRETARY)

Subscribed and sworn to before me this

day of ,20_
My commission expires:
X
Notary Public Signature Notary Seal
* If the corporation is not registered in the State of lllinois, a copy of the Certificate of Good Standing from the state
of incorporation must be submitted with this Signature Page.

In the event that this Signature Page is signed by any persons than the President and Secretary, attach either a
certified copy of the corporate by-laws, resolution or other authorization by the corporation, authorizing such
persons to sign the Signature Page on behalf of the corporation.

EDS-16b
1.10.13



SIGNATURE BY A CORPORATION
(SECTION 9)

The Undersigned hereby certifies and warrants: that all of the statements, certifications, and representations set forth in this EDS
are true, complete and correct; that the Undersigned is in full compliance and will continue to be in compliance throughout the term
of the Contract or County Privilege issued to the Undersigned with all the policies and requirements set forth in this EDS; and that
all of the facts and information provided by the Undersigned in this EDS are true, complete and correct. The Undersigned agrees to
inform the Chief Procurement Officer in writing if any of such statements, certifications, representations, facts or information
becomes or is found to be untrue, incomplete or incorrect during the term of the Contract or County Privilege.

BUSINESS NAME:

BUSINESS ADDRESS:

BUSINESS TELEPHONE: FAX NUMBER:
CONTACT PERSON:
FEIN: *IL CORPORATE FILE NUMBER:

LIST THE FOLLOWING CORPORATE OFFICERS:

PRESIDENT: VICE PRESIDENT:

SECRETARY: TREASURER:

**SIGNATURE OF PRESIDENT:

ATTEST: (CORPORATE SECRETARY)

Subscribed and sworn to before me this

day of , 20
My commission expires:
X
Notary Public Signature Notary Seal
* if the corporation is not registered in the State of lilinois, a copy of the Certificate of Good Standing from the state
of incorporation must be submitted with this Signature Page.

In the event that this Signature Page is signed by any persons than the President and Secretary, attach either a
certified copy of the corporate by-laws, resolution or other authorization by the corporation, authorizing such
persons to sign the Signature Page on behalf of the corporation.

EDS-16¢
1.10.13



COOK COUNTY SIGNATURE PAGE
(SECTION 10)

ON BEHALF OF THE COUNTY OF COOK, A BODY POLITIC AND CORPORATE OF THE STATE OF ILLINOIS, THIS
CONTRACT IS HEREBY EXECUTED BY:

K 2. 11~

COOK COUNTY CHIEF PROCUREMENT OFFICER

DATED AT CHICAGO, ILLINOIS THIS 25 DAY OF Wbﬁ/ .20 l}

IN THE CASE OF A BID PROPOSAL, THE COUNTY HEREBY ACCEPTS:

THE FOREGOING BID/PROPOSAL AS IDENTIFIED IN THE CONTRACT DOCUMENTS FOR CONTRACT NUMBER

13-18-07¢

OR

ITEM(S), SECTION(S), PART(S)___n / A

TOTAL AMOUNT OF CONTRACT:  $ L!’i 113 J i3§- 79

(DOLLARS AND CENTS)

FUND CHARGEABLE:

APPR AS TO FORM: ) APPROVED BY BOARD OF
/Zw] COOK COUNTY COMMISSIONERS

ASSISTANT STATE/S ATTORNEY DEC - 4 2013
(Required on contracts over $1,000,000.00) ,

COM -

EDS-17
1.10.13



Contract 13-18-078
Interactive Voice Response System Consolidation and Replacement

EXHIBIT 1

Scope of Services / Price Proposal
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Contract 13-18-078 Statement of Work (Exhibit 1)

1. introduction and Overview

This Statement of Work (SOW) is provided for contractual purposes and serves as an updated
description of the work, phases, activities, assumptions, timelines, and other work-related matters
necessary for the successful execution and implementation of the Interactive Voice Response System
Consolidation and Replacement project.

The SOW is extracted largely from the representations made in Adapt’s April 22, 2013 proposal {(No. 13-
18-078) to Cook County. It incorporates updates to reflect clarifications, changes, omissions, and
corrections that resulted from written and oral exchanges that took place during the evaluation and
selection process between Adapt and representatives from the Cook County Procurement Office.

As an introduction and for contextual continuity, the remainder of this section restates the project’s
background, summarizes the proposed technical solution, and reaffirms the division of work among the
discrete phases described in the proposal’s implementation approach.

1.1 Background

In February 2013, Cook County (“County”), through the Office of the Chief Procurement Officer
(“Procurement”), issued an RFP (#13-18-078) requesting proposals from vendors to consolidate and
replace the County’s existing Interactive Voice Response (IVR) systems.

The RFP described the current environment and need for new technology. This background
information noted that the County currently runs five (5) separate IVR systems from multiple locations,
providing answering and routing services for approximately four (4) million calls per year. These five (5)
independent IVR systems utilize 408 ports and, from time-to-time, experience system overload
challenges resulting from high volumes at given peak seasons such as elections and tax season. The
systems are antiquated and require considerable effort on the part of user departments to keep
configurations current and constituencies informed.

The current systems are disjointed, fragmented, and inefficient to use and administer. Some of the IVR
systems repeat information such as countywide general information at multiple levels of the IVR
scripts. Each department owns one or multiple scripts to support their business applications, and the
work to update scripts oftentimes requires independent or external help or the assistance of the
Telecommunication department. Some departments have designated resources to conduct daily
quality checks to make sure the system is functional, the scripts are accurate, and the calls are routed
in the correct manner.

All of these factors inhibit the County’s ability to standardize voice and messages across the County and
impedes the ability to provide improved, uniform customer and constituent care.




Contract 13-18-078 Statement of Work (Exhibit 1)

1.2 Business Goals and Objectives

Adapt shall deliver a new IVR system sufficient to process all the varying call volumes, accommodate
the peaks that occur at certain times during the year, and handle the demands of added new services.
Upon completing this initiative, Adapt’s Deliverables shall enable the County to meet the following
business goals and objectives: k

A. Replace and consolidate all existing IVR systems with a single solution;
B. Increase customer service visibility;

Track and manage response times;

Achieve 95% call response or less than 5% abandon rate;

Improve reporting;

Reduce the time that staff spends answering phones and thus, better allocate resources;

& mm o o

Achieve first call resolution for most calls.

1.3 Technical Solution

Adapt shall implement the Customer Interaction Center™ (CIC) as a premise-based solution platform for
the County’s IVR replacement and consolidation.

To meet the RFP’s stated objectives Adapt originally proposed three (3) phases (described below).
Discussions and negotiations between Cook County and Adapt lead to an award to consolidate and
replace the existing IVRs, and add (onboard) additional divisions/departments. This Agreement
requires Adapt to perform all work required to complete Phase A and Phase B of its proposal. Adapt’s
Proposed Phase 3 (its third of three proposed phases) is out-of-scope with respect to this Agreement.

In scope

L

[

Phase A

* Consofidate and
Replace existing IVRs
and provide existing
functionalities inciuding
reports

Phase B

implementation of Phase A

VR functionality to the

following

divisions/departments:

» Adult Prohation

* Recorder of Deeds

* Probate {Clerk of the
Clrcuit Court}

» Domestic Relations {Clerk
of the Circult Court)

« Chancery [Clerk of the
Clircuit Court}

* Law Division {Clerk of the
Circuit Court}

= Civil Division (Clercof the
Circuit Court)

= Criminal {Clerk of the
Circuit Court}

» Traffic {Clerk of the Circuit
Court}

¢ County {Clerk of the Circuit
Court}

= Others {Clerk of the Circuit
Court)

Not in Scope

Phase C & Future Phases
*  Address future needs

* Add new divisions/Depts
* Enhanced Reporting

Future Needs:
+ Credit card paymenis have been identified as a future

need for some departments and divisions, and some users
such as the County Clerk’s Office are already utilizing a 3
party vendor (Lexis Nexis] to process payments {RFP Ref:
Section 3.1, Page 14};

The Clerk of the Circuit Coust has a concise plan to rollout
the IVR solution to all its divisions {which are not using the
WR now). There is a total of 11 remaining divisionsand 5
Suburban Muaicipal Districts [RFP Ref: Section 3.1.1, Page
14);

The Clerk of the Circuit Court currently has inbound call
only, outbound calls will be required (RFP Ref: Section
3.1.3, Page 14});

Aduit Probation and Social Service Departments are nat
cumrent IVR users but plans to implement a case
management solution with strong interconnection to the
future IVR system. [RFP Ref: Section 3.1.3, Page 14}

tore requirements for Adult Probation and Social Services
Departments are provided in Addendum 2, pages 2 and 3}
“Emotion detection” software that detects the useof
harsh or foul language {Addendum 4, COB42}

Speech recognition {Addendum 4, CQ-064)
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Phase A (First of Two Phases In-Scope)

Adapt shall immediately consolidate and replace the current IVR systems, while maintaining existing
IVR system service levels, continuing IVR services, and satisfying the functionality marked “in scope” in
the “System Requirements Matrix.” Adapt shall deliver all functionality marked as in-scope within the
total cost of this Agreement, regardless of whether such functionality is met “out-of-the-box” or
through customizations. In summary, Phase A work calis for no loss of existing capabilities or services,
the addition of a new platform capable of uniform voice representation, and a new platform to build on
for future improvements and new needs.

To summarize Phase A, Adapt shall perform all tasks and services required to complete the following
work (Phase A is further detailed in Sections 4.1 and 4.2 of this Exhibit as well as in attachments to this
Exhibit):

1. Consolidation and replacement of all existing IVR functionality for each of the following:
a. Countywide IVR;
b. County Clerk Elections IVR (Experience Portal);
c. Clerk of the Circuit Court IVR;
d. Department of Corrections IVR {Sheriff);
e. Stroger Hospital IVR;

2. Assessment of current IVR business functions,

3. Configuration of a best in class system that meets all IVR business needs and exceeds the
antiquated functionality of the current IVR system,

4. Design of a system architecture and foundation that will support all current IVR functions and
allow for future expansion.

Phase B (Second of Two Phases In-Scope)

Adapt shall extend the new IVR’s functionality to additional agencies identified below. Adapt shall also
deliver the more complete and robust reporting capabilities needed by departments and continue the
planning for and addition of new agencies and departments as the desire for additional IVR capabilities
grows.

To summarize Phase B, Adapt shall perform all tasks and services required to complete the following
work (Phase B is further detailed in Sections 4.1 and 4.2 of this Exhibit as well as in attachments to this
Exhibit):

1. Implementation of IVR functionality {following the same Phase A methodology and providing
the same functionality) for the following divisions/department:

a. Social Services and Adult Probation

Recorder of Deeds

Probate (Clerk of the Circuit Court)

Domestic Relations (Clerk of the Circuit Court)

Chancery (Clerk of the Circuit Court)

Law Division (Clerk of the Circuit Court)

Civil Division (Clerk of the Circuit Court)

Criminal (Clerk of the Circuit Court)

Traffic (Clerk of the Circuit Court)

County (Clerk of the Circuit Court)

Others (Clerk of the Circuit Court)

T o STmepaog
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Phase C (Originally Proposed But Rejected Third Phase; Out-of-Scope)

Adapt proposed the complete assimilation, integration, and extension of CIC capabilities under one
roof, potentially migrating all PBX to the CIC core, using one platform for all call center capabilities, and
deploying one, uniform platform.

Phase C is out of scope for this Agreement.
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2.

Scope of Work

The scope of work includes Phase A and Phase B as described in Section 2.1 (Project Scope) of this
document. Phase A is fully in scope, and Phase B is in-scope to add IVR system functionality for the
divisions/departments listed below. Phase C is out-of-scope.

Adapt shall, at a minimum, develop solutions, alternatives, or remedies for the following, but not
limited to, County concerns:

General:

1.

Standardization: Standardization of voices and messages across the County is desired but
difficult to achieve in the current fragmented IVR environment. During the Assessment phase
of the project, Adapt shall assess and determine the common voice and messages across the
“in-scope” agencies/departments and consolidate these into a single repository to be managed
and maintained centrally upon the County’s approval;

Script Management: Currently, each department using the IVR system owns one or multiple
scripts to support their business applications, and update the scripts independently or with the
assistance of the Telecommunications department. Some departments have designated
resources to conduct daily quality checks to make sure the system is functional, the scripts are
accurate, and the calls are routed to the correct scripts. The new CIC system shall enable the
end users to change simple functions such as IVR schedule, announcements, caller input, and
avaya transfer points to quickly change IVR flows or resolve issues. New or changed call flows
will be tested before placing into production in order to minimize routing errors. Logging shall
be performed in order to provide an audit trail each time a call flow is published. During the
Assessment Phase, Adapt shall assess and determine each department’s training needs and
develop the training plan accordingly.

For Countywide IVR:

3.

Accurate Routing: Ethics and Campaign Disclosure. Undirected calls currently default to this
department due to inefficient IVR routing. The new CIC system shall be tied into each Avaya
PBX to provide wider coverage and transfer options for undirected calls. During the
Assessment phase, Adapt shall determine possible transfer classifications and how to provide
best identification for accurate transfer of calls.

Capacity Management: System overload and port re-allocation (during election and tax
season) greatly impact this group. The system does not provide the ability to remotely access
and update IVR data sources that directly impact next-day scheduling and logistics. The new CIC
system shall allow license pooling to eliminate manual re-allocation of ports. Remote IVR data
sources can be activated remotely through the TUI (Telephone User Interface) or Remote
Desktop-style session (e.g. Microsoft, Citrix) to a machine with the authoring application
installed. During the Assessment phase, Adapt shall determine the best deployment approach
for the County’s environment.

Improved Standardization: For example, tax payer services are provided by Assessor,
Treasurer, and County Clerk IVR systems, often times providing the same data that is pulled
from the mainframe such as “Pin Number”. Routing configurations will be created on a “design
once, use many times” basis. In the example of tax payer services, authentication and data
access routines can be re-used while keeping intact the tenant-style security. During the




Contract 13-18-078 Statement of Work (Exhibit 1)

Assessment phase, Adapt shall determine areas to employ re-usable configurations to minimize
the need for maintenance in the future.

For County Clerk IVR:

6. Consolidation: The information in the experience portal would have to be consolidated with
the proposed IVR system. Adapt shall consolidate all existing IVR users to a single platform.
During the Assessment phase, Adapt shall analyze all IVR call flows and shall provide options for
further optimization and consolidation.

2.1 Project Scope

The parties assume that the current IVR users, in general, leverage three (3) functions (a to c):

Bulletins;

Call routing;

Automatic response generation {from querying a data source)

Fax back — used by the County Clerk Elections Division only;

Outbound calls — used for appointment reminders at Stroger Hospital only.

®ao o

As a main priority (Phase A), Adapt will replace and consolidate the County’s IVR system functionalities
and those identified as “in scope” in Attachment A (System Requirements Matrix) and attendant
communications.

Adapt will build a new foundation and platform that can accommodate future growth needs (please
see additional description in Section 3 — System software and Solution) and introduce additional system
functionality.

Adapt will also work concurrently (when parallel work is possible) to perform work required to meet
the IVR needs of Phase B users.

Therefore Adapt will at minimum:

a. Consolidate and replace the existing IVR functionality (currently known as Phase A and depicted in
the diagram below);

b. Extend the IVR functionality to Phase B users;

i.  Adult Probation
iil Recorder of Deeds

ii.  Probate (Clerk of the Circuit Court)

iv. Domestic Relations (Clerk of the Circuit Court)

v.  Chancery (Clerk of the Circuit Court)

vi.  Law Division (Clerk of the Circuit Court)
vii.  Civil Division (Clerk of the Circuit Court)
viii.  Criminal (Clerk of the Circuit Court)

ix.  Traffic (Clerk of the Circuit Court)

x.  County (Clerk of the Circuit Court)

xi.  Others (Clerk of the Circuit Court)

c. Install, implement, and configure a new system to meet the functional requirements and business
needs identified in the County’s RFP and attendant communications;
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d. Implement and establish a system architecture and IVR foundation that replaces current IVR
functionality and accommodates future use by new agencies/departments and expanded-use by
current users;

e. Successfully transition Phase A and Phase B users to the Customer Interaction Center™ (CIC).
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Diagram of existing IVR systems (to be consolidated and replaced by Adapt)

10
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3. System and Software Solution

Adapt will implement an on-premise technical solution using the CIC platform from Interactive
Intelligence as the core technology to deliver the needed functionality. Adapt will also build the
necessary interfaces to integrate CIC's capabilities with the existing Avaya environment(s). Adapt will
work with Cook County’s Bureau of Technology (BOT) to provide a system architecture (next section)
that addresses all previous assumptions about the Countywide, Experience Portal, Stroger Hospital, and
Department of Corrections IVR systems. Adapt will implement a solution that addresses issues
pertaining to call volume, system overload, response time, and the County’s overarching desire to
provide improved and more efficient services. To do so, Adapt shall build a new foundation and
platform which duplicates current IVR ports and adds capacity for new IVR Users. The solution is
licensed for 448 concurrent calls. This configuration does not restrict IVR users to a limited subset of
these ports, thus reducing the potential for system overload. The licenses are pooled to allow for
efficient utilization of services. To accommodate future growth, the current hardware will scale to
1000 concurrent IVR calls, requiring only license files to increase capacity. This is performed through
virtualization of CIC Servers and 100% reservation of 4 cores. Physical Media Servers have 12 virtual
cores each and scale to 350 calls per media server - this maintains the 1000 concurrent call number
while maintaining N+1 redundancy. Scalability to 2000 concurrent calls is obtained by additional Media
Servers, and adding 4 cores to each existing CIC virtual guest.

3.1 Architecture

11
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Adapt will deliver the above CIC architecture, using virtualized servers to provide a “Primary” IVR
system housed at 69 W. Washington. Adapt will set up a “Backup” IVR system at the Stroger Hospital.
Adapt will deploy the “all-in-one” suite of functionality through the baseline CIC, and will create
required interface(s) with Avaya as indicated above. Adapt will configure the IVR system using the

system components described in Attachment B — System Configuration. The configuration will
support:

Application/Hardware Configuration and Redundancy. Adapt will utilize dedicated, fault
tolerant HP servers as the platform for all County IVR applications. The architecture assumes
the use of 100 percent primary hardware and 100 percent redundant back up hardware, with
automatic switchover services. To provide protection in the event the County experiences a
catastrophic failure of a Primary CIC server. Adapt will install the CIC core application and all of
the programming on a VM session on the dedicated servers. Backup protections require the
promotion of the CIC server to the primary, handling all calls, and same day hardware
replacement to regain backup server capacity.

Resource Redundancy. The IP and Media Resources used by the CIC system for IP telephony
use a 2+1 Primary and Back Up configuration. The scope and size of the proposed CIC
application is estimated to require two Media Servers to provide a full purchased load. Adapt
will confirm the needed server capacities with the County’s BOT and install the Primary CIC
with its Media Servers at 69 West Washington. Adapt will provide the Media Servers. The
County is responsible for providing the VMWare Servers.

Adapt will also set up additional servers to provide the necessary redundancy. This work will
include three load-balanced active media servers to affect load management should any
individual server fail. In the event the site at 69 West Washington has a site-level outage, or
the Primary CIC fails, the Backup CIC located at Stroger Hospital will be equipped with two
active Media Servers plus one (1) backup to handle the load and provide redundancy.

Adapt will configure server communication such that, in the event of an outage, and providing
that the media servers at 69 W. Washington can still be accessed via the County’s WAN, they
will be deployed to back up or load share with the media servers located at Stroger hospital
location, keeping the 69 West Washington incoming voice traffic from traversing the County
WAN.

Geographic Redundancy and Survivability. Adapt will address the need for geographic
redundancy by installing a Primary CIC Server on the same LAN as the Avaya PBX at 69 West
Washington and a Backup CIC Server on the same LAN as Stroger Hospital’s Avaya PBX. These
redundancies are incorporated to support County’s operations in the event of a WAN outage.
Adapt will implement this backup such that any time the Backup server hears an unacceptable
response {or no response) from the Primary server, it will promote itself to Primary. The new
Primary CIC server will have all of the same communication connections via the WAN to the
three Avaya PBX’s. In the event there is a WAN outage, 69 West Washington and Stroger
Hospital CIC’s will both become active Primary CIC’s, each working with the PBX identified for
their shared LAN connection: Primary CIC with 69 West Washington, and Backup CIC with
Stroger Hospital.

