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 Il, § 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



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



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)

13. Miscellaneous.

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.

G 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



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 Vietham Veterans Adjustment Act of 1974, Section 503
of the Rehabilitation Act of 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

B@MWQ"M I By: Dave SW

Printed ?CJP)A MG&/ jr, m Printed S —

Name: Name:

Title: mwor Title: EVP Commercial Sales
) i

Date: 5/7//G Date: 3/7/16




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
e Storage, maintenance and on demand recoverability of all public records® in accordance
with TCA §10-7-121°. 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
e 24/7 network monitoring and troubleshooting within a reasonable time frame to ensure
limited network downtime
e 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

! 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.

?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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SECTION B
BASIC SERVICES

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

PREFERRED CHARACTERISTICS SOUGHT:

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

e Ability to work in collaboration with Town personnel

e Ability to offer outstanding customer service which may include in-house office hours

e Ability to analyze, problem-solve, and provide short/long term solutions to meet our
e-government needs

e Ability to “deliver”

EXISTING TOWN IT INFRASTRUCTURE and SERVICES

s Stable network through a T1 Line

e Secure Cloud Platform

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

e 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, 1T8 local/500GB off-site storage
Meru Wireless Access Points in Town Hall and one off site Town Park

0@ 9 0.0 8 0



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:

DU ewN

10.

Redundant, secure, backed up, cloud-hosted solution; this includes monitoring and
maintenance with a minimum of 2 terabyte storage capacity; OR comparable alternative
Email Solution: Ability to backup and archive all emails

Seamless integration and cooperation with our current website host

Remote User Access

Recovery Speed/Scalability: Comparable to Amazon EC2 Standard

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):

e licensing: The Town currently holds licenses for the Windows 7 Operating
System, Microsoft Office 2010, and Various 3™ Party Software licenses
determined by the specific Town Department’s needs and mission

e 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

e 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

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:

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

e Dell T7500 Workstation with Windows 7 Operating System and ArgGIS10 ESRI
licensed software and extensions

e Future Expandability: Cloud hosting solution for ArcServer

= [icensing through Environmental Systems Research Institute (ESRI)
System Security in a cloud environment which meets the Federally Adopted Standards
Wi-Fi Maintenance and Support
Customer Service



e Continuous system monitoring with the ability to provide emergency and non-
emergency on-site and remote access problem resolution
e Set up of new equipment and software upon request
e Ability to provide in-person office support on a regular and continual basis if
necessary
il. Ability to work with our IT Strategic Planning Firm in creating our 5-year IT Strategic Plan
{(plan creation should commence in January 2016)

CONTRACT TERM

PHASE | {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 |l (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 roce, 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 to disabilities, please call 865-966-7057 in advance of the
any meeting.



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 Netwaorks 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 emails

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 31% 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.
e 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.

e 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.

e 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 weh-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 GIiS 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 onsite ARCGIS Application
Response: the current HP DL320e is a Claris asset and is being support and will continue
to be supported by Claris.
e Dell T7500 Workstation with Windows 7 Operating System and ArgGI510 ESRI licensed
software and extensions
Response: the Dell 7500 is currently being supported and will continue to be supported
by Claris.
e 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

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

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

e 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 |, 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 5-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 5 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 isin
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: /;///V/S /L/@Té‘:uﬂdzs‘l Ll
§
Authorized Person: ’Dq’(/é S%’Zﬁru(:{ Signature: \&

(Print/Type)

Title: = Jf

Address:

Date: i?-/! (1’},!(
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Telephone: dé e Zg’ -SS (ﬂ Email: 0/54 ?rﬁ-v«:/"’ clovis et pevles. Coi,
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SECTION D
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 D" 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 ldentification Number,

References: Firms shall provide references for three similar assignments within the past five (5)
years. Please provide a “Section D" narrative listing the organization, point of contact name,
point of contact title, point of contact information (email and phone #), and name of each
project.

Insurance: Firms shall carry 3 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 D” narrative indicating your ability to be insured for this project.

Please provide a “Section D" 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 ID#

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



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

Section D
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 39t
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 Occupationa! 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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Annual Report Filing Fee Due: This Annual Report has been successfully
$300 minimum plus $50 for each member over 6 to a maximum of $3000 your records.
$20 additional if changes are made in block 3 to the registered agent/office CC Payment Ref #: 160891152
S0S Control Number: 364765
Limited Liability Company - Domestic Date Formed: 01/25/1999 Formation Locale: TENNESSEE
(1) Name and Mailing Address: (2) Principal Office Address: U.,
CLARIS NETWORKS, LLC 6100 LONAS DR w
6100 LONAS DR KNOXVILLE, TN 37909-3233
KNOXVILLE, TN 37909-3233 E
(3) Registered Agent (RA) and Registered Office (RO) Address: Agent Changed: No %
DAVID J SAGRAVES Agent County: KNOX COUNTY g
6100 LONAS DR =
KNOXVILLE, TN 37909-3233 =
T T Sk
(4) Thls LLC is {change if incorrect) ____ Director Managed, Manager Managed, _X Member Managed,
___Board Managed (appropriate if formed prior to 1/1/2006 only). 3‘
If board, director, or manager managed, provide the names and business addresses, including zip codes, of the governors, directors, or
managers (or their equivalent). If govemed by the pra-2006 LLC act and board managed, list board members and managers. g
Name Business Address City, State, Zip :g
()]
)
7]
®
M
{5) Provide the names and business addresses, including zip codes, of any LLC Officers (if governed by the Revised LLC Act), or their 92
equivalent. g
Name Business Address City, State, Zip (3]
Lawrence Bodie 6100 LONAS DRIVE KNOXVILLE, TN 37909 o
David Sagraves 6100 LONAS DRIVE KNOXVILLE, TN 37909 &
=
@]
{6) Number of members on the date the annual report is executed: _2 Fh
This LLC is prohibited from doing business in Tennessee (check if applicable) w
+
)
+
)
|
~
m
sy
N
(7) Signature:  Electronic {8) Date: 02/25/2015 O
0]
(9) Type/Print Name:  Will Akers (10) Tie: Accountant et

