
TOWN OF FARRAGUT 

INFORMATION TECHNOLOGY PROFESSIONAL SERVICES AGREEMENT 

This Agreement is made by and between Town of Farragut, a TN municipal corporation 
("Client") and Claris Networks a wholly owned subsidiary of Teklinks Inc., a Delaware 
corporation ("Contractor"). The sole purpose of this Agreement between the parties is for 
Professional Information Technology Consulting Services as outlined herein and in the 
attachments. Contractor agrees to perform the Scope of Services as outlined in Attachment A -
Scope of Services - and as specified in Attachment B - Contractor's proposal. 

1. Compensation. Client shall compensate Contractor for services as follows: 
$7851.52 per month, which assumes fifty (50) users. For each user in excess of 50 users the 
monthly charge shall be $177.21. Client may increase or decrease the number of users and will 
only be charged for: the number of users multiplied by the per user fee of $169.07; except, 
Client shall guarantee a minimum of thirty-five (35) users for a minimum monthly fee of 
$5,917.40, Minimum User Guarantee, or "MUG" as defined in Article II, § 2 of the Supplemental 
Terms. See Attachment C - Supplemental Terms. Contractor shall be responsible for tracking 
the number of users each month and charge Client accordingly. In addition to the monthly fee 
and upon execution of this agreement, Client shall pay Contractor a one-time lump sum 
network upgrading fee of $7,889.87 See Attachment D - Network Refresh with Renewal. 

2. Term. This agreement shall become binding and in full force upon execution 
however the term of this agreement shall extend 36 months from June 30, 2016 and thus 
terminate on June 30, 2019. Prior to termination of this agreement, if both parties mutually 
agree, the term of this agreement may be extended for another 36 months by way of an 
addendum to this agreement. There shall be no limit on mutually agreeable extensions. 

3. Schedule. Contractor shall begin work upon notification of Client's approval of 
this Agreement. 

4. Invoicing and Payments. Invoices or payment requests shall be submitted to 
Client no more than monthly and shall include such information, documentation or data as 
Client may require including, but not limited to, the amount and breakdown of the payment 
requested, the period covered by the request, and the work performed during the period 
covered by the payment request. After review, Client will indicate approval of the payment 
request, or shall explain to Contractor, in writing, the reasons for not approving any portion or 
all of the request, and authorize payment of the amount approved. In the event Client does not 
approve any portion of a payment request, and has communicated the reasons to Contractor, 
Contractor will then take the necessary action to satisfy the reasons for non-approval and 
resubmit the payment request. Client shall endeavor to remit payment of payment requests or 
portions thereof which are approved by Client within ten (10) days of receipt by Client. From 
time to time approval of a payment request may require action by the Board of Mayor and 



Aldermen which meets on the second and fourth Thursday of most months. Contractor 
reserves the right to adjust billings up or down based on the number of active users for the 
previous month. The pricing of this contract was developed by incorporating a monthly 
discount to the client because the basic monthly charge is paid on the first business day of the 
month through and automatic draw (ACH). Client intends to continue this practice therefore 
the discount and monthly charge will remain the same so long as the basic monthly charge is 
paid within ten (10) business days as provided herein. 

5. Time. Contractor will perform its services in a reasonable and timely manner 
commensurate with the exercise of due professional care. Time for performance shall be 
extended as necessary for reasonable delays or suspensions due to circumstances beyond the 
Contractor's control. If such delay or suspension extends more than six (6) months 
(cumulatively), Contractor's compensation shall be equitably adjusted; provided, however, such 
adjustment and amendment to this Agreement must be approved by the Board of Mayor and 
Aldermen before the Client is bound. 

6. Suspension of Services. If the Client fails to pay any invoice when due or 
otherwise is in material breach of this Agreement, the Contractor may, at its sole discretion, 
suspend performance of services upon five (5) days' written notice to the Client. The 
Contractor shall have no liability to the Client and the Client agrees to make no claim for any 
delay or damage as a result of such suspension, unless (i) the Client has refused to approve 
payment, (ii) the reasons are justified pursuant to this Agreement, and (iii) the Contractor has 
failed to satisfy the reasons as required by Paragraph 4 hereof. Upon cure of the cause of a 
justified suspension, the Contractor shall resume services within a reasonable time, and there 
shall be equitable adjustments of the project schedule and fees to reflect the effects of such 
suspension, if such adjustments are deemed reasonable and appropriate by the parties. 

7. Standard of Care. Notwithstanding any other provision of this Agreement or any 
other document describing the services produced by Client, Contractor shall perform its 
services in accordance with the standard of professional care ordinarily exercised under similar 
circumstances by reputable members of its profession in the same locality at the time the 
services are provided. Beyond the foregoing and unless otherwise provided herein or in other 
documents produced, generated or provided by Contractor, no warranty, expressed or implied, 
is made or intended by Contractor. The parties further agree that Contractor is not a fiduciary 
of Client. 

8. Termination. SEE Article I, § 3 of Supplemental Terms (Attachment C) 

9. Insurance. Upon execution of this agreement, Contractor shall obtain, maintain 
for the term of this agreement, and deliver to Client a certificate of insurance evidencing 
general liability coverage with a limit of not less than $1,000,000 each occurrence for bodily 
injury, personal injury and property damage. If such insurance contains a general aggregate 
limit, it shall apply separately to the work/location of the Project in this Agreement or be no 
less than $2,000,000. In addition, Contractor shall endeavor to secure and maintain insurance 
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in such amounts as it deems necessary to protect itself from claims of professional negligence 
arising from the performance of services under this Agreement. Such insurance shall: 

a. Contain or be endorsed to contain a provision that includes Client, its officials, 
officers, employees, and volunteers as additional insureds with respect to 
liability arising out of work performed by or on behalf of the Contractor. 

b. For any claims arising as a result of Contractor's action or inaction, the 
Contractor's insurance coverage shall be primary insurance as respects the 
Client, its officers, officials, employees, and volunteers. 

10. Risk Allocation. (INTENTIONALLY DELETED) See Article I, § 6 Supplemental 
Terms (Attachment C). 

11. Dispute Resolution. It is agreed that all claims, disputes, or other matters in 
question arising out of or related to this Agreement shall be submitted to nonbinding mediation 
before any legal proceedings are commenced. The parties shall equally bear the fees and 
expenses charged by the mediator. 

12. Contract Administration/Notice Delivered. 

Contract Manager; Client. The Client shall assign Gary Palmer, Assistant Town Administrator as 
the contract manager. All notices related to the terms of this agreement, from the Contractor 
to the Client shall be directed through the contract manager by digital transmission or mailed 
to: 

Gary Palmer 
Assistant Town Administrator 
Town of Farragut 
11408 Municipal Center Dr. 
Farragut, Tennessee 37934 

Approved Email Address for all digital transmissions that 
shall serve as proper notice to the Client: 

gpalmer@townoffarragut.org with copy to: 
jhatmaker@townoffarragut.org (Jenn Hatmaker) 

Contract Manager; Contractor. The contractor shall assign Chuck Spicka as the contract 
manager. All notices related to the terms of this agreement, from the Client to the Contractor 
shall be directed through the contract manager by digital transmission or mailed to: 

Chuck Spicka 
Teklinks Inc. 
6100 Lonas Drive 
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13. Miscellaneous. 

Knoxville, TN 37922 
Approved Email Address for all digital transmissions that 
shall serve as proper notice to the Client: 

cspicka@teklinks.com with copy to: 
kmcclain@teklinks.com (Kyle McClain) 

a. The Contractor may assign or transfer interest in this Agreement upon written 
approval of the Client. Such assignment shall not relieve Contractor of liability. 

b. The Contractor will not enter into a subcontract for any of the services 
performed under this Agreement without obtaining the prior written approval of the Client. 
Such subcontracting shall not relieve Contractor of liability for failure of subcontractor to 
perform. 

c. The contract between the parties consists of this Agreement, its attachments, 
any written request for services issued by Client and any response thereto made by Contractor, 
including any addenda thereto. To the extent there is a conflict between the terms of any of 
the documents that constitute the contract between the parties, the terms that are most 
specific to the matter in dispute shall govern over the more general. In the event the 
conflicting terms cannot be characterized as specific vs. general, then the terms that provide 
the greater benefit to the Client and/or impose the greater obligation on the Contractor shall 
control. 

d. This Agreement may be modified only by a written amendment or addendum 
that has been executed and approved by the appropriate officials of each party. Minor, 
logistical amendments proposed by Contractor may be approved on behalf of Client by the 
Town Administrator or his/her designee. Major, substantive amendments proposed by 
Contractor shall be approved on behalf of Client by the Board of Mayor and Aldermen. 

e. If any provision of this Agreement is determined to be unenforceable or invalid, 
such determination will not affect the validity of the other provisions contained in this 
Agreement. Failure to enforce any provision of this Agreement does not affect the rights of the 
parties to enforce such provision in another circumstance, nor does it affect the rights of the 
parties to enforce any other provision of this Agreement at any time. 

f. In the event legal action is necessary to enforce the terms of the contract 
between the parties, the prevailing party shall be entitled to recovery of its attorney's fees, 
court costs, and other expenses of the legal action. 

g. In the performance of this contract, Contractor will comply with all applicable 
laws, ordinances, rules, regulations and orders of local, state and federal governments, 
including, but not limited to, the President's Executive Order No. 11246 and 11375, which 
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prohibit discrimination in employment regarding race, color, religion, sex or national origin, 
Title VI of the Civil Rights Act of 1964, Copeland Anti-Kick Back Act, the Contact Work Hours and 
Safety Standards Act, Section 402 of the Vietnam Veterans Adjustment Act of 1974, Section 503 
of the Rehabilitation Act ot' 1973, and the Americans with Disabilities Act of 1990, all of which 
are herein incorporated by reference. 

h. This agreement will be governed and construed in accordance with the laws of 
the State of Tennessee. Any legal action arising from this agreement shall be under the 
jurisdiction of the appropriate State of Tennessee Court within Knox County, TN and/or the 
United States District Court, Eastern District of Tennessee Knoxville Divisional Office within 
Knox County, TN. 

CLIENT: CONTRACTOR: 

Town of Farragut Claris Networks 

BY:ZJ~S~ 

Printed /,/ tt1P0 r(} 0?~ ~ n 
Name : £' L.:(. J 

Printed 
Name: Dave Sagraves 

Title :._I-D1.L.....j!.-=-W;-f-O~r ______ _ Title: ---------------EVP Commercial Sales 

Date :. ___ 3_1_1_1_ 1 (p----- Date: ___ 3/_7_/1_6 __________ _ 
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Attachment A – Scope of Services 

 

Generally 

The Contractor will provide Client a secure, recoverable, internally networked, on demand cloud hosted 

solution of all Client’s digital data in accordance with Attachment B Contractor’s Proposal with the 

following minimum specifications: 

Specifically 

1. Two Terabytes of data storage 

 Storage, maintenance and on demand recoverability of all public records1 in accordance 

with TCA §10‐7‐1212.  The on demand recoverability of data shall be provided from a 

third party email archiving solution and Contractor‐provided manual archiving process.  

Client’s digital data shall be written to a removable hard drive monthly and delivered to 

Client at a mutually agreeable time and location.  Claris is not responsible for the 

archived data once its delivered to Client  

2. Network integrated email solution 

3. Network maintenance and support 

 24/7 network monitoring and troubleshooting within a reasonable time frame to ensure 

limited network downtime 

 Provide a Technical Account Manager (TAM) to act as a liaison between Contractor and 

Client.  The TAM will be the point of contact for all non “help‐desk” related issues and 

will respond to Client’s requests for service or information within a reasonable time 

frame 

4. Remote, web‐based user account access to the network through a Virtual Private Network (VPN) 

or another comparable platform 

5. On‐call setup and support of Client’s workstations  

6. Contractor will maintain an accurate inventory of all of Client’s hardware and software sorted by 

each user 

7. Wi‐Fi Maintenance and Support 

8. Encryption for 10 Town laptops  

                                                            
1
  TCA §10‐7‐701 Public Records:  All documents, papers, records, books of account, and minutes of the governing body of any municipal 
corporation, or of any office or department of any municipal corporation, within the definition of "permanent records," "essential records," 
and/or "records of archival value," as defined in § 10‐7‐301, constitute "public records" of the municipal corporation. All documents, papers, or 
records of any municipal corporation or of any office or department of the municipal corporation that constitute "temporary records" and/or 
"working papers" within the definition set forth in § 10‐7‐301(13) and (14) constitute "public records" of the municipality, except that 
"temporary records" may be scheduled for disposal as authorized in this part. 
2
 10‐7‐121. Government records kept on computer or removable computer storage media:  
  (a)  (1) Notwithstanding any other law to the contrary, any information required to be kept as a record by any government official may be 
maintained on a computer or removable computer storage media, including in any appropriate electronic medium, instead of bound books or 
paper records if the following standards are met: 
      (A) Such information is available for public inspection, unless it is a confidential record according to law; 
      (B) Due care is taken to maintain any information that is a public record during the time required by law for retention; 
      (C) All daily data generated and stored within the computer system shall be copied to computer storage media daily, and the newly created 
computer storage media more than one (1) week old shall be stored at a location other than at the building where the original is maintained; 
and (D) The official can provide a paper copy of the information when needed or when requested by a member of the public. 
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OVERVIEW 

SECTION B 
BASIC SERVICES 

The professional services sought in this request include a complete organizational hosting 
solution and management of all aspects of the Town's Information Technology systems. 

Phase I shall include the secure migration of all existing Town digital data from existing host to 
contracted host (migration must not impede the day-to-day operations of the Town of 
Farragut). 

Phase II shall include the management, internal/external, maintenance, and support of the 
Town's Information Technology data and infrastructure. 