Unified application with Universal Tools. Even though Phase A focuses on consolidation and
replacement of the existing IVR functionality and will interface with the County’s Avaya PBXs,
the CIC application for IVR replacement is a full featured contact center IP PBX, with
Administration, Configuration, and complex application development and programming

13
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interfaces that are universal between CIC applications. This allows the product to use one
environment that is universal for programming and administering.

Included within the cost of the Agreement, to aid in the administration of the IVR system, and
to accommodate the varying needs and abilities of the departments using the IVR system,
Adapt will perform tasks to build custom administrative interfaces for selected users based on
their skills and levels of responsibility. This allows for the direct control of IVR functions or
information that change frequently and are department-specific, reducing system
configuration errors. The goal of this work is to give County departments, agencies, and other
users a degree of independence from central control and to lessen the overall burden on
central system administration.

e SIP trunk expansion, cost savings, number portability, phased implementations and
survivability and integration to Avaya: The CIC solution supports both TDM (traditional
telephone circuits — T1/PRI) and SIP trunking. Adapt will configure SIP trunk integration to the
Avaya systems for the IVRs. Adapt will configure SIP Trunking between the CIC IVR and the
Avaya PBX’s due to the lower complexity and better flexibility of this integration, compared to
the traditional voice circuit connections (i.e., T1 or PRI}). This configuration also accommodates
and makes more efficient the phase-in of additional locations and users down the road.

In general, Adapt will design a reliable architecture that allows for automatic switchover, via software
mechanism that allows a backup Customer Interaction Center™ (CIC) server to operate as a hot standby
in the event that a primary server failed.

Information from the primary server shall replicate to the backup server on a regular basis, at any
increment that the County requires. The backup server will not work unless it has been automatically
“activated” in the event that it detects a failure in the primary server. Adapt will configure all software
and set up all the hardware required for the automatic switchover, including the Interaction SIP Proxy®
server.

3.2 CIC Applications in-Scope
Adapt will deploy CIC’s IVR applications that at minimum include the following:
A. Interaction Administrator®

CIC is a tightly integrated suite of software components built atop a common framework. System
Administrators will employ a single application, Interaction Administrator®, to control virtually every
aspect of the system. Interaction Administrator® is the application used to manage objects such as
users, workgroups, roles, endpoints, skills, etc.

B. Interaction Attendant®

IVR Programming, Script development, testing, and publication are done using Interaction Attendant®
and Interaction Designer®. The two design environments allow administrators to develop the
scripts/applications that control and direct system interactions.

Interaction Attendant® employs a “file manager” type interface to design simple call flows. Interaction
Attendant is a graphical interface that configures the auto attendant system built into Customer
Interaction Center™ (CIC). An auto attendant automatically answers a call, prompts the caller to make
menu choices, and routes the call according to that caller's choice. Callers select options by pressing
keys on their phone's keypad. Based on these selections, the auto attendant plays pre-recorded
prompts; transfer calls to an agent, operator, queue, or voice mail; look up information in a database;

14
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dynamically convert text to speech; offer a sub menu; send or receive a fax; provide access to voice
mail; search an employee directory; and additional functionality as described in the proposal.

C. Interaction Designer®

Interaction Designer® is the programmer’s interface that enables customization. Interaction Designer is
a graphical development environment that uses a call flow analogy to create and modify handlers
(system applications) that control how interactions are processed.

33 Reporting

Adapt shall ensure that its IVR will integrate with Avaya. The new IVR, as configured by Adapt, will track
all activity, including calls that zero-out or transfer to an agent. Anything that transpires beyond that
point is not relayed from Avaya to the IVR. Adapt will work with the County to determine the
appropriate report configurations. Adapt will configure at minimum 20 reports, however CIC includes
190+ reports that can be configured via wizard. Adapt will provide related training for system

administrators (see Training Section in this document). Examples of the proposed IVR Reporting
include:

¢ Call Flow Analysis - Call flow analysis provides information on key selections within menus in the
system. This information is generated when a caller presses a specific key. For example, if the
system contained a main menu with four (4) selections, information will be provided for each
selection on this menu.

e Transfer Analysis - Transfer Analysis provides information on callers that transfer to agents within
the system. Many reports in the CIC system provide information about the queues, but it is difficult
to determine why a caller transferred or where they were in the system when they
transferred. This component of the system will provide this information. For example, the queue
had a large number of callers transfer to the queue today at 3:15. The County is now able to
determine that this was when the callers were accessing their account and the host was down.

s Timed Event Analysis - Timed event analysis provides information on the amount of time some
event takes within the system. For example, determine the average response time of the County’s
host when servicing the callers’ request for information.

» Event Analysis - Event analysis provides information on events that occur within the system that
are not necessarily tied to a key press or a transfer to an agent. For example, the IVR denies a
request for additional credit when a caller requests an increase. The County would like to know the
number of times a caller was denied versus the number of times they were granted
increases. Another use for Event Analysis is creating ‘tickler’ files for later processing. For exampile,
the system has a process that sends information out at night when a caller requests
information. The request can be logged during the day and the nightly process could read the
events to determine what needs to be processed at night.

The new IVR will provide at minimum 20 report variations, including the below custom reports as
defined in the RFP:

e IVR Mainframe Report
e Business Call Management System (BCMS) Daily Report

Historical data is accessible with each table having a logical relationship to other tables in the
system. IVR Interval and History Data include IVR menu navigation selections, date/time- access, exit
paths, time in menus and other statistics to help analyze IVR Activity and menu effectiveness. Adapt

15
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will perform all necessary work to make available the required IVR tables as well as standard and
custom reporting.

Adapt will perform all work necessary to make available all standard IVR tables and reporting from
Interactive Intelligence, including IVR menu navigation selections, date/time access, exit paths, time in
menus and other statistics to help analyze IVR menu effectiveness.

3.4 System Status Monitoring

Interaction Supervisor™ is a tool within Interaction Center Business Manager™ for supervisory
monitoring of real time system performance. For Phase A and B, Adapt will implement at least the
following functions that allow administrators and managers to monitor system status:

e Alerts — Alerts are based on statistics and equip administrators with visual and audible
indicators of the CIC Server’s status at all times.

e System Status view — Displays key categories of performance statistics to indicate the overall
state of a CIC Server.

The following categories of detailed system statistics will be available for viewing:

i I

IC Memory Usage Amount of memory that IC subsystems are consuming.

IC Performance Current health of the system in performance terms.

IC System Status General status of IC, in terms of number of executing handlers,
threads, errors, available text-to-speech sessions, and switchover
events.

Transaction Server Activity in the Transaction Server subsystem over the last 10 minute
period.

e Graph view — Charts any combination of status statistics in line chart or bar chart format.
Graphical views update in real time, even if connected remotely. Administrators can also set
alert thresholds to receive notification when specific boundaries are exceeded. Interaction
Supervisor™ can. simultaneously display information from multiple systems for multi-site
installations.

16
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Interaction Supervisor System Status View

3.5 Text-To-Speech (TTS)

Adapt will deploy the Nuance Text-to-Speech (TTS) engine, as a 3™ party component to the Customer
Interaction Center™ (CIC) solution, to read text to callers over the telephone.

Adapt shall ensure and guarantee that the TTS engine supports the below list of languages:

v English
v Spanish
v Chinese
v Polish
v Hindi

3.6 Business Continuity and Disaster Recovery

Adapt shall develop a Disaster Recovery plan that incorporates system safeguards, subject to County
approval. Adapt will set up and configure all the applicable hardware for high reliability, fail-safe
capability to avoid unplanned down time, utilizing a built-in process called Interaction Switchover,
which includes the installation by Adapt of two automatically mirrored application servers, located in
separate data centers (69 W Washington, and Stroger Hospital). Adapt shall conduct a successful test
of the Disaster Recovery solution, with participation from County business and technical personnel,
prior to the production implementation. Adapt will participate as requested by the County in planning,
testing and evaluation of an annual Disaster Recovery test of the installed solution.

17
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3.7 Client Software

Adapt will adhere to the requirements for Business Manager Applications and Server Manager
Applications that run on workstations as follows:

s  Microsoft Windows 7 SP1 (32-bit and 64-bit)
e Microsoft .NET Framework 4.0 (Extended)

s  Microsoft .NET Framework 3.x

e Microsoft Windows Installer 4.5 or later

3.8 Environments

Adapt will set up two (2) environments — One for production, and a separate one for Staging/User
Acceptance Testing. With any new purchase of a licensed Customer Interaction Center™ (CIC) system, a
development license is included to install on another server for development and Q/A testing of any
new or proposed changes to the production environment. These platforms are 100 percent virtualized.

3.9 Hardware Environment

Adapt shall ensure that its Customer Interaction Center™ (CIC) supports standard servers from
companies such as Dell, HP and IBM. These servers can either run the CIC application on “bare metal”,
or can be the physical hosts for a virtual server infrastructure, and the CIC applications run in Virtual
Machines. These servers will require the common redundancy features found in enterprise servers, and
Virtual Machines must be built out to any Adapt specifications explicitly stated in this
Agreement. Sample hardware configurations for the required physical servers are provided in
Attachment B — System Configurations. Cook County is responsible for setting up the hardware,
including racking servers, base-load the Virtualization platform (if applicable) and OS, IP the servers and
add them to the Cook County domain.

3.10  Application Servers
Adapt shall ensure that its new IVR system will run on Windows Server 2008 R2 or higher.

Adapt shall also ensure that its Interactive Intelligence modules are supported on standard servers, on
a Windows-based architecture.

3.11  Integration

Active Directory integration is supported for user-account creation, single sign-on, and as well as access
through the LDAP toolset. Adapt shall, with assistance from the BOT, enable single sign on via Active
Directory.

For host/mainframe integration, 5250/3270 emulation sessions are supported. In addition, Interactive
Intelligence can interface to MQ-series systems as well. Web service integration is supported through
SOAP/XML.

Adapt will define and confirm integration requirements during the Assessment Phase, and build the
interfaces for all existing IVR touch points.

3.12 Data Migration

Adapt will validate requirements and options for data migration during the Assessment Phase. Adapt
will then migrate “prompts,” especially if they are for a foreign language and if deemed
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necessary/possible. The migration of prompts is dependent on whether or not the data can be put into
a compatible format (8bit, 8K, mono, mulaw) .wav format. If these formats are not available, Adapt will
provide a professional voice services SOW for consideration by the County. Professional Voice Services
are not included in this SOW.

3.13  Network

Adapt assumes G.711 will be the audio codec used throughout, for all calls between the CIC platform
and the Avaya PBX's. This also will provide the best performance in the future, when Speech
Recognition is added. Cook County is responsible for bandwidth availability.

3.14  System Security

Adapt shall ensure that its Deliverables under this Agreement comply with the following, as applicable,
subject to the review and approval of the County’s Chief Information Security Officer:

a. HIPAA, HITECH and the rules promulgated thereunder.

Adapt shall suppress logging of sensitive information collected from the IVR and returned from
lookups. Adapt shall employ encrypted transmission, such as SSL, to pass data between CIC
and any Cook County-provided data repository.

b. Payment Card Industry standards, including but not limited to PCI DSS and PCI PA-DSS.

This is currently not in scope. However, for future phases (Phase C and beyond), Adapt shall
employ encrypted transmission, such as SSL, to pass data between CIC and any Cook County-
provided data repository. Where contact center agents are involved, and calls are recorded,
Adapt shall enable strong encryption to secure recordings using the Interaction Recorder built-
in strong encryption features. Also, in those future phases, Adapt shall make available a
“Secure Pause” feature in the agents’ Interaction Client interface, which will allow them to
pause any system-initiated call and screen recording for a pre-determined number of seconds,
so that they can collect PCl-protected data (such as credit card number) from the caller and
that information will not be in the recording files. Secure Menus functionality is also available
to eliminate the agent from collecting sensitive information, first hand. When this information
needs to be gathered, agents send callers to a menu that collects input; agents are unable to
hear the response. The system notifies agents of any errors that occurred and callers are
connected back to the agent upon completion.

c. NIST 800-53, as revised.

CIC features Access Control Groups {(ACG), Password Policies, and other security capabilities to
address controls defined by Cook County. Adapt shall work with the County to define the
desired controls and how they will apply to the proposed system, as this can differ between
government organizations.

d. 1S5S0 27001/27002, as revised.

CiC provides tools to enable 1S027001/27002 compliance. Defined controls and procedures
can differ between organizations. Adapt shall work with the County to define the desired
controls and how they will apply to the proposed system. System features designed to meet
compliance include:

i. Suppress logging of sensitive information
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ii. Leverage Access Control Groups (ACG) to define security roles to isolate and
control access to system administration areas.

iii. Password policies to define minimum requirements for users. Multiple
password policies can exist for different groups of users.

iv. Change control tools and reports to show administrative changes made to the
system.

v. SNMP MIBs to enable monitoring of services and logging of information,

vi. Audit reports for administrative activities

Adapt shall validate access rights with the County and configure standard administrative security
organized through Access Control Groups (ACGs). ACGs provide a flexible way of defining
administrative access rights. For example, an ACG can allow an administrator access to manage and
modify users and workgroups within a certain part of the organization, without having access to other
parts of the organization.

An ACG is similar to Active Directory structure, where the structure is a hierarchical arrangement of
information about objects. The ACG allows access rights to be assigned against the hierarchy to define
which objects or items (see item list below) a user can access. Multiple ACGs containing subsets of
objects can be defined from the "root" ACG. Users can access one ACG or multiple ACGs.

CICincludes a default ACG "Root" that is the parent of the hierarchy.

ACGs can be created from the Root creating another level in the hierarchy, and those ACGs contain a
subset of items of the root. Another level of ACGs can then be created from those, and so on. The only
restriction is that a hierarchy may not exceed five levels. For example, a hierarchy may look like:

An ACG can have only a single parent, and an item can only be a member of a one ACG. Adapt will
define and finalize the administrative security requirements during the Assessment Phase and
subsequently configure these security requirements.

Adapt will ensure that, as applicable, the IVR conforms to best practices in the following areas, subject
to the review and approval of the County’s Chief Information Security Officer:

a. Password configurations (e.g., complexity, aging, etc.).

The CIC system allows for password policies to define minimum requirements for users.
Multiple password policies can exist for different groups of users.
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b. Authentication configurations (e.g., active directory, encrypted data exchange, hash, etc.).

Active Directory pass-through authentication is supported and recommended. The CIC System
receives user authentication credentials through an encrypted transmission {(AES-256) from the
CIC Client application, which passes in the user workstation’s cached AD credentials. The CIC
System then turns around and does an encrypted challenge to the AD controller (note that the
CIC servers will be in the Cook County AD domain), and receives the encrypted response from
the AD Controller; this latter challenge/response uses Microsoft’s standard Kerberos
authentication mechanism.

c. Encryption configurations (e.g., symmetrical AES-256, asymmetrical RSA 2048, etc.) for both
data at rest and data in motion.

All client/server connections, such as those used for the users’ and managers’ client
applications to connect to the CIC systems, are encrypted using AES-256. All server-to-server
interprocess communications can also be encrypted. As for data at rest, CIC keeps all user
passwords stored on its hard drives using a one-way hash with a 128-bit key; note that this is
only used in the event that users are authenticating using their CIC credentials, if AD
authentication is used, then no password information is stored on the CIC system.

d. Logging/Auditing capabilities (e.g., verbose user tracking and reporting, etc.).

Logs are encrypted using a stream cipher symmetric key algorithm. However, note that the CIC
system will be configured to suppress any caller-entered sensitive information, such as patient
ID, credit card numbers, or any other field that Cook County consider to be protected data. In
addition, data retrieved from Cook County data repositories, such as the McKesson system at
Stroger hospital, will not be written to the subsystem logs. Therefore, this data will not appear
in the logs. As for auditing, the CIC system offers reports showing administrative changes made
to the system, and also writes security events such as user login failures to the Windows Server
Security Log, which can then be configured to alert personnel using an event log monitoring
package

e. Personnel security {e.g., extensive background checks, annual recheck, etc.).

Extensive background checks (and annual recheck) have been and will be performed for Adapt
project personnel assigned to the County project; and Adapt shall tender copies of such
background checks to County upon County’s request. County personnel are subject to the
County’s HR policies.

f.  Web Application configurations (e.g., SQL injection protection, buffer overflow, etc.);.

The entire IVR for phase A & B will be strictly managed through installed client interfaces that
deploy strong encryption for communication with the IVR servers. This same security also
applies to the user / manager interface used for system monitoring and reporting.
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4, Project Approach and Implementation Methodology

Adapt will install and implement the new systems such that current functionality (inciuding reports)
used by the County’s in-scope agencies/departments is uninterrupted. At the same time Adapt will
install and implement the infrastructure foundation necessary. Adapt will deploy the newly
consolidated IVR system with minimum of disruption to day-to-day operations.

Adapt estimates the duration of this project at 12 months as depicted in the diagram below.

Adapt shall comply with the County’s content management procedures for tracking progress and
documents for the duration of the project. This may be either the County’s SharePoint site or one

provided to Adapt. In addition, Adapt shall submit written monthly status reports to the County. These
reports will include:

Work accomplished for each work period,

Updated Gantt charts considering any project risks, delays, etc.

Production goals for the next reporting period,

Any product or document that is delivered,

Meetings held, planned, or requested, including the minutes thereof,

Current status of risks, issues or problems that are encountered, need to be addressed,
or resolved,

Summary of approved project changes
h. Invoicing and payment, and
i. Other relevant information which must be reviewed and discussed.

o 00 oo

In addition, during the requirements gathering task of the project, Adapt will be required to submit

weekly status reports. The final form and procedures of these reports will be established at project
initiation.
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4.1 Project Timeline

The project timeline to perform Phase A and Phase B work is presented in the diagram below. Adapt
will develop detailed project plan with the County project team during the Project Preparation phase at
the beginning of the project.

Mthl  Mth2  Mth3  Mtha  Mth5 Mth6 Mth7

S [ h9 Mth10 Mthil
Project Management i
Assessment

Design

d;ﬁﬁguration

Test Cut

beploym ent

The diagram below provides an illustration of the Adapt Delivery Framework and depicts the
interrelationship of Adapt’s PMM, Assessment and Ai* Approach.

Adapt will use this delivery framework to further fine-tune the sequencing and timing of activities,
collect relevant progress and status data, manage project work plan and scope changes, accommodate
the County environment-specific issues, produce project reports, manage the review process, and
reduce project risks.
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4.2 Assessment Approach

Adapt will define business and technology requirements to help the migration to the new “to-be”
environment and realization of the project objectives. Adapt will seek acceptance of these
requirements from the County and its “in-scope” agencies/departments.
Adapt’s overall Assessment Approach consists of the following four major steps:

Step 1 — Project Initiation

Step 2 — Conduct Business and Technology Assessment

Step 3 — Conduct Organizational Impact Assessment

Step 4 - Review and Approval

Adapt will adhere to the assessment approach depicted in the diagram below.

Adapt Assessment Approach

¢ ProjectKick-Off Meeting  + Reviewexisting * Assess potentiai impact * Review Assessmentkey

* identify County Key business/technology to the County's deliverables and
Stakeholders documentations agency/departmentasa validate that they met

* Collate existing system +« Conductinterviews result of the proposed the agreed upon
dotumentation, including  »  Analyze regquirements for VR system consolidation acceptance criteria
WRcall flows, VR trees, consolidation and + identify new processes « Reviewand Approved
technical architecture replacement, including {VR * Develop communication Assessmentkey
diagrams, technical call flows, reporting, plan deliverables
specifications and other technical environmentsto * Develop organizational
relevant documentation alignwith the County's change management plan

+  Schedule interviews overali business and

¢« DevelopProject Plan technology goals.

* DevelopProject
EOVETNaNCe processes

*  AgreedonProject
Communication structure

* DevelopAssessment
Acceptance Criteria

Step 1 - Project Initiation

During Project Initiation, Adapt will work with the County to affirm the goals and structure of the
consolidated IVR system. These goals, stated in Section 1 — Introduction and Overview, and Section 2 —
Scope of Work of this SOW, will be affirmed and recast with additional specificity as to timelines,
expected outcomes, and the deliverables supporting the processes involved. Adapt will establish the
project governance structure, including communication structure, status reporting, issue tracking, and
process and change control. Adapt will seek and secure County approval during this step.