§5-4253 Page 1 of 1 RDA 1678



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

CINDY RODRIGUEZ May 21, 2013
6100 LONAS DRIVE
KNOXVILLE, TN 37909

Request Type: Certificate of Existence/Authorization Issuance Date: 05/21/2013

Request #: 0097855 Copies Requested: 1
Document Receipt

Receipt #: 1055195 Filing Fee: $22.25

Payment-Credit Card - TennesseeAnytime Online Payment #: 150481196 $22.25

Regarding: CLARIS NETWORKS, LLC

Filing Type: Limited Liability Company - Domestic Control # : 364765

Formation/Qualification Date: 01/25/1999 Date Formed: 01/25/1999

Status: Active Formation Locale: TENNESSEE

Duration Term: Perpetual 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.

Tre Hargett
Secretary of State

Processed By: Cert Web User Verification #: 003076215

Phone 615-741-6488 * Fax (615) 741-7310 * Website: htip:/tnbear.tn.gov/
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ACORD' CERTIFICATE OF LIABILITY INSURANCE ey dyoniciy

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must be endorsed. If SUBROGATION 1S WAIVED, subject to
the terms and conditions of the policy, certain policies may require an endorsement. A statement on this certificate does not confer rights to the
certificate holder In lleu of such endorsement(s).

PRODUCER ESNEACT Jan Major
William Blount & Associates Inc FHONE _ . (865) 5B8-7000 FAX Noj, (865)584-7373
9700 Westland Drive Ste 102 EMAL . Jan@williamblountinc.com
INSURER(S} AFFORDING COVERAGE NAIC #

Knoxville TH 37922 B o INSURER & :Travelers Casualty Ins Co of 18046
INSURED INsurer B:The Travelers Indemnity Company 25658
Claris Networks LLC INSURER € :Trumbull Insurance Company 27120
6100 Lonas Drive INSURER 0 Beazley Insurance Company Inc

INSURERE ;
Knoxville TN 37909 INSURERF :
COVERAGES CERTIFICATE NUMBERMaster 4 1 2015 REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERICD
INDICATED. NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN 1S SUBJECT TO ALL THE TERMS,

EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS

iNSR| T [ABBLT8DBR Pi i
X_| COMMERCIAL GENERAL LIABILITY | | EACH OCCURRENCE s 1,000,000
A CLAMS-MADE | X | 0CCUR . | 300,000
o 680-4E398338-15-42 4/1/2015 | 4/1/2016 | MEDEXP (Anyonaperson) | § 5,000
_— i 5 PERSONAL & ADV INJURY [ § 1,000,000
GENL AGGREGATE LIMIT APPLIES PER GENERAL AGGREGATE 5 2,000,000
X lproucy | | 8o | oc PRODUCTS - COMP/OP AGG | § 2,000,000
OTHER: Blanket Additional insured -1
AUTOMOBILE LIABILITY fgmu';‘ . NINGEE LIV [s. 1,000,000
A X | any auTo | BODILY INJURY (Per person)  §
ALLOWHED | BEhshinER BA-4E39930A-15-5EL 4/1/2015 | 4/1/2016 | BODILY INJURY (Peraccident) §
| ameoauros || bEpeAme e o _
] | | 1 Uninsured matorst combined | 3 1,000,000
| X |UMBRELLALIAB | X | occur EACH DCCURRENCE s 5,000,000
p | |FXCESSLWB | | CLAIMS-MADE| AGGREGATE s 5,000,000
| oED RETENTION § 5000 | CUP-4E395452=15=42 | 4/1/2015 4/1/2016 s
[WORKERS COMPENSATION B PER OTH-
| AND EMPLOYERS' LIABILITY — | | sTaTuTe . ER |
{ANY PROPRIETORPARTNEREXECUTIVE ) ! | £L. EACH ACCIDENT 5 500,000
| OFFICER/MEMBER EXCLUDED? [[Niag [ LELEACHACCIDENT 13 000
C  |{Mandatory in NH) - 20WECAKI776 i 4/1/2018 4/1/2016 | EL DISEASE - EA EMPLOYEE § 500,000
;ngs.desarlbe under | el s e e
DESCRIPTION OF OPERATIONS below | EL. DISEASE - POLICY LIMIT  § 500,000
D |Cyber Liability W14A1A140201 12/28/2014 | 12/28/2015  $3,000,000 Aggregata Limit §25,000 sir

51,000,000 fimit Regulatory

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES (ACORD 101, Additional Remarks Schadule, may ba attached If mora space Is required)

CERTIFICATE HOLDER

CANCELLATION

gpalmerf townoffarragut.org

Town of Farragut

Gary Palmer

11408 Municipal Center Drive
Farragut, TN 37934

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREQOF, NOTICE WILL BE DELIVERED iN
ACCORDANCE WITH THE POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE

[NB) /M Mz S AL em —

W Blount

ACORD 25 (2014/01)
INSO25 21401y

© 1988-2014 ACORD CORPORATION. All rights reserved.