PREFERRED CHARACTERISTICS SOUGHT: 

• Ability to offer services tailored to the unique needs found in a municipal government 
organization 

• Ability to work in collaboration with Town personnel 
• Ability to offer outstanding customer service which may include in-house office hours 
• Ability to analyze, problem-solve, and provide short/long term solutions to meet our 

e-government needs 

• Ability to "deliver" 

EXISTING TOWN IT INFRASTRUCTURE and SERVICES 

• Stable network through a T1 Line 

• Secure Cloud Platform 
o 24 - 30 users 
o Local Office & remote offsite file sharing 
o Managed Firewall, content filtering and remote access 
o Dedicated hosted exchange Mailserver 
o Email spam filtering for each user 
o Dedicated Microsoft Office SharePoint server with 100GB storage 
o Managed desktop & helpdesk services for each user 
o Onsite support services 
o IT strategic oversight 

• Terminal Server, 40 user access 
• SpamSoap, email messaging archive storage and compliance, per user 

• Incode Server (financial and permitting) 
• Public Works & main site connection 
• Assistance with Laserfiche maintenance/set-up 
• Secure Data-3 servers, HB local/500GB off-site storage 
• Meru Wireless Access Points in Town Hall and one off site Town Park 
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SPECIFIC NEEDS 

Below is an itemized, non-exhaustive list of specific needs for candidate firms to consider 
when drafting a proposal. 

Please provide a general narrative titled "Specific Needs Narrative" outlining how your firm 
will address EACH of the needs listed below. The candidate firm should also consider and 
propose alternatives that, in the firm's mind, would be a better solution for the Town of 
Farragut. Alternatives shall be in addition to addreSSing specific needs as well as pros and 
cons to each if relevant. 

SPECIFIC NEEDS include: 

1. Redundant, secure, backed up, cloud-hosted solution; this includes monitoring and 
maintenance with a minimum of 2 terabyte storage capacity; OR comparable alternative 

2. Email Solution: Ability to backup and archive all emails 
3. Seamless integration and cooperation with our current website host 
4. Remote User Access 
5. Recovery Speed/Scalability: Comparable to Amazon EC2 Standard 
6. On-call setup and maintenance: mirrored workstation software and support for a 

minimum of 50 licensed network users in five Town Departments (Administration, Parks 
and Leisure Services, Community Development, Public Works, and Engineering): 

• Licensing: The Town currently holds licenses for the Windows 7 Operating 
System, Microsoft Office 2010, and Various 3,d Party Software licenses 
determined by the specific Town Department's needs and mission 

• The selected firm must be able to provide service which will accommodate the 
installation, workstation setup, and maintenance of all operating systems, 
platforms, content management systems, and third party software 

• The hosting solution must seamlessly integrate with the Town's existing e­
government website module capabilities which includes secure two-way 
transactions through a third party web-portal, public records retrieval through 
the website (Munidocs), remote network user access for telecommuting 

7. The selected firm must be familiar with municipally-deployed GIS and its applicability to 
e-government service delivery. The Town currently has the following GIS infrastructure: 

• Physical Server on-site: Dell R300 standard configured for onsite ARCGIS 
application 

• Dell T7500 Workstation with Windows 7 Operating System and ArgGISlO ESRI 
licensed software and extensions 

• Future Expandability: Cloud hosting solution for ArcServer 
• licenSing through Environmental Systems Research Institute (ESRI) 

8. System Security in a cloud environment which meets the Federally Adopted Standards 
9. Wi-Fi Maintenance and Support 
10. Customer Service 
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• Continuous system monitoring with the ability to provide emergency and non­
emergency on-site and remote access problem resolution 

• Set up of new equipment and software upon request 
• Ability to provide in-person office support on a regular and continual basis if 

necessary 
11. Ability to work with our IT Strategic Planning Firm in creating our S-year IT Strategic Plan 

(plan creation should commence in January 2016) 

CONTRACT TERM 
PHASE I (Data Migration): 
Seamless migration of all data from our existing service provider to the selected firm shall occur 
within thirty (30) days of contract execution. 

PHASE II (Deployment and Support): 
Successful data migration, setup and deployment of all services shall be complete within sixty 
(60) calendar days of contract execution. The firm shall provide all hosting and maintenance 
services for a period three (3) years from the date of contract execution with the option to 
extend the contract for services for two additional three (3) year terms. 

It is the policy of the Town of Farragut not to discriminate on the basis of race, color, national 
origin, age, sex, or disability pursuant to Title VI of the civil Rights Act of 1964, Public Law 93-

112 and 101-336 in its hiring, employment practices and programs. 
To request accommodations due ta disabilities, please caI/865-966-7057 in advance of the 

any meeting. 
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Response to The Town Of Farragut 
Request for Proposal for Information Technology Services 
From Claris Networks, 12.4.2015 

Section B 
Specific Needs Narrative 
Claris Networks responses follow the word Response: 

1. Redundant, secure, backed up, cloud-hosted solution; this includes monitoring and 
maintenance with a minimum of 2 terabyte storage capacity; OR comparable alternative 
Response: As your Managed Service Provider (MSP) Claris is providing and will continue during 
the Term to provide 2TB of Storage 

2. Email Solution: Ability to backup and archive all em ails 
Response: As your MSP, Claris is providing and will continue to provide during the Term 
Microsoft Exchange for an email solution on a separate server. In addition, Claris is providing 
and will continue to provide a Core Protection Suite per email user as an anti-spam measure, 
and an Email/Archive Bundle per user that provides multi-year archiving. 

3. Seamless integration and cooperation with our current website host 
Response: We will help provide support for access to Claris hosted systems. We will help 
troubleshoot connectivity to other systems. Claris cannot guarantee Seamless Integration to 
third party applications under any circumstances. 

4. Remote User Access 
Response: Claris is providing and will continue to provide during the Term Remote User Access 
via SSL VPN (secure socket layer virtual private network), providing access via most web 
browsers. 

5. Recovery Speed/Scalability: Comparable to Amazon EC2 Standard 
Response: The Claris Cloud solution is recognized as the 31st largest cloud in the world, in 
which Amazon EC2 is in the list. So, Claris will provide a scalable solution compliant with the 
EC2 standard. 

6. On-call setup and maintenance: mirrored workstation software and support for a minimum 
of 50 licensed network users in five Town Departments (Administration, Parks and Leisure 
Services, Community Development, Public Works, and Engineering): 
Response: Claris currently provides and will continue to provide during the Tem unlimited off­
site and on-site help for all PC issues. 

• Licensing: The Town currently holds licenses for the Windows 7 Operating System, 
Microsoft Office 2010, and Various 3rd Party Software licenses determined by the 
specific Town Department's needs and mission 



Response: This is currently done and will continue during the Term to be done through 
unlimited off-site and on-site support by Claris personnel. 

• The selected firm must be able to provide service which will accommodate the 
installation, workstation setup, and maintenance of all operating systems, platforms, 
content management systems, and third party software 
Response: This is currently done and will continue during the Term to be done through 
unlimited off-site and on-site support by Claris personnel. 

• The hosting solution must seamlessly integrate with the Town's existing egovernment 
website module capabilities which includes secure two-way transactions through a third 
party web-portal, public records retrieval through the website (Munidocs), remote 
network user access for telecommuting 
Response: The two-way transactions through the third-party web-portal are currently in 
place with Claris and will continue to be maintained during the Term. 

7. The selected firm must be familiar with municipally-deployed GIS and its applicability to 
e-government service delivery. The Town currently has the following GIS infrastructure: 
Response: Claris is currently support and will continue to support during the Term the 
municipally-deployed GIS and the e-government service delivery. 

• Physical Server on-site: Dell R300 standard configured for on site ARCGIS Application 
Response: the current HP DL320e is a Claris asset and is being support and will continue 
to be supported by Claris. 

• Dell T7500 Workstation with Windows 7 Operating System and ArgGIS10 ESRllicensed 
software and extensions 
Response: the Dell 7500 is currently being supported and will continue to be supported 
by Claris. 

• Future Expandability: Cloud hosting solution for ArcServer licensing through 
Environmental Systems Research Institute (ESRI) 
Response: Claris is capable of expanding as ArcServer needs the resources. 

8. System Security in a cloud environment which meets the Federally Adopted Standards 
Response: Claris has its SOX2 and 3 and we are audited on a semi-annual basis. Internally, we 
comply with these compliance requirements. However, the Town may be required for 
verification of compliancy. Because regulations do not allow us to audit networks that we 
support, Claris cannot provide these audits. It's a conflict of interest. 

9. Wi-Fi Maintenance and Support 
Response: Claris is currently supporting and will continue during the Term to support the Towns 
Wi-Fi. Claris has also made recommendation to move to Aerohive Managed Solution, away 
from present Meru solution. 



10. Customer Service 

• Continuous system monitoring with the ability to provide emergency and 
non emergency on-site and remote access problem resolution 
Response: Claris agrees to continuous system monitoring 

• Set up of new equipment and software upon request 
Response: Claris agreed to provide setup of new equipment and software upon request . 

• Ability to provide in-person office support on a regular and continual basis if necessary 
Response: Claris is providing and will continue to provide remote and onsite End User 
support as defined in the attachment to Section I, Claris Networks LLC Service 
Agreement, paragraph 16. Claris can also provide dedicated onsite staffing solutions for 
additional fee, if this becomes a requirement for the Town of Farragut. 

11. Ability to work with our IT Strategic Planning Firm in creating our S-year IT Strategic Plan 
(plan creation should commence in January 2016) 
Response: The Technical Account Manager (TAM) will be meeting with the Town on a quarterly 
basis, and annually will provide a Top-Down Needs Assessment. Additionally, the TAM will 
work with the Town's IT Strategic Planning Firm to assist in creating the S year strategic plan. 
During quarterly meetings, the TAM will also provide recommendations for new technology, 
software and e-government delivery solutions. 



SECTION C 
AFFIDAVIT 

This proposal is submitted to the Town of Farragut, TN (the Town) by the undersigned who 
is an authorized officer of the firm and said firm is licensed to do business in the State of 
Tennessee. Further, the undersigned is authorized to make these assurances and certifies their 
validity. The firm recognizes that all assurances and representations herein are binding upon 
executing a contract and failure to adhere to any of these commitments is considered a breach 
of contract which may result in a revocation of the agreement and payment for any damages 
arising from that breach. 

Consent is hereby given to the Town to contact any person or organization in order to 
make inquiries into legal, character, technical, financial, and other qualifications of the firm. 

The firm understands that, at such time as the Town decides to review this proposal, 
additional information may be requested. Failure to supply any requested for information 
within a reasonable time may result in the rejection of the firm's proposal with no re-submittal 
rights. 

The firm understands that the Town, after considering the legal, financial, technical, and 
character qualifications of the firm, as well as what in the Town's judgment may best serve the 
public interest of its citizens and employees, may offer to contract. 

The firm understands that this proposal is made without prior understanding, agreement, 
or connection with any corporation, firm or person submitting a proposal for the same, and is in 
all respects fair and without collusion or fraud. It understands that collusive bidding is a 
violation of state and federal law and can result in fines, prison sentences, and civil damage 
awards. 

Any agreement issued will be on the basis of the firm's service and financial plans and that 
the firm's arrangements are feasible and adequate to fulfill the conditions set forth in this 
project. 

Company Name: ~ VI S j /~t,.o"-kc L LC, 

""0';""""", 1:»"£ s,:;;."W<i " ;""""~ 
(Print/Type) -0 ~I ( - ~ -

Title: £'IJP Date: -'...:1 ~=!--lW--P-'15,-/ ____ --
I 

Address: 

Telephone: d"G ~ - 2S I - C;S ( 4 
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SECTION 0 
QUALIFICATIONS 

IT Services: Qualified firms must demonstrate a history of competence and experience. Firms 
responding to this request for proposal must have been engaged in IT services as their principal 
business for at least the past five (5) consecutive years and be licensed to do business in the 
State of Tennessee. Please provide a "Section 0" narrative listing all of your relevant 
projects/activities for the past 5 years and attach a copy of your TN SoS (or resident state) 
corporate status and Federal Tax Identification Number. 

References: Firms shall provide references for three similar assignments within the past five (S) 
years. Please provide a "Section 0" narrative listing the organization, point of contact name, 
point of contact title, point of contact information (email and phone #1. and name of each 
project. 

Insurance: Firms shall carry a minimum of One Million Dollars ($1,000,000) professional liability 
insurance AND indemnify the Town, its employees and agents as additionally insured to protect 
the Town in case of negligent errors, acts or/and omissions arising from IT services. Please 
provide a "Section 0" narrative indicating your ability to be insured for this project. 

Please provide a "Section 0" narrative for the following: 

Firm Capabilities, The firm shall provide a description of its resources and limitations relative to 
facilities, staff personnel, on-going projects/contracts, etc.; specifically, what priority it intends 
to place on this project and how it intends to "staff up" if necessary, should it be chosen as the 
firm. 

Candidate Firm Information, 
list firm name, website, address, telephone number 
Name of firm's primary contact person(s). email addresses, and telephone number(s) 
list firm's total number of employees 
list year firm was established 
Tax 10# 

Proposed Project Team Information 
Please provide the names and experience of the personnel who would be assigned to this 
project if selected. 

II 



Response to The Town Of Farragut 
Request for Proposal for Information Technology Services 
From Claris Networks, 12.4.2015 

Section 0 
Qualifications Narrative 
Claris Networks responses below 

IT Services/Firm Capabilities: 
Claris Networks is the premier information technology (IT) support, cloud computing, managed 
services and hosted solutions provide for small to medium sized businesses in the East 
Tennessee Area. For seven consecutive years, Claris has been recognized as one of the top 100 
Managed Service Providers in the world. In 2014, Claris was granted the position of the 39th 

MSP in the world. Claris employs roughly 120 people, many of who are technicians with both 
relevant industry certifications and dozens of years of industry experience. 

Certifications: A+, Net+, Networking/Microsoft Support, MCP, MS Server 
Management/Configuration, CCNA, CCNP, SEC+, MCSE, MCSA, CNE, CCA, VCP, ICND, SANS GIAC 
GOLD, CompTIA, JNCIA, CISSP, CCIE, and others 

Degrees: AAS High Performance Computing, AAS Networking and Communications Systems, AS 
Computer Networking, AS Information Technology, AS Networking and Communications 
Technologies, AS Occupational Science in IT /BS Business Administration, BS Information 
Security, BS Organizational Management, BS Network Security and Forensics, BS computer 
technology, BS Business Administration/Master Business Administration, BS Applied Science, 
Network Security and Forensics. 

Areas of expertise include cloud computing and managed services for industries with highly 
sensitive and complex regulations, such as healthcare and financial services. Additionally, many 
of the Claris technical staff are certified VMware technicians, they maintain effective and 
consistent communication with VMware representatives and support. As of December 2015, 
over 12,000 end users across dozens of verticals accessed the Claris Networks proprietary cloud 
computing offering via networks utilizing virtualization. In fact, according to VMware, Claris 
owns and operates the one of the largest VMware virtualized network in the US. 