The estimated effort, timelines and deliverables provided in this SOW are established based on the
assumptions listed in Section 5 — Project Assumptions. During project planning, should there be any
items identified that are not within the scope of this SOW and specified in Section 5 - Project
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Assumptions, will be managed using Adapt’s standard change control procedures described in Section
5.1 — Change Control Processes; provided that, after the completion of the assessment phase, should
there be any items identified that are within the scope of this SOW, then Adapt shall bear cost and

responsibility for such items.

Adapt will also undertake other project preparation activities including identification of key
stakeholders, scheduling interviews and collecting existing business and technology documentation.

Step 1 — Adapt will complete five Project Initiation tasks:

Task 1 — Project Initiation

To confirm the project approach, clarify roles and responsibilities
between the County and Adapt, including project decision makers. The
assessment project plan is developed and a “baseline” is prepared.
Assessment acceptance criteria are developed to guide the completion
and acceptance of the assessment phase of the project.

Task 2 — Reconfirm “in-
Scope” agencies and
departments

To review with the County the list of “in-Scope” agencies and
departments and the key stakeholders

Task 3 - Collate required
existing business and
technology documents

To collate existing business and technology documents, including
existing call flows, scripts, existing telephony architectural diagrams,
technical specification, and other relevant documentation.

Task 4 — Develop Interview
Schedules

To develop the requisite interview schedules, create interview topics,
and meeting agenda.

Task 5 — Establish
Assessment acceptance
criteria

To establish acceptance criteria for completion and acceptance of the
Assessment Phase.

Adapt will produce the following deliverables:

documentation

1. List of Key Stakeholders and Interview
Schedule

2. Interview topics and agenda
3. List of required business and technology

4. Assessment Acceptance Criteria

Baseline Project Work Plan

Weekly Project Status Report

Issue List, if any

Change Control Process and escalation
Project Governance Structure description
Project Communication Structure

OV wNR
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Step 2 — Business and Technology Assessment

Adapt will conduct the Business and Technology assessment. Adapt will work with Cook County to
identify critical success factors, including cohesive coordination of agency/departmental needs
(requirements), the software/technology central infrastructure, and external communication services.
Adapt will seek understanding and acceptance of these important ingredients from key stakeholders in
this Step 2 work:

1. Business Processes for IVR application and Requirements
2. Technology requirements that support and enable the proposed solution.
3. Interface/integration requirements with the backend systems

Working in concert with County Project Leadership and the participation of agencies and departments,
Adapt will define those services and processes that are common across agencies/departments and
those that are agency/department specific. Business and technical users will be involved heavily in
these Adapt-facilitated discussions and are essential to the identification and preparation of the
County’s IVR consolidation plan. Adapt will identify additional functional and/or integration
requirements requiring customization to the CIC solution in this phase. These requirements will then
form the baseline for the implementation phase.

Concurrent with this work, Adapt and the County will mutually determine if the technical environment
has the requisite hardware and/or software and the status and timelines of any pending
acquisitions/renewals. Each party will bear cost and responsibility for its assumptions as to the
aforementioned, and to the extent that an updated requirement was an assumption within the control
of Adapt, then Adapt shall bear cost and responsibility for such update.

Step 2 — Adapt will complete the Business and Technology Assessment consisting of the following six
steps:

tep 1 — Conduct interviews
with business and technology
representatives from each
agency/department

To confirm the project approach, clarify roles and responsibilities
between the County and Adapt, including project decision makers. The
detailed project plan becomes the “baseline” for all future work. This
step also prepares the “Go-live” criteria

Step 2 — Assess each
agency/department’s
business and technology
needs

To assess each agency/department’s IVR needs, current concerns and
issues, including any integration requirements with the backend
systems, data migration requirements from the legacy IVR system,
status of hardware/software licenses, any pending acquisitions or
renewal, as well as any implementation project currently underway
that could impact the IVR consolidate plan.

Step 3 — Analyze information
and identify common IVR
processes for consolidation

To analyze the information collected from the interviews with each of
the agency/department, to identify common IVR process (if any) for
consolidation, and to identify processes that are unique to the
agency/department.

Step 4 - Validate business
and technology requirements

To validate with the County team the business and technology
requirements analyzed from the interviews and discussion with
individual agency/department.

Step 5 - Develop IVR and
infrastructure consolidation

To develop the IVR and infrastructure consolidation requirements and
plan, based on the validated business and technology requirements,
subject to County approval. At all times, the County shall retain the
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requirements and plan. right to reject elements of the requirements and plan without
impacting cost.

Step 6 - Finalize Key To review and approve the key deliverables for this step.

Deliverables Implementation work will only begin with the County’s review,

approval, and acceptance of this key deliverable.

Adapt will produce the following deliverables:

Interview minutes
IVR Consolidation Requirement and Plan
IVR Requirements

Infrastructure Requirements

Integration Requirements

Data Migration Requirements

Updated Project Work Plan

Weekly Project Status Report

Issue List, if any

Change Control Process and escalation, if any

S
LN

Step 3 — Process Impact Assessment

Adapt will assess the potential process impact to the in-scope agencies/departments. While the CIiC
solution allows individual agency/department to control and administer their respective call flows,
Adapt will identify updated processes, subject to County approval. At all times, County retains the right
to reject Adapt’s assessment and recommendation, without impacting the cost of this Agreement,
where the County has a reasonable basis for keeping current processes, roles and responsibilities intact
due to factors unrelated to the IVR. Where the County rejects Adapt’s assessment and
recommendation, Adapt shall tender an alternate assessment. Adapt will secure agency/department
understanding and acceptance of these changes and their impact on the following areas:

e Administering Common IVR processes
¢ Maintaining and supporting the consolidated telephony infrastructure
e Implementing or directing IVR call flow changes (User vs. Central)

As part of this assessment Adapt will identify operational process. The work will include identifying the
steps needed to effectively transition the County into the new processes.

The Adapt team will work with the County team and key agency/department stakeholders to establish
the process to coordinate the implementation effort with respect to processes identified for change.
Activities will center on developing strategies to integrate updated processes into the County’s
organization and new ways of working to achieve the business objectives of the IVR Project.

The business process transition strategy also provides inputs into communication planning regarding
the type, content, and timing of employee communication during the IVR implementation.
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Step 3 — Adapt will conduct the Process Impact Assessment consisting of the following five key steps:

Step 1 —Process Impact
Assessment

To assess how the consolidated IVR solution will impact processes
within various agencies/departments.

Step 2 — Identify training
requirements

To identify training requirements for employees using the consolidated
IVR solution. For example, employees who are currently supporting
the infrastructure will need technical training in the CIC solution.

Step 3 — Develop
Requirements

To define the County‘s additional requirements for customization. This
is an important step to baseline the customization requirements. Any
additional requirements within the scope of the project that the
County identifies shall be included within the cost of this Agreement
and shall not form a basis for additional cost.

Step 4 — Develop Transition
Strategy and Plan

Develop strategy and plan to outline the actions required to prepare
the agencies/departments for the new consolidated IVR environment.
The transition strategy and plan is used to foster executive leadership
guidance to agencies/departments around processes and procedures
and to help prepare the employees to use the new system.

Step 5 — Review and Approve
Key Deliverables

The County to review and approved the Step 3 key deliverables

Adapt will produce the following deliverables:

Process Impact Assessment

2. Training Requirements

3. Process Requirements for the Consolidated
IVR system

4. Transition Strategy and Plan

Updated Project Work Plan

Weekly Project Status Report

Issue List, if any

Change Control escalation, if any
Change Management Strategy and Plan

e N e

Step 4 — Review and Approve

This is the final step in the Asses

sment Phase and Adapt will complete the following two key steps:

Step 1 — Validate that key
deliverables meet the agreed
Assessment Acceptance
Criteria

To review the Assessment key deliverables and validate the acceptance
criteria developed in the Project Initiation step are met.

Step 2 - Review and Approve
all Key Deliverables.

Review and approval by the County prior to start of Implementation
Phase.
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Adapt will produce the following deliverables:

Updated Project Work Plan
Weekly Project Status Report
Issue List, if any

Change Control escalation, if any

1. Approved Key deliverables

4.2.1 Review, Acceptance and Signoff

Assessment Phase deliverables require County review, acceptance and sign-off. Adapt is responsible
for initiating the processes depicted in the table below and assumes that reviews are completed within
five (5) working days from date of submission.

. - Bl :
Project Assessment Project Plan Review, Acceptance Cook County’s Project Manager
Management | and Signoff
during the Weekly Project Status Review Cook County’s Project Manager
Assessment Report
Phase Issue List Review Cook County’s Project Manager
Change Control Process and | Review, Acceptance Cook County’s Project Manager
escalation and Signoff
Project Governance Review, Acceptance Cook County’s Project Manager
Structure and description and Signoff
Project Communication Review, Acceptance Cook County’s Project Manager
Structure ' and Signoff and designated
agency/department
business/IT users
Change Management Review, Acceptance Cook County’s Project Manager
Strategy and Plan and Signoff and designated
agency/department
business/IT users
Step1- List of key stakeholders and | Review Cook County’s Project Manager
Project interview schedule
Initiation Interview topics and agenda | Review Cook County’s Project Manager
List of required business and | Review Cook County’s Project Manager
technology documentation
Assessment Acceptance Review, Acceptance Cook County’s Project Manager
Criteria and Signoff and designated
agency/department
business/IT users
Step 2 — Interview Minutes Review Cook County’s Project Manager
Business and and designated
Technology agency/department
Assessment business/IT users
IVR Consolidation Review, Acceptance Cook County’s Project Manager
Requirement and Plan and Signoff and designated
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agency/department
business/IT users

IVR Requirements

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department business
users

Infrastructure Requirements

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

integration Requirements

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

Data Migration
Requirements, if needed

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

Step 3 - Process Impact Assessment | Review, Acceptance Cook County’s Project Manager
Process and Signoff and designated
Impact agency/department
Assessment business/IT users
Training Requirements Review, Acceptance Cook County’s Project Manager
and Signoff and designated
agency/department
business/IT users
Future Organizational Review, Acceptance Cook County’s Project Manager
model for the Consolidated | and Signoff and designated
IVR System agency/department
business/IT users
Transition Strategy and Plan | Review, Acceptance Cook County’s Project Manager
and Signoff and designated
agency/department
business/IT users
Step 4 - Approved key deliverables Review, Acceptance Cook County’s Project Manager
Review and meet the agreed and Signoff and designated
Approve assessment acceptance agency/department
criteria business/IT users
4.3 implementation Approach

Adapt will conduct the implementation work tasks using Adapt’s A7 implementation approach. The AP

key phases/steps for implementation are depicted in the diagram below.
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Phase 1 - Design

Based on the earlier affirmed business and technology requirements, Adapt will design the call flows,
develop integration specifications, and continue data collection. Concurrently, Adapt will order the
prescribed software and any Adapt-supplied hardware. Once the software and hardware are ordered
and delivered, Adapt performs the site survey. Alongside these activities, the work to develop the
knowledge transfer and Change Management Plan begins.

Adapt will conclude Phase 1 activities with the physical install of all needed software and hardware and
a final, approved call flow design and integration specification. During this phase Adapt also will
conduct a proof of concept to verify that the delivered equipment works, install the software with
baseline functionality for a few users, and test SIP connections to the Avaya PBX’s, passing calls, DNIS
and AN| between the 4 systems, 3 Avaya PBX’s and 1 CIC system.

The results and any lessons learned from the above work are documented and used to guide the work
of full implementation.

Adapt will conduct the Design work consisting of seven steps:

Step 1 — Implementation Using the consolidation requirements developed during the
Project Preparation Assessment Phase, this step develops the detailed Implementation
Project Plan and establishes the Implementation acceptance Criteria.
Step 2 — Start Call Flow To start call flow design, identify data migration needs and develop
Design, integration specification for integration with the existing Avaya telephony system,

specification, data migration | and the County's in scope back-end systems.
and Data Collection

Step 3 — Develop Legacy IVR Using the results from Step 2, a legacy system decommissioning plan

System Decommissioning and timelines is developed

Plan

Step 4 - Continue Data Data collection continues through Phase 2 — Configuration. Data
Collection collection includes: server details, license information, user details,

password policy, SIP connection configuration and others needed for
software configuration.

Step 5 - Site Survey To review and verify that required hardware is ordered, delivered and
installed. This includes verification of all technical connections
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including network, remote access, database server connectivity, etc.

Step 6 - Proof of Concept
and PRI testing

To install the CIC software with basic configuration, a minimum of two
telephones set up and working, and test the SIP Connections.

Step 7 — Establish Knowledge
Transfer and Change
Management Plan

Management plan.

To begin developing the knowledge transfer plan and update Change
The Change Management plan serves as a
roadmap for the organizational change management team and project
to follow during the implementation effort, which identifies, explains,
and documents specific organizational change management activities

Adapt will produce the following deliverables:

Cali Flow Design

Integration Specification

Data Migration Plan, if needed

Legacy IVR System Decommissioning Plan
Installed hardware

Tested PRIs

e N hwWwNE

Plan
9. Implementation acceptance criteria

Installed CIC software with basic configuration

Knowledge Transfer and Change Management

WP

Baseline Implementation Project Work Plan
Weekly Project Status Report

Change Control Escalation, if any

Issue List, if any

Phase 2 - Configuration

During Phase 2—Configuration Adapt will continue to collect relevant data needed for preparation of
the baseline configuration. As part of the base solution configuration, the Adapt team will continue to
design the call flow, review standard and configuration documentation, verify the completeness of
configuration steps, and develop customization. At the conclusion of Phase 2 Adapt will prepare a Test
Plan that describes specific test cases, including Disaster Recovery, how tests are going to be
performed, and the means for validation and reporting of test results.
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Adapt will conduct the Configuration work consisting of five key steps:

o continue collecting a variety of data: server details, license
information, user details, ACD workgroup details, wrap up codes,
status messages, ring groups, workstations, standalone workstations,
gateway information, password policy, PRI configuration and others
needed for software configuration.

Step 1 - Data Collection

Step 2 — Develop Develop call flows and integration points.
customization

Step 3 - Validate The project team reviews standard and configuration documents to
configuration completeness verify the completeness of configuration steps.

Step 4 — Create Test Strategy | To develop testing strategy and plan that has the understanding and
and Plan acceptance of the County team. Test plan describes how testing is to
be conducted, including relevant test scenarios to be provided by the
County’s team. The testing strategy and plan are to include Disaster
Recovery and information security validation, subject to the approval
of the Manager of Disaster Recovery and Chief Information Security
Officer, respectively.

Step 5 — Develop Training To start developing training plan, end-user and technical user guides.
Plan and User
Documentation

Adapt will produce the following deliverables:

Completed Data Collection Spreadsheet
Test Strategy and Plan

Initial Draft of Training Plan

Initial Draft of End User Documentation

Updated Project Work Plan
Weekly Project Status Report
Change Control Escalation, if any
Updated Issue List, if any

PwpnpE

Initial Draft of Technical User Documentation
Configured Base Solution
Developed customization

Noou,krwne
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Phase 3 — Test Cut

Adapt will conduct the Phase 3—Test Cut work to validate that the configured CIC solution meets the
County’s specifications and business requirements. These tasks include review and reconfirmation of
the previously established “go-live” assumptions and criteria. Prior to the start of testing, Adapt will
schedule an Adapt QA engineer from outside the project team to perform an independent review of
the settings and configuration. This QA Engineer, external to the project, is charged with examining
and verifying the system’s readiness for production. Adapt will conduct system testing, integration
testing, performance testing and user acceptance testing in accordance with the earlier prepared and

County-approved plans. Testing will include validation of the Disaster Recovery and information
security solution. ’

Adapt during this phase also prepares Deployment plans, including timing of system migration to the
production environment and the associated operational training.

Adapt will conduct the Test Cut work consisting of seven steps:

Step 1 - Complete QA To complete a QA Report, a week before the schedule
Document cut, an Adapt QA engineer external to the project team will complete a
review of certain settings in 1A as well as other ancillary servers. The
primary objective is to catch potential problems that could impede a
smooth production transition. Observations and recommended
changes from this review are prepared in a report and delivered to the
Project Manager for project team consideration and action.

Step 2 — System Testing To finish system testing involves executing business functions and
system functions in an isolated and controlled environment to validate
that the configured CIC system is ready for production.

Step 3 — Integration testing To finish integration testing involves the validation of logical groupings
of units (including customization), components (typically subsystems),
or systems to verify that they can interface with other logical groupings
to meet the functional requirements of the design specifications. It also
tests the passing of data and/or control between units or components
(e.g. workflow), which includes testing navigation (i.e. covering the
paths that each test’s data will follow.

Step 4 —Performance Testing | To finish performance testing involves testing several system
characteristics including, response time, processing speed, resource
consumption and throughput, all criteria used to confirm that the
delivered software meets performance and technical specifications.

Step 5 — User Acceptance To complete User Acceptance Testing involves the validation of the
Testing production-ready CIC system by the user community in order to verify
that user requirements and expectations have been satisfied and that
the system is ready for release to the user population.

Step 6 - Deployment To complete the Deployment Plan includes identifying the specific
Planning tasks and timing for cutting over to the new CIC system, with an
emphasis on mitigating disruption to the County’s operations. We will
work with the County to identify risk areas and develop strategies for
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addressing these within the Plan. The Deployment Plan also addresses
the legacy IVR system decommissioning plan.

Step 7 — Training Preparation
and finalize training
documentation

To prepare trainings for the user group and finalized training
documentation.

Step 8 - Finalize
documentation

Finalize end-user and technical documentation

Adapt will produce the following deliverables:

1. Training Plan 1. Updated Detailed Project Work Plan

2. Deployment Plan 2. Weekly Project Status Report

3. End User and Technical documentation 3. Updated Issue List

4. Updated Legacy VR System Decommissioning
Plan

5. QA Document

6. Test Results

7. Go-Live Criteria

Phase 4 - Deployment

Adapt will conduct the Phase 4 Deployment work in preparation and finalization of activities for

production and “go live.”

Adapt will initiate a series of regular meetings with the affected

agencies/departments to manage the transition to the new environment, address issues, and prepare

them for a smooth transition.

Once the new system is “cut-over” to the production environment, the Adapt team will provide
support for at minimum two weeks (onsite). Transition to the support team is taking place during this

time.

Adapt will conduct Deployment tasks consisting of four steps:

Step 1 — Conduct Training

Deliver training focused on engaging, involving, preparing and
equipping the agencies and departments affected by the new software
and process changes. The end users group, supervisors, managers and
system administrator will each receive a different curriculum of
training as specified in the County-approved plan.
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Step 2 - Go Live System is deployed to the users population and operates in live
production mode

Step 3— Go Live Support Two weeks of “go-live” support is provided. Adapt team members will
be onsite to answer any questions and help resolve any “go-live”
issues. Transition to Support is also taking place during this step.
Please see Attachment C — Standard Support for details.

Step 4 — Project Close Out To formally close out the Phase A of the project.

Adapt will produce the following deliverables:

1. Production system
2. “Transition to Support” Document
3. Project “Close-Out” letter

1. Updated Detailed Project Work Plan
2. Weekly Project Status Report
3. Updated Issue List, if any

4.3.1 Review, Acceptance and Signoff

Implementation Phase deliverables require County review, acceptance and sign-off. Adapt is
responsible for initiating the processes depicted in the table below and assumes that reviews are
completed within five (5) working days from date of submission.

.