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 unigue 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 may
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, ata
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 Tawn 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.



SECTION F
ASSURANCES

EQUAL EMPLOYMENT OPPORTUNITY (EEO)

EEO Plan. The firm shall adhere to an EEQ 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?

%Yes [ ] No

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

Statement of Assurance. The firm herein assures the Town that it is in compliance with Title VI
& Vi 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: C(‘r'?f.) /l/cZ’wa/kJ (AL

Authorized Signature: W’

Title: Ebp u

Date: { Z,/ '/lf




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:

Dave Dagraved

Authorized Representativﬁgnature

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 on following 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

Maonthly 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: 57,889.87
One time setup fee: $7,889.87
Agreement Term: 36 months

Monthly per user fee: $157.80



CLARI

NETWORKS

Quotation For: R

The Town Of Farragut Date Created:
Gary Palmer Date Expires:

gpalmer@townoffarragut.org Term:
(865) 966-7057 Claris Representative:

12/2/2015
12/30/2015
36 Months
Chuck Spicka

Technical Account Manager qQry Unit Price
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
- Best 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

1 50.00

Technical Account Manager per month:

End User Support qQry Unit Price

12/2/2015 Claris Networks

Ext Price

50.00
50.00

Ext Price

Page 1 of 7



Claris End User Support is designed to give your staff the computer assistance it needs to do the jobs 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 12x5 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 Infrastructure Care, Claris technicians will monitor, manage and support your network, storage, and server devices.

Included:

- Monitoring and alerting of devices 24x7

- Device management and configuration

- Maximize uptime and availability

- Performance optimization

- Device upgrades and patch management (firmware/0S)

- Standard 12x5 Support (7am - 7pm M-F}. Unlimited expert support for your devices.

Network Care, per device
{Switches, WAP, Controllers, Virtual Hosts)

Wireless Access Point Care, per device

Managed Firewall

12/2/2015

Claris Netwaorks

50 $79.99
End User Support per month:
Qry Unit Price

5 $59.99

13 $49.99

Infrastructure Care per month:

Qry Unit Price

$3,999.50
$3,999.50

Ext Price

$299.95

$649.87

$949.82

Ext Price

Page20f 7



Firewall management is resource-intensive and requires a high level of expertise to prevent unauthorized access and maximize uptime
and availability. Devices 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.

- 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 fail.

- Security: Protection to block unwanted Internet traffic and unauthorized user access to your network.

- 24x7x365 Monitoring and Alerting: We are constantly monitoring performance, availability and device health.

- Standard 12x5 Support {7am - 7pm M-F).Customer support maintains, troubleshoots, and protects your network.

Standard Managed Firewall 2 $169.99

$339.98
- Designed for locations with less than 50 employees and up to 50Mbps of WAN connectivity

Managed Firewall per month: $339.98

Access Qry Unit Price Ext Price
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 IP 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: 1
Multi-tiered Firewalls in the Cloud
Intrusion Prevention System
Cloud Netwaork Infrastructure
Two (2) public IPv4 Addresses
Five (5) Site-to-Site IPSEC VPN connections from the Cloud
24x7x365 management and monitoring of cloud access companents
DNS Hosting

$0.00 $0.00

Optional Components:
10 Concurrent SSL VPN Users 1 599,99 $99.99
Redundant Cloud Internet Bandwidth in 5 MB Increments 2 $99.99 $199.98
1 S5L Certs (3 year) 1 $24.99 $24.99

12/2/2015 Claris Networks Page3of 7



1 UCC Cert (3 year)

Cloud

Leverage the savings, scalability, security and resiliency of cloud technologies in the Claris 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 is built on a
set of predefined services with flexible support levels designed to meet your needs. The Claris Cloud delivers a cost effective, scalable

enterprise-class computing environment to run your business.

Base Cloud Infrastructure Components
Includes:
- 3 Servers - These servers are the starting point of your cloud environment.

- 1 TB 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 fram the Cloud
{does not include desktop support)

Includes:
- Antivirus and patch management of cloud servers (Windows only)
- Support, management, and administration of cloud servers
- Technical Account Manager with scheduled meetings

Optional Components
Database Servers

Microsoft SQL Server is a relational database management system whaose 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 SQL Server aimed at different audiences and for different workloads.

Microsoft SQL Server Std / 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

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

Remote Desktop Services

12/2/2015

solution.

Claris Networks

1 544.99
Access per month:

Qrty Unit Price
1 $699.99
50 $49.99
1 $399.99
1 $99.99
50 $4.99

$44.99
$369.95

Ext Price

5699.99

$2,499.50

$399.99

$99.99
$249.50

Pagedof 7



Remote Desktop Services (RDS} is an umbrella term for features of Microsoft 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) 1 $129.99 $129.99
Microsoft RDS, per user S0 $10.99 $549.50

Microsoft Client Applications for use an RDS or Citrix Servers
Microsoft Office Standard, per user 50 $15.99 $799.50

Backup Retention Schedule Upgrade
Options to increase the number of days backup sets of data in the cloud are retained
28 Day Backup Retention 1 $159.99 $159.99

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

Monthly Archiving 1 $399.99 $399.99
Storage Upgrades
Additional storage for your cloud services
100GB Primary Storage and Backup 10 $49,99 $499.90
Cloud per month: $6,487.84
Hybrid Cloud Add-on Qary Unit Price Ext Price

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 1 $299.99 $299.99
Local Host High Performance -4 TB 0 $699.99 $0.00
Onsite VM 2 $29.99 $59.98

- Includes backup, Windows license, monitoring, support, virtualization

Offsite Backup/Replication Options

Offsite Backup Copy, per protected VM 2 $34.99 $69.98
Hybrid Cloud per month: $429.95
Content Control Qry Unit Price Ext Price

12/2/2015 Claris Networks PageSof 7



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.