Claris Networks brand promise is "Making IT Work." Simply, we believe business IT should work 
all the time. As a result, our full time, help desk technical support staff is available from 7 AM 
to 7 PM, Monday thru Friday, with on-call technicians available 24x7. Clients can receive help 
desk support via telephone, email, and via a specialized online portal. 

Claris Networks Federal Tax Identification Number: 62-1766704 



References: 
1. Radio Systems/PetSafe. Chris Chandler, (865) 218-4047, cchandler@petsafe.net 
2. Cornerstone of Recovery. Steve McGrew, (865) 898-4467, 

stevemcgrew@cornerstoneofrecovery.com 
3. The Trust Company. Debby Ralls, (865) 673-3576, dralls@thetrust.com 

Insurance: 
Please see proof of insurance attached. Claris carries $1,000,000 of professional liability 

insurance. 

Candidate Firm Information: 
Claris Networks 
www.clarisnetworks.com 
6100 Lonas Dr, Knoxville, TN 37909 
(865) 251-5555 (main) 

Dave Sagraves, EVP 
dsagraves@clarisnetworks.com 
(865) 251-5519 (Dave, direct line) 
120 employees 
Established 1998 
Tax ID: 62-1766704 

Proposed Project Team Information: 
Kyle McClain, Technical Account Manager, 865-545-5047, kmcclain@clarisnetworks.com 
Chuck Spicka, Client Account Manager, 865-696-7570, cspicka@clarisnetworks.com 
Chris Walker, Project Manager, 865-545-5011, cwalker@clarisnetworks.com 
Dustin Stewart, Service Delivery Manager, 865-545-5050, dstewart@clarisnetworks.com 
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<t Tennessee Limited Liability Company Annual Report Form AR Filing #: 04718028 ~ 

File online at: http~ITNB.ar,TN,gov/AR 

Due onlBefore:D410112015 

FILED: Feb 25, 2015 7:55AM IV 
LV 

Reporting Year: 2014 

Annuat Report Filing Fee Due: 
$300 minimum plus $50 for each member over 6 to a maximum of $3000 
$20 additional if chanQes are made in block 3 to the reQistered aQenUoflice 

a 
IV 

This Annual Report has been successfully ....... 
paid for and filed, Please keep this report for IV 
your records. en ....... 
CC Payment Ref#: 160891152 N 

~==~~~~~---=~~------------------------------------------------------------ ~ 50S Control Number: 364765 ~ 

Limited Liability Company - Domestic Date Formed: 01/25/1999 
c..n 

Formation Locale: TENNESSEE 
----------------------------------------------------------------------------- ~ 
(1) Name and Mailing Address: 
CLARIS NETWORKS, LLC 
6100 LONAS DR 
KNOXVILLE, TN 37909-3233 

(2) Principal Office Address: 
6100 LONAS DR 
KNOXVILLE, TN 37909-3233 

c..n 
c..n 

(3) Registered Agent (RA) and Registered OffIce (RO) Address: Agent Changed: No ~ 
DAVID J SAGRAVES Agent County: KNOX COUNTY ~ 
6100 LONAS DR t-' 

KNOXVILLE, TN 37909-3233 <: 
------------------------------------------------------------------------- ~ 
(4) This LLC Is (change ~ Incorrect): ___ Director Managed, ___ Manager Managed, ~Member Managed, 
___ Board Managed (appropriate l!formed prior to 1/1/2006 only), 0-

'<: 
If board, director, or manager managed, provide the names and business addresses. including zip codes, of the governors, directors, or 
F.m;=a::..:na=g.e::..:rs:..:(",o,-r t",h.::ei::...r e.::q",u",iv:.=a:::'e",nt:.c)'c..'::..1 ",go::,:v:.=e:.:.m:::e=.d,::bYo-='th:::e..!:p",re:..;-2::0;=0767'L=.LC=.:.=ac::t..:a::..:nd=.=.bo::a::;rd::..:::m:::an:::a",g",ed:;"e,::Ii:::;st:..:b:.:o"ard::,:.m:::e::;m;::b:.:e;=rs:.,:a=::n::-d,::m:::a::,:na::;9",e::,:rs::;, _________ ~ 
~N:.:a"'m::e'---------------------4B=u=s::.:':.:.ne=s=s:::A~d=d:.:.r.::es=s~--------------__ fC:.:.lty~, .::St=a:.:.te~,~Z~IP~ ______________ 5 
r-------------------~r-------------------------~-------------------- ro [J] 
r-----------------------t----------------------------t----------------------- [J] 
r---------------------r-------------------------~-------------------- ro ro L-________________ -L ______________________ L-________________ __ 

(5) Provide the names and business addresses, Including zip codes, 01 any LLC Office~ (if governed by the Revised LLC Act). !)( their 
equivalent 
Name Business Address City, Siale, Zip 
Lawrence Bodle 6100 LONAS DRIVE KNOXVILLE. TN 37909 
David Sagraves 6100 LONAS DRIVE KNOXVILLE. TN 37909 

(6) Number of members on the date the annual report is executed: _2 __ 
___ This LLC is prohibited from doing business in Tennessee (check if applicable) 

(J) ro 
() 

I'i ro 
rt 
OJ 
I'i 

'<: 

o 
H1 

(J) 

rt 
OJ 
rt ro 
>-'l 
I'i ro 
::r: 
OJ 
I'i 

~~~I_Si~gM __ tu_r._: __ E_'e_dro __ ~_'c ___________________________________ ~(8~I _C_aw_;_0_~ __ 5_'2_0_15 ________________________ ~ 

~(9~Ic..Ty~~~/c..P~nnc..t~N~ame~' _VYl~il~Ak~e~~ _____________________________ ~(l~O::...)T~i~~: ~A~cco~u~n~w~n~t ______________________ ~ 
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CINDY RODRIGUEZ 
6100 LONAS DRIVE 
KNOXVILLE, TN 37909 

Request Type: Certificate of Existence/Authorization 
Requesl #: 0097855 

STATE OF TENNESSEE 
Tre Hargett, Secretary of State 

Division of Business Services 
William R. Snodgrass Tower 

312 Rosa L. Parks AVE, 6th FL 
Nashville, TN 37243-1102 

May 21,2013 

Issuance Dale: OS/21/2013 
Copies Requested: 1 

Document Receipt 

Receipt #: 1055195 

Payment-Credit Card - TennesseeAnytime Online Payment #: 150481196 

Regarding: CLARIS NETWORKS, LLC 
Filing Type: Limited Liability Company - Domestic 
Formation/Qualification Date: 01/25/1999 

Filing Fee: 

Control # : 364765 
Date Formed: 01/25/1999 

$22.25 

$22.25 

Status: Active 
Duration Term: Perpetual 

Formation Locale: TENNESSEE 
Inactive Date: 

Business County: KNOX COUNTY 

CERTIFICATE OF EXISTENCE 

I, Tre Hargett, Secretary of State of the State of Tennessee, do hereby certify that effective as of 
the issuance date noted above 

CLARIS NETWORKS, LLC 

* is a Limited Liability Company duly formed under the law of this State with a date of 
incorporation and duration as given above; 

* has paid all fees, taxes and penalties owed to this State (as reflected in the records of the 
Secretary of State and the Department of Revenue) which affect the existence/authorization of 
the business; 

* has filed the most recent corporation annual report required with this office; 

* has appointed a registered agent and registered office in this State; 

* has not filed Articles of Dissolution or Articles of Termination. A decree of judicial dissolution 
has not been filed. 

Secretary of State 

Processed By: Cert Web User Verification #: 003076215 

Phone 615-741-6488 • Fax (615) 741-7310 • Website: htlp:lltnbear.tn.govl 



---~. '"1L.' CERTIFICATE OF LIABILITY INSURANCE I D~~~'I>n'" 
THIS ~~n"c'~"'~ IS ISSUED AS A m", ,~" DF ONLY AND NO RIGHTS UPON THE ITE 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 AND THE CERTIFICATE HOLDER. 

'~'~UR' ~ .. '.~ If th.~ '~:~~'":ul",~~_,_. ~_ ,the ,must be, If "u, liS ,subJect to 
the terms and conditions of the ....... : ... .1, ... VI _II~ ~oncfes may require an endorsemenL A statement on this certificate does not confer rights to the 

cortlficate holder In lieu of such I§Jan Major 

",; 11 Blount & Associates Inc ' ~ E~'. (865) 1 rUe. No'. "55"84 ' 7373 

9700 Westland Drive Ste 102 ". com 

j;Kn::::::O;:xv:::-::i::ll::.e=-_____ ..:TN:::.......:3:.,7:..;9..:2..:2'-________ 'NSURERA' r, ., Ins Co of 
'NSUREO 'NSURER •• The or, ., 
Claris Networks LLC 
6100 Lonas Drive 

Knoxville 

INSURER C • 11 

INSUR.R 0 .a .,. Inc 

INSURERE • 

TN 37909 'NSUREOF. 

_ NAtC. 

119046 

125658 

127120 

~ ~ ~ 412015 ~N~~~~ 

~6Tc~T~g. C~om'T~~~N~~~ci~~$'~~g~~~t~~~~~i~S6~ t5~g~~~V.iF B:;~ 6~~T~6~ ~~E6~~~~~~~~~~~t~~J ~~:P~~~ ~gL~'6~~~,~ 
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 CLA ... IM"S=-~ --------------1 

1'];1 TYPEDFI I ~~ UMITS 
1 X GENERALUA"LtTY ='+~--~---""';='i'l ,'---1L-,OO-0),,-'-000~ 

A :=:::J CLAIM"MAOE [Xl OCCUR ~ I , 300,000 

I- ,00·,,"O"O·lS·42 '/1/201' 4/1/201' MEO EXP lA'" "'. " BOO' 1 , 5,000 

I- ' I, 1,000,000 

LlMITAPPLIES PER , GENERAL , 2,000,000 

~ POI.lcY D ~~i D LOC , 2,000,000 
OTHER, I , I,,",,, , 

A Ix ANY AUTO r=- AU. OWNED 
_ AUTOS 

_ HIRED AUTOS 

- SCHEDULED 

- ~~~WNED 
_ AUTOS 

BA-4EJ99JOA-1S-SEL 

~"MIT " 