;mﬁmm

Project Implementation Project Review, Acceptance Cook County’s Project Manager

Management Plan .| and Signoff

during the Weekly Project Status Review Cook County’s Project Manager

Implementation | Report

Phase Updated Issue List Review Cook County’s Project Manager
Updated Change Control Review, Acceptance Cook County’s Project Manager
Process and escalation and Signoff

Phase 1 - Design | Call Flow Design Review, Acceptance Cook County’s Project Manager

and Signoff and designated
agency/department

business/IT users

Integration Specifications | Review, Acceptance Cook County’s Project Manager
and Signoff and designated
agency/department
business/IT users

Data Migration Plan, if Review, Acceptance Cook County’s Project Manager
needed and Signoff and designated
agency/department
business/IT users

Legacy IVR System Review Cook County’s Project Manager
Decommissioning Plan and designated
agency/department
business/IT users
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Installed Hardware Review Cook County’s Project
Management and IT team
Installed CIC software with | Review Cook County’s Project
basic configuration Management and IT team
Tested PRIs Review Cook County’s Project

Management and IT team

Updated Knowledge
Transfer and Change
Management Plan

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

System Acceptance

Review, Acceptance

Cook County’s Project Manager

Criteria and Signoff and designated
agency/department
business/IT users .
Phase 2 - Completed Data Review Cook County’s Project Manager

Configuration

Collection Spreadsheet

and designated
agency/department
business/IT users

Test Strategy and Plan

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

Initial Draft of Training
Plan

Not required

Not required

Initial Draft of End User
Documentation

Not required

Not required

Initial Draft of Technical
User Documentation

Not required

Not required

Configured Base Solution

Not required

Not required

Developed customization

Not required

Not required

Step 3 —Test Cut

Training Plan

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

Deployment Plan

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

End User and Technical
Documentation

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

Updated Legacy IVR
System decommissioning
Plan

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

QA Document

Review, Acceptance

Cook County’s Project Manager
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and Signoff

and designated
agency/department
business/IT users

Test Results

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

“Go-Live” criteria

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

Phase 4 - Production System
Deployment

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

“Transition-to-Support”
document

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users

Project “Close-out” letter

Review, Acceptance
and Signoff

Cook County’s Project Manager
and designated
agency/department
business/IT users
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4.4 Project Management

Adapt shall manage the project using Adapt’s Project Management Methodology (PMM). The PMM is
developed within a framework of industry-standard project management principles, standards and
practices, including those prescribed by the Project Management Institute (PMI) and the Project
Management Body of Knowledge ™ (PMBOK).

The diégram below provides a view of the PMM and the various project management activities that
occur during a project life cycle.

Project Management Methodology

Project Plan Management
Status and Management Raportmg
 ssue Managemem

Ssopa{tﬁange Contmi [anagement

Project Execution & Project
Planning
Definition Controlling Closing

Configuration Management
Quality Management
Human Resources Mansgement
_ Communication Management

Risk Management

4.4.1 Adapt Project Manager’s Roles and Responsibilities

Adapt’s project management methodology is built on a four-stage process, starting at definition of the
project, and continuing through planning, execution and controlling, to closing.

During the project’s life cycle, Adapt’s project manager will serve as the communication and
management conduit for the project team, Adapt management, and County management. Essential
responsibilities include issue tracking, status reporting, work stream progress, and document
management, all consolidated into a single control point and reporting entity.

The Adapt Project Manager (PM) is accountable and responsible for the successful completion of a
project, starting from planning, execution and closing.

The Adapt PM is delegated to commit Adapt on matters concerning performance within this SOW and
has responsibilities for three key areas:

e (Client Management — responsible for management of project scope as defined in the
Statement of Work (SOW), collaboration with the County’s project manager, management of
the County’s expectation and relationships, and successful completion of the project.

e Project Management — responsible for management of project risks, project budget, project
schedule, project communication, quality of deliverables, management of subcontractors, and
team collaboration.

» Project Team Management — responsible for directing and management of project team
members.
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4.5 Transition and Decommissioning Approach

Adapt is responsible for preparing a decommissioning approach and plan, subject to County review and
approval. Adapt’s Decommissioning Plan will: ‘

s Consider objectively and with user input the risks to the affected agencies and departments

* Address the County, Agency and Department stakeholders’ operational needs and readiness
for the changes required by the new IVR system

* Assess accurately the new system’s readiness for optimization of new processes and future
expansion

¢ Determine readiness to achieve the business and operational goals set out at project inception

* Reaffirm that the configuration supports and coincides with the stated technology direction

The decommissioning plan will:

= Reaffirm legacy IVR functionality, assess current information, and validate interdependencies
with other applications

= Document functionality and data needs supported by the new IVR
= Validate new IVR and platform readiness
= Validate user readiness and receptivity

* Prepare migration strategy and approach, secure user buy-in, and execute according to plan

Throughout this process, Adapt will work with County resources to first identify and gather existing
sources of information regarding the legacy IVR systems (this is performed during the Assessment
Phase). This includes, but is not limited to, any available application portfolio information, system
documentation, report distribution lists and both business and technology knowledge experts. As part.
of this effort Adapt will also create an inventory of call flows, backend systems, reports and datasets.
This inventory also seeks to identify relationships between these elements. The Adapt team identifies
which call flows, processes, backend systems, databases and reports are currently under a migration
effort and highlight this in the inventory.

Once these initial objects are migrated, tested and proven to accomplish business and technology
requirements, the plan for decommissioning is implemented. Adapt will meet with agency/department
stakeholders for each of the remaining systems in the inventory to determine the appropriate
disposition. Call flows, reports and datasets no longer needed will be discontinued or eliminated.
Archived data {if any) is reviewed carefully for records retention requirements (both operational and
legal requirements). Data that is no longer needed as determined by the appropriate retention and
archiving policies will be eliminated. Adapt will work closely with the County to define the appropriate
destruction of data, termination of hardware, software leases and maintenance contracts.

At the conclusion of the decommissioning effort, Adapt will provide support during a transition period
to verify that the migrated systems are operating successfully on the new platform and that all tools,
equipment, and communications links are operational. Adapt also updates the systems inventory to
reflect the systems that now reside on the new platform.

4.6 Organizational Change Management

Organizational change management is an integral part of the entire project, not a standalone initiative.
For the affected personnel to quickly and efficiently adopt new system capabilities and embrace
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revised operational processes, active involvement from every level across the “in Scope”
agencies/department is essential.

Adapt will deploy a structured approach to managing organizational change with a focus on minimizing
operational disruption and promoting stakeholder buy-in throughout the transition to the new
environment.

Adapt’s Organizational Change Management Plan will include three components:
» Stakeholder Communication
e Organizational Transition
* Training and Knowledge Transfer

The plan will address the stakeholders affected by the newly consolidated IVR System and highlight the
new business processes and resulting workforce and organizational impacts. It also identifies internal
change leaders and focuses on educating, preparing, and equipping the workforce to adapt to the new
IVR System. In addition to formal training, the plan proposes a training program that extends beyond
the classroom for those employees who will support the newly consolidated IVR in the long term.

4.6.1 Stakeholder Communicaotion

Adapt will conduct a Stakeholder Analysis. This analysis identifies the key people and groups
throughout the County who can affect the success of the IVR Replacement and Consolidation initiative
and captures their expectations of and reactions to the project. The Communication Plan aligns the
variety of message types, the type of medium used, the target audience, and the time frames intended.
The goal of the Communication Plan is to aid the project team in distributing information in a
consistent, timely, and clear manner.

41



Contract 13-18-078 Statement of Work (Exhibit 1)

Communication Strategy

Adapt will prepare a communications plan that addresses each stakeholder population. Combining a
variety of print and electronic media with live, interactive events, we elicit stakeholder involvement
and feedback and promote workforce readiness and adoption of the proposed IVR solution.
Stakeholder communication and outreach activities are used to deliver targeted, timely, and consistent
messages. Adapt communication work will include:

» Develop startup communiqués to announce the start of the IVR replacement and consolidation
project and generate awareness and interest in the project among the County and its
agencies/department

e Use a cascading communications network to promote two-way communications throughout the
County

e Establish communications strategies that each agency/department can implement and manage
within its organization

e Equip directors and other key stakeholders to conduct bidirectional, interactive communications
briefings with employees around key project messages and milestones, role impacts, schedules,
and other important messages

¢ Develop credible communications that build confidence in the new systems and applications, and
elicit stakeholder feedback to monitor risk and acceptance levels

e Support and sustain robust communications activities throughout the IVR solution lifecycle
Communications Approach

Adapt’s communications approach is built around the eight-step process shown in the following
diagram:

Communication Steps

Step 1: Initiate Tactical Communications

Before developing a high-level communications plan, Adapt will work closely with the County’s
executive sponsors to initiate early communiqués to position the IVR project effort. These startup
tactical communications are intended to define the project; highlight its objectives, identify scheduled
events and milestones, introduce the key members of the IVR solution team, and describe how the
County and its agencies/departments will be engaged in the process.

Step 2: Understand the Communications Environment

Adapt will review for purposes of understanding the County’s communications infrastructure, including
the established communications networks and existing methods of paper, electronic, and face-to-face
communication.
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Step 3: Define the Audience

Adapt will identify key people and groups throughout the County and each agency/department who
can affect the success of the initiative. The aim of the stakeholder analysis is to:

e Identify constituencies that will be affected by the IVR project, both operationally and
technically.

¢ Identify individuals who have formal and informal decision making power and influence on the ¢
project.

¢ Develop and maintain strong executive sponsorship for the project.

Adapt will develop appropriate messages for each of the identified groups using the County’s preferred

modes of communication:

e Direct communications

e (Cascading communications disseminated through indirect means; regular reports and status
updates through agency and departmental leadership so that messages can be passed on to
line staff.

Step 4: Develop Messages and Communication Tools

Adapt will identify and work with County leaders to disseminate and reinforce the messages.

Adapt will also prepare a communications toolkit designed for various audiences to aid agency leaders
and staff in communicating a consistent and compelling message about the project. These tools,
templates, and materials typically include FAQs with standard answers, promotional presentation
slides, event design materials such as sample agendas and speaker notes, and feedback measurement
tools.

For this activity, Adapt will work collaboratively with the County project leaders to develop the tools
and templates that convey key project messages, such as process changes and role impacts.

Step 5: Select Media

Adapt will work with the project team and the County’s internal communications group to validate
understanding of the preferred modes of communication for the various stakeholder audiences.

Adapt will present for consideration by County Project Leaders potential events employed on similar
projects:

e Agency/Department awareness events
e “to-be” process briefings

e Go-live prep events

|
Step 6: Select Appropriate Scheduling and Frequency 1
|

Adapt will work with the project team and the County to define communications frequency, validating
that we are communicating at the right time with the right audiences in the most effective ways. The
timing of our communication is then aligned with the IVR implementation schedule so that it is neither
premature nor too late in the schedule.
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Step 7: Execute the Plan

Adapt will prepare an initial communications planning matrix and the initial Communications Plan.

Step 8: Evaluate the Effectiveness of the Plan

Adapt will evaluate the effectiveness of the communications approach

The Role of Agency Outreach Liaisons

Adapt will coordinate communications efforts with designated Agency/Department Communications
Liaisons who will work closely with leaders from the affected Agencies/departments to help them
understand how they can use their status and influence to generate project support among their
employees and staff.

4.6.2 Process Transition

Adapt’s Process transition approach focuses on identifying operational process changes and resulting
changes to current processes with the goal of transitioning the employees in the use of the new IVR
system.

Adapt will work with the project team and key agency/department stakeholders to verify that the
business process design effort is coordinated throughout the project team and that operational
processes are revised to align with IVR objectives. Using the new business processes, Adapt will
develop new processes to be performed in the “to-be” environment. Adapt will conduct a process
impact assessment to determine how the business process changes affect agencies/departments and
the requirements for training. Using the process impact analysis , Adapt will work with the County to
prepare a process transition plan for migrating new business processes into agencies/departments.

Workflow Design and Business Process Analysis

Adapt will document the “to-be” processes for each of the common processes. During these sessions, a
member of the change management team documents how the design of the new system impacts
current County staff as well as participates in the design as a Process transformation subject matter
expert (SME).

Workflow Design and Business Process Analysis

Adapt’s change management effort will focus on determining the operational impact of the new
system and transitioning to the new environment. Activities will center on developing strategies to
effectively migrating new business processes into agencies/departments and realigning the
agencies/departments around the new ways of working to help the County achieve the business
objectives of the IVR Project.

After the “to-be” processes are established, Adapt will work closely with the County to conduct a
process impact assessment that provides an understanding of the impacts the new IVR processes have
on the current County organization. The analysis includes:

» Potential effects the new IVR processes have on the County and its current agencies/departments
* Preliminary list of new requirements to address the changes in process

» Preliminary considerations for internal process changes
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This assessment is used in discussions with the County to help determine a concept of what the future
agency/department processes might look like after implementation of the IVR solution.

Using the results of the process impact assessment our team will work with the County to develop a
process transition strategy and detailed process transition plan for each implementation phase.

The process transition strategy is a high-level strategy for moving employees into the new IVR system
environment. This strategy provides the County with a set of processes that may be consistently
applied across each department and address the following issues:

e Estimated impact of process changes
¢ Review anticipated project benefits

» Approach to matching employees to new processes —whether there will be a selection process and
who will be involved in making these decisions

The process transition strategy also provides inputs into communication planning regarding affects of
the new system related to the type, content, and timing of employee communication during the IVR
implementation.

The Process Transition Plan identifies individuals who are impacted by the change and estimates the
training required to adopt the new processes. The Process Transition Plan addresses the following:

o Definition of number and location of potentially impacted employees within each
agency/department

¢ Guidelines for the agency/department to follow in preparing employees for the transition to the
new processes

The Process Transition Plan provides inputs to the communications plan, highlighting what is going to
change and what is needed to support the organization during the transition.

Process Transition Components

Adapt will produce the following Process Transition deliverables:

Work Product Deliverable

Cross-Project Coordination

The County is a large and complex organization that works with a multitude of other government
agencies and entities that complement each other in providing services to the constituents of the
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County. Adapt understands that other IT initiatives may be underway across this complementary group
of organizations and we fully recognize the need for two-way communication among these groups.

Adapt’s communication strategy will involve a component for timely communication with a central
County Program Management Office (PMO), should one be in place. The goal of this two-way
communication channel is to provide visibility across the enterprise about upcoming IVR milestones
and events as well as gain understanding of how other IT and business initiatives may affect the IVR
project.

Change Management and Communications Policy Improvement

Adapt will share leading practice knowledge with the County and our professionais will offer
suggestions for improvement as requested.
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4.7 Knowledge Transfer

Adapt’'s knowledge transfer approach will not be a one-time event. it will begin at the start of the
project with involvement of stakeholders as part of the core project team. County staff will be engaged
on a continuous basis to facilitate knowledge transfer on the aspects of the IVR application. The
successful implementation of the IVR depends on how well employees are equipped to operate in the
new business environment, and the degree to which the organization can quickly adapt to the new
environment substantially depends on the quality of the training. Furthermore, knowledge transfer
must take place at every step in the process. From the initial kickoff throughout the life of the project,
the Adapt team will be reviewing, demonstrating, and providing knowledge on the IVR solution.
Depending on the County team’s availability, the best approach for knowledge transfer is to have the
county team members shadowing Adapt team members during the project, particularly in the areas
that touch the new technology. The Adapt team will work with the County Project team to establish
the best approach for knowledge transfer during the Assessment Phase.

4.8 Training

Training is a critical component in the change management process because it provides users with the
skills necessary to smoothly transition their work responsibilities to the new system when launched.

Adapt will schedule and complete the training plan tasks and activities so that the County and its
departmental staff are self-sufficient in the use of the IVR application, and system administrators and
supervisors are able to effectively support functions related to system operations.

Adapt’s training will provide County users with:

An overall description of the IVR application
e Anunderstanding of the application’s capabilities and limitations

* An explanation of how IVR is used to perform specific job functions, and each job function’s roles
and responsibilities using the new system

¢ Alist of help resources such as where, when, and how to obtain further assistance

Training Methodology

Training focuses on engaging, involving, preparing and equipping the employees affected by the
delivered software and process changes. We recognize that successful deployment of the proposed
IVR system is dependent on how well management, users, and technical staff are equipped to operate
the new system. Adapt’s goals are simple — deliver quality training to the right people, at the right
time, in a cost-efficient manner.

Adapt employs a standardized five-phase methodology as illustrated in the diagram below. This
approach identifies the training needs up front, provides flexibility based on the County specific needs,
and has an evaluation step to make sure all involved with the new system get the instruction needed.

Analyze Design Develop Deliver Evaluate
Tramning Training Training Tramning and Maintain

Requirements Curiculum Materials Classes Training
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Adapt will utilize rapid training content development and just-in-time delivery as well as continuous
learning—all geared to ensure that the County employees have the requisite skills within the in place
and in time for the successful rollout of the new system.

Adapt training activities will:
* Minimize end-user time away from the job
e Prepare end-users for the new capabilities

* Provide an understanding of the changes underway and acceptance of the integration of new
functionality into their day-to-day work

e Provide end-users with easily accessible information, on demand, to support use of the system
in their daily work

Overall, Adapt will provide training to two major groups — Functional and Technical Users, with two
curriculums offered:

e Training courses provided by Interactive Intelligence on how to use the IVR/CIC solution

e Training courses provided by the Adapt team on how to use the newly consolidated and
configured County IVR solution.

The functional and technical users will each participate in the training described below, List of Training.
Most of our training is delivered in a classroom setting and, where we agree need exists, one-on-one
instruction is provided. Our initial training tasks are to prepare a County-specific training
approach/plan and to work with you to affirm the direction you feel best fills the County employee
needs.

Most of the training is delivered in a classroom setting and, where we agree need exists, one-on-one
instruction is provided. Adapt will prepare a County-specific training approach/plan and will work with
the County team to affirm the direction that best fits County employee needs.

User Training Approach

Adapt will develop a Project training plan. The approach will be based on an assessment of needs
developed through information gathered from key County staff and will be finalized during the “Test
Cut” phase of the project. Following County approval of the test plan, Adapt will be conduct the
training two weeks before “Go-Live” during the “Deployment” phase of the project.

Adapt will provide standard in-class training and leverage a train-the-trainer approach that uses an
organization’s own in-house resources to conduct functional user training and support.

Initial Functional Training Plan

Adapt will initially deliver 195 training classes totaling 600 hours of instructor-led classroom time,
unless modified in consultation with the County. Direct classroom time represents approximately one-
third of the total training hours Adapt plans to deliver.

In environments as diverse as this project represents (number of different agencies, associated
departments, locations, and levels of experience) Adapt requires a minimum of three hours per direct
classroom hour to make the classes unique, meaningful, and germane to the audience participating.
This represents an additional 1,400 hours, adding up to a 2,000-hour training estimate, which is
included in the cost of this Agreement. This front-end time (two-thirds of Adapt’s total effort) is
directed at the following sample of planning, preparation, validation, and materials development work:
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During the Assessment Phase — Adapt will work with the “in-scope” agencies/department to assess
their levels of IVR understanding and competency. Important aspects of this assessment will include
identification of contact people for interaction with central IVR management, their roles in the future
environment, and translating these needs into the actual training curriculum. Particular emphasis is
placed on making sure the training speaks clearly to their new system responsibilities and how they can
best avail their departments to the benefits afforded by new functions and features. A training
requirements and needs document is prepared at the end of this work.

During the Implementation phase — Adapt will develop a formal training plan based on the above
training requirements. The training plan includes the curriculum and the methods of training delivery,
such as “Train the trainer” approach, online training availability, and any agency/departmental
nuances. Upon approval of the training plan by the County, the team will begin training material
development, tailoring for unique departmental issues where necessary.

During the Deployment stage — Adapt will prepare the training environment, schedules classes,
finalizes the training materials, and delivers the training just in time for “go-live.”

The training budget takes into consideration the number of “in-scope” agencies/departments, the
potential for unique processes and requirements, and the need for a few “refresher” classes to deal
with unforeseen contingencies.
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Adapt will deliver the training classes described in the below table, subject to refinement and
confirmation with the County as described in the Organizational Impact deliverables.

i il ' i
1 IVR Functionality - Site Fully understand both the IVR

Managers management tools to change options
(for Operational as future needs dictate, general
Administrators) Attendant revisions, such as prompt
changes by department 25 upto 5 4 100
2 System Administrators For Attendant structure and
(for IT Administrators) maintenance functionality {including
adding new DNIS, change out of
prompts, etc) 4 upto5S 8 32
3 Business User Training General call flow for the business users'

(supervisor and agents)  associated agency. The primary
abjective is to Help staff educate callers
who are having issues navigating the
IVR and/or using the self-help
functions. 70 up tp 10 2 140
4 Reports Training {for Learn how to generate statistical
departmental managers, reports by department
supervisors, business

analysts} 40 Upto5 4 160
5 (UAT Training Prepare the Users participating in the
User Acceptance Testing {UAT},
includign UAT test scenario
development, execution of test and
reading of test results 36 uptob 3 168
Total 195 : 600

Technical Training

During Phase A, agency and departmental IT staff responsible for administration and configuration of
their specific IVR components will participate in technical training developed and provided by the on-
site Adapt team (see above). This training will be geared to satisfying local needs and requirements as
well as those activities needed for coordination with the “central” administration.