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

Claris' 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 50 $3.99 $199.50
Email/Archive Bundle - Multi-year {in, out, continuity, archive), per user 50 58.99 $449.50
Web
On premise content filtering and basic reporting, per user (Global Rules) 50 $1.09 554.50
Content Control per month: $703.50
EndPoint Security qQry Unit Price Ext Price
Secure endpoint workstations, laptops, and servers with encryption and security measures.
Desktops, Laptops, and Removable Media
Antivirus, per device 50 $1.19 $59.50
End Point Security per month: $59.50

Total Monthly Fee - Before Tax: $13,340.04

Discount: {55,450.17)

Total Monthly Fee - After Discount/Before Tax; $7,889.87

Optional ACH Payment Discount: (5118.35)

Total Monthly Fee with optional ACH Payment Discount - Before Tax: $7,771.52

Minimum Usage Guarantee (MUG - minimum monthly amount for the contract term): $5,917.40
Total Setup Fees - Before Tax {setup fees paid before work begins): $7,889.87

ary Hourly Price

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

12/2/2015 Claris Networks Page 6of 7



Standard Block of Hours
A cost effective IT support option for customers who prefer to pay for IT Support Services when required or to address support issues
not covered by active agreements. This block covers basic support and troubleshooting. All support work is recorded to the minute

and unused pre-paid hours will not expire.

First Block of 5 Hours 1 $0.00 $0.00
Block of 15 Hours 0 $145.00 50.00
Block of 25 Hours 0 $135.00 $0.00
Block of 50 Hours 1] $125.00 $0.00
Block of 75 Hours 0 $115.00 50.00
Block of 100 Hours 0 $105.00 $0.00

Total Fee for Block of hours: $0.00

12/2/2015 Claris Networks Page 7of 7



DocuSign Envelope ID: 28C9F988-DFAQ-47BE-B873-3ABCTBAZAAIE

(g) VPN Connections. 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

1. 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. Notification 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 normal operating hours.
= Response times vary according to type of event and severity. Please see schedules for cach level of severity.

3. Hours. Normal operating hours are 7 a.m. to 7 p.m. EST, Monday through Friday, excluding holidays.

4. Software Updates and Maintenance. In the normal course of operations, updates and changes must be made to the Claris infrastructure for the purposes of
growth, capacity planning, performance and security. As a result, some updates will cause a temporary interruption in Services. Claris shall give commercially
rcasonable cfforts to inform the Customer in advance in these situations. Normal 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 of Claris.

5. Patch Management Schedule. Patch management for all mainstream supported versions of Microsoft Software supported by Claris will be performed on a
pre-determined schedule by Claris. Customer will have the option to decline patches to certain or all systems. Claris 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. Claris does 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 (1) 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 (1) 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 notice 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:

.'—-*-.\
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7am to 7pm EST — business hours
-15 min response

-1 hr remote support

7pm te 7Tam EST — after hours
-No SLA services

7am to 7pm EST - business hours
-15 min response

-1 hr remole support

7pm to 7am EST - after hours
-30 min response

-1 lir remole support

BIOCK OI dDupporrt riours

-Best Effort

7am to 7pm EST - business hours

7pm to 7Tam EST — after hours

-No SLA services

Priority 2- High 7am to 7pm EST - business hours 7am to 7pm EST - business hours 7am to 7pm EST — business hours

T -30 min response -30 min response -Best Effort
-1 hr remote support -1 hr remole support
7pm to 7am EST - after hours 7pm to 7am EST - after hours 7pm to 7am EST - after hours
-No SLA services -30 min response -No SLA services

-2 hr remote support

Priority 3 - Normal 7am to 7pm EST — business hours 7am to 7pm EST - business hours 7am to 7pm EST — business hours
-2 hr response -2 hr response -No SLA services
-4 hr remote support -4 hr remote support
Tpm to 7am EST - after hours 7pm to 7am EST — after hours 7pm to 7am EST - after hours
-No SLA services ~No SLA services -No SLA services

Priority 4 - Low 7am to 7pm EST - business hours 7am to 7pm EST - business hours 7am to 7pm EST - business hours
-same day response if received by 5pm -same day response il received by 5pm | -No SLA services
-next day remote support -next day remote support
7pm te 7am EST - after hours 7pm to 7am EST - after hours 7pm to 7am EST - after hours
-No SLA services -No SLA services -No SLA services

=,
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Priority 2 — High

High
Major business processes are stopped

High
Entire organization is affected

Phone system failure; email server
down;, EMR/ERP line of business
application system unavailable.

High

Major business processes arc slopped

Medium/Low

Impact is limited to depariments, a group
of users or a single user for whom the
service is critical to performing job
duties.

Performance degraded for remote users
only, phone system down for the Sales
Department; medical claim filing clerk
cannot print.