-~ .' 1000lLY INJURY IP"'''''',,'1 , , 
, 

~~~ ~~ I~, , 
B EXCESS LlAB 1 5 

1,000,000 

5.000.000 

5.000,000 

r-+.~~~~~<'~--~.00~0--+-~~~.-~ •• ~'~"~.~.2~.~1.~.~42~----+-~~~~~~~~-o 'uTo l I: ' 

C AN~~tS!f O N,. 20"<AX,77, ~1 :~~. ~~:~,~AE~~~.':N~T~I~: ~:~~~:::~ 
~ . ".,~ 1 E.L. O<5EASE· POLICY LIMIT ' , 500.000 

$25,000 sir o I Cybar Liability I Wl4A1Al40201 12/28/2014 112/28/2015 $3,001),000 Aggregate limit 

$1000,000 limit ReguillOty 

DESCRIPTION Of 'VEHICLES 

CERTIFICATE HOLDER CANCELLATION 
gpalmer@townoffarragut.org 

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE 
Town of Farragut THE EXPIRATION DATE THEREOF, NonCE WILL BE DELNERED IN 

Gary Palmer ACCORDANCE WITH THE POLICY PROVISIONS. 

11408 Municipal Center Drive 
Farragut, TN 37934 AUTHORIZED REPRESENTATIVE 

,~ 

~~ W Blount INSI/JM ~/~ 
© 1988-2014 ACORD CORPORATION. All rights reserved. 

ACORD 25 (2014101) 
INS025 1;1014111\ 

The ACORD name and logo are registered marks of ACORD 



SECTION E 
EVALUATION FACTORS 

The Town will evaluate the proposals based on merit and cost. It is the intent of the Town to 
choose the firm whose proposal provides the best value to the Town. The Town reserves the 
right to waive any irregularities, reject any and/or all proposals, in whole or in part, when, in 
the Town's opinion, such rejection is in the best interests of the Town. 

Evaluation Method. The E-Government Team will review each proposal. Its review and 
evaluation will be based on the following factors: 

1. Completeness, accuracy and integrity of the submitted proposal 

2. Staffing capacity and experience on similar projects, especially those involving 
innovation and e-government service delivery 

3. Ability to provide the services unique to a municipal government organization 
particularly the Town of Farragut 

4. Proposed fees 

Oral Presentations and Interviews. Following the evaluation of the proposals, the Team moy 
request firms make an oral presentations and/or be interviewed. If a determination is made 
that presentations are necessary, the presentations will take place in the Town of Farragut, at a 
mutually acceptable date and time. 

Negotiations. The Town may begin contract negotiations with the firm whose proposal is 
determined to be most advantageous to the Town. If negotiations with the selected firm fail, 
negotiations may be initiated with additional firms until an agreement is reached. The Town 
reserves the right to reject all offers and end the process without executing a contract. 

Agreement. If the verbal negotiation escalates to written negotiation, a draft contract for 
services shall be offered by the Town (See Section I) to the firm for review and acceptance or 
counter-offer. This RFP will become an integral part of the contract for services and added as 
an exhibit to the executed contract; however, should the contract terms and RFP language 
conflict, the terms of the contract shall prevail. Firms may not modify or substitute any 
elements of the draft contract without prior approval by the Town. The Town reserves the 
right to accept a proposal, as submitted, and enter directly into a contractual agreement with 
that selected firm. Accordingly, it is imperative that all submittals contain both the best 
technical and fee proposals in their initial submission. 

Reservations. Submittal of a proposal indicates acceptance of the conditions contained in this 
request. The Town reserves the right to retain all proposals submitted. All proposals are public 
record to the extent required by the Tennessee Open Records Act. 

12 



SECTION F 
ASSURANCES 

EQUAL EMPLOYMENT OPPORTUNITY IEEO) 

EEO Plan. The firm shall adhere to an EEO policy that does not discriminate with regard to race, 
color, religion, national origin, sex, sexual orientation, sexual preference, transgender status, 
disability or age. 

The firm will ensure equal employment opportunity applies to all terms and conditions of 
employment, personnel actions, and firm-sponsored programs. Every effort shall be made to 
ensure that employment deCisions, programs and personnel actions are non-discriminatory and 
that these decisions are administered on the basis of an evaluation of an employee's eligibility, 
performance, ability, skill and experience. 

a. Does the firm have an EEO policy in place? 

y><i' yes [ I No 

b. If the answer to a. above is no, will the firm have such a policy in place for this project? 

[ I Yes [ I No 

Statement of Assurance. The firm herein assures the Town that it is in compliance with Title VI 
& VII of the 1964 Civil Rights Act, as amended, in that it does not on the grounds of race, color, 
national origin, sex, age, handicap, or veteran status, discriminate in any form or manner 
against employees or employers or applicants for employment and is in full compliance with 
the Americans with Disabilities Act. 

Firm's Name: 

Authorized Signature: 

Title: 

Date: 

13 



SECTION G 
LEGAL AND CHARACTER 

Claims and Lawsuits. Is or has your firm been involved in any claims or lawsuits involving 
contentions that your firm provided inadequate services or products, or breached its contract to 
provide services or products? If so, please describe and provide the identities of the parties 
involved and, with respect to lawsuits, the court in which it was filed: 

Dt:UHl- :s 
Authorized Representativ 

14 



Response to The Town Of Farragut 
Request for Proposal for Information Technology Services 
From Claris Networks, 12.4.2015 

Section H 
Fee Proposal Narrative 
Claris Networks responses below 

Claris Cloud with End User Support, Summary 
(please see detail an fallowing pages) 
Microsoft Windows Network 
Active Directory User Accounts 
File and printer sharing 
Microsoft Exchange 2010 Email and spam filtering and archive and compliance 
Scheduled Nightly backups 
2 TB storage allocation across all hosted servers 
Site manager antivirus, patch management and inventory 
Dedicated Account Team, Technical Account Manager 
Unlimited Core Network Administration and Support 
Onsite Managed Firewalls + SSL VPN remote access (10 concurrent users) 
Local Host Standard, Onsite server - role DC/FP, with on and offsite backups 
Unlimited End User Remote and Onsite desktop support 
Terminal Server 
28 day backup retention 
Monthly archiving 
Network care for (5) devices, switches, controllers, virtual hosts 
Wireless Access Point Care, for (13) devices 
MS SQL server standard, unlimited users 
On premise content filtering and basic reporting, Global Rules 
Incode Server (on Local appliance server) 
Public works and main site connection 

Pricing Summary 
(please see detail on following pages) 
Number of Users: 50 
Per month, based on 50 users: $7,889.87 
One time setup fee: $7,889.87 
Agreement Term: 36 months 
Monthly per user fee: $157.80 



CLARI S 
NETWORKS 

Quotation For: 
The Town Of Farragut 
Gary Palmer 

gpalmer{iltownoHarraaut.OfB 

18651966·7057 

Technical Account Manager 
A Technical Account Manager Is included with every service we deliver. Technical Account Managers, or TAMs for short, serve as high· 

level IT strategists and help you learn how to get the most out of your network. Where do you want technology in your organization to 

be In 5 years and how do you get there? The Technical Account Manager's role is to listen to your needs, partner with you to design a 
long-term technology strategy that will support your business goals and be an advocate for you within our company. 

Technical Account Manager Services (included in the services agreement) 

Regular Account and Services Review with status and inventory reports 

Infrastructure and Network Strategic Advice and Planning 

Sest Practice Recommendations 

Inquiries and escalations 

Does not Include: 
Consulting engagements 

Third party vendor management 

Procurement of products or services outside of Claris Networks 

legal or Regulatory Advisement 

Training 
Security or Incident Management 

Date Created: 

Date Expires: 

Term: 
(Iaris Representative: 

QTY Unit Price 

1 $0.00 

Technical Account Manager per month: 

End User Support QTY Unit Price 

12/2/2015 (Iaris Networks 

12/2/2015 
12/30/2015 
36 Months 

Chuck Spicka 

Ext Price 

$0.00 

$0.00 

Ext Price 

Pagelof7 



(farts End User Support is designed to give your staff the computer assistance it needs to do the lobs you pay them for. Proactive 

management, Including virus remediation and patch management help to keep issues to a minimum. When your users do have 
problems, our technicians will work with them remotely to get their issues resolved, or we'll send someone onsite if needed. A 

Technical Account Manager will meet with your executive or management staff at scheduled times to advise them on trends they're 

seeing in your technology environment and steps we can take together to ensure everything keeps working to Its maximum potential. 

Included: 
- IT support for users and user devices 

- Standard 12.5 Support (7am-7pm M ·F). Unlimited Help Desk access via email, phone, and portal 
- Virus Remediation, patch management and Inventory of user devices 

- Desktop remote control and shadowing for support 

End User Support, per user 

Infrastructure Care 
With Inf rastructure ( are, ( Iaris technicians wUl monitor, manage and support your network, storage, and server devices. 

Included: 

- Monitoring and alerting of devices 24.7 

- Device management and configuration 
- Maximize uptime and availability 

- Performance optimization 
- Device upgrades and patch management (firmware/OS) 

- Standard 12.5 Support (7am - 7pm M-F). Unlimited e.pert support for your devices. 

Network care, per device 
(Swllches. WAP. Controllers. Vlrtual Hosts) 

Wireless Access Point Care, per device 

Managed Firewall 

12/2/2015 Clarls Networks 

50 $79.99 $3,999.50 

End User Support per month: $3,999.50 

QTY Unit Price Ext Price 

5 $59.99 $299.95 

13 $49.99 $649.87 

Infrastructure Care per month: $949.82 

QTY Unit Price Ext Price 

Page2of7 



Firewall management is resource-intensive and requires a high level of expertise to prevent unauthorized access and maximize uptime 
and availability. Devkes must be provisioned, deployed, upgraded and patched to keep up with the latest threats. Security policies and 
configurations must be updated to ensure appropriate access controls are consistent with changing business environments. Network 
traffic must be monitored continuously to identify and respond to threats before damage is done. 

Claris Managed Firewall service provides the hardware, 24x7 firewall administration, log monitoring, and response to security and 
device health events. 

Included: 
- Install and Configuration: Device configuration, installation, maintenance, and repair. 
6 Configuration Management: Device configurations are backed up so changes are not lost if an outage occurs. 
- Change Management: Network moves, adds or changes are managed for you. 
- Hardware Replacement: We will replace the hardware if it should ever fall. 
- Security: Protection to block unwanted Internet traffic and unauthorized user access to your network. 
- 24x7x36S Monitoring and Alerting: We are constantly monitoring performance, availability and device health. 
- Standard 12xS Support (7am - 7pm M-F).Customer support maintains, troubleshoots, and protects your network. 

Standard Managed Firewall 
- Designed for locations with less than SO employees and up to SOMbps of WAN connectlvltv 

Access 

There are two fundamental elements your data; you need to be able to access it and it needs to be secure. The cloud access 
component facilitates Just that. Through cloud access we provide lP addresses and domain naming that allows you to reach the data 
and applications you've put in the cloud. We can also provide access via virtual private networking; either traditionally, or by the use of 
SSL VPNs. On top of all that we protect your data using the latest In multi-tier firewall and intrusion prevention system technologies to 
help make sure your data Is protected. 

Included at no charge: 
Multi-tiered Firewalls In the Cloud 
Intrusion Prevention System 
Cloud Network Infrastructure 
Two (2) public IPv4 Addresses 
Five (S) Site-to-Slte IPSEC VPN connections from the Cloud 
24x7x365 management and monitoring of cloud access components 
DNS Hosting 

Optional Components: 

12/2/2015 

10 Concurrent SSl VPN Users 
Redundant Cloud Internet BandWidth in 5 MB Increments 
1 SSl Certs (3 year) 

(Ill Is Netwofu 

2 $169.99 

Managed Flrewan per month: 

QTY 

1 

1 
2 
1 

Unit Price 

$0.00 

$99.99 
$99.99 
$24.99 

$339.98 

$339.98 

Ext PrIce 

$0.00 

$99.99 
$199.98 

$24.99 

P~8e30f7 



1 UCC Cert (3 year) 

Cloud 
Leverage the savings, scalability, security and resiliency of cloud technologies In the Clarls Cloud. We partner with Microsoft, VMware, 

Cisco, Dell and HP to deliver IT services to your business your way. Our comprehensive multi-tiered cloud infrastructure 15 built on a 
set of predefined services with flexible support levels designed to meet your needs. The (Iaris Cloud delivers a cost effective, scalable 
enterprise-class computing environment to run your business. 

Base Cloud Infrastrudure Components 
Includes: 
- 3 Servers - These servers are the starting point of your cloud environment. 
-1 i8 of storage - Disk space that can be used between all of the servers in your cloud environment 
- Basic web hosting with 1GB of storage 
- Nightly backups of the cloud server environment with a 7 day retention 

Cloud, Per User 
Support for services delivered from the Cloud 

(does not include desktop support) 

Includes: 
- Antivirus and patch management of cloud servers (Windows only) 

- Support, management, and administration of doud servers 
- Technical Account Manager with scheduled meetings 

Optional Components 

Database Servers 
Microsoft SOL Server Is a relational database management system whose primary function Is to store and retrieve data as requested 
by other software applications, be It those on the same server or those running on another computer across a network (including the 
Internet). There are different editions of Microsoft Sal Server aimed at different audiences and for different workloads. 

Microsoft SQL Server Std I Basic VM Config, per server (unlimited users' 

Email Servers 

Microsoft Exchange Server Is a collaborative enterprise server application that is the global standard for business email systems. 
Exchange server provides robust platform for email, calendaring. and unified messaging and Is closely aligned with the Microsoft Office 
wave of products, which together deliver a best-in-class messaging and collaboration solution. 

Microsoft Exchange Server VM(s' 
Microsoft Exchange, per user (customer must provide own copy of Outlook) 

Remote Desktop Services 

12/2/2015 Oarls NetwDlks 

1 

QTY 

1 

50 

1 

1 
50 

$44.99 

Access per month: 

Unit Price 

$699.99 

$49.99 

$399.99 

$99.99 
$4.99 

$44.99 

$369.95 

Ext Price 

$699.99 

$2,499.50 

$399.99 

$99.99 
$249.50 

Page4of7 



Remote Desktop Services (RDS) is an umbrella term for features of Mkrosoft Windows Server that allow users to remotely access 