Adapt will offer technical training by ININ for one technical resource selected by the County as
responsible for central or County-wide IVR control and administration. It is assumed that this
Manager’s duties will include responsibility for the central management of the new IVR system,
providing agencies and departments with SME assistance, and administering coordination directives.
Typically this role will have security and access rights to the entire system, delegating operational
permissions and access to agencies and departments on an as needed basis. Technical training for the
designated County IVR Manager includes the following Interactive Intelligence training:
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EEEE . i

1 Interaction Center | 5 days This course addresses the development environment for the
Handler Developer IC Platform, preparing students to be successful in application
(ICHD) Training development and platform customization.

2 interaction 3 days This course provides the student with experience in designing,
Attendant building and testing Auto Attendant Inbound Call menus and
Configuration IVR nodes, as well as building advanced IVR menus that

include subroutines, connecting to databases, and Custom E-
Mail routing.

3 Interaction Dialer | 4 days In this course, students will get hands-on exposure to the
Administration Interaction Dialer containers in Interaction Administrator

used for campaign creation and management.

4.9 Documentation
User and Technical Documentation

Adapt will prepare and deliver technical and user support documentation—a key tool in the knowledge
transfer work. IVR technical and user documentation, including system administration documents, are
listed as follows:

1. General systems information

2. IVR call flows

3. Reporting

4. Administrative functions

5. HELP information

6. Jobs/programs/systems/operations documentation
7. Functional descriptions

8. Frequency of operations

9. Rerun and restart procedures

10. Messages

Technical Documentation

1. The IVR/CIC System Operations Manual contains the System documentation. It consists of detailed
explanations and support procedures for IVR interfaces and software modules.

2. IVR/CIC System troubleshooting scripts will use documented flow diagrams and directed
troubleshooting questions to improve the ability of County technical staff to resolve user functional
issues and pinpoint and troubleshoot technical problems. These scripts will initially be used in IVR

System technical training for County staff and will continue to serve as a reference for supporting
the IVR application.
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User Support Documentation

1. The IVR/CIC System has detailed online help features for the IVR end-user processes.

2. As determined necessary, quick reference and process cards to guide a user through particular IVR
system functions may be provided at selected training sessions.

3. The IVR Administration Manual is composed of the procedures and processes for the IVR/CIC
System applications and infrastructure. The manual includes operational and functional
descriptions of the IVR/CIC System functions under the administrative and supervisory staff’s
responsibility, including:

— Security setup and administration

— System implementation procedures

— Support table maintenance

— Supervisor overrides of normal business functions
— Administrative/supervisory-only functions

— User applications

4.10  Standard Support

Adapt will include Standard Support in the cost of the initial purchase of the CIC solution and will be
renewed annually. The services provided include support for the Client Interaction Center (CIC)
system, any additional ININ modules, and Adapt proprietary software, if any. See Attachment C for
additional information.

Standard Support shall also include, as part of the costs set forth in this Agreement, Adapt’s
responsibility for the following actions: (1) the purchase of all annual software maintenance and
support services from Interactive Intelligence, Inc. (“Interactive”) as described in Article 3.2 of
Attachment E to this Exhibit, (2) the timely annual registration of Interactive software as described in
Article 3.3 of Attachment E to this Exhibit, and (3) the installation of updates, corrective code and
modifications for the Interactive Software that Interactive makes available free of additional charge to
customers that have paid for a current Annual Support Plan, so that the County may avoid warranty
exclusions described in Article 4.4 of Attachment E to this Exhibit; provided that Adapt shall have no

obligation for such installation upon the explicit written refusal of the County to accept such
installation.

Adapt will provide all support at the service levels set forth in Attachment C to this Exhibit.
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5.

Project Assumptions

Many factors contribute to the success of a project of this nature and also to the cost of the overall
effort. Adapt calculations and estimates for this project considered the principal drivers such as project
scope, complexity, implementation approach, and duration of the effort. We also made assumptions
about County participation, the technical environment, and those tasks outside of our direct control.
These overall, staffing, and technical environment assumptions are as follows:

Overall Project Assumptions

1.

All changes in project scope, assumptions, deliverables, or project plan are managed using
Adapt’s standard change control procedures (or similar County Change Control Process)
described in section 5.1- Change Control Process.

Timely review and acceptance of project deliverables is essential to project success and it is
assumed that the County will complete such reviews within five working days from the date of
submission and return to Adapt a notice of acceptance and approval accompanied by a
consolidated comments in the format specified. Failure to provide a written acceptance by the
timelines noted in the Project Schedule will constitute acceptance and the Project Team will
proceed in accordance with the Project Plan.

All Services, materials and communications are conducted in English, unless otherwise
specifically noted (For clarification, this English requirement refers to the language used in
conducting the project and in deliverables, not the IVR recordings).

The County understands and accepts that deliverables deadlines assigned to both the County
team and Adapt team as outlined in the agreed upon project plan must be met in order to
complete the project on time and meet the system “Go-Live” date.

Staffing Assumptions

5.

The County will assign a Project Manager prior to or at the point of contract signing to work
closely with the Adapt project team. The Project Manager’s responsibilities include facilitating
communication and meetings between Adapt and client personnel, serving as the primary
contact for receipt and approval of deliverables, and the management of other client
responsibilities as described in this proposal. The County will make available the resources
specified in a mutually agreed upon project schedule and work plan.

The County will designate Agency/department communication Liaisons who will work closely
with leaders from the affected Agencies/department to help them understand how they can
use their status and influence to generate project support among their employees and staff.
The liaisons also help design appropriate outreach events (such as design workshops, agency
awareness sessions, Executive Committee presentations, and go-live prep events) so those
affected by the IVR project effort can participate in decisions that impact them and air their
concerns.

The County will provide technical resources to assist the Adapt Project Engineer with
implementation of hardware and software components, network configuration, and other
technical requirements.

The County will provide resources as agreed upon and identified in the project work plan to
assist during the times specified with all project deliverables including, but not limited to,
installing client-side software, placement of telephones, user acceptance testing, and cutover
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10.

11.

assistance. The County‘s Support Operations team, network administrator, infrastructure
administrator, database administrator, telephony system administrator, and help desk team
are expected to be available onsite throughout the duration of the project as needed, and at
“Go-Live/Cutover.”

The County will provide a qualified individual who is versed in any third party system or
application that Adapt will integrate with.

The County will provide access to resources who have working knowledge of windows
networking (included but not limited to DNS, DHCP, Active Directory), server management,
physical wiring, Microsoft Exchange (or whichever mail platform is specified), Microsoft SQL,
Mainframe configuration and applications, and general network configuration (including but
not limited to VLAN, QoS, security, WAN and LAN management). If the County cannot provide
these resources internally they may contract Adapt through our change control process.

The County will identify a Project Sponsor who will serve as the escalation point for the project

Technical Environment Assumptions

12.

13.

14.

15.

16.

17.

18.

19.

The County will provide the Adapt Implementation team access to and connectivity with all

affected systems, networks, and data as requested and determined necessary to perform in-

scope activities. The County will provide all technical details within its possession and that it
may disclose for programming interoperation with those systems (included but not limited to
database schemas, Mainframe screen information and navigation, and web service API's).

The County will provide the necessary server/networking infrastructure to implement and
utilize the system, such as the SQL Server used for reporting and the Exchange Server used for
e-mail notifications, subject to review and approval by the County’s Chief Information Security
Officer. Adapt will work with team to review the County facilities infrastructure and identify
any adjustments the facilities team needs to implement.

Hardware will be delivered on time, network and wiring installation in accordance with the
mutually agreed upon project schedule and in working condition, and 3rd party vendor
deliverables such as Telco circuit installations and changes will be performed as required by the
mutually agreed upon project schedule.,

The County is responsible for ensuring that all workstations meet any minimum requirements
set forth by Interactive Intelligence that are included in this Agreement.

The County will provide unencumbered remote access to servers and gateways for remote
installation and configuration of software, subject to review and approval of the County’s Chief
Information Security Officer.

The County is responsible for licensing compliance (i.e. Avaya, Oracle, Outlook/Exchange,
server/processor/user/device licenses, etc.) for all software programs, including but not limited
to, any new or pre-existing software program to which the CIC system may make use of or
connect to.

The County is responsible for any hardware (servers, gateways, phones, headsets, etc.)
purchased by the County through a 3rd party vendor. This includes the hardware, hardware
support, and troubleshooting of any issues related to this hardware.

The County will provide for the appropriate licensing, hardware, and engineering resources for
their existing Avaya PBX’s in order to utilize SIP integration between the proposed CIC IVR and
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20.

21.
22,
23.

24.

25.
26.

the County’s PBX’s. The County will provide for port licensing on their Avaya PBX’s that allow
for the CIC IVR to be running at full capacity, concurrently with the existing Avaya IVR’s, in
order to facilitate as smooth a transition between systems as possible. If the County desire
options for connecting to Avaya PBX’s via T1 or PRI, additional hardware and services costs will
need to be scoped and added to the project.

The CIC configuration uses SIP trunk integration to the Avaya systems for the IVRs. SIP
Trunking between the CIC IVR and the Avaya PBX’s is the recommended configuration due to
the lower complexity and better flexibility of this integration, compared to the traditional voice
circuit connections (i.e., T1 or PRI). However, should one or more of the Avaya PBX’s not be
able to support SIP trunking, and specifically to receive SIP REFER transfers of calls from the CIC
IVR that need to transfer to an Avaya ACD queue, then a T1/PRI integration will be done. In
this event, a Change Order following the Change Order Process (see Section 5.1) might be
required (depending on whether just some, or all of the Avaya PBX’s have limitations), to
remove the Ingate SIParator(s) from the configuration and replace them with voice gateways,
which would in turn provide T1/PRI connectivity to the Avaya PBX{es).

The County’s WAN and LAN environment supports QoS end to end, and VLANS.
The County is responsible for general network and desktop troubleshooting and optimization.

The County will provide Adapt with VPN access to the servers and voice gateways that are part
of the CIC solution during implementation. The County may choose to utilize Adapt’s
GoToAssist solution for subsequent support.

The County will provide Internet access from the CIC servers, with access granted to the Adapt
and Interactive Intelligence FTP sites.

The County has a Windows 2003 domain or higher.

If a dedicated SQL server is not provided for the CIC system, a dedicated SQL instance is
recommended for the CIC databases. DBO level access to the CIC database is recommended,
otherwise access to a DBA from the County with appropriate access will be required to assist
with all necessary changes and installation of the database.

Integration Assumptions

27.

Adapt assumes that there will not be any third-party integration cost (similar to the McKesson
“certification” cost) for the eleven (11) divisions/departments identified for Phase B. Should
such cost be identified during the project, the Adapt project manager will manage this using
the Change Control Process described in Section 5.1 of this SOW.
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Facilities and Security Access Assumptions

28.

29.

30.
31.

32.

33.

Upon reasonable notice to the County and upon County approval not to be reasonably
withheld, the County will provide the Adapt team remote access or after-hours access and
weekend access to the project sites. This includes administration-level system access to the
specific servers in the CIC solution.

The County will provide the Adapt team access to all necessary equipment during the agreed
upon date and time of installation.

The County will provide a safe and secure work environment.

The County will provide workspace for the Adapt Team while on-site. If direct access for Adapt
equipment is not available the County will provide a computer with network access. The
County will also provide telephone access for Adapt employees while on site.

The County is responsible for racking, powering, providing network access, and login
credentials to all devices to be configured or utilized by Adapt unless otherwise specified in the
work order

The County is to provide a proper training facility that will be available and ready before the
onsite training visit according to the specifications outlined by the project team.

Reporting Assumptions

34,

35.
36.

Standard CIC reports will be provided for licensed users and custom reports as specified in the
reporting requirements.

Testing Assumptions

The County is responsible for developing any use case test plans as well as performing the use
case testing during the User Acceptance Testing portion of the project.

Cutover/Go-Live Assumptions

37.

38.

The County is responsible for managing the help desk process (or similar functionality) during
the Cutover/Go Live. The County will be responsible for staffing the help desk and create an
incident log, or tickets in the County’s help desk system. The County’s help desk team should
attend the Administrator Training.

The County is responsible for providingall necessary data requestedin the Data
Collection Workbook. Once Administrator Training has been completed, the County will be
responsible for all system administrative changes. After the system is in production the County
is responsible for any changes to Call Flow or Attendant that are not part of the original
approved Call Flow Visio unless a Change Order has been executed and Adapt has been
contracted to perform the work.
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5.1 Change Control Process

Adapt recognizes that changes may occur during the course of our work, and these could affect cost,
schedule, scope, or work products. It is essential to our collective success that processes are in place to
deal with these in a manner that makes them manageable, understood, and accommodated within an
updated project plan. A proposed change process. is outlined below and, subject to the County review
and acceptance, will be used for all change matters that occur during this project.

Proposed Change Control Process

Step

Description

1. Identify and log the
request

Project team or users identify a change request need and log it for tracking
through the process.

2. Assign for analysis

Most change requests require research and analysis to determine project
impact and identify alternative solutions. Our Project Manager has
responsibility for this work and works with our team and your staff to
determine and prepare a recommended course of action. Often changes
can be accommodated within the existing project framework and are
incorporated with no further actions. Those involving cost, schedule,
scope, or work products, are moved along to the following next steps.

3. Assess options

Options are considered, business benefits are analyzed and discussed with
your user team, and impacts on the project schedule and resources are
assessed.

4. Decide on a course
of action

For changes that impact cost, schedule, scope, or work products, the
Project Manager, in conjunction with the County’s Project Manager,
decide on a recommended course of action.

5. Secure approvals

Changes impacting cost, schedule, scope, or work products require the
approval of project leadership and the County’s Chief Procurement
Officer. As determined by you, certain requests may require involvement
of the Executive Steering Committee (or project Sponsor}, depending on
their size, cost, and scope.

6. Issue Change Order

A formal Change Order is issued upon the above approval. The change
order amends Adapt’s contract and the affected schedules. The change
order is incorporated as a formal amendment to our contract with you.

7. Logand
communicate
decision

The Change Order is logged and its impact is communicated to the project
team, users, project sponsors and any others (e.g., ININ) affected by the
change.

8. Update plans and
budgets

Project plans, lists of deliverables, and any other project control
documents are revised to reflect the additional work effort, scope change,
and/or and schedule impact.

9. Document
completed work

The originator and project management team are responsible for
incorporating the change into regular project reporting and subject to the
same completion and quality standards.
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6. Key Personnel

Adapt will provide the County with qualified resources to perform the work represented in this SOW.
Following the acceptance and approval of this contract by the Cook County Board of Commissioners

and the establishment of a firm start date, Adapt will provide the County with the names and resumes
of key project resources.

Adapt understands the County’s expressed requirement to have qualified and experienced resources
assigned to the project. Any Adapt substitutions to the key personnel identified in the proposal must
possess management skills and years of experience comparable to or greater than those of the people
represented originally. Adapt also understands that the County has to approve all key personnel and
reserves the right to reject any proposed staff considered unacceptable.

Key Personnel roles are

e Project Manager
» Functional Lead
Technical Lead
Solution Architect
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7. Project Signoff Procedures

Adapt assumes that Project sign will occur three weeks following the “Go-Live” date. The sign-off steps
include:

Step 1 — Adapt and Cook County project managers review items on the issue log and “system bug” list
and agree to remediation steps, if any. .

Step 2 — Adapt and Cook County project managers review project compliance against the Contract
Performance review acceptance criteria and formulate steps to deal with any outages.

Step 3 - Adapt and Cook County executive teams, using the above as a framework, together review and
assess the combined project experience and address any remaining issues.

Step 4 — Adapt will summarize these discussions, secure Cook County’s Project Sponsor understanding
and acceptance, and issue a formal “close out” letter.

7.1 Contract Performance and Acceptance

The table below lists the contract performance review items, acceptance criteria and Adapt’s response.

1. Project Goals and

Obijectives
a. Replace and Al VR functions routed | Acceptance Yes
consolidate all existing | through a single form signed by
IVR systems with a solution PM and Project
single solutions; Sponsor
b. Increase customer System provided Acceptance Yes. Through the graphical
service visibility; management easy, and | form signed by | interface, administrators are able
independent from PM to easily locate and review the
vendor support, access current functionality being offered
to metrics and reports through the IVR.
th?t ce?n measure this Call-flow can also be easily
objectives

adjusted to present callers with an
option to reach a representative
quickly, by moving the transfer to
user mode higher in the
sequence.

Acceptance criteria Metrics are
available in reports to easily track
the number of callers who are
choosing customer service nodes,
whether this is live person or self-
help option. The Adapt IVR
Reports package provides
additional visibility into IVR
functions by providing statistics on
specific call flow and self-help
events, such as denial of service
and response time from the
integration points with other
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systems.

¢. Track and manage

response times

System provided
management easy, and
independent from
vendor support, access
to metrics and reports
that can measure this
objectives

Acceptance
form signed by
PM

Yes. From an IVR perspective,
there are mulitiple reports that
display metrics on duration of
callers while navigating the iVR, as
well as statistics on how often a
specific call path is repeated. This
will help Cook County determine if
a call flow needs to be altered, i.e.,
specific prompts or sequence is
confusing to callers.

d. Achieve 95% call

response or less than
5% abandon rate

System provided
management easy, and
independent from
vendor support, access
to metrics and reports
that can measure this
objectives

Acceptance
form signed by
PM

Yes. From an |VR perspective,
reports are available to provide
statistics on exit points, e.g., where
callers transfer out to
representatives or self-help
options, as well as at what pointin
the call flow that users

abandon. These reports will assist
Cook County in determining
efficiency of call flow, as well as
aid in determining caller wait
tolerance.

. Improve reporting

System provided
management easy, and
independent from
vendor support, access
to metrics and reports
that can measure this
objectives

Acceptance
form signed by
PM

Yes

Reduce the time that
staff spends answering
phones and thus,
better allocate
resources

System provides
management real-time
access to system
data/dashboards that
visually display agent
allocation

Acceptance
form signed by
PM

Yes. During Phase 1 of the project,
in addition to reviewing the as is
call flows, there is an opportunity
to identify additional areas of self -
service that could be implemented
to increase self-help options,
eliminating those having to
answered by County Staff,
reducing their phone time, which
allows for more efficient allocation
of their time off of the

phone. Dashboards and agent
allocation will be delivered during
future Contact Center phases.

g. Achieve first call

resolution for most
calls

System provided
management easy, and
independent from
vendor support, access
to metrics and reports
that can measure this
objectives

Acceptance
form signed by
PM

Yes. From an IVR perspective,
creating clear prompts that assist
callers in navigating the call flow
can heavily influence

FCR. Statistics mentioned initem a
above will assist in determining if
callers are understanding the
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prompts and necessary key
presses to reach the correct
department and/or function.

acceptance forms for
all deliverables —as
accepted and signed
off at each phase
including UAT signed
forms.

form signed by
PM

. System Reliability System architecture Form signed by | Yes
supports automatic PM and
load balancing, Telecom
mirroring, and Director
automatic failover to
backup location
. System Scalability Initial design efforts Form signed by | Yes
can be replicated PM and
anywhere in the Telecom
organization (“design Director
once, deploy
anywhere”)
. Project Transition Vendor submits all Acceptance Yes

. Budget and Schedule

Key deliverables were
executed on time and
on budget. Project
costs were contained
to/or about the
originally agreed
amount. A final report
should be presented
for signoff.

Final Report
signed by PM

Yes, based on the project plan and
project assumptions agreed to at
project start.
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8. Professional Arrangement

Based on the assumptions, staffing, schedules and scope described in this SOW, Adapt and the County
agree to the following professional arrangement:

¢ Standard Support

Standard Support as set forth in this Exhibit and Attachment C to this Exhibit, and which shall also
include, as part of the costs set forth in this Agreement, Adapt’s responsibility for the following
actions: (1) the purchase of all annual software maintenance and support services from Interactive
Intelligence, Inc. {(“Interactive”) as described in Article 3.2 of Attachment E to this Exhibit, (2) the
timely annual registration of Interactive software as described in Article 3.3 of Attachment E to this
Exhibit, and (3) the installation of updates, corrective code and modifications for the Interactive
Software that Interactive makes available free of additional charge to customers that have paid for
a current Annual Support Plan, so that the County may avoid warranty exclusions described in
Article 4.4 of Attachment E to this Exhibit; provided that Adapt shall have no obligation for such
installation upon the explicit written refusal of the County to accept such installation.

¢ Professional Voice Services
Currently, professional voice services are out of scope for this Agreement. Should the parties
determine that professional voice services are required, this Agreement shall be modified pursuant
to Section 10.c of this Agreement; and such modification may be subject to M/WBE participation
requirements.