Priority 3 - Normal

Medium
Business is degraded, but there 1s a
reasonable workaround

Medium/Low

Impact 1s limited to departments, a group
of users or a single user for whom the
service is critical to performing job
duties.

One mdividual’s computer crashes
daily; Outlook is running slow for two
users; unable to access websites that are
used for business; backup restore
request.

Priority 3 - Normal

Low
More of an irritation or inconvenience
than a work stoppage

High/Medium
Entire organization or groups of users
are impacted

One network primter offline; wireless
access drops at one spot; slow internet
download speed. Requests for moves,
adds, and changes may also be
considered as a part of this category.

Priority 4 - Low

Low
More of an immitation or inconvenience
than a work stoppage

Low
One user or a small group of users is
affected

Standard requests for service such as the
setup of a new user, request for a new
computer, a request that can be
addressed the next lime someone is
onsite, etc. Generally low priority issues
are not affecting service in any way and
are basic level requests.

By signing you acknowledge that you have read, accepted and agrec to be bound by the terms and conditions of this Services Proposal, Agreement and SLA.
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ATTACHMENT C
SECTIONI

CLARIS NETWORKS, LLC
SUFPLEMENTAL TERMS TO RESPONSE TO REQUEST FOR PROPOSAL

Claris shall provide the service or services (the "Services") listed on Attachment B and Attachment C, of which
this supplement s a part, subject to the terms and conditions of this Supplemental Terms. These Supplemental Terms DO
NOT bind Customer {o any services not confained in Attachment B and heretofore deseribed in Attachment C,

is document
Restrictions); 111 ,
for_SecureConnsot/SecureEdge);
SccureMessage); and IX (Service Level Agreement).

Article I and Il apply to all Services purchased by Customer from Claris. Articles UI through IX shall apply as
applicable based on the Services and options selected By the Customer and set forth in Attachment B and Attackment C.

Article I: Terms sud Conditions
1. i ictions Certain Services shall be provided through the use of third party software and such
Services shall be subjoct to the specifications and to the limitations of that software and additional restrictions set forth in

this Agreement. These would include:
8. Antivirus sofiware
b. Backup software
c¢. Remots access software

d. Microsoft server, database, productivity software otc
2, Payment [Intentionally deletsd] See §§ 2 and 5 of Information Techuology Services Agreement for payment

terms.

3. Renewal and Termination. Either party may terminate this Agreement without cause upon giving the other party
ono hundred eighty (180) days advance notice of the intent to terminate. Claris may terminate this Agreement immediately
if: (a) Customer shall not pay when due any sum owed hereunder, and fails to cute such nonpgyment within thirty (30)
days of receipt of Contractor’s written notice of breach, or (b) Customer shall become insolvent or shall make an
assigument for the benefit of its creditors or there shall be filed by or against Customer any bankruptcy, receivership,
reorganization, or other like proceeding under any present or future deblor relicf law. Any termination of this Agreement
shal} be in addition to, and not in lieu of, any other rights or remedies available to any party at law or in equity, and all such
rights and remedics shall be cumulative. Cusfomer may terminate this Agreement if Clarls breaches this
Agreement end fiils to cure such breach within thirty (30) days of receipt of Customer’s written notice of breach.
Customer shall remain liable for unpaid balances for Services provided prior to termination or expiration of this Agreement
as applicable as well as service termination penglties equivalent to the balance of the remaining term for the applicable

Services.

4. Disclaimer of Warranting, [Intentionally deleted ]

5. Confidentiality. For the purposes of this Agreement, "Confidential Information" means any software,
documentation, and any information that the party disclosing the information (the "Discloser*) conspicuously marks as
“confidential.” Confidential Information does not include information which: (a) is already known by Receiver af time of
disclosure, (b) is or becomes, through no act or fanlt of Receiver, publicly known, (c) is received by Receiver from a third
party not known to be a restriction on disclosure or use, (d) is independently developed by Receiver without reference to
Discloser’s Confidential Information, or (e) is required to be disclosed by a court or governmental agency, but only to the
extent necessary to comply with such requirement, provided that (i) Receiver shall provide prompt notice of such
requirement to the Discloser, if allowed by law, so the Discloser may seek an appropriste protective order or other
appropriate remedy and (if) Receiver shall maintain the confidentiality of the information affected by such requirement to
tho greatest extent possible. Receiver shall hold the Discloser's Confidential Information in strict confidence and shall not
disclose Discloser’s Confidential Information fo third parties nor use Discloser's Confidential Information for any purpose
other than as permitted by this Agreement. Upon the expiration or termination of this Agreoment, the parties shall
immediately return to each other or destroy all materials and all Confidential Information belonging to the other party.

ility. In no event shall Claris' officers, directors, employess, or representatives be lisble to

6, Limitation of Liability.
Client or any other party for any special, indirect, reliance, incidental or consequential damages of any kind, lost profits,
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ATTACHMENT C

lost xevenue, lost or damaged data, loss of connectivity to the Internet, business interruptions, or loss of goodwill, whether
arising in contract, tort (including negligence) or otherwise even if Claris has been notified of the likelihood of such
damages ocourring. Claris' maximum liability to Client for any cause whatsoever, regardless of the fortn of action,
including, without limitation, whether in contract, tort or negligence, shall in no event exceed $50,000. The foregoing
Hmitation of liability shall be on a cumulative basis end not per incident, but does not include Claris’ indemnification
obligations under paragraph 8 below.,