graphical desktops and Windows applications. Remote Desktop Services applications and desktops can be accessed from a variety of 
client devices, operating systems, and form factors, as well as HTMl 5 browsers and Java clients. 

Microsoft Remote Desktop Server VM(s' 
Microsoft RDS, per user 

Microsoft alent Applications for use on RDS or Cltrl. Servers 
M icrosoft Office Standard, per user 

Backup Retention Schedule Upgrade 
Options to increase the number of days bac: kup sets of data in the cloud are retained 

28 Day Backup Retention 

Archiving Services 
A complete snapshot of your data and servers are archived to media and sent to you at various intervals. 

Monthly Archiving 

Storage Upgrades 
Additional storage for your cloud services 

100GB Primary Storage and Backup 

Hybrid Cloud Add-on 
Sometimes constraints with compliance, applications, or Infrastructure requires some applications to remains onsite. The Hybrid Cloud 

Add-on combines the Claris Cloud with local onsite cloud components and makes them work as one. 

local Host Standard · 4TB 
local Host High Performance · 4 TB 

OnslteVM 
- Includes backup, Windows license, monitoring, support, virtua llzatlon 

Offslte Backup/Replication Options 
Offsite Backup Copy, per protected VM 

Content Control 

12/2/2D15 Oaris Nl!tworks 

1 
50 

50 

1 

1 

10 

QTY 

1 
o 

2 

2 

$129.99 
$10.99 

$15.99 

$159.99 

$399.99 

$49.99 

Cloud per month: 

Unit Price 

$299.99 
$699.99 

$29.99 

$34.99 

Hybrid Cloud per month: 

QTY Unit Price 

$129.99 
$549.50 

$799.50 

$159.99 

$399.99 

$499.90 

$6,487.84 

Ext Price 

$299.99 
$0.00 

$59.98 

$69.98 

$429.95 

Ext Price 
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Email and Web browsing are the two most common infiltration points to a network. Protecting these points of entry is crucial to 
safeguarding your data. 

Clarls email protection delivers email security the way you want it. Going beyond anti-spam and malware protection we integrate data 
Joss prevention technology. content-based policy enforcement, and continuity services to ensure email access during server outages. 

Clarls· web protection protects users from malware. botnets and phishing. and allows you to enforce acceptable use policies regarding 
internet access. 

Email Protection· Spam, Virus and Content Management 
Core Protection Suite (Inbound, Outbound, Continuity), per user 
Email/Archive Bundle - Multi-year (in, out, continuity, archive), per user 

Web 

On premise content filtering and basic reporting, per user (Global Rules) 

EndPoInt Security 
Secure endpoint workstations, laptops" and servers with encryption and security measures. 

Desktop., laptops, and Removable Media 

Antivirus, per device 

50 $3.99 

50 $8.99 

50 $1.09 

Content Control per month: 

QTY Unit Price 

50 $1.19 

End Point Security per month: 

Total Monthly Fee - Before Tax: 

Discount: 
Total Monthly Fee - After Discount/Before Tax; 

Optional ACH Payment Discount: 

Total Monthly Fee with optional ACH Payment Discount - Before Tax: 

Minimum Usage Guarantee (MUG - minimum monthly amount for the contract term): 
Total Setup Fees - Before Tax (setup fees paid before work begins): 

Pre-Paid block of hours for various types IT support (8-5 M-F. excluding holidays) 

12/2/2015 (Iarls Networks 

$199.50 

$449.50 

$54.50 

$703.50 

Ext Price 

$59.50 

$59.50 

$13,340.04 

($5,450.17) 

$7,889.87 

($118.35) 

$7,771.52 

$5,917.40 

$7,889.87 
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Standard Block of Hours 
A cost effective IT support option for customers who prefer to pay (or IT Support Services when required or to address support issues 
not covered bV active agreements. This block covers basic support and troubleshooting. All support work is recorded to the minute 
and unused pre·pald hours will not expire. 

12/2/2015 

First Block of 5 Hours 
Block of 15 Hours 
Block of 25 Hours 
Block of 50 Hours 
Block of 75 Hours 
Block of 100 Hours 

(IMil Networks 

1 $0.00 $0.00 
0 $145 .00 $0.00 
0 $135.00 $0.00 
0 $125.00 $0.00 
0 $115.00 $0.00 
0 $105.00 $0.00 

Total Fee for Block of hours: $0.00 
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(g) VPN Connec1ions. Administration of site to site VPN connections beyond five (5) connections will be billed to the Block of Hours. Customer may 
purchase VPN support if necessary. 

CLARIS NETWORKS, LLC 
SERVICE LEVEL AGREEMENT 

I. General Requirements. The Service Level Agreement("SLA") shall apply to the Services selected on the Proposal; provided, however, this SLA shall not 
apply to (a) Consulting Services, (b) Block of Support Hours, and (c) Standalone SpamSoap and Antivirus Management Services, whether or not such Services are 
set forth on the Proposal. This SLA defines the commitment for acknowledgement and resolution of technical issues based on the Support Option chosen on the 
Proposal. Claris reserves the right to amend the SLA at any time. 

2. No1ification of Events. The following shall apply to all Claris Services under this SLA: 
• Automatic critical alerts will notifY Claris during normal operating hours. 
• Inbound support calls, emails or portal requests will notifY Claris during nonnal operating hours. 
• Response times vary according to type of event and severity. Please see schedules for each level of severity. 

3. Hours. Nonnal operating hours arc 7 a.m. to 7 p.m. EST, Monday through Friday, excluding holidays. 
4. Software Updates and Maintenance. In the nonnal course of operations, updates and changes must be made to the Claris infrastructure for the purposes of 

growth, capacity planning, perfonnance and security. As a result, some updates will cause a temporary interruption in Services. Claris shall give commercially 
reasonable efforts to infonn the Customer in advance in these situations. Nonnal maintenance windows are scheduled for every Saturday night starting at 11:00 
p.m. EST and ending at 6:00 a.m. EST. In certain emergency situations the maintenance window may be moved up to another day at the sole discretion ofClaris. 

5. Patch Management Schedule. Patch management for all mainstream supported versions of Microsoft Software supported by Claris will be performed on a 
pre-detennined schedule by Claris. Customer will have the option to decline patches to certain or all systems. C1aris may not provide patch management support 
for any software outside of the supported Microsoft products supported or provided in Service(s). 

6. Availability. Claris's availability goal for Virtual Server and the Cloud is 99.99% uptime and is measured in a 365 day/year calendar, excluding 
maintenance windows, whether scheduled or emergency. C1aris docs not have an availability goal for any Services other than the Services mentioned in the 
preceding sentence. 

7. Service Level Credits. If during the course of providing the Service(s), Claris fails to meet the Support Level Requirements identified in the chart below 
more than three (3) times in a six (6) month period ("Service Level Default") Claris shall credit the Customer an equivalent of one (I) day's fees for the Service(s) 
for each failure within such six (6) month period ("Service Level Credits") up to a maximum of one (I) month of fees. The provision of Service Level Credits 
under this SLA shall be Customer's sole and exclusive remedy with respect to the failure by Claris to meet its obligations under this SLA. Claris shall calculate 
any amount that Customer is entitled to receive as Service Level Credits upon no1ice by Customer of a Service Level Default. Claris shall credit all Service Level 
Credits towards the next invoice for the Services. "Support Level Requirements" means the response time requirements on the chart below or the uptime 
requirements specified in Section 6 of this SLA. A Service Level Default is not a breach of this Agreement. 

8. Support Service Level. Claris shall provide maintenance and support services and shall respond to service requests and correct failures in accordance with 
the chosen support option, Business Standard or Business Extended, listed on the Proposal and severity level reasonably assigned by Claris. Project, consulting or 
other Block of Hours services are not part of the Service Level Agreement. The schedule for support is as follows: 

CLARIS 
N~TWOAK:II 
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Priority 3 - Normal 

Priority 4 - Low 

CLARI S 
NETWORKS 
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7am Co 
-IS min response 
-1 hr remote support 
7pm 10 7am EST - after hours 
-No SLA services 

-30 min response 
-I hr remote support 
7pm 10 7am EST - arter hours 
-No SLA services 

to 7pm EST -
-2 hr response 
-4 hr remote support 
7pm 10 70m EST - arter hours 
-No SLA services 

70m 10 7pm EST - business hours 
-same day response if received by 5pm 
-next day remote support 
7pm 10 70m EST - orter hours 
-No SLA services 

10 7pm EST - bu"lne .. 
alS min response 
-I hr remote support 
7pm 10 7am EST - after hours 
-30 min response 
- I hr remote support 

107pm hours 
-30 min response 
-I hr remote support 
7pm 10 7am EST - orter hours 
-30 min response 
-2 hr remote support 

-2 hr response 
-4 hr remote support 
7pm to 70m EST - ofler hours 
aNo SLA services 

7am 10 7pm EST - buslne .. hours 
-same day response ifreceived by 5pm 
-nc.t day remote support 
7pm 10 70m EST - oft.r hours 
aNa SLA services 

This document and Its contrnts art confidential. 

7pm 10 7am EST - after hours 
-No SLA services 

70m 10 7pm EST - business hours 
-8est EfTort 

7pm to 70m EST - after hours 
-No SLA services 

-No SLA services 

7pm 10 70m EST - arter hours 
-No SLA services 

7omlo 
-No SLA services 

7pm 10 70m EST - arter hours 
-No SLA services 
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Fax: 865.251.5548 
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Priority 3 - Normal 

Priority 4 - Low 

High 
Major business processes are slopped 

business processes arc stopped 

Business is degraded. bUI there is a 
reasonable workaround 

Low 
More of an irritation or inconvenience 
than D work sloppage 

Low 
More of an irritation or inconvenience 
than a work stoppage 

High 
Entire organization is affected 

Impact is limited to departments, a group 
of users or a single user for whom the 
service is critical to pcrfonningjob 
duties. 

Impact is limited to departments, a group 
or users or a single user for whom the 
service is critical to pcrformingjob 
duties. 

High/Medium 
Entire organization or groups of users 
arc impacted 

Low 
One user or a small group of users is 
afTected 

Pholle .tystem [ailllre,' email server 
down; EMRlERP /ille of bllsilless 
applicutiOlr system IIIJUl'uilublc. 

remote users 
pirone .t),slem dOWIJ for the Sa/e." 

Depanmelll; medical c/aimjilillg clerk 
callnot print. 

comp"ter 
dail),; Ollilook is "lUlling slow for Iwo 
users: ullable 10 Qt'cess wcbsilCS ,hal are 
tlsed for business: backup restore 
request. 

One "eh,'ork p"inter offline; wireless 
access drops at one spot: slow imel'llet 
,Iownload speed. Requests for mOl!(!S, 

adds. and changes mo." also be 
considered tiS II parI of this elltegor),. 

Standarcl reqllests for .'fen'ice SlIch as tile 
setllp of a new IIser, reqllest for a lIew 
computer, a reqllest Ihat ,'m, be 
addressed the ne:'(llime someone is 
onsite, etc. GeJlel'al(v low priority issues 
tire not affecting sen·i(.·c in any way ami 
tire ha.'fic level reque.'fls. 

By signing you acknowledge thot you have read, accepted and agree to be bound by the terms and conditions of this Services Proposal, Agreement ond SLA. 

CLARI S 
NETWORKS 
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ATTACHMENT C 

SECTION I 

CLAIUS NETWORKS, LLC 
SUPPLEMENTAL TERMS TO RESPONSE TO BEQUEST FOR PROPOSAL 

Clans shan provide the service or services (the "SeJ'Vkes") listed on Atmchment B and Attachment C, of which 
tJUs supplement Js a part, iUbject t() the terms and condltions of this Supplemental Terms. These Supplemcnf41 Terms DO 
NOT biild Customer to my services not ~ntaincd in Attachment B and heretofore deson'bod in At!8Chment C. 

This document contains the foUowiDg Articles: I Cferms and Co.ndJtfoos)j n (General 8eryloe Reqyjmnents and 
Restrictions); m (Service Remictjpns fur Secureeloud)j IV (Setyice Rqtrfcifons for SecureDam); VI (Soryice Restrictions 
for SccuteColJII6()tlSecumEd&e); vn (Swyiqe Restri&fJODS for Secu@Host/SecuroASP); vru (Service Restrictions fot' 
SecUJeMes.sm); aDd IX i'S!IDl1eo Lovel A1lI'eement) • 

.A,.tlde 1 ani II apply to all Servicea J1II'chasfJd OJ' Crmomer from Ciat'is. Art(cles 1lI through IX 6haf1 apply as 
applloable bQled on the SIITVicu tmtI optiolll selected b.Y the CtlStomer and sellor,th tn .Attachment B and A/(achm~d C. 

Ar1ide 1: TerJJII lad Colldltions 

1. General Smico Restrictions Certain Services shall be provided through the use of third l'arty ~oftwa.ro and such 
Secvices shall bo IlUbJoot to the specifications and to the Uinftations of lhat software and additional restrictions set foJth in 
1hls Agreement TheJc would bwla.do: 

a. Antivirus software 
b. Backup iIoftwaro 
c. Rc~ access software 
d. Mi~ft server. data~ productivity software otc 

2, Payment. [IntcD1ioDal.ly deletod.] See §§ 2 rmd 5 of Infonnotlon Technology Services Agreem.ent for payment 
~. , 

3. Renewal and Tennigation. EI1fier party may tennina.to this Agreement without cause upon glvlng the other party 
OlIO hWldred eighl.)' (180) days advance notice of the inmnt to tcrminab;,. Claris may terminate this Agreement immediately 
jf. (II) Customer sball not pay when due lIllY sum owed here~der, and fails to cure such non~ wi~ thirty (30) 
days of receipt of Coufnlctor's written notiu of breach, or (b) Custome: shall become insolvent or shall make 8.Q 

ossignment felf the benefit of its creditor! or there shall be filed by or against Customer any bankruptcy, receivenhfp, 
reorganization, or other like pwceeding 1Ulder any present or mtu:rc debtor rollof law. Any tennination of thls Agreement 
shall be in addition to, and not in lieu o( any other rights or remedies available to any party at law or in equity, and aU such 
rights and remedies shall be cumulative. Customer may terminate this Agreement if Claris mawia1ly breuhas this 
Agreement and fails to cure sueh breach within thlrty (30) day, of receipt of Cuslomer's writtlm. notice of breach. 
Customer shall mnafn liable for unpaid balances for ServiCClll provided prior to tennination or expiration ofthls Agreement 
as applicable 88 well as service tennfnalian penalties ClNivalent to the balance of the remaining term for the applJcable 
Services. 

4. D!sclair!lezo ofW"!T8!lties. [Inten..tiOlla!!y de!eted.] 
S. Confidentiality. For the purposes of this Agreement, ~Confiden1iat InforttJatioa" means any software, 

docwnenr.ation, and BDY information that the party disclosing the information (the ''Dlselo.er'') ooospicuousiy marks as 
··confidential." Confidential Information does not Include infonnation which: (a) is already known by ~ivcr at time of 
disclosure, (b) Is or becomes, through no act or fault ofRoceiver. publicly known. (c) is received by Receiver from a third 
party not known ro be a restriction on disclosure or lISe, Cd) is independeD~ developed by Receiver without reference to 