¢ Rate per hour for Professional Services

Adapt agrees to the rate of $148.75 per hour for professional services, except for after-hours “Code
Red support” as set forth in Section C.6 to Attachment C (Standard Support) to Exhibit 1 of this
Agreement. Should the parties determine that such professional services are required, this
Agreement shall be modified pursuant to Section 10.c of this Agreement; and such modification
may be subject to M/WBE participation. Prior to the County’s optional exercise of each two
subsequent two-year renewal option terms, the parties shall negotiate mutually agreeable rates for
the professional services during such two year renewal term.

* Not-to-Exceed Fee arrangement
Adapt shall not bill the County for any unexpended hours. Adapt will bili only for hours worked,
capped at the not-to-exceed price quote as listed in the tables below. Adapt’s not-to-exceed fee
arrangement means that it shall deliver an IVR that meets all functional requirements marked as in-
scope in Attachment A to this Exhibit, at the total cost of $3,549,327.55. Subject to requirements
for County assistance set forth herein, Adapt bears sole responsibility and cost for ensuring that the
IVR meets the in-scope functional requirements set forth herein at the total cost of $3,549,327.55.

e Cost for McKesson Certification
Adapt agrees to absorb the estimated $20,000 cost for McKesson Certification; County shall be
responsible for McKesson Certification costs that exceed $20,000. In return, the County agrees that
Adapt will be able to use the McKesson certified integration specifications, including design
specification, database layout specification, acceptance criteria, test plan and test scripts}, on other
Adapt projects.
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* The “Not to Exceed” Price for Phase A, Phase B and Specialty Hardware Sub-Totals $3,804,579.00.

The detailed cost breakdown is provided in Attachment D — Cook County IVR Contract Pricing
Details

» The “Not to Exceed” Price for Years 4, 5 and 6* of this Agreement is $389,256.79. The detailed
cost breakdown is provided in Attachment D - Cook County IVR Contract Pricing Details

The cost of support and maintenance services for Years 1 through 5 of this Agreement remain fixed
at the cost specified in this Agreement; the cost of support and maintenance services for Year 6 of
this Agreement is subject to price increase as set forth in this paragraph. The parties acknowledge
that support and maintenance for Year 6 of this Agreement is unknown at this time and an
estimate of five percent (5%) increase over the prior year is used as a temporary estimate for
purposes of setting a contract ceiling (i.e., “not to exceed” amount). Instead, at the time that the
payment for Year 6 of support and maintenance is due, the amount shall be calculated using the
National CPI (Consumer Price Index) issued by the Bureau of Labor Statistics. The formulae for
calculating the price is base year price * (current CPl/base year CPIl). To calculate the Year 6 cost,
the base year price will be Year 5. Prior to the County’s optional exercise of each two subsequent
two-year renewal option terms, the parties shall negotiate mutually agreeable rates for software
maintenance and support services during such two year renewal term. '

63




Contract 13-18-078 Statement of Work (Exhibit 1)

o $4,193,835.79 is the TOTAL “Not to Exceed” Price for the initial six year term of this Agreement
in its entirety.

» Performance Credits for Response Time and Escalation Time

For support and maintenance, Adapt agreed to provide performance credits to the County for
delays in response time and escalation time. Adapt agrees that the credits assessed pursuant to this
SOW shall be payable to the County upon demand and may, at the County’s request, be used for
additional professional services, or be set off against any monies due to Adapt under this Agreement
and are reasonable under the circumstances existing as of the date this Agreement is entered into.
The conditions for the performance credits are provided in the tables below. Code Red has that
same meaning as set forth in Section C.8 of Attachment C.

For Response Time

Non-Business Hours Code Red 15 -30 minutes average { < | Penalty starts 15 minutes after the

staffed by on-call support engineers, 60 minutes overall) County resource left the emergency

with outcalls cascading to support voicemail. $500 for every 15 minutes

escalation manager and support when Adapt has not responded to the

manager if on-call support engineer County.

does not answer

Code Red (business hours) < 5 minutes (By Phone Penalty starts 15 minutes after the
only) County resource called Adapt Support

and reported the Code red situation to a
live engineer. $500 for every 15 minutes
when Adapt has not responded to the

County.
High < 10 minutes (Phone Penalty starts 15 minutes after the
Only)) County resource has called Adapt

Support and identified the call a High
Priority Call to a live engineer. $250 for
every 15 minutes when Adapt has not
responded to the County.

Medium Phone : < 20 minutes N/A
Email: <4 business hours
Low Phone : < 20 minutes N/A

Email: < 4 business hours
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For Escalation Time

Escalation for Escalation to ININ Within 2 hours
Code Red Supportis
progress mandatory (may

have been done
sooner). Notification
to Level 3 Support
Engineer and Adapt
Technical Escalation
Manager (TEM).

Penalty starts 2 hours after the County
reported the incident to Adapt Support.
K500 per hour until escalation occurs.
Fscalation only occurs if the system is
Ktill down, if system is back and running
all escalation is stopped.

Notification to Level | Within 4 hours
3 Support Engineer,
Adapt TEM, Adapt
Support Manager,
and ININ Technical
Team Lead (TTL) or
Principal Engineer
(PE)

Penalty starts 4 hours after the County
Feported the incident to Adapt Support.
5500 per hour until escalation occurs.
Fscalation only occurs if the system is
ktill down, if system is back and running
bl escalation is stopped.

Notification to Level | Within 1 day
3 Support Engineer,
Adapt TEM, Adapt
Support Manager,
ININ TTL/PE, ININ
regional Support

Penalty starts 1 day after the County
Feported the incident to Adapt Support.
5500 per hour until escalation occurs.
Escalation only occurs if the system is
ktill down, if system is back and running
hll escalation is stopped.

Adapt TEM, Adapt
Support Manager,
ININ TTL/PE, ININ
Regional Support
Manager, ININ
Support Director,
and Adapt President

Manager
Notification to Level | Within 2 days Penalty starts 2 days after the County
Support Engineer, reported the incident to Adapt Support.

5500 per hour until escalation occurs.
Fscalation only occurs if the system is
Gtill down, if system is back and running
b1l escalation is stopped.

Escalation for Escalation to ININ Within 4 hours:.
High Severity Support is
progress mandatory (may

have been done
sooner). Notification
to Level 3 Support
Engineer and Adapt
Technical Escalation
Manager (TEM).

Penalty starts 4 hours after the County
Feported the incident to Adapt Support.
5250 per hour until escalation occurs.
Escalation only occurs if the system is
ktill down, if system is back and running
hil escalation is stopped.

Notification to Level | Within 8 hours:

Penalty starts 8 hours after the County
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3 Support Engineer,
Adapt TEM, Adapt
Support Manager,
and ININ Technical
Team Lead (TTL) or
Principal Engineer
(PE)

Feported the incident to Adapt Support.
5250 per hour until escalation occurs.
Fscalation only occurs if the system is
Ktill down, if system is back and running
bl escalation is stopped.

Notification to Level | Within 2 Days: Penalty starts 2 days after the County
3 Support Feported the incident to Adapt Support.
Engineer, Adapt 5500 per hour until escalation occurs.
TEM, Adapt Support Escalation only occurs if the system is
Manager, ININ Ktill down, if system is back and running
TTL/PE, ININ bll escalation is stopped.
Regional Support
Manager
Notification to Level | Within 2 days Penalty starts 2 days after the County
3 Support reported the incident to Adapt Support.
Engineer, Adapt 5500 per hour until escalation occurs.
TEM, Adapt Support Escalation only occurs if the system is
Manager, ININ 5till down, if system is back and running
TTL/PE, ININ all escalation is stopped.
Regional Support
Manager, ININ
Support Director,
and Adapt President
Escalation for Notification to Within 2 Days N/A
Medium Severity | Incident Owner,
progress Level Two Support
Engineers
Notification to Within 5 Days N/A
Incident Owner,
Leve!l Two Support
Engineers, Level
Three Support
Engineers, and
Adapt TEM
Notification to Within 10 Days IN/A

Incident Owner,
Level Two Support
Engineers, Level
Three Support
Engineers, Adapt
TEM, Adapt Support
Manager, ININ
Regional Support
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Manager
Escalation for All low severity Average 10 days IN/A
Low Severity issues will be
progress addressed in a “first

come first serve”
basis.

Invoices are due 60 days after they are issued. At all times, Adapt shall issue invoices only upon Adapt’s
successful completion and the County’s corresponding acceptance of key deliverables and project
management deliverables, as set forth in this Exhibit's Section 4 and its subsections. In other words,
under this Agreement, the County shall make milestone payments to Adapt.

Any additional work requested by the County and determined outside the scope of this SOW is subject
to a Change Order and requires the approval of the County’s Chief Procurement Officer. Change
Orders amend this contract, may result in additional fees, and are executed as part of the change
control process (described in Section 5.1). As part of this process, Adapt will estimate the time and cost
of a change request and the impact it might have to overall pricing and the project work plan. The
additional work will commence when the Change Order is accepted and signed by the County.

All specialty hardware shipped to the County shall be shipped F.0.8., DESTINATION, FREIGHT PREPAID.
Arrangements shall be made in advance by Adapt in order that the County may arrange for receipt of
the materials.

Truck deliveries will be accepted before 3:00 P.M. on weekdays only. No deliveries will be accepted on
Saturdays, Sundays or County Holidays. The County is not responsible for delivery delays due to
waiting times for loading and unloading at dock locations.
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Contract 13-18-078 Statement of Work (Exhibit 1)

ATTACHMENT C —~ STANDARD SUPPORT

Adapt’s National Support Center is located in Chicago. The Center is staffed with Interaction Center
Certified Engineers (ICCE) offering support services 24x7x365, and live, help desk support 24x7,
Monday through Friday.

The unique design of the CIC solution has at its core the “All-in-one” communication platform. This
design allows for the use of an integrated administration tool that is common to all of the applications,
making easy and practicable the remote support of our clients’ systems, no matter their geographic
location.

At the heart of our remote support model is a layer of security that allows our engineers, with the
proper authorization from our clients, access and remote login to client servers. With this, our
engineers are able to perform diagnostics, scan and isolate system problems, and initiate corrective
actions with pre-arranged client permissions. Additionally, Adapt Support works very closely with the
software manufacturer Interactive Intelligence by working with their support resources to resolve
issues. With the shift to modern VolP based solutions like the Interaction Center system, there is little
to no need for on-site troubleshooting.  All diagnostics can be performed remotely or with minor
assistance from the client administrator.

Cl1 Scope of Services for Standard Support

The scope of this agreement is to provide Adapt Standard Support services for the County’s IVR system
deployed for Phase A. Services provided as part of standard support include the following:

e General support and troubleshooting

Adapt Support department is staffed from 7:00 am to 7:00 pm CST, Monday to Friday, excluding
holidays. Emergency coverage is available 24 hours a day, 7 days a week, including holidays.
Problems identified by or reported by the County are diagnosed as to cause and assigned a remedy
tract based on the needed solution: (1) CIC software solution, (2) Adapt-developed Software
Solution, or (3) Combination Solution when interrelated problems exist. Adapt employs a feature
rich ticket tracking system and provides the County proactive updates on issues throughout the
investigation until the issue is resolved. The support provided is limited to issues that have been
researched by the Adapt Support engineering team and have been established to be code issues
acknowledged by Interactive Intelligence (ININ). The acknowledgement from ININ is indicated by a
Software Change Request (SCR) designated to the issue.

® Software Updates

Software updates present specific challenges in scheduling so as to not interrupt the County’s
normal business operations. For software updates, we apply Interactive Intelligence defined
“Service Updates”, “Engineering Specials”, and license regeneration, and add-ons as they occur and
are identified as needed to correct issues. Software updates are those needing to be applied as
determined through the course of investigation of issues with the County.

As code corrections are identified through these investigations, Adapt Support will work with the
County to plan for an acceptable time to apply the code correction during non-business hours.
The majority of this work is scheduled in advance to accommodate client operational needs and is
performed by our Evening Engineer Group. These updates are scheduled with Adapt’s evening
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engineer between 7:00 pm CST and 4:00 am CST, Sunday to Friday and will be organized and
facilitated by the daytime engineer working with the County on the issue.

Adapt Support has a robust process for managing the Service Update process including pre-review
of all customizations, as well as documentation provided to the County and robust information
management and coordination to assure a smooth process. Additionally, there is issue resolution
follow up post update and a host of processes that minimize risk for the County and assures a
successful code update.

NOTE: Service Updates are software changes that are applied as a full IC release matures. They
are NOT IC Upgrade. Upgrades are a much larger endeavor and would be scoped and priced
separately.
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C.2 Service Level Objectives and Response Time

Service levels are provided as follows:

1

Non-Business Hours Code Red | 15 -30 minutes average | <15 minutes from time of < 2 weeks from the
staffed by on-call support ( < 60 minutes overall, engagement with the time of contact with
engineers, with outcalls Support Engineer Adapt Support
cascading to support
escalation manager and
support manager if on-call
support engineer does not
answer
Code Red (business hours) < 5 minutes (By Phone | <15 minutes < 2 weeks from the
only) time of contact with
Adapt Support
High < 10 minutes (Phone < 3 days < 2 weeks from the
Only) time of contact with
Adapt Support
Medium Phone : < 20 minutes 5 Business days n/a
Email: <4 business
hours *
Low Phone : < 20 minutes 10 Business days n/a
Email: < 4 business
hours *

Adapt Support hours of operation are: Monday — Friday 7 AM CST — 7 PM CST.

*NOTE:  Emails submitted late on Friday will be subject to times that extend over the weekend that are not
considered business hours and will be addressed on the following Monday. So the following conditions apply:

®  Emails submitted during non-business hours : < 14 hours response target

®  Emails submitted during weekend hours : < 50 hours response target
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c3

] 'IVENS(‘:a‘Iét‘ion for
Red progress

Service Level for Escalation By Severity

scalation to IN
sooner). Notification to Level 3 Support Engineer and Adapt
Technical Escalation Manager (TEM).

Notification to Level 3 Support Engineer, Adapt TEM, Adapt
Support Manager, and ININ Technical Team Lead (TTL) or Principal
Engineer (PE)

Within 4 hours

Notification to Level 3 Support Engineer, Adapt TEM, Adapt | Within 1day
Support Manager, ININ TTL/PE, ININ regional Support Manager
Notification to Level Support Engineer, Adapt TEM, Adapt Support | Within 2 days

Manager, ININ TTL/PE, ININ Regional Support Manager, INiN
Support Director, and Adapt President

Escalation for High
Severity progress

Escalation to ININ Support is mandatory (may have been done
sooner). Notification to Level 3 Support Engineer and Adapt
Technical Escalation Manager (TEM).

Within 4 hours

Notification to Level 3 Support Engineer, Adapt TEM, Adapt
Support Manager, and ININ Technical Team Lead (TTL) or Principal
Engineer (PE)

Within 8 hours

Three Support Engineers, and Adapt TEM

Notification to Level 3 Support Engineer, Adapt TEM, Adapt | Within 2 Days
Support Manager, ININ TTL/PE, ININ Regional Support Manager
Notification to Level 3 Support Engineer, Adapt TEM, Adapt | Within 4 Days
Support Manager, ININ TTL/PE, ININ Regional Support Manager,
ININ Support Director, and Adapt President
Escalation for | Notification to Incident Owner, Level Two Support Engineers Within 2 Days
Medium Severity — - - —
progress Notification to Incident Owner, Level Two Support Engineers, Level | Within 5 Days

Notification to Incident Owner, Level Two Support Engineers, Level
Three Support Engineers, Adapt TEM, Adapt Support Manager,
ININ Regional Support Manager

Within 10 Days

Escalation for Low
Severity progress

All low severity issues will be addressed in a “first come first serve”
basis.

Average 10 days
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c4 County Responsibilities

Adapt views the support relationship with our clients as a partnership where we collectively share the
common objective of keeping the CIC application and its associated technologies working in a manner
that satisfies operational objectives. The following describes the types of client support necessary for
us to achieve these collective goals.

C.4.1 Changes Affecting CIC

Adapt Support should be notified in advance to initiating a change to any supporting system that
interacts with a CIC application. Adapt engineers are well versed in the nature of these changes and
are available to discuss the County’s desired changes in a manner that prepares us and the County for
any possible issues that such change might introduce to CIC functionality or system stability. Such
changes could include any alterations to the e-mail server, the database server, or the CIC server itself.
The objective of our Support Team is to have contingencies available so as to protect normal
operations and user access to the system. Examples of the types of changes that Adapt Support must
be notified of in advance include:

¢ Changes to the server name and/or address

e Anychanges to the SQL Server database

e Loading of any new software not previously approved
e Hardware changes

e Service provider changes

e Any changes to a peripheral device that could affect the system configuration or
performance (e.g., changes to switches that interact with the system)

e Any significant changes to permissions or other configuration parameters

NOTE: If there are other “lesser” maintenances on supporting servers like Exchange and SQL such as a
reboot or other service reset, it is best practice to contact Adapt Support to ask about the impact of
such reboots so that your administration team understands fully the impact.

C.4.2 Preparation for Support Contact

County support staff is expected to initiate reasonable, basic troubleshooting exercises prior to
contacting Adapt support. Such exercises should include the normal, internal examination of system
operating statistics and analyses of the collection of products, hardware, and external services
deployed in support of the CIC systems. In no particular order of priority, these generally would include
the following:

e Network connectivity and performance issues

o Network rights/privileges

e E-mail Platform configurations

e Database issues, including installation, connectivity and configuration

s Telephony provider circuit issues

o In-house wiring issues
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e User Education issues

County Support staffs when reporting problems need to provide the following information:

e Callid
e Number and type of users affected
* Frequency of occurrence

e Mechanisms of action--when the issue occurred, how was the situation re-created, source of
the call (phone or client)

e Changes (recent or underway at the time of the problem event)
C.4.3 Recommended Operational Skills

The County is responsible for backing up the Interaction Center servers, including supporting servers,
and providing a qualified, dedicated resource with the skills necessary to understand, troubleshoot and
learn the CIC system. Adapt recommends that this resource have the following skills:

¢ Understanding of the Microsoft network environment including DNS, DHCP, and Active
Directory

e Understanding of the network topology, including network architecture, switch4settings, VLAN
structure, QOS settings, IP addressing schemes, and SIP trunk termination points if they apply

* Understanding the CIC connection to supporting application servers such as Mail Servers and
Database servers

* Understanding of basic troubleshooting methodology

e Ability to interact with end-users to collect problem descriptions and data for communication
to Adapt Support

¢ Knowledge of how to facilitate the movement of logs to Adapt via FTP transfers

e Understanding of basic telephony concepts and knowledge of the facilities trunking
information and the ability to contact the service provider

C.4.4 Adapt Access

The County is responsible for providing Adapt a remote access connection and FTP access to allow
Adapt Support engineers the ability to have collaborative exchange and log transfers of specific case
information with counterparts at Interactive intelligence, subject to the requirements of the County's
"Chief Information Security Officer. Adapt provides a Web-Ex like remote connection application that
can be used for remote connectivity or Adapt can work with established vendor connection
methodologies such as VPN, subject to the requirements of the County’s Chief Information Security
Officer.
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C.5 Standard Support Services Assumptions

Adapt’s standard support services and pricing provided in this proposal are developed based on the
following assumptions:

For Software Updates and Upgrades

e Adapt Engineers, working with the County support team, determine the “Engineering Specials” or
Service Updates necessary for the installation. Adapt personnel apply all Engineering Specials and
Service Updates unless it is agreed that County staff, with the guidance of Adapt Engineers, is
authorized to make the changes.

For Software Upgrades

e As new Interactive Intelligence products or product versions are released, Adapt reserves the right
to manage the upgrade process with the County administrative team; provided that upgrades shall
not negatively impact the functionality of the Couny’s IVR. The term “upgrade” refers specifically to
the Interaction Center platform releases coded by the 2.X and 3.X, and 4.X nomenclature. These
are major release version migrations and will involve license migration considerations as well and
will be planned as a project.

For Customization

e Customization is most often directed to “Handlers.” Handlers are integral to the underlying
programming of the system and are key components that direct system operability. Uncertified
individuals should not undertake customizations of handlers. Support for any handler
customization made by the County or any non-CIC certified third-parties is not in scope.

e When applying Engineering Specials or Service Updates to a system where the County has modified
system handlers, Adapt will consider the work to apply the County’s customizations to the new
handlers out of scope except as described in our change control process. If the upgrading of such
system handlers affects other County-customized handlers, work performed to bring such handlers
back into their original functionality is also considered out of scope and is subject to our change
control process.