7. No Assignment, Sece § 14(¢a) of Information Technology Services Agreement,

8. Indomuification. Bach of the parties hereto shall have the obligation and right to defend any claim, action, suit or

proceeding brought against the other party (the "Yndemnified Party") so far as it is based on a claim that any services
supplied by the first party (the “Indemnifylng Party") under this Agreement infringes a third party United States copyright
or pateat (“IPR") (such claim, action, suit or proceeding, an “UPR Claim"). The Indemnifying Party shall indemnify the
Indemnified Party against any final judgment entered in respect of such an IPR Claim by a court of competent jurisdiction
and against any settlements arising out of such IPR Claim. The Indemnifying Party's obligation to defend or indemnify the
IPR Claim is conditional upon: (g) the Indemnified Party notifying the Indemnifying Party promptly in writing of the IPR
Claim or threat thereof; (b) the Indemnified Party giving the Indomnifying Party full and exclusive authority for the conduct
of the defense end settlement of the IPR Claim and any subsequent appeal; and (c) the Indemnified Party giving the
Indemnifying Party all information and assistance reasonably requested by the Indemmifying Party in connection with the
conduct of the defense and settlement of the IPR Claim and any subsequent appeal. THIS SECTION STATES THE
ENTIRE OBLIGATION OF THE INDEMNIFYING PARTY, AND THE EXCLUSIVE REMEDY OF THE
INDEMNIFIED PARTY, IN RESPECT OF ANY INFRINGEMENT OR ALLEGED INFRINGEMENT QF ANY
INTELLECTUAL PROPERTY RIGHTS OR PROPRIETARY RIGHTS BY THE INDEMNIFYING PARTY. THIS
INDEMNITY OBLIGATION OF THE INDEMNIFYING PARTY, AND REMEDY ARE GIVEN TO THE
INDEMNIFIED PARTY SOLELY FOR ITS BENEFIT AND IN LIEU OF, AND THE INDEMNIFYING PARTY
DISCLAIMS, ALL EXPRESS OR IMPLIED, WRITTEN OR UNWRITTEN WARRANTIES, CONDITIONS AND
OTHER TERMS OF NON-INFRINGEMENT WITH RESPECT TO ANY PROPERTY OF THE INDEMNIFYING
PARTY.
9. Force Msjeyre. Except with tespect to payment obligations, neither party shall be in default by reason of any
failure in performance of this Agreement if such failure arises, directly or indirectly, out of causes reasonably beyond the
direct control or foreseeability of such party, including but not limited to, acts of God or of the public enemy, terrorism,
hacking or denial of sexvice events, U.S. ar foreign governmental acts in either a sovereign or contractual capacity, labor,
fire, flood, epidemic, restrictions, strikes, and/or freight embargoes. If any force majeure event(s) results in a delay in
Claris® performance of more than ten (10) business days, Claris may immedistely terminate this Agresment,

16, Equitable Remedies, [Intentionally deleted.)
i ity: ings. Any failure by either party to detect, protest, or remedy eny breach of this

11,
Agreement shall not constitute & waiver or impaitment of any such term or condition, or the right of such party at any time

to avail itself of such remedies as it may have for any breach or breaches of such term or condition, If any provision hereof
is declared invalid by a court of competent jurisdiction, such provision shall be ineffective .only to the extent of such
invalidity, so that the remainder of that provision and all remaining provisions of this Agreement will continue in full force
and effect, Headings used in this Agreement are for convenience only and shall not be considered in construing or
interpreting this Agreement,

12. Notices. Ses § 13 of the Information Technology Services Agreement,

13. . This Agreement shall be governed by, and construed and interpreted in
accordance with, the laws of the State of Tennessee, Unifed States of America without giving effect to its conflict of laws.
Any and all clalms arlsing from this Agreement shall be brought elther in the state and federal courts of Tennessee located
in Knox County. Both partics o this Agreement consent to the jurisdiction of such courts, The prevailing party in any
litigation related to this Agrecment shall be entitled to recover from the non-prevailing party all reasonsble attomeys® fees

and castd in connection with enforcing any provision of this Agreement.
14. Miscellaneous. {Intentionally deleted.]

Article II: General Service Requirements and Restrictions

1, Pre-ingtallation Assessment, (Intentionally deleted.]
iti i Customer may expand or contract the use of Services. The Minimum Usage Guarantee

2.
(“MUG") defines the lower limit of monthly charges, Claris will audit use of Services at least quarterly and adjust billing
for any and all jtems as needed without additional consent of Customer. Claris will consider the addition, subtraction of

users, licenses, software, disk space or any other services a change and adjust the bill on a prorated basis as needed. Any
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ATTACHMENT C

user tlmt is active at any point dnrlng a gwen month shall be considered an active user for that month,
5. Customer must provide a physical lacation to place equipment

whlch must mclude enhor ammmmm 36" swing mount mck or a sheet of 4’ x 4’ plywood mounted on the wall. Customer
must also provide, or Claris can provide for a fixed price, 2 minimum 100MB 24 Port managed network switch, The
equipment room must be adequately cooled, provide adequate and clean power, and be located inside of the physical
premises of Customer’s site. Laptops and desktop computers must meet the following minimum requirements. If any of
these requirements are not met, Claris reserves the right to charge Customer hourly for any services performed in

conjunction with each computer and end user,

Intel Daal Cote Processor or newer

2 GB of RAM

60GB Hard Drive

Current Warranty with Manufacturer

Current Microsoft Windows Operating Systema

4. Core Network Support. In addition fo supporting the Town’s core network, this agreement includes support
facilitation for any spproved 3rd party applications such as Acucorp, Arcgis, Incode, Laser Riche, and Report Writer