Disoloser's Confidential Infurmadon, or (e) is required to be disolosed by a court or governmental agency, but only to the 
extent ne~ to comply with Ncb requirement, provided that (i) Receiver ahalJ proVide prompt DOtice of such 
requiJ:cJnellt to the Dll01oser, jf aUo..yed by Jaw, so tho Discloser may seek an appropriate protectivo order or otblll' 
appropriate remedy and (iJ) Receiver ahaU maintain the confidentiality of the lnfonnation affected by suclJ requirement to 
tho greatest extent possible. Receiver shall hold tho Discloser's Confidential fnfonnatlon I.n Sfrict confidence and shall not 
disclose OiscLoser's Confidential Infonnation fo third patties nor usc Discloser's Confidential Iilfonnation fOT any purpose 
other than a& permlltOd by this Agreement. Upon tho OJqliratioo or termination of tbb Aucemont, the parties shalJ 
imotediatelyrctum to each other or destroy aU materials and,a/J Confidential Iilformation belo!lgingto the other party. 

6. Limitation of Liabilitv. In no event shan CJarjs' officers, directors, employees, or representatives be liable to 
Client or any other party for any special, Indirect, reliance, incidental or conscqucnti8I damages of any kind, lost profits, 

C(w§ 
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ATTACHMENT C 

lost revenue, lost or damaged data, loss of CODDe:ctiVity to tile Internet, business inten'Up!:l.ons. or loss of goodwill, whether 
wing in contract, tort (Including negligence) or otherwfse even if CJarls has been notified of the likelihood of such 
damages oecrurring. Claris' maximum. llabillty to Client for lilt)' cause whatsOeVCl', regardless of the form of action, 
including, without Umitation, whether in contraot, tort or negligence. shall ill no event exceed $50,000. The forogoiDg 
Umltation of liability shall be on a cumulative basis and not per incident, but does not include Claris' indemnification 
obl.igatioos under paragraph S below, 

7. No AulgDDlOllt. See § 14(a) ofInfoJlll8t1on Technology Services Agreemellt. 
8. Cndcmnification. Buh ofthc parties hereto shall have the obliglltion and right to defend any claim, actioD, suit or 

proceeding brought against the othor party (the "lademuifRd Party") so far 115 it is based on a olalm that any services 
supplied by the first: party (the "IndelbJlif'yfog Party") under Ihls .Agreomont infiinges a lhird party United SIBtea copyright 
or patent ("IPR") (such clainJ, action, suit or proceeding, an «xPR ClaJm"). The lndenmlfYing Party shaU indemoify the 
Indemnified Party against any final Judgment entel'ed in respeGt of such an IPR CI4im by 8 cOlJrt of compcrentjurisdiatloll 
and against any aettlemonts arising out ofsuch IPR Claim.. The Indemnifyiog Party's obligation to defend or indemnify the 
IPR Claim is conditional upon: (8) the Indemnified Party notifyiog the !ndomnifYiDg party promptly in writing of the IPR 
Claim or threat thereof; (b) the Indemnified Party giving tho Indomnifying Party full and exclusive authority fQr the conduct 
of (he defense and settlement of the IPR Claim and 80y IUbieqUCllt appeal; and (0) the Indemnified PIII't)' giving the 
lnde.lllDifYing party aU infonnation and lISSistance reaJlOnably requested by the IndeJIllllfYiog Party in COllDecUon with the 
conduct of the debase and settlement of the IP.R Claim and any subsequent appeal. nus SECTION STATES THE 
ENTIRE OBLIGATION OF THE INPBMNlFYING PARTY, AND TIiB EXCLUSIVE REMEDY OF THE 
INDEMNIFIED PARTY, IN RBSPBCT OF ANY INFRINGEMENT OR ALLEGED INFRINGEMENT OF ANY 
INTELLBCTUAL PROPERTY RIGHTS OR PROPRIETARY RIGHI'S BY THE INDB.MNIPYING PARTY. TInS 
INDEMNITY OBLIGATION OF THB INDEMNIFYING PARTY, AND RBMBDY ARB GIVBN TO THE 
lNDEMNIFDID PARTY SOLELY FOR ITS BHNEFIT AND IN LIEU OF, AND THB INDBMNlFYINO PARlY 
DISCLAIMS. ALL EXPRESS OR IMPLIED, WRITIEN OR UNWRlTfEN WARRANTIEs, CONDrrrONS AND 
OTHER TERMS OF NON~INFRINGBMENT WIlli RESPBCT 1'0 ANY PROPERTY OF THE INDEMNIFYING 
PARTY. 

9. Force Maieure. Except with teapect to payment obligations, Doilher party shall be in defiullt by reason of IUIY 
failure in.Performance ofth.iB Agreement if Buch failure arises, directly or indirectly. olft of causes reasonably beyond the 
direct control or foreseeability of such party. includiag but not UmIted to, so18 of God or of the publio enemy, terrorism, 
haeJring or denial of service events, U.S. or foreign govemn:um.taI acts in either a sovereign ot conrracwaI capacity, labor, 
fire, flood, epidemic, restrictions, strikes, and/or freight embargoes. If any force majeure eveut(s) l'C.sulb In a delay in 
Claris' performaoce of more than ten (10) business days, Clarjs maylmmedimlytermibatoth1s Agreement. 

10. Eaulfablo,Remedie:;;. (Intentionally deleted) 
II. No Waiyor: ScyorabiIj.ty: Headings. Atty &i1ure by either party to detect, protest, or l'OIDedy BUy breach of this 

Agreement shall not coDBtitute a waiver or impairmont of 1lIIY suoh term or condition, or the right of such party at any time 
to avail itself of such romedi08 as it may have for any breach or broaches of suM term or condition. If any provision hereof 
is declared invalid by a court of competent jurisdiction, such provision sba1l be ineffective -only to the extent of IUch 
illV8l1dilY~ so that the remainder of that provision and all remaining provisioDS of this Agreement wiU COJItinuc in full force 
and offect. Headings used in this Agreement are for convenience only and shall DOt be considered in construing or 
intcrprcting this Agreement. 

]2. Notices. See § 13 of the Infom:urtio.o T~bl\(lrogy ServiQ(,-l! A~.!Mnt, 
13. Govemillg LawlYcmuelEnforcemeot. This Agreement sball be governed by. and coDStrued IUId intuproted 1.0 

accordance With, the Jaws of tile statz, of Tonoessee, United States of America without giving eft'eot to its con:Oict of laws. 
Any and all claims arising from this Agreemlll!t shaU be brought ellher in the state and federaI courts of Tennessee located 
in Knox County. Both parties io this Agreement consent to the jurisdiction of such courts. The prevailing party fn any 
litigation related to this Agreement shall be entitled to recover tom thel non-prevalling party all reasonablo attomeys' &es 
Bod com in connection with enforcing P1rJ provision oflhis Agreement 

14. Miscellaneous. [Intentionally deleted.] 

Article II: General Service Reqllirements and Restrictions 

1. Pre-instaIlation AsSOIISMcnt, [IntentionaUy deJeted.] 
2. Additions to SCryices. Customer may expand or contract tile U80 of Services. The Minimum Usage Guarantee 

("MUG") defines the lower limit of monthly cltarges. Clarls '!Yill audit use of Services at leasl quarterly and IUljl15t billing 
for any md aU ltelllS as needed without additional coll8ent of Customer. Claris will consider the addition; sllbtl'a.ction of 
users, licenses, software, disk space or any other services Ii chango md acljust the bill on a prorated basls as n.eeded. Any 
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A1TACIiMBNT C 

usC[' that is activo at any point daring 8 given month sball be CODBidered an active user fur that month. 
3. Site Infiptructurc RequUmneots Md RcsfrictiOlls. Customrr must provide a physical location to pJaco equipment 

which must include either a minimum 36" swing mount rack or 8 sheet of 4' x 4' plywood mounmd OD the wall Customer 
must also provide, or Claris can provide for a fixod prico. 8 minimum 100MB Z4 Port managed. network switch. The 
equipment room mllSt be adoqua~ly roofed, provide adequate and clean power, and bo lo~ Inside of the physical 
prmnJS6S of CustolJl.Clil"s sito. Laptops and desktop computers must meet the following minimum requirements. If any of 
these requirements are not met. Claris rom'VOS the right to charge Customer hourly fur any ScMces perfonned In 
conjunction with cadl computer and end user. 

• Intel Daal Cote Prooessor or newer 
• 2GBofRAM 
• 60GB Hard Drive 
• Cum:rtt WIIlTBIlty witILM~r 
• CUlTentMicrosoftW!ndow8 OporatlDg Systoma 

4. Core Network Syp,port. In additi.OD to supporting the Town's core networlr:, this agreement lnchados support 
faoililatioll fur any IIpprovedJrd party applications sud! as AeucOlp, .Arcgis, lncodc, Laser Picbe, and Report Writer 
Doaigncr so long as these applicatiollS have 8 valid WBD'Iulty with file software manufacturer. Facilltatfon means Claria will 
work remotoJy with the so~ manuiact&aer to fiK:ilitate IU;cess to the IJl8Chine or systems and assist as needed and where 
feasible with a resolution. Core Network Support DOES NOT include end user training, instruction or atltuaJ application 
support such as how an. applicatfon functiona, behaves and Mould wort. . 

j. Unlimited Remote or On§tle End-User DesktoP ' Support. II Customer chooses llIillmitcd end-user support, aU 
onsite 01' remou; support and set Up of now PC's .,ball be included in tho moIJtbly fee, except for: (8) application specific 
support, (b) changes to ph)'SioaIlocations (i.e. offi~ moves, adding facilities, etc.), (c) circ1lJllStallces that require CIaris to 
.make lignfficant moves, adds or changes to CORI infrastructure components, such as whero Customer moves Jts oftlces or 
requires a wholesale reJocation of usee stations. (d) accelerated sUVport win always be addressed via remote suppon, onsite 
support may be provided after remote support has been aawfied, and (e) desktop support shall be fucused on. COR 

applications that support business functions only. 
6. Restr.ictioRS on PrivJm. Claris can support HP, Dell and Lexmark Laser printers ONLY. In all cases Customer 

MUST haVCl an active IIDIi valid warranty wIth tbe manufaoturer, and preferably a service oontraot with a local printer 
service vendor. Customer bas printers numbering __ that CiarJJ cannot support. 

7. Connectiyity Requirements and R.estrictions, Customer meets COJUlectivity rcquiremo.nts ofClaris' inmIstructure, 
8. Site Maogger & Antlyfrus ResWgtjoQS. Claris provides a 3rd plll1y mauagetneat agent and Anti-Virus solution as 

part of SecureCare and SecmeCloud. Clacis does not guarantee the 800lraCY of the solution nor does Clads guaranteo that 
Customer will be free from a virus. spyware, matware or otfter secwJty brea.chcs; No other IIIltl~vinJs, anti-spyware or ami­
malware software may be loaded. Doing so will result in additional services and fees to eradicate and reiosfal1. Current 
Microsoft Windows patch managemont will be performCld by C'arl$ on a pre-detennJnod schedule. CJaris does not 
guaranloe that any and every paWb. will improve the syslem indIor be free from ttlChnic:al problems. Any services ~ 
to restore sorvlces duo to a failur& related to a. third party application wiD be biUed at BI8ndard hourly rates. CUstomer has 
estabHshed connectMty to Claris fntiasauclUre. 

9. BxciumM E!paiJ RestrictiQlll!· Bxohange users are initially restricted to 2GB mailbox limits and SOMB email size 
1rans~ts. Customers may ONLY uCiJize, and Ciaris only supports, OUtlook 2007 and higher, Entourage (mllY have limited 
fUnctioJlAlity) or Webme.!l W .... .P snd POP3 are not. Sl.!pport..ed protxx:o!e. W"tndow! mohlle sync Is ayaJlsblc as part of th~ 
solution. RCSOIII'Oh m Motion (''RIM'') Blackberry Enterprise 8elVlc,es are not included and requiro additiona1~. CIaris' 
SpamSoap antl-.,pam solution is included and will provide anti-spam teclmology. SpamSoap conlinufty and dlwter 
rooovery for email oan be added for an additional fee. Backups ofClaris' Exohango services are designed to protect 8gainst 
complete server faiJuro and should not- be expected to restore or recover individual e.mails, contacts. wks, calendar etc. 
(please note: All users of non-dedioated ho~ Microsoft Exchange will be required to authenticate with Microsoft 
Exchange when opening Microsoft Outlook. Clads recommends that any Customers with more than one-hundrcd 
employees or that utilize pJug-ins to Microsoft Bxchange consider upgrading to a dedicated Microsoft Bxchange 
environment) 

10. RIM Blackberry Bnlerprise Server Restrktions. [Intentionally deleted.1 
II. Definjtion of Users. For the pwposes of defining the number of users, Claris uses the greater of the users andlor 

ac1Ua1 computers supported. By example, jf there are 25 computers but 3S users, Clatis uses !be number of users not 
computors. 

12. Backyp. R.eslore and Disasler Recoyory R,cstrictlons. Managed Data Backups and IT Conlinuity include daJIy 
backups of Customer dala provided under SecureCloud. Any backups of on premise Customer owned systems are outside 
the scope of Clads' Services and are the sole responsibility of the Customer and elaris discl.aims lIllY and all Liabmty 
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ATfACHMBNT C 

regarding the backups of Customer owned servers. 
13. Backup Retention. A1; noted on the Quote, eIaris will provide Ibi.rty (30) days of backup Je!eo.tion for $399.99 

per mooth. If this is cancolled, ihon seven (7) days backup retention is . provided for the basic monthly fee. Unlf)SS 
otherwise sta1ed heroin, Clads provides seven (7) days of backup retention per Customer. This includes no lUore than one 
(1) full backup and six (6) incremenlal backups. Customer may purchase additional retention of data of: sixty (60) day 
retention. 

14. Storage Management. Storage provided via SecuceCloud lit Clvis' data center is pooled IIMOSS the serve.r6 
provJded. 'Ibc finaJ delcr:m.ln.ation of stor~o per ServCT is done through the pre-installation assessment. Existing storage 
may be re-aJlooated aoross existing systems 88 needed no more than four (4) times per year. Storage fot Claris provided 
onsite servers will vary based on the role of said server. Claris does not guarantee provisioned storage of onsite servers will 
be adequate for every (;UStomer's growth needs. CUstomer may incur additional charges If storage requirements outpace 
storage provided in onsite hardware. \ 

15. Onsite Server Bcatrictions. The primary onsite server provided to Customer is only for Microsoft Windows 
services and file sharing. NO 3rd party applications may be instaUed o~ this server unless approved by Clarls, at C!aris' sale 
dtsoredou. It is recommended that all 3rd Party applications be deployed on an additional Oosite Standard Solver or Ouslte 
Specialized Appliance Server. Should Customer require an ADDmONAL Onsite Standard Server or Specialized 
Appliance Server, Customer may be required to pUIChasc OFFSlTE backups via SecureData, which will also Ix! subj~t to 
aadiliooaJ fees. Claris Jesecvea the right to decline any oof\waR applkation proposed to run on any system, including tho 
Oll8ito systems. 

16. Additional Onsite Standard. OF SpocjaJized Server Roslrictions. All onslle-SeIVers provided by Clads to Customer 
aro subjoet to 3rd party warranty. Any 3rd party server provided oostle to Customer must be kept in a ServCT room with 
adequate temperature control (between S9 and 72 degrees Fahrenheit) and power. Clads reserves tho right to charge 
CUs1om.er additional setvic:e foes for direct damages to Cleris provided hardware and software if the minimum cooling 
reqalrements IlfCI not m«. AIl Additional Onsite Standard and Specialized Servers must be baclced up utilizing ~rcData 
Otfsite, 

Article ill: Serviee Restrldiolll for SecureCloud 