Documentation

e A Support Services Handbook is available and distributed at the beginning of the support services.
It provides a “how to” guide, explanation, definition of terms and contact information applicable to
Adapt’s support services. The support services handbook is updated regularly
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C.6

C.7

Billable Items

Additional cost will incur for after-hours “Code Red support”, which means work outside of the
County’s normal business hours of 7:00 am to 7:00 pm CST, at an hourly rate of two hundred
dollars (§200) on a time-and-materials basis.

When emergency support is used for “non-Code Red” situations outside normal business
hours. The County will be billed for each call by the hour after post emergency analysis

Adapt expects that 3" party vendor is involved in the troubleshooting for integration with the
CIC system. Additional cost will incur for time spent on non-participation from the 3rd party
vendor. For example, if there was a failure with the Avaya PBX system and Avaya was not
participating in the trouble shooting and resolution effort, the hours incurred by Adapt Support
to trouble shoot will be billed accordingly.

Additional cost will incur for time spent on correcting work that was not performed by Adapt at
the normal agreed upon $148.75 hour rate on a time-and-materials basis, unless such work
falls within Code Red support as defined above.

Any requests for updates to be done on the weekend (Friday 7 PM CST through Sunday 7 PM
CST) will be billable and will require lead time to secure a resource

Scope Management

The following items are not covered under our Standard Support Services:

MAC (Moves, Adds, and Changes) work such as reconfiguring call flows, adding users, changing
existing configurations, etc

Client questions and instruction on how to administrate and manage the CIC system and
environment

Any troubleshooting for issues external to the Interactive Intelligence software such as:
- Network issues

- Supporting system such as Database or Mail server

- Domain management

- Configuration of the CIC system in a manner that causes errors or undesired results
- Problems determined to be user error

- Issues with a third party integrated software

- Issues with telephony circuits and the telephony service provider

Hardware replacement services and diagnosis of Hardware issues

Firmware updates to Hardware

CIC system rebuilds from manual backups, due to failed applications and/or failed hardware
General guidelines or education on the CIC architecture

Third-party software and hardware that were not procured through ININ or Adapt’

Any customizations including all Custom Reports and Custom Handlers
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C.8  Definition

Code Red Situations include but are not limited to the following conditions:

e The primary CIC server is not running, or is providing no dial tone.

e A Call Center whose business model is to make outbound calls is unable make outbound calls

for greater than 25% of the users, using Interaction Dialer and/or through the Interaction
Client. '

e 25% or more of a client’s ACD agents are unable to receive calls.

e Where Call Recording is a compliance requirement for a customer’s call center, 25% of the calls
or greater are not being recorded.

* Acall center that relies on faxing for core business needs cannot fax from greater than 25% of
fax devices.

e If you employs a configuration that utilizes “live answer” operators, and these agents were not
able to take calls

e If 25% of your users are not able to leave or retrieve VM.

NOTE: The IC system is installed in many unique environments, resulting in our customers having
different definitions for what is considered a critical business processes. If you had a situation where
your system was experiencing major problems, but they technically do not meet the criteria above and
you contacted Adapt Emergency Support, we would still assist you.

High Severity

High Severity is defined by the ability to conduct normal business operations is severely impeded and
that there are no work-around options to circumvent the issue

Medium Severity

Medium Severity is defined by the reported issue is a cause for concern but the application is largely
functional

Low Severity

Low Severity is defined by the reported incident is an inquiry, error in documentation, or minimal
defect in the system. These issues generally have no impact on normal operations.

84 © 2013 Interactive Intelligence Inc.
2013 Adapt Telephony Services, LLC



Contract 13-18-078 Statement of Work (Exhibit 1)

ATTACHMENT D - Cook County IVR Contract Pricing Details
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COOK COUNTY GOVERNMENT
Office of the Chief Procurement Officer

Cook County Interactive Voice
Response System Consolidation and
Replacement Project (RFP No. 13-18-

078) - Pavment Schedule




Note A -$793,617.55 is the total cost for software, maintenance and Specialty Hardware for Phase A and B. See below.

Phase A Amount
Software Maintenance S 120,210.10
Software $ 528,107.75
Total for Phase A $ 648,317.85
Phase B

Software for 40 Ports $39,870.60
Software license per user (per Contact

Center Agent) $1,769.70
Maintenance of the 40 port per year $7,415.08
Total for Phase B $49,055.38

Specialty Hardware (see Support-Maint-
Hardware tab} $ 96,245.00

Total $ 793,618.23
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ATTACHMENT E - Interactive Intelligence License Agreement
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INTERACTIVE LICENSE AGREEMENT
(Indirect)

This INTERACTIVE LICENSE AGREEMENT (“Agreement”) is entered into by and between Interactive Intelligence, Inc., an Indiana corporation having its
principal office located at 7601 Interactive Way, Indianapolis, IN 46278 and the entity identified in Exhibit A hereto (“Customer”) having its principal office

located at the address identified in Exhibit A.
ARTICLE 1.FORM OF AGREEMENT

1.1 Consideration and Acceptance. Customer acknowledges receipt
of a copy of this Agreement prior to purchasing a license to the Interactive
Software (as defined herein) from the company identified as Elite Partner in
Exhibit A hereto and agrees that receipt of the Interactive Software
constitutes full and sufficient consideration for, and acceptance by Customer
of, all of the terms and conditions of this Agreement.

1.2 Independent Contracters. The use of the term “Elite Partner” does
not mean that Interactive and Elite Partner are partners in the legal meaning
of that term. Interactive and Elite Partner are independent contractors and
are hot partners, joint venturers, agents, franchisor or franchisee, or legal
representatives of each other. Neither Interactive nor Elite Partner has the
power to bind the other and Interactive hereby disclaims all responsibility or
liability for any contracts entered into by Elite Partner, representations made
by Elite Partner, or any other acts performed, or failures to act, by Elite
Partner. Customer agrees that any claims other than with respect to
Interactive’s warranty and indemnification obligations as expressly
contemplated in this Agreement will be made solely against Elite Partner and
not against Interactive.

ARTICLE 2. LICENSE

2.1 Software License. Subject to the terms of this Agreement including
any limitations contained in Exhibit A and subject to Customer’s payment to
Elite Partner of all license fees for the Interactive Software, Interactive grants
to Customer the non-exclusive, non-sublicensable, perpetual licenses
identified on Exhibit A to use the executable code version of the Interactive
software identified on Exhibit A and related documentation (“Interactive
Software”) at the physical address identified in Exhibit A (“Designated
Location”). Customer will not transfer the Interactive Software from the
Designated Location to another location without Interactive’s prior
authorization which authorization will not be unreasonably withheld or
delayed. If software provided by a third party is identified on Exhibit A
either (i) subject to the terms of this Agreement including any limitations
contained in Exhibit A, Interactive grants to Customer a non-exclusive
perpetual license to use such third party software and related documentation
(“Third Party Software™) or (ii) a license to use such Third Party Software is
granted directly from the third party to Customer pursuant to a separate
agreement (“Third Party License™) in which event the terms and conditions
governing the use of the Third Party Software will be the terms of the Third
Party License and not this Agreement. The sublicense for certain Third Party
Software sublicensed hereunder may be subject to certain addenda (“Third
Party Addenda™). Interactive is not authorized to negotiate changes of any
kind to any Third Party License or Third Party Addenda. The Interactive
Software and the sublicensed Third Party Software are referred to herein
collectively as “Software.” Customer acknowledges and agrees that the
Software is provided as a license and not a sale and Customer receives no
rights other than those specifically granted to Customer herein.

2.2 Affiliates; Additional Orders. Customer may permit its Affiliates to
use the Software subject to the terms and conditions of this Agreement
provided that Customer will be responsible for its Affiliates” compliance
with this Agreement. “Affiliates” means entities that are at least fifty percent
(50%) owned and actually controlled by Customer. Any additional orders
placed by Customer and accepted by Interactive for Software will be
designated in a supplemental Exhibit A and will be governed by the terms
and conditions of this Agreement.

2.3 Restrictions on Use. Customer shall not, and shall not permit others
to: (i) transfer to any other person or entity any of its rights to use the
Interactive Software (such restrictions shall not include Customer’s
outsourcing of hosting services in connection with the Interactive Software);
(i1) sell, rent, sublicense or lease the Interactive Software; (iii) create any
functionally equivalent works or translations based upon the Interactive
Software; (iv) copy any feature, design or graphic in, or disassemble, reverse
engineer or decompile the Interactive Software; or (v) access or use the
Interactive Software in order to compete with Interactive or to assist
someone else to compete with Interactive.
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ARTICLE 3. SUPPORT AND REGISTRATION

3.1 Software Versions. Interactive will make corrective code for the
Interactive Software available for a period of three (3) years following the
last shipment date of a particular Version (“Version Support Period”);
provided that corrective code will be available only in connection with the
Version that incorporates the last Service Update. A Version is. designated
by a number followed by a decimal followed by another number such as 2.2,

'2.3 and the like. A Service Update is a minor release of code that corrects

one or more existing features of the software. Corrective code may not be
compatible with Versions other than the most current Version of the
Interactive Software and may not be compatible with modified or customized
Interactive Software.

3.2 Annual Support Plan. During the Version Support Period,
Interactive- will offer certain maintenance and support services for the
Interactive Software based on Annual Support Plan levels as determined by
Interactive from time to time. Customer will purchase an Annual Support
Plan concurrent with each purchase of Interactive Software licenses, the
terms and conditions of which will be govermed by a separate maintenance
and support agreement between Elite Partner and Customer.

33 Annual Registration. So that Interactive can determine that all
corrective code has been installed by Customer, to facilitate support services
and to prevent unauthorized use, Customer must register the Interactive
Software by visiting www.inin.com/licensemanagement within the ninety
(90) day preceding each anniversary of the Effective Date. Customer will
receive automated reminders in advance of the registration deadline.

ARTICLE 4. WARRANTIES

4.1 Interactive Software Warranty. Subject to the exceptions provided
in Section 4.4 (Warranty Exceptions), beginning on the date that Customer’s
initial license keys for the Interactive Software are downloaded, Interactive
warrants to Customer that the Interactive Software will substantially conform
to the Interactive Software user documentation for a period of one (1) year
(the “Warranty Period”). Customer acknowledges that the Interactive
Software functions solely as a conduit for transmission and storage of data.
Interactive is not responsible for and will have no liability for the content,
accuracy, completeness, timeliness, security, integrity, utility, or applicability
of the data stored or transmitted using the Interactive Software.

4.2 Warranty Remedy. If Customer becomes aware of a warranty
breach during the Warranty Period, Customer will notify Interactive in
writing and Interactive will, at its option, (i) use commercially reasonable
best efforts to fix or replace the non-conforming Interactive Software, or (ii)
provide a refund to Customer for the non-conforming Interactive Software.
If during the Warranty Period Interactive does not replace or fix the non-
conforming Interactive Software within forty-five (45) days after Customer
gives Interactive written notice of breach of the Warranty, Customer may
terminate its license to the non-conforming Interactive Software upon written
notice to Interactive. Customer will immediately thereafter return to
Interactive or destroy all copies of the non-conforming Interactive Software
in Customer’s possession or control and Interactive will refund to Customer
the license fees actually paid by Customer to Interactive for the non-
conforming Interactive Software within thirty (30) days after receipt of an
affidavit signed by an officer, owner or managing partner of Customer
confirming that these actions have been completed. The foregoing is
Customer’s sole and exclusive remedy for any breach of the warranty.

43 Third Party Warranties. To the extent applicable and permitted,
Interactive will pass through to Customer warranties made to Interactive by
Equipment suppliers and Third Party Software licensors with respect to
Equipment and sublicensed Third Party Software (“Third Party Warranties™)
or, if warranty pass-through is not permitted, Interactive will make warranty
claims on Customer’s behalf. Interactive makes no guarantees with respect
to performance of warranty obligations by Equipment suppliers or Third
Party Software licensors and in no event will Interactive be liable therefore.

4.4 Warranty Exceptions. Interactive will have no warranty
obligations to the extent that the warranty breach arises from any of the
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following: (i) use of the Interactive Software contrary to the terms of this
Agreement or the Interactive Software documentation provided to Customer
by Interactive; (ii) use of the Interactive Software in combination with any
equipment or third party software not certified by Interactive for use in
combination with the Interactive Software; (iii) use of the Interactive
Software with third party services, processes or materials alone or in
combination with the Interactive Software; (iv) accidental damage or other
events beyond Interactive’s reasonable control; (v) failure to install and use
updates, corrective code or modifications for the Interactive Software that
Interactive makes available free of additional charge to customers that have
paid for a current Annual Support Plan; (vi) any customization, modification
or configuration of the Interactive Software other than by Interactive
regardless of whether the customization, modification or configuration was
executed using Interactive tools, methods documented by Interactive, or
training provided by Interactive or Interactive contractors or agents; or (vii)
Interactive’s compliance with Customer’s request or instructions or use of
materials provided by Customer.

4.5 DISCLAIMER. EXCEPT AS EXPRESSLY PROVIDED IN
THIS AGREEMENT OR IN A SEPARATE WRITTEN AGREEMENT,
INTERACTIVE AND ITS LICENSORS DISCLAIM ALL WARRANTIES,
CONDITIONS, REPRESENTATIONS, INDEMNITIES AND
GUARANTEES WITH RESPECT TO THE SOFTWARE, WHETHER
EXPRESS OR IMPLIED, ARISING BY LAW, CUSTOM, PRIOR ORAL
OR WRITTEN STATEMENTS OR OTHERWISE (INCLUDING
WITHOUT LIMITATION, ANY WARRANTY OF
MERCHANTABILITY, SATISFACTORY QUALITY, FITNESS FOR A
PARTICULAR PURPOSE OR NON-INFRINGEMENT). BY WAY OF
EXAMPLE AND NOT IN LIMITATION, NEITHER INTERACTIVE NOR
ITS LICENSORS WARRANTS THAT: (i) USE OF THE SOFTWARE OR
ANY PART THEREOF WILL BE UNINTERRUPTED OR ERROR FREE;
(if) ALL DEFECTS IN THE SOFTWARE WILL BE CORRECTED; OR
(i) THE SOFTWARE WILL OPERATE IN THE COMBINATIONS
THAT MAY BE SELECTED BY CUSTOMER. TO THE EXTENT THAT
INTERACTIVE OR ITS LICENSORS CANNOT DISCLAIM A
WARRANTY AS A MATTER OF APPLICABLE LAW, THE SCOPE
AND DURATION OF SUCH WARRANTY WILL BE THE MINIMUM
PERMITTED UNDER SUCH LAW.

46 LIMITATION OF LIABILITY.

4.6.1 Exclusion of Consequential and Related Damages. IN NO
EVENT WILL INTERACTIVE OR ITS LICENSORS BE

LIABLE FOR ANY INCIDENTAL, SPECIAL, INDIRECT,
CONSEQUENTIAL, OR PUNITIVE DAMAGES OF ANY
CHARACTER (INCLUDING WITHOUT LIMITATION,
DAMAGES FOR LOSS OF BUSINESS OR GOOD WILL,
WORK STOPPAGE, LOSS OF INFORMATION OR DATA,
LOSS OF REVENUE OR PROFIT, COMPUTER FAILURE,
AND TELECOMMUNICATIONS CHARGES FROM
UNAUTHORIZED ACCESS) ARISING OUT OF OR IN
CONNECTION WITH THIS AGREEMENT OR THE
SOFTWARE, REGARDLESS OF THE LEGAL THEORY
ASSERTED, WHETHER BASED ON BREACH OF
CONTRACT, BREACH OF WARRANTY, TORT
(INCLUDING NEGLIGENCE), PRODUCT LIABILITY, OR
OTHERWISE, EVEN IF ADVISED OF THE POSSIBILITY
OF SUCH DAMAGES AND EVEN IF A REMEDY SET
FORTH HEREIN IS FOUND TO HAVE FAILED OF ITS
ESSENTIAL PURPOSE.

4.6.2 Limitation of Liability. THE AGGREGATE AND TOTAL
LIABILITY OF INTERACTIVE AND ITS LICENSORS FOR
ANY AND ALL CLAIMS ARISING OUT OF THIS
AGREEMENT WILL BE LIMITED TO DIRECT DAMAGES
AND WILL NOT EXCEED THE AMOUNT ACTUALLY
PAID BY CUSTOMER FOR THE SOFTWARE THAT
CAUSED THE DAMAGES. THE FOREGOING
LIMITATION ON LIABILITY IN THIS SECTION 4.6.2
SHALL NOT APPLY TO INTERACTIVE’S
INDEMNIFICATION OBLIGATIONS UNDER ARTICLE 5.

ARTICLE 5. INTERACTIVE INDEMNIFICATION

5.1 Interactive Indemnification. Provided that Customer is in material
compliance with the terms of this Agreement, then, subject to the exceptions
provided in Section 5.2 (Indemnity Exclusions), Interactive will defend
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Customer at Interactive’s expense, indemnify Customer against any
judgments finally awarded by a court, and pay any settlements approved by
Interactive, with respect to any claims by a third party that the original,
unaltered, unmodified, uncustomized, unconfigured, Interactive Software,
standing alone, infringes or misappropriates any valid and enforceable U.S.
patents, copyright registrations, federal trade dress registrations and federal
trademark registrations of such third party. Interactive may at any time and
at its option and expense: (i) procure the right of Customer to continue to
use Interactive Software that may infringe a third party’s rights; (ii) modify
the Interactive Software so as to avoid infringement; or (iii) require
Customer to return the Interactive Software and refund Customer the fee
actually paid by Customer for the Interactive Software less depreciation
based on a five (5) year straight-line depreciation schedule. The foregoing
will be Customer’s sole remedy for any claims of infringement.

5.2 Indemnity Exclusions. In no event will Interactive have any
defense or indemnification obligations to the extent any claim arises from: (i)
use of the Interactive Software in combination with any equipment, software,
services, processes, data or materials not certified by Interactive for use in
combination with the Interactive Software; (ii) Customer’s material non-
compliance with this Agreement or Interactive Software documentation; (iii)
use of the Interactive Software with third party software, services,
equipment, processes, data or materials alone or in combination with the
Interactive Software; (iv) Customer’s failure to install and use the latest
version of or any modifications to the Interactive Software including any
modifications provided by Interactive pursuant to Section 5.1(ii); (v) the
development or use of any alteration, configuration, derivation, modification,
or customization of the Interactive Software regardless of whether developed
by Interactive, Customer, or any other person or entity and regardless of
whether developed using the Interaction Attendant Tool or any other
Interactive tools, methods, or training; (vi) the creation of derivative works
of the Interactive Software by Customer or its agents and/or contractors or
Interactive’s compliance with Customer’s request or instructions or the use
of any materials provided by Customer; (vii) Customer’s method or process
of doing or conducting business Customer’s; or (viii) Third Party Software.

5.3 Indemnification by Customer. Customer will defend Interactive
at Customer’s expense, indemnify Interactive against any judgments finally
awarded by a court, and pay any settlements approved by Customer, with
respect to any claims: (i) arising from Customer’s breach of Section 2.3
(Restrictions on Use); or (ii) that the Interactive Software or the use thereof
infringes or misappropriates any patent, copyright, trade secret or other
intellectual property rights of a third party to the extent such claim arises
from any of the exceptions identified in Section 5.2 (Indemnity Exclusions).

5.4 Indemnification Procedures. A party who believes it is entitled to
indemnification (“Indemnified Party”) will promptly notify the other party
(“Indemnifying Party”) of any claim for which the Indemnified Party seeks
indemnification (“Claim”) and provide reasonable assistance to the
Indemnifying Party with respect to handling the Claim. The Indemnified
Party’s failure to provide timely notice or reasonable assistance will relieve the
Indemnifying Party of its indemnification obligations to the extent that the
Indemnifying Party has been actually and materially prejudiced by such failure.
The Indemnifying Party will have the sole right to defend, make decisions
relative to the defense, negotiate and settle any Claim provided that the
Indemnifying Party obtains the prior written approval of the Indemnified Party,
which approval will not be unreasonably withheld, before entering into any
settlement of a Claim or ceasing to defend against a Claim if such settlement or
cessation would cause injunctive or other relief to be imposed against the
Indemnified Party or would prejudice any intellectual property interest of the
Indemnified Party. The Indemnified Party will be entitled to participate in the
defense of a Claim and to employ legal representation at its own expense to
assist in the handling of a Claim. The Indemnifying Party shall have the right
to reimbursement of its legal fees and expenses from any monetary award
relating to any counter-Claim or cross-Claim asserted by the Indemnified Party
as part of the defense of the Claim up to the full amount of the monetary award.