Desiguer so long as these applications have a valid waranty with the software manufactuter. Facﬁitaﬂon means Claris will
work remotely with the software manufacturer to facilitate access to the machine or systems and essist as needed and where
feasible with a resofution. Core Network Support DOES NOT inchude end wser training, instruction or actual application

mppoxt such as how an apphcaﬁon ﬁ.lnctlons behaves and should work,
ser Desktop Support, If Customer chooses unlimited end-user support, all

olmlc or remote suppon and sct up of naw PC's ahall be included in the monthly fee, oxcept for: () application specific
support, (b) changes to physical locations (i.e. offico moves, adding facilities, etc.), () circumstances that require Claris to
make significant moves, adds or changes fo core infrastructure components, such as where Customer moves its offices or
requires a wholesale relocation of user stations, (d) accelerated support will always be addressed via remoto support, onsite
support may be provided after remoto suppott has been satisfied, and (¢) desktop support shall be focused on core
applications that support business functions cnly.

6. Restrictions on Printers. Claris can support HP, Dell and Lexariark Laser printers ONLY. In all cases Customer
MUST have an active and valid watranty with the manufacturer, and preforably & service contract with a local printer

service vendor. C\Jsmmerhas printers numbering ____ that Clarls cannot support,
] d Res 5, Customer meets connectivity requirements of Claris’ infrastructure,

8. _ pstrictions Clms provides a 3rd party management sgent and Anti-Virus solution as
part of SncmeCs:e and Swuwcioud. Claris does not guarantee the accuracy of the solution nor does Claris guarantee that
Customer will be free from a virus, spyware, malware or other security breaches. No other anti-virus, anti-spywars or anti-
malware software may be loaded. Doing so will result in additional services and fees to eradicate and reinstall. Current
Microsoft Windows patch management will be performed by Claris on a pre-determined schedule. Claris does not
guarantee that any and every patch will improve the system and/or bo free from technical problems, Any services required
to restore services due to a failure related to a third party application will be billed at standard hourly rates, Customer has

established connecnvity to Clnris !nﬁ-nsuucmre
. Exchange users are initially restricted to 2GB meilbox limits and 50MB email size

9,
transfers. Customers may ONLY utilize and Claris only supparts, Outlook 2007 and higher, Entourage (may have limited
functionality) or Webmail. IMAP and POP3 are not supported protecols. Windows mebile syne is avallsble as part of the
solution, Research in Motion (“RIM™) Blackberry Enterprise services are not included and require additional costs. Claris'
SpamSoap anti-spam solution is included and will provide anti-spam technology. SpamSoap continuity and disaster
recovery for email can be added for an additional fee. Backups of Claris' Exohiange services are degigned to protect against
complete server failure and should not be expected to restore or recover individual emails, contacts, tasks, calendar etc.
(Please nate: All users of nom-dedicated hosted Microsoft Exchange will be required to authenticate with Microsoft
Exchange when opening Microsoft Outlook, Claris recommends thet any Customers with more than one-hundred
employees or that utilize plug-ins to Microsoft Exchange consider upgrading to a dedicated Microsoft Exchange

environment.)
: SrTes ions. [Intentionally deleted.]
. Qgﬁmmm For t.he pulposw ot‘ deﬁnmg the number of users, Claris uses the greater of the users and/or
actual computers supported. By example, if there are 25 computers but 35 users, Claris uses the number of users not
5. Managed Data Baokups and IT Continuity include daily

bsckups of Customer data p:ovrded under SecureClond Any backups of on premise Customer owned systers are outside
the scope of Claris' Services and are the sole responsibility of the Customer and Claris disclaims any and all liability
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ATTACHMENT C

regarding the backups of Customer owned setvers.
13, Backup Retention. As noted on the Quote, Claris will provide thirty (30) days of backup retention for $399.99

per month, If this is cancelled, then seven (7) days backup retontion is.provided for the basic monthly fee. Unless
otherwise stated herein, Claris provides seven (7) days of backup retention per Customer. This includes no more than one
(1) full backup and six (6) incremental backups. Customer may purchase additional retention of data of: sixty (60) day

retention,

14, Storage Management, Storage provided via SecureCloud at Claris’ data center is pooled across the servers
provided, The final determination of storage per server is done through the pre-instaliation assessment. Existing storage
may be re-allocated across existing systems ag needed no more than four (4) times per year, Storage for Claris provided
onsite servers will vary based on the role of said server. Claris does not gnarantee provisioned storage of onsite servers will
be adequate for every customer’s growth needs. Customer may incur additional charges if storage requirements outpace
storage provided in onsite hardware. '

15. Onsite Server Restrictions. The primary onsite server provided to Customer is only for Microsoft Windows
services and file sharing. NO 3rd party applications may be installed on this server unless approved by Claris, at Claris' sole
discretion. It is recommended that all 3rd Party applications be deployed on an additional Onsite Standard Server or Onsite
Specialized Appliance Server. Should Customer require an ADDITIONAL Onsite Standard Server or Specialized
Appliance Server, Customer may be required to purchase OFFSITE backups via SecureData, which will also be subject to
additional fees, Claris reserves the right to decline any software application proposed fo run on any system, including the
ongite systems.