1. Service l&ve1 Agreement Rostrtc:tions. All onsite servers deployed as a part of SecureC10ud aro not subjC4lt to 
Service Lo~Is. 

2. Mjerosoft Licensing OVoryiew and Rerated Restrigtions. For aU MicrosoftLiceosin, restriotions please refilnlnce: 
http://WWW.mic:rosoft.comtlicetlSingfspurlproducts.aspK. CUstomer shaU have access to the latest version of iny Microsoft 
IiceD!liug provided under this Agreement Claris shall not be rC5pom[bjc for Customer's misuse of any Micro!oft product 
or license. Customer's misuse or misrepresentation of Clads' licensing shall be ~ breach of tIli.s Agroeme.ut. MiBu3c or 
misrepn:sentation may include but is not limited to: (a) installing CJaris' provided licellSiDg to equipment not COVl;red under 
SecureCloud, (b) misrepresenting or not n:porting additional users or Cusfomer personnc~ or (c) contractor or partner 
installing licensing Jcoys wi610ut written c:onsetlt ofClaris. 

3. IernrlnaJ SerIIw Restricti0ll8. Although tbJs section dots not apply to this contract, a Microsoft Termin.aJ Server 
("Terminal Server") may be proYided subject to the following restriction: Microsoft Office, Micro!oft Projcctand 
Microsoft: Visio liCMSlng is only for tho Torminal Server. Any 3rd party software applioatiollS DJust be approved by Claris 
and mllBt have a VAlid 8.Ild active support contract with the manutilcturer. elar/s wlll only RQpport HP Laser PriD/flrs via 
terminal sarvices and highly teeOIlI1Dends the installation of TriCerat's Screwdrivers solution for Teqnioa.l Server prlntiIlg 
(http://www.ttioemt.com/screwdrlvers). PDF printing from within terminal services will be. handled by the Microsoft 
Office applicatioo'. native PDF print drIve. If the particular application does not lrupport PDF creation natively, Customer 
is responsibJe for purciwing Adobo PDF Creator for each user on the Terminal Server. 

4. SSL Cortiflcates. Site to Sito ¥'trtwJI Private Network and SSL-vPN Remote Access RMtrictions. Clads provide8 
rour (4) SSL ceJtificates as a part of SecureCloud. These are to be used only for: Microsoft Outlook Web Access and 
Microsoft Exchange Windows Sync for Windows mobile phones, RPC over H1TPS for OuUook to Bxcbange, Encrypted 
TetmlnaJ services access in !S200S, and for the SS['" VPN appliance. Additional certificates are available as needed for a 
fiat fee. SSL-VPN remote access provides customers with a cllentless means of connecting to tile network. This Is initially 
limited (0 ten (10) concunent users and is integrated with lb.c Windows domain. Layea VPN IIlld direct tenninal services 
access atO the only two components provided in this solution. Site to Site VPN co.nfiguration and support is inoluded iII !be 
setup of SecuroCloud but Is llinfted to (2) hours. The SSL Certificates provided by Clads are lruffioienl for the needs of 
Customer. 

5. Sntcm Pc:rformanco Re.striqtions. SooureCloud is dcnvered as II 'best effort' service. Claris sbaU review system 
performanoo 10 determine the neoessary resources. In the event that the systems in quostion need additionalrosources, 
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ATI'ACHMENT C 

Clads shall increase resoW'CeS to reach adequate services levels. 
6. T.rayel and Expenses. [Intentionally deleted.] , 
7. AyallabUitY Goal. As provided in Article IX below, Clads availability golllis 99.9%, uptime and 1s measured In a 

365 day/year calendar. In tile OY'eIlt that SeoWl\Cloud should not meet Ibat uptime goal, please oonmot support and we will 
strive to resolve the issue. If the issue was due to Clads' error, Customer orodits s&all be remedied per tho tenDs of tho 
"Service Level Credits" section beJow~ Maintenance windows, both scheduled and emergency, are not incltlded in the 
avaUabllity goal and do not impact the remedlalion or serv1ce level agreement. 

8. AwhMng Service Remictions• Archiving Service.s are provided based on th~ schedule purdwed. Archived data 
shall be provided to Customer in a fbnnat recoverable to oommon virtual platfOnDS. All data shall bo written to CUatnmer 
provided hardware, incIudfng USll devices with adequate storage. Should CUstomer Dot provide adequato hardware, 
Customer recognizas that an:biving cannot be oompleted. 

9. P.Isclalmer. Claris may depend on any number oflhfrd party camers (AlT, Paetec, Verizon, alobal CrOSSing, and 
othen). Clarls does not CDBUl'O our maintenance wiudows and theirs lICe always congruent;. CJaris also cannot control force 
Jilajeuro eveDts. All such evenl3 8l'e exempt from C.IariB' servieo level obligations. In the event that Claris 08D file a. clailil 
with a third party and be compensated for these faIl1)re9, Claris wD.1 proportionally credit the ~ustomer for the downtime 
experience. Downtime may be defined .In several ways, but for tho pwposeB of Securecloud and speclficalIy these 
appUcable service levels, Clans defines downtime as when a Customer is unable to connect either to our core routec, our 
OOJ'e firewaU or to the Jntemet, and thI.s situation is due to a Mute by a Claris owned and manqed component. 

10. Upgrades to SeoW'eCloud Systems and Softwam. Alllicensmg pTOvided undar SecutecJoud a1JOW3 Custom,er to 
aocess the latost versions from Microsoft. Any eu.tomOl' ilIltiated upgrades in software provided undor SecureCloud shall 
be bUledat$150 porhour. 

Article IV: Servlco ReltrictJODS Cor SecureData 

1. Site IstiBstructure Regultcments and Restricdops for SecurePata. CustOlllCl' shaIJ provide Claris access 10 
Customer's servets so that Sec:ureData can be loaded aDd data conlainors c:a.n DO inspected for remote baclcup software to be 
properly setup. CUstoiner's servers must be running Microsoft Server 2003 or betW for SccureDat& Any other operating 
systems must be approved by Claris in writing. The server operating system should be patched ·and have anti-virus 
software installed. If any of these reqUiretI1ents are not met, C!ariB reserves the right to charge Customer hourly for any 
servlcos performed in ~ODjUDCtfon with each computer and end user. 

2. Holpdeak Support Restrictions for SecqreData. SecureDala support Is strictly remote support. Hardware support 
is limited to a C.lariI}'ilwnod equipment. BU!iness ~dard Support is included In SecureData for no additional fee. 

• BusinesS Standard Support. Support calls will automatically notify .OIB' Hclpdcsk during nonna! opcrating 
hours of7AM -7PM Bastcm Timo. Monday through. Friday excluding holidays. 
• Business Extended SYllport. Although this lovel of support docs not cwreutJ,y apply under thJs contract, under 
it support c:alIs will automatically notifY our Helpdesk during normal operating hours of 7AM - ?PM Eastem 
Time, Monday through Friday excludIng holidays. Outside> of normal bllSiness hours, weekonds and holidays 
Claris DlIlintains a support ~caladon procedure for notification and management. Support DOES NOT fnclude end 
user tratnln& instruction or actual application support such as how an application works, should be prepared or 
optimized fur baokups. 

3. Pm &staration Re!Jtric:tioru; far Soo'!reDm. S!l'!)~D!!!a r.,.stomtlo!! is. limited to the files, d!tliliu~ ruu! ather 
digital information that is a part of the (~Data·) covered under SocureData. Restoration will allow Custom.er access to the 
data to restore. The restoration process can be Initiated utilizing a web interface or caUing intq Claris' customer care. 
CIaris asSisted restOl1ldon ~ liDiited to one (1) tUne per month. Additional Claris assistod restoration wilJ bo bDIed holltly. 
Customer managed restoration is unlimited. Clarls will bill CUstomer houdy to copy data to a removable hard drivo 
provided by ClarIs should Customer request IICCC$S to more resources. This drive can be shi[l'ped or drivcm to Cuslomer 
premise. All costs Including, without Hmiiatfon, travel, time and materials associated with getting custwncr information to 
Customer's site is at the /lQIe expense of the Cuslomer. If Customer and Claris mueuaUy agree that a certain file. folder, 
database or any othBr portion of elootrollic qat&. needs to bo restored company om eject-to restore data for tho Customer by 
sovlu1l1 mrrthods including but not limited to electronic download, removable storage shipping or In-person delivery. 
Clads' reslorafion services are limited to providing the dala to Customer. Clads neither guarantees nor wammtfes the 
integrity of slid data but will make commercJally reasonable ctrol1s to store and provide said data to Customer. Clans will 
provide CODlmcrcially reasonable efforts to restore said data in i1s ootirety and in a timely manner. AnY hardware or 
services required to restore the data to Customer hardware is outsIde tho scope of 1his Agreement and will be billed at 
$991hour plus. the cost of the hardware. CJaris shall not b& liable for the integrity, restoration time, or restore process Qfthis 
data. Claris willllUlke commercially reasonable efforts to have thJs data 10 Customer within twenty-four (24) hours but 
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A ITACHMBNT C 

<:aIlDot guarantee this lime fiame. 
4. RepliCAtion and RA'iervation Restrictions. Replication and reservation services can be performed at a hardware 

andlor softwaIo level, depending upon th.cs Customer infrastructure. Only hardwu:e and software approved by tho Company 
shaJl be used to provido repllcation or l'C)SelVation services. It is th~ Company's sole discretion to determine if hardware and 
softwlll'C are fit for usc. All servers provided by Company are delivered in a passive, non-active stare. This means custotner 
shall not have access to the servers or atorag~ 'Ibis scmce is designed to be a disaster only service that shall be actlvated 
by the Customer in writing. All services required to move reservation servers to 811 active state shall be billed at $150 per 
hour. Any time or labor associated with moving, configuriDg and tzIsting the replication Or reservation services shall be 
billed at $150 por hour. 1M. goal for restoration dme In the event of a disaster Js 2448 hours and Is not guaranteed due to 
variod degrees of customer data storage s,izes, third party appliea1ion vendors and software UmitatioJIB and restrictions. 
Should Customer require a CQpy of replicated data Customer shall provide media 8Ild transportation to Company. 

S. Pwlye to Actlye Rcstrlations. CusfDmer will be billed monthly at $499 per server fOl: lIllY and all servers moved to 
an active ata(Us. Cuslomer acknowledges and ~es !bat the service level expcricucc in a disaster active status may be 
lower than they experience in their production environment. 

Article V: Selviee Restrictioas for SeeureColo 

[Intentionally Doloted,] 'Ibis service is not part ofthls contract 

Article VI: Senfce RC81rlctiolU to .. SecureCoDDcctlSecureEd,e 

SecureCODnect is Dot part oCtile lervices proyfded currently under thlJ oontraet. 

1. SecureConnectISureEdge Restrictions. Clans Installation and setup s.ervicos ONLY lnclude (a) the provisioning 
of1ho circuit by tho local c:arrior, (b) the provision, configJR1ion and delivery of tho network equipment (FirewaJJIRoutcr) 
onsitc and (c) the tennillatio.o of the equipment to the Customer LAN. Clads insfa1lalion and setup DOES ~OT molude 
any internal Custom(:l' network configuration servi.ccs including but not limitad to: ro~ting. VLAN's, WveJ1, oonta:l.t 
filtering; etc. Claris installation and setup does .n.ot include the configuration. or facHitatton of configurat[on, of non. 
managed site to site (LAN to LAN) VPN CO.l1lleotiODS 10 SocUteConnect 10cation of core firewall. The setup fee does 
include the configuration of the core firewall and/or ScourcConnoct firewall for the VPN but NOT the confJ8U1'lltion or 
coordination of a 3td party end. Any &ervices for commu.nica!ing, coordinating or configuring a 3rd party device will be 
charged an hourly ratt 0($150 per hour. 

2. SccurnConncctlSccureBdgc Access to Systems. SecureConnoctlSCClD'eEdgc is a managed $Crvice ADd solution 
that is delivered, managed and controlled by CIarls. Customers are not granted access to the eqoipment deployed onsite at 
Castomer locations or hosted centraJIy in Claris' dam ceoter(s) under any cirCl1lIlSt:aJlOOs All changes, moves, additions, 
questions and inquim must be directed through Clads and are managed by Clads service associates. 

Artlele VH: 8el'Yiee RestriC!tfoDII for See.ureHo.USecureASP 

1. Holpdesk Support. SecureHost docs not include heJpdosk support. Customer may purchase support ftom Clatis. 
Support sorvke8 outside offuis Agreement shall be billed at $150 per itOI«'. 

2. Microsoft Licegg Overview and blatcd Restrictions. For all Microsoft Liconslng restricdons please reference: 
hUp:llwww.microsoft.com/JicensinWspur/producls.aspx. Customer shall have access to Ibe latest version of IIllJI MIcrosoft 
JIceasing provided lDlder this Agreement. Claris shall not be roapon.sibJe for Customer's misuse of any Microsoft product 
or license. Customer's misuse or misrepl,'esentation of Clw' licensing shall be a breach of this Agreement. Misuse or 
misrcprosentatlOD.may include but is not limited to: (a) instalUng CJaris' provided licensing to equipment not coveted under 
Se.cureCloud, (b) tnimlpresenting or not reporting additional users or CUstomer personnel, or (e) contraotor or partner 
instaTling liceusiog keys without wrl«en consont of CJaris. 

3. Terminal Server IW1rlctions. A Microsoft Terminal Server C'Tenninal Server") may be provided subject to tlJe 
following res1riction: Microsoft Office, Microsoft Project and Microsoft Vislo Ucenslng is only for tho Terminal Server. 
Any 3rd party softwaro applications must be approved by Claris aud must have a valid and active suppoJ1 contract w.lth the 
manufacturer. CIaris will only 8Upport HP Laser Printers via termina.! services and highly recoJlUl1el1ds the installation of 
TriCorat's screWdrivers solution for Terminal Server printing (bUp:l/www.tr:icoratcomlscrewdtivers). PDP printing Uo:m 
within termina1 sorv.ices will be handfed by the Microsoft Office application's native PDF print drive. If the particular 
application does not support PDF crcatilln natively, Customer is rcaponsible for purchasing Adobe PDF Creator for each 
user on the Terminal Server. 
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4. ~SL Certificates. Site to Site Virtual Prlyate Network and SSL-yPN RenlOte Access RestrictIons. Clans may 
provide SSL eeJtjficatc(s) as a part of SecureJiost/Sccll1'OASP. These an: to be used only for. Microsoft Outlook Wcp 
Access and Microsoft &ohaoge Windows Sync for Windows mobile phones, RPC over HTTPS fur Oatlook to Exahange, 
Et10rypClxl Tcnni.na.I services aocess in T82oo8, and for the SSL·VPN appliance. Additional Certificates aro available as 
needed fO( a flat feo. SSL-VPN remote IICCOSS may be provided to oustomer as a cUentless means of coa.neOOng to the 
notwork Layet2 VPN and direct feaninaJ services access are the only two components proVided In this solution. Site to 
Site VPN configuration and support is included in the setup of SecureHost but is liinltcd to (2) hours. 

5. SJstc!n Pmfimnance RcstriQtions. SecnreHostlSecurcASP is dcliv~cd as a 'best Cltrori' service, Claria sbaU 