ARTICLE 6. TERM AND TERMINATION

6.1 Term of Agreement. This Agreement will commence upon
execution by both parties (the “Effective Date™) and will continue until
terminated by either party as provided herein.

6.2 Termination. Interactive may terminate this Agreement upon
notice and thirty (30) days opportunity to-cure (if susceptible to cure) if
Customer breaches a material term of this Agreement, ceases to do business
as a going concern, makes an assignment for the benefit of creditors, admits
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in writing its inability to pay debts as they become due, files a petition in
bankruptcy or appoints a receiver, or acquiesces in the appointment of a
receiver or trustee, or liquidator. Customer may terminate this Agreement at
any time effective sixty (60) days after written notice to Interactive.

6.3 Effect of Termination. Upon termination of this Agreement for
any reason and notwithstanding the perpetual license granted herein: (i) all
of Customer’s rights and license to use the Software will immediately
terminate; (ii) Customer will return to Interactive or purge all copies of
Software in Customer’s possession or contro] and deliver to Interactive an
affidavit signed by an officer, owner or managing partner of Customer
confirming that these actions have been completed.

6.4  Survival. All terms of this Agreement which, by their nature, are
intended to survive termination of this Agreement will survive termination,
including without limitation, all payment obligations, use restrictions,
ownership terms, confidentiality obligations, disclaimers and limitations of
liability.

ARTICLE 7. OWNERSHIP AND CONFIDENTIALITY

7.1 Proprietary Rights, All trademarks, service marks, patents,
copyrights, trade secrets and other intellectual property rights in the Software
(collectively, “Materials”) are and will remain the exclusive property of
Interactive or its licensors, whether or not specifically recognized or
perfected under applicable local law. Customer will not create derivative
works of, modify, assign, sublicense, sell, rent, reverse engineer, disassemble
or decompile the Materials. Any rights not expressly granted herein are
reserved to Interactive or its licensors. Interactive or its licensors will own
all rights in all derivative works of the Materials and any copy, translation,
modification, adaptation or derivation (including any improvement or
development) of the Materials. Customer will not take any action that
jeopardizes Interactive’s or its licensors’ proprietary rights in the Materials or
acquire any right in the Materials.

7.2 Confidential Information. Confidential Information means all
information that is proprietary to Customer or to Interactive or its licensors.
Interactive Confidential Information includes without limitation the
Interactive Software, training materials, technical and non-technical
information, data, ideas, concepts and know-how, including developments,
inventions, processes, algorithms, designs, drawings, engineering, and
hardware configuration information, and other information that relates to
Interactive’s business plans, forecasts and research as well as Confidential
Information of Interactive’s licensors. Confidential Information does not
include: (i) information that is made generally available to the public
without obligation of confidentiality; (ii) information that the receiving party
can show through documentation was independently developed by the
receiving party without use of Confidential Information of the disclosing
party; or (iii) information that is disclosed pursuant to a requirement of a
court, government agency, or law, including without limitation, state and
federal securities laws; provided that, if the receiving party is required by a
court, government agency, or applicable law to disclose any Confidential
Information of the disclosing party, the receiving party will notify the
disclosing party immediately upon learning of such requirement so that the
disclosing party has an opportunity to take action to protect the
confidentiality and proprietary nature of the Confidential Information.

7.3 Nondisclosure. Each party receiving Confidential Information of the
other party will take reasonable precautions necessary to safeguard the
confidentiality of the disclosing party’s Confidential Information, including
at a minimum, the precautions taken by the receiving party to protect its own
Confidential Information. Neither party will disclose the other party’s
Confidential Information in whole or in part to any third party except to
employees or consultants who require access to the Confidential Information,
provided that any such employees and consultants agree in writing to
maintain the information in confidence. Neither party will remove or deface,
or allow the removal or defacement, of any confidential or proprietary notice
placed on any Confidential Information of the other party.

ARTICLE 8. GENERAL

8.1 Records and Audit. For the term of this Agreement and for one (1)
year thereafter, upon reasonable prior written notice, Interactive or its
designee will have the right to visit the premises of Customer and its
Affiliates during normal business hours and review their systems, books and
records solely to the extent reasonably necessary or advisable to determine
compliance with Section 2.3 (Restrictions on use) of this Agreement and
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compliance with any applicable payment obligations under this Agreement.
If Customer or any Affiliate is not in compliance, Customer will correct any
failure of compliance including without limitation paying any additional fees
that may be due and, if such non-compliance is material, Customer will pay
the reasonable costs of the audit.

8.2 Compliance with Laws. Each party will comply with all federal,
state, and local laws applicable to the Materials and their use, this
Agreement, and the conduct of its business. In no event will Interactive be
responsible for providing, implementing, configuring, or coding the Software
in a manner that complies with any laws or regulatory requirements that
apply to Customer’s business or industry, including without limitation, US
Federal Trade Commission (FTC) regulations, Federal Communications
Commission (FCC) regulations, and the Health Insurance Portability and
Accountability Act (HIPAA). The Software is Commercial Computer
Software under Federal Government Acquisition Regulations and agency
supplements to them and is provided to the Federal Government and its
agencies only under the Restricted Rights Provision of the Federal
Acquisition Regulations applicable to commercial computer software
developed at private expense and not in the public domain.

8.3  US Export Restrictions. Customer acknowledges that the Software,
Materials and Interactive Confidential Information may be subject to export
controls under the U.S. Export Administration Regulations as well as end-
user, end use and destination restrictions issued by the United States
government and other governments. Customer will strictly comply with all
requirements of these controls and restrictions and cooperate fully with
Interactive in any official or unofficial audit or inspection relating to these
controls or restrictions.

8.4  Assignment. Customer may not assign this Agreement by operation
of law or otherwise without the prior written consent of Interactive, which
consent will not be unreasonably withheld or delayed. Any merger,
consolidation or change of ownership of a controlling voting interest of
Customer will be considered to effect an assignment for purposes of this
Section. Any attempt by Customer to assign this Agreement other than as
provided in this Section is void and of no force or effect.

8.5 Notices. If Customer’s principal office is located in North America,
all notices and consents will be in writing and will be sent pre-paid by first
class mail or by overnight delivery using a nationally recognized and
reputable overnight courier. Such notices and consents will be deemed
received five (5) business days after deposit if sent by mail and one (1)
business day after deposit if sent by overnight courier. If Customer’s
principal office is not located in North America, all notices and consents will
be in writing and will be sent pre-paid by a reputable international courier
with delivery scheduled no less than five (5) business days after deposit.
Such notices will be deemed received upon receipt or five (5) business days
after deposit, whichever is earlier. '

8.6  Severability and Waiver. If any provision of this Agreement is held
to be invalid, illegal, or unenforceable, such provision will be considered
stricken from this Agreement and the validity, legality and enforceability of
the remaining provisions will not in any way be affected or impaired.
Neither Interactive nor Customer will, by mere lapse of time, without giving
notice or taking other action hereunder, be deemed to have waived any
breach of any of the provisions of this Agreement. Further, the waiver by
Interactive or Customer of a particular breach of this Agreement will not be
construed as nor constitute a continuing waiver of such breach or of breaches
of the same or other provisions of this Agreement.

8.7 Force Majeure. Neither Interactive nor Customer will be liable by
reason of any failure of performance hereunder (other than Customer’s failure to
pay amounts owed) if such failure arises out of causes beyond its reasonable
control, despite its reasonable efforts and without its fault or negligence.

8.8 Governing Law. This Agreement shall be governed by and construed
under the laws of the State of Illinois.

8.9 Legal Actions. Interactive irrevocably agrees that, subject to Customer's
sole and absolute election, any action or proceeding in any way, manner or
respect arising out of the Agreement, or arising from any dispute or controversy
arising in connection with or related to the Agreement, shall be litigated only in
courts within the City of Chicago, County of Cook, State of Illinois, and
Interactive consents and submits to the jurisdiction thereof. In accordance with
these provisions, Interactive waives any right it may have to transfer or change
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the venue of any litigation brought against it by Customer pursuant to this
Agreement.

8.10 Injunctive Relief. Nothing in this Agreement will prevent either party
from seeking injunctive relief against the other party in the courts having
jurisdiction over the parties.

8.11 English Language; Headings. Interactive and Customer confirm that
it is their wish that this Agreement as well as other documents relating
hereto, including notices, have been and will be drawn up in the English
language only. The headings of this Agreement are inserted only for
convenience and will not be construed as a part of this Agreement.

Interactive License Agreement
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8.12 Entire Agreement. This Agreement including its exhibits is the
complete and exclusive statement of agreement concerning the Interactive
Software and supersedes all prior understandings and other communications
between the parties relating hereto. For avoidance of doubt, this Agreement
is not intended to be the complete and exclusive statement of agreement
concerning the relationship between either party and Elite Partner or the
services provided by Elite Partner. This Agreement may be amended only
by a subsequent writing that specifically refers to this Agreement and that it
is signed by both parties.
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HMP Addendum

The following additional terms apply to Dialogic’s Host Media Processing software (“HMP Software™) licensed to Customer by Interactive:

1.

Customer will use the HMP Software solely in connection with the Interactive Software and solely for its own internal use. A separate new or
replacement Run-Time License Key for the HMP Software must be purchased for each computer or device using the HMP Software and Customer will
not transfer the HMP Software to any other computer or device without purchasing a separate new or replacement Run-Time License Key for such
device.

Dialogic Corporation is a third party beneficiary of the Interactive License Agreement with rights to enforce such agreement with respect to the HMP
Software.

IN NO EVENT WILL INTERACTIVE, DIALOGIC, EITHER OF THEIR AFFILIATES, DIRECTORS, OFFICERS OR LICENSORS BE LIABLE
FOR ANY INCIDENTAL, SPECIAL, INDIRECT, CONSEQUENTIAL, OR PUNITIVE DAMAGES OF ANY CHARACTER (INCLUDING
WITHOUT LIMITATION, DAMAGES FOR LOSS OF BUSINESS OR GOOD WILL, WORK STOPPAGE, LOSS OF INFORMATION OR DATA,
LOSS OF REVENUE OR PROFIT, COMPUTER FAILURE, AND TELECOMMUNICATIONS CHARGES FROM UNAUTHORIZED ACCESS)
ARISING OUT OF OR IN CONNECTION WITH THE HMP SOFTWARE, REGARDLESS OF THE LEGAL THEORY ASSERTED, WHETHER
BASED ON BREACH OF CONTRACT, BREACH OF WARRANTY, TORT (INCLUDING NEGLIGENCE), PRODUCT LIABILITY, OR
OTHERWISE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGES AND EVEN IF A REMEDY SET FORTH HEREIN IS FOUND
TO HAVE FAILED OF ITS ESSENTIAL PURPOSE.

Interactive License Agreement Page 5 of 6 Rev 4-2-2013
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EXHIBIT A
TO INTERACTIVE LICENSE AGREEMENT

This Exhibit A is attached to and made a part of the Interactive License Agreement between Interactive Intelligence, Inc. and the Customer identified
below.

Date: November 14, 2013

Order No.:

Customer Name: Cook County, Illinois
Customer Contact: COOK COUNTY CHIEF INFORMATION OFFICER
Customer Principal: COOK COUNTY CHIEF INFORMATION OFFICER
Address: 69 W. Washington Street, Suite 2700, Chicago, IL 60602
Customer Phone: (312) 603-1400

E ite Partner Name, elep ohy Sérwces LC

Designated Location:
Primary Site: Switchover Site:
69 W Washington 1969 W Ogden Ave
24" Floor Chicago, IL 60612
Chicago, IL 60602

Interactive Software:

De:

1 Advanced Server Feature

1 SW-001-4.0-S801 Switchover Clone for CIC Server Feature

1 SW-001-4.0-SA05 Text Processing Tools Feature

1 SW-001-4.0-SA19 Interaction Attendant Remote Data Feature
Query

1 SW-001-3.0-SA17 Host Access Tools, 50 sessions Feature

1 SW-011-4.0-1P01 Interaction Dialer Server Feature

2 SW-001-4.0-AL02 Business Client Access

10 SW-001-4.0-AL02-C Business Client - Concurrent Access

2 SW-001-4.0-AA12 Reports Page Add-on Access

10 SW-001-4.0-AA12-C Reports Page Add-on - Concurrent Access

408 SW-001-4.0-PL03 Basic Session Session
408 SW-001-4,0-PL04 Advanced Session Session

2 SW-005-4.0-SR25 Interaction SIP Proxy R2- Registration Session
Bundle 25

5 SY-014-4.0-MSAMS-CP-B01 Interaction Media Server - Medium Hardware
Appliance (2 media engines) - Gen§

8 SW-014-4.0-MSEA Interaction Media Server — Media Engine
Engine Add-On (Adds 1 Media Engine)

1 ED-012-NV-ILAC Interaction Attendant Configuration Education

1 ED-012-NV-ICHD Interaction Center Handler Developer Education
(ICHD) Training

1 ED-011-NV-ILAD Interaction Dialer Administration Education

Third Party Software:

TS-500-4.0-VABL

Vocalizer 5 Base Language Selection -
Advanced TTS (US English x 135) (US
English x 135)

Third Party Software or Service

TS-500-4.0-VAAL

Vocalizer Additional Language
Selection - Advanced TTS (Polish x
135) (Hindi x 135) (Cantonese Chinese
x 135) (Mexican Spanish x 135)

Third Party Software or Service

135

TS-500-4.0-VABL-DR

Vocalizer 5 Base Language Selection -
Advanced TTS (US English x 135)

Third Party Software or Service

540

TS-500-4.0-VAAL-DR

Vocalizer Additional Language
Selection - Advanced TTS (Polish x
135) (Hindi x 135) (Cantonese Chinese
x 135) (Mexican Spanish x 135)

Third Party Software or Service

Interactive License Agreement
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For purposes of this Exhibit A, the following terms will have the meanings indicated

Server: A unique physical machine used for the purpose of hosting and processing software applications centrally and for providing client software
applications and devices with access to shared hardware or data resources.

Workstation: A unique physical machine designed to be used by one user at a time that is used for the purpose of processing client software applications that
communicate with Servers, or a software application accessed through a terminal that provides an emulation of such a Workstation machine.

Port: Any hardware or software interface by which a computer Server or Workstation communicates with another device that is part of the same computer
network or with another computer network system.

Station: A unique physical address for an audio connection to the Server. If a software license is applied to a Station, any User may log into that Station under
such license with rights to use the software application at that Station.

User: A unique named person defined in the Interaction Administrator application, which definition sets forth specific access rights and attributes for such
named person. If an Interactive software license is applied to a User, that User may log into the computer network from any Station that is part of the network
and may exercise rights to use the software application from any such Station.

Special Instructions:

Interactive License Agreement Page 2 of 2 Rev 4-2-2013
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EXHIBIT A
TO INTERACTIVE LICENSE AGREEMENT

This Exhibit A is attached to and made a part of the Interactive License Agreement between Interactive Intelligence, Inc. and the Customer identified
below.

Date:

Order No.:

Customer Name:

Customer Contact:

Customer Principal:

Address:

Customer Phone;

Elite Partner Néme.

Designated Location:

[insert address where software will be used.] [If there is more than one designated location, then for each designated location list the address followed
by the Interactive Software and Third Party Software for that location.]

Interactive Software:

Third Party Software:

For purposes of this Exhibit A, the following terms will have the meanings indicated

Server: A unique physical machine used for the purpose of hosting and processing sofiware applications centrally and for providing client software
applications and devices with access to shared hardware or data resources.

Workstation: A unique physical machine designed to be used by one user at a time that is used for the purpose of processing client software applications that
communicate with Servers, or a software application accessed through a terminal that provides an emulation of such a Workstation machine.

Port: Any hardware or software interface by which a computer Server or Workstation communicates with another device that is part of the same computer
network or with another computer network system.

Station: A unique physical address for an audio connection to the Server. If a software license is applied to a Station, any User may log into that Station under
such license with rights to use the software application at that Station.

User: A unique named person defined in the Interaction Administrator application, which definition sets forth specific access rights and attributes for such
named person. If an Interactive software license is applied to a User, that User may log into the computer network from any Station that is part of the network
and may exercise rights to use the software application from any such Station.

Special Instructions:
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ACORD®
R —

CERTIFICATE OF LIABILITY INSURANCE

DATE (MM/DD/YYYY)

10/16/2013

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES

BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must be endorsed. If SUBROGATION IS WAIVED, subject to

the terms and conditions of the policy, certain policies may require an endorsement. A statement on this certificate does not confer rights to the
certificate holder in lieu of such endorsement(s).

PRODUCER

Willis of Illinois Inc.
233 S. Wacker Dr.
Suite 2000
Chicago IL 606086

CONTACT .
NAME: Jennifer Webber

AN, Ext):312-288-7176 | fA%, No):312-621-6875

E-MAIL R . o
ADDREsSjennifer. webber@uwillis.com

Adapt Telephony Services, LLC

BBJ Oak Brook, LLC INSURER C :
ak Brook, :
600 Enterprise Drive, Suite 204 INSURERD :
Oak Brook IL 60523 INSURERE :
INSURER F :

INSURER(S) AFFORDING COVERAGE NAIC #
INSURER A :Federal Insurance Company 0281
INSURED INSURER B :Chubb Indemnity Company 12777

COVERAGES

CERTIFICATE NUMBER: 70859648

REVISION NUMBER:

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

INSR ADDLISUBR POLICY EFF | POLICY EXP
LTR TYPE OF INSURANCE INSR | WVD POLICY NUMBER (MM/DD/YYYY) | (MM/DD/YYYY) LIMITS
A GENERAL LIABILITY 3588-50-04 6/1/2013 6/1/2014 EACH OCCURRENCE $1,000,000
DAMAGE TO RENTED
X | COMMERCIAL GENERAL LIABILITY PREMISES (Ea occumence) | $1,000,000
‘ CLAIMS-MADE OCCUR MED EXP (Any one person) $10,000
PERSONAL & ADV INJURY | $1,000,000
GENERAL AGGREGATE $2,000,000
GEN'L AGGREGATE LIMIT APPLIES PER: PRODUCTS - COMP/OP AGG | $2,000,000
poLicy |X | FRS: Loc $
A | AUTOMOBILE LIABILITY COMBIP ELUMIT
(13) 7355-27-91 6/1/2013 6/1/2014 (Ea accident) $1,000,000
X | ANY AUTO BODILY INJURY (Per person) | $
ALL OWNED SCHEDULED i
L ___| AuTOS - AUTOS BODILY INJURY (Per accident)| $
X X | NON-OWNED PROPERTY DAMAGE s
HIRED AUTOS AUTOS {Per accident)
$
A X | UMBRELLA LIAB OCCUR 7986-52-47 6/1/2013 6/1/2014 EACH OCCURRENCE $3,000,000
EXCESS LIAB CLAIMS-MADE AGGREGATE $3,000,000
DED ‘X l RETENTION $0 $
B | WORKERS COMPENSATION 14)7173-62-23 6/1/2013 B/1/2014 X | NCSTATU o18-
AND EMPLOYERS' LIABILITY YIN ) TORY LIMITS ER
ANY PROPRIETOR/PARTNER/EXECUTIVE E.L. EACH ACCIDENT $1,000,000
OFFICER/MEMBER EXCLUDED? E N/A ¥
{Mandatory in NH) E£.L. DISEASE - EA EMPLOYEE| $1,000,000
If yes, describe under
DESCRIPTION OF OPERATIONS below E.L. DISEASE - POLICY LIMIT | $1,000,000
A | Errors & Omissions 3588-50-04 6/1/2013 6/1/2014 Limit $2,000,000
Deductible $10,000

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES (Attach ACORD 101, Additional Remarks Schedule, if more space is required)

The following are included as Additional Insured under the Generat Liability, when required under written contract. The General Liability is
issued on a primary and noncontributory basis: Cook County

118 North Clark Street, Suite 1018
Chicago IL 60602

CERTIFICATE HOLDER CANCELLATION
SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN
Cook County ACCORDANCE WITH THE POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE

ACORD 25 (2010/05)
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