16. Additional Onsite Standard or Spgeialized Server Restrictions. All onsite servers provided by Claris to Customer
are subject to 3rd party warranty. Any 3rd party server provided onsite to Customer must be kept in a server room with
adequate temperature control (between 59 and 72 degrees Fahrenheit) and power. Claris reserves the right to charge
Customer additional service fees for direct damages to Claris provided hardware and software if the minimum cooling
requirements are not met, All Additional Onsite Standard and Specialized Servers must be backed up utilizing SecureDats

Offite,
Article I¥: Service Restrictions for SecureCloud

C

erview gud Related Restrictions. For all Microsoft Licensing restrictions pleass reference;
http:/fwww.microsoft.com/ticensing/spur/products.aspx. Customer shall have access to the latest version of any Microsoft
licensing provided under this Agreement. Claris shall not be responsible for Customer’s misuso of any Microsoft product
or license, Customer's misuse or misrepresentation of Claris' licensing shall be a breach of this Agreement. Misuse or
misrepresentation may include but is not limited fo: (a) installing Claris' provided licensing to equipment not covered under
SecureCloud, (b) misrepresenting or not reporting additional users or Customer personnel, or (c) contractor or partner

installing licensing keys without written consent of Claris.
3 ctions. Although this section does not apply to this contract, a Microsoft Terminal Server

(“Terminal Server”) may be provided subject to the following restriction; Microsoft Office, Microsoft Project and
Microsoft Visio licensing is only for the Terminal Server, Any 3rd party software applications must be approved by Claris
and must have a valid and sctive support contract with the manufacturer. Claris will only support HP Laser Printers via
terminal sorvices and highly recommends the installation of TriCerat’s Screwdrivers solution for Terminal Server printing
(http://www.tricerat.com/screwdrivers), PDF printing from within terminal services will be. handled by the Microsoft
Office application’s native PDE print drive, If the particular application does not support PDF creation natively, Customer

is responsible for purchasing Adobe PDF Creator for each user on the Terminal Server.

. SSL Certificates, Site to Site Virtual Private Nety and S¢ 10te £ agtri 5. Claris provides
four (4) SSL certificates as & SecureCloud, These are to be used only for: Microsoft Outlook Web Access and
Microsoft Exchange Windows Sync for Windows mobile phones, RPC over HTTPS for Outlook to Exchange, Encrypted
Terminal services access in TS2008, and for the SSL-VPN appliance, Additional certificates are available as needed for a
flat fee. SSL-VPN remote access provides customers with a clientless means of connecting to the network, This Is initially
limited to ten (10) concurrent users and is integrated with the Windows domain. Layer2 VPN and direct terminal services
access are the only two components provided in this solution. Site to Site VPN configuration and support is included in the
setup of SecureCloud but is limited to (2) hours. The SSL Certificates provided by Claris are sufficient for the needs of

Customer.
5. System Performance Restrictions. SecureCloud is delivered as a ‘best effort” service. Claris shall review system
performance fo determine the necessary resources. In the event that the systems in question need additional resources,
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ATTACHMENT C

Claris shall increase resources fo reach adequate services levels,

6. Travel and Fxpenses. [Intentionally deleted.]

7. Availability Goal. As provided in Article IX below, Claris availability goal is 99.9% uptime and is measured in a
365 daylyear calendar. In the event that SecoreCloud should not meet that uptime goal, please contact support and we will
strive to resolve the issue, If the issue was due to Claris' error, Customer credits shall be remedied per the terms of the
“Service Level Credits” section below. Maintenance windows, both scheduled and emergency, are not included in the
availability goal and do not impact the remediation or service level agreement,

8. Archiving Service Resfrictions. Archiving Services are provided based on the schedule purchased. Archived data
shall be provided to Customer in a format recoverabie to common virtual platforms, All data shall be written to Customer

provided bardware, including USB dsvices with adequate storage. Should Customer not provide adequate hardware,
Customer recognizes that archiving cannot be completed,

9. Disclaimer. Claris may depend on any number of third party carriers (ATT, Paetec, Verizon, Global Crossing, and
others), Claris does not ensure our maintenance windows and theirs are always congruent;, Claris also cannot control force
majeure events, All such events are exempt from Claris' service level obligations, In the event that Claris ¢an file a claim
with a third party end be compensated for these failures, Claris will proportionaily credit the Customer for the downtime
experience. Downtime may be defined in several ways, but for tho purposes of SecureCloud and specifically these
applicable service levels, Claris defines downtime es when a Customer is unable to connect either to our care router, our

core firewall or to the internet, and this situation is due to & failure by a Claris owned and managed component.
C ems and Software. All licensing provided under SecureCloud allows Customer to

initiated upgrades in software provided under SecureCloud shall

be billed at $150 per kour.
Article IV: Service Restrictions for SecureDsata 9
Customer shall provide Claris access to

1, Si o o ements an : ns fo ata.
Customer's servers so that SecureData can be loaded and data containers can be inspected for remote backup software to be
properly sotup. Customer's sorvers must be running Microsoft Server 2003 or better for SecureDats. Any other operating
systems must be approved by Claris in writing. The server operating system should be patched and have anti-virus
software ingtalled. If any of these requiremients are not mef, Claris reserves the right to charge Customer hourly for any

services performed in conjunction with each computer and end user.
2. Helpdegk Su Resfrictions for SecureData. SecureData support ls strictly remote support. Hardware support
is limited to & Claris-owned equipment, Business Standard Support is included in SecureData for no additional fee.
s Bus Support calls will automatically nofify our Helpdesk during normal operating