review system paformaoce to detDnnine the neoesSlU}' resources, In the event that thu systems in question nocd additional 
resources. Claris shall increase resolin:es to reach. adequate sc=rvices ~evels. 

6. AyaiJabOfty Goal. Clatis availability goal is 99.9% uptime and is measured in a 365 day/year oalendar. In the 
event that SecureHOsr/SecureASP should not meet that uptime goat. please coDtlwt support and we will strive to ~lve the 
issue. lftho issue was diio to Clilris' error, Customer credits shall be r<!medied per the terms of the "Service Level Credibi ' 

section below. Maintenance windows, both scheduled an~ emergency. are not included in the avaUablJity goal and do not 
impact tho remedtotioll or sorvi~ Jovol agroe~. 

7. ArchMng Seryice Restrictions.. Archiving Services are provided based on the schedule purchased. Arcbl.ved data 
.sh.aU be prov1ded,tQ Customer lQ a format~verab1e to common virtual pJatronnll, All datashaIl bo written to CUstomer 
providod hardware, includiD& USB devices with adequate storage. Should Customer not provide adoquato hardWlll"O, 
Customer recognJzoa chat. archiving cannot ~ completod. 

8. Dlsolalmgr. CW may depend OD. 8Ily ~umbe.r of third p~ carriers (AlT, Paete<:, Vcrizon, GlobaJ Cross.ing. and 
othem). Claris does not CllSUl'II our maintenance windows and theirs lItO always oongn.lent;. Claris also cannot control force 
nuUeuro events. All such events are OlCOIIlpt from Clatis' service level obligatIons. In the event that Claris can file a claim 
with 8 third party and be compensated for these failures, Clans will proportionally credit the CuStomer for the downtime 
elq)eri~. Downtime may be defined in several ways, but for the purposes of SooureHost/SeouroASP and spec11lcaUy 
these applicable sorvico levels, Clads dofiBcs downtime as when a Customer is unable to connect either to our coro router, 
our core fircwaJ1 or to the intomet, and this situation is due to 8 failUr<! by a Cfaris owned and nutnaged compoaeot. 

9. IlpBfld08 to SocureHostISequreASP Systems and Software. A1lliccnsing provided und,er 8ecurcHoatISecuroASP 
allows Customer to access the latest vmions from Microsoft. Ally Customer initiated upgrades in $ofiware provided under 
SccureHostlSecureASP shall be billed at $IS0 per hour. 

Artide VID: Service Re,strlctioaa for SecureMessa.ic 

1. Service Restrictions for SecurcMesgge. SecureMessagc is a hosted Microsoft Excha.uge and Microaoft Lync 
solution prov(ded by Clarls. /u II hosted ~ce certain specific restridiOllB may apply to the various Services, iIloludJDg: 

• JrutaJJatkm of 3rd party applications tbat integrate directly with the Microsoft Exchange server 
• Installation and use of &.x B6.l'Vers such as but not li.J:iJlted to: RightF1\:i4 FaxPrcss, OFI FaxMaker 
• Integration with BIackbeay or Goodlink Messaging Servers 
• ~Message requires Wcrosoft Windows xP Service Paclc2 or Higher Microsoft Operating System 
• SecUIeMessagc Requires Microsoft OutJooIaO07 or newer (or Bmail 
• SettJp fees DO NOT mrJude th~ 6e.fup of end ~,~ pmoll!ll r.t:'ml'utet5, Mim'o$oft Outlook !!!lfiwAJe or II!!}' 
other client rolated fiJ.nctiODS. 
• Claris will provide the Cuslomer with the installation media and instructions fo~ configuration a.od. setup. 
• Claris wID provide Installation, setup and cooflguration services for end user persona! computors, Microsoft 
OutJooJt software or other client related functions at an hourly rate of $150 per hour. 
• Any speciai coo1igumtions, migrations, data exporting or importing is not included but can be purchased at an 
bourlyrate of$lS0por hour. 

Article IX: Semu Level AgreeJllent 

1. The Service Level Agreement (HSLA") set forth in this Article IX shall apply to the Services set forth In 
Attachment B and AUliohmcnt C. 

2. This SLA defines the c()mnntment for acknowledgement and resolution ofteohnii::al issuOs based on the support 
service option chosen. 

3. Standard Options for Support SeMce!. The follOwing shall apply to aU Claris support services under this SLA: 
• Automatlc critical alerts wiUnotJfy opetatio.n.s during nonnal opemdng hours. 
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ATTACHMENT C 

Inbound support calls, emails or portal requests will automaticaUy notify operations during normal operating 
hours. 
• R.c3ponso time.! VBI)' accordiog to type of event and severity. Pleaso see schedules for eacb level of severity. 

Normal business hours of operQt!on from 7 a.m. to 7 p.m. EST. Monday through Friday, exolnding holida,ys. 
4. SUJ!oort Service Level Options. Claris provides two (2) levels of support service. The support level ChWCD on 

Altacbmcu.t C, Section C is Business Standard and shall detennm.e the response tUnes and support fufictions for eacb 
SeJVice Level severity Category listed below. 

• Business SI8Ddard SUoport. Business Standard Support includes the following; 
o 12x5 fechnical support, Monday through. Friday exoluding holidays 
o Standard SLA services, including IWknowledgement and resolution pIan agreements 

• Buairws Bxtepded Sml'ort. Business Bxteruied Support includes ihe following; 
a 24x.1 teclmical support 
o Critical 810m and inbound calls outside of normal business hours, weekends and holidays will be handled 

through our after..houni escalation procedures 
II NOTE: Email alerlin& inbound ClJIail and portal requests not supported outside ofnormaI business hours 
o Expanded SLA services, including acknowledgement and resolution plaa agreements 

5. Service Level Severity Categories. C1aris shal1 provide maintenance and support sezvices and shaH respond to 
service ~ests and correct failures in acoonfaoco wilh the uVerity level reasonably assigned by Claris as fonows: 

Duet'lption RiSb severity is ONLY when an entire organization is down, UDavaJ1abl.e or otherwise wahle to 
operate through this evant In this situation CJllris dedicates as many resources IlS possible to 
evaluatiog EUld resolving !he issue. High severity should only be used when an entire organizBtion's 
ability to conduct business is down due to services provided by or supported by Claris. 

Examples would be: PJlOne syslBm down, acoounting server down, email server down. E~RP 
Jine of bU6inc.ss app'lication system down. "Down" means that tile ENTIRE organization is lInable 
to utilizo theso services. 

• 1' 1 ' " \, , Id . " , : ," tlq' ~" '" 

.: " 

SLA 
Servica 

During Dormaf buslne .. bours: J)urlag normal business bours: 
• Thlrty (30) minute acknowledgement - • Thirty (30) minute ackoowledgemenl _ 

acknowledgiug, assigning tbe issue and acknowledging, ass/going tho issue and 
notifying Customer of suoh noti1Ying Customer of sucb ' 

• Ooe (1) Hour resolution plan - reviewing • One (1) Hour resolution plan - reviewing 
and accepting tile issue and notifying and acoepting the Issue and llOUfying 
Customer of resolution plan after Customer or resolution plan sfter 
acknowledgement aoknowledgement 

After Dormal business bours; no SLA 
servIces are available for BllBincss Standard 

Ar~r normal business hOQr$; 
• Thlrty (30) minute awowledgement -

aclmowledging, lIS8igning the issue IIIld 
notifying Customer ofsuoh 

• Two (2) Hour reso1ution plllll - reviewiDg 
and accepting Iile Issue and notifying 
CustDmer of . resolution plan after 
ackn()wledgement ' 

Description Nonnal severity issues are issues llIat lItO DOt affecting the entire organization or even one site, but 
in~d may affect one or two people. These are issues that ARE NOT creating downtime for Ibe 
end user or business. but are causing loss Qf overall productivity or constant fhlstration for the end 
user and the business .. Moves, adds and ch'lnl1:cs aro also considered to be J)an oftb.ls ca~got)'. 

Pase 80flO 
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AITACHMBNT C 

Examples would include: One individual's oomputer crashes daily, Outlook is running slow for two 
users, unable to 8CCC&S websitcs that arc used, for busines5. 

, I' ,P'I :. 'I' 'j. r II til I ,,', 

SLA 
ServlC4lB 

During o(lrtllRI busJoe.sll .. oun: 
• Two (2) hoW' acknowledgoment 

acknowledging and assigning iho Issue 

During norlllsi buslne.u bou,,~ 
- • Two (2) hoW' acknowledgemeJlt -

acknowledging aDd assignlng the Issue 
• Four (4) hour response - reviewing and • 

accepting the iSM and.uotitY/ng Customer 
Four (4) bour response - revIewing and 
tU1ct1pting the issue and ~oti1Ying CustQmer 

Arter Dormal busfaesr hours: DO SLA Is After normal buslDess hours no SLA Is 
available for Business Standard avaJlable (or Business Extended 

Description Low severity issues are standard reql.lCStS for service 6uch as the setup of a new user; request for a 
new computer. a request that c::an be acIdressed tbu Dext time someone is onsite. etc. Generally low 
priority issues are not afi'ectiog service in any way and are simple requests. 

! I , I ' " If '.11 :11 1, \ . 1, •• 

I 

SLA 
ServIces 

During normal busioesr Iloun: 
• Same day acknowledgement 

admowlodging and assigning the issue 

Durlng D'ormal buslaess bours: 
- • Same day aclcnowledgement 

aoknowledging and assigning tbe ,",sue 
Next day response - reviewing and 
acceptln~ the issue and notIfying Customer 

• Next day respoDSe - reviewing and • 
accepting the issue and notifying Customer 

After normal business b.oDrs no SLA Is Arttlr normal buslDess hours DO SLA is 
"v.Hable for Business Standard avalJable for BusIness ExteDded 

6. Software Updates and MainteoanC!l. In the normal course of operations, updates and changes must be made to the 
infraslrlJcture for the pwposes of growth. <:apacity plauning, perfurmance and security. As II result, some updates will cause 
a temporaty interruption in Services. Clarla shall give commcl'ciaUy reasonable efforts to infonn the Customer In advance 
in these situations. In addition, upgrades known to cause a device to reboot will be scheduled during a mlllnlenance 
window oufside ofnonnal bus.iness bours. Normal mainteoance windows arc scheduled for evCIy Saturday night ~ at 
11:00 p.rn. EST and e~ at 3:00 a.m. EST. . These are left o~ weekly. for emergency services. Two windows arc 
exercised m.onthly on the J and 3rd Sa&urday oftbe month. The 1 Satulday IS reserved for patch management procedures 
and the :lTd Saturda.y is reserved fot upgrades, installations, changes, and testing. Those windows are NOT utilized every 
month, but the expeoIati'on should remain that they will be. In cenain emergency situlltions tho maio.te11lUJ(;e window lilay 
be moved up to another day at the sole discretion of elaris. 

7. Patch MsnagetneDt Sahedg,le. Patch management for aU mainstream supported versions of Microsoft Software 
supported by Clarls wlll be performed on a pre-determined schedule by Claris. PatchC$ will be appUed NO oarlicr than two 
(2) weeks after release by Microsoft. Service Packs, Internet Explorer, SQL Senter and .NET updatos will include a pre­
notification to the CllStomer one (1) week prior to planned update. CUstomer wJll have the option. to "deolln.e" the patch to 
certain or all systems for theSl' items. Patches for these items wllI NOT be applied-earlier tllan one (1) monlh after release 
by Microsoft. Updates, Service Packs and Patches for Microsoft Office are ONLY eligible for Office 2003 and higher_ 
Updates 10 desktops will nonnaJly be done during business bours whlle servers and applicatioDs will be done after business 
hours. All personal computers will be set to autOrnaLicaUy reboot at 2:00AM BT after the Updates, service packs aodlor 
patches are applied. Any systems Dot on the Detwork or Dot connected in II timely fashion will be skipped a.od are not the 
responsibility of Claris. Please NOTE: 

• The initial updates will require that ail personal computers be lett on and available for at least one weekend, 
possibly two 10 complete. 
• Claris DOBS NOT provide patch management support for any software outside of the supported Microsoft 
products supported or provided in Servicc(s). 

CL~@§ 
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AliACHMENT C 

8. Service Level Credits. If during the course of providing the Servioo(s}, Clads fails to meet the Support Levol 
requirements liS defiued herein morc Chan three (3) times in a six (6) month period Claris shaIJ credit the Customer an 
equivalent of 0110 (1) day'a.ful for tho Service(a) for each faiIwe wilhiD such six (6) month period. The p~viBlon of 
Sezvice Level Creditl under th1s SLA shall be CuStomer's sole &Dd exclusive remedy with respect to the fiillllnl by Cl.ns to 
meet its obligatioll! under this SLA. Clads shall calcu1atO any amount thor Customel fa entitled to receive as Service LeveJ 
credits UpOfI notice by Customel of a service loyollkfilult. C~ shall credit an Service Level Ct\ldlts towards 1I1e next 
invoIce fot tho Services. 

9. DlsoJaimor. Claris may .pend 9n any number oftbird party carrl~ (All, Paofec~ Vcrizo.o. Global Croasing, and 
oth.ers). Clatis does not ellSl1re our m.ll.lntenance windows and theirs are always congruent. Claria also cannot conlroJ 
software p.roblems, bugs in software or force majeure evenlS. All such events are ex.empt trom CJarla' Oh1igatiOIlll under 
this SLA. In the event that Clads can rue a claim with a third piU1¥ and be COJIipeusated fur these &iI~, Claris will 
proportIonal1y c.tedit the cu.rtomer for the downtime experience. "Downtimc"'iJI defined under thIs SLA as when CUstomer 
is unable to access a CIa provided.andlor hOoSted service due to a fiillure by a C!aris owned Illld managed oomponent. 

CL~§ 
Copyrlsftt lC)12, CIarl$ Nelwolts, u.c 
PigS 100110 
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ATTACHMENT D 
 

 

The Town of Farragut 
Network Refresh, associated with Renewal 
January 19, 2016 
 
Estimate Background and Description 
This document is intended to estimate the labor and technical proficiency required to 
implement specific services.  This is a best effort, good faith estimate and shall not exceed 
$7,890.00.   
 

1. Project Scope 

In accordance with the submitted November 2015 Professional IT Services proposal, Claris 

Networks included a one‐time setup fee for The Town of Farragut to accomplish tasks 

associated with refreshing the network.  This work will include replacing firewalls, taking a deep 

dive into virtual server infrastructure to insure optimum performance (adding 2nd Terminal 

server and session broker), especially the local host which may need to be changed.  We will 

also walk through the monthly archiving rhythm, and consider and make changes as needed to 

Active Directory, GPO, File Structure and Printing.     

 

2. High‐Level Constraints (Scope) 

 Scope of Work: (high level tasks) 

o Project Management and Coordination 

o Deep Dive into local host, possible replacement 

o Review Virtual Server builds, Windows environment 

 Add additional Terminal Server and Session Broker 

 Replace Local Host as needed to accommodate change 

o Review and make changes to Active Directory 

 Group Policy and Permissions 

 AD structure 

o Replace Main Firewall and Public Works firewall 

o Replace UPS 

o Claris will do installation for the AP 

 

3. Estimated Cost of Labor: 

Project will be a fixed fee, as part of the renewal. 

 

  Fixed fee, as part of renewal agreement, $7,889.87 
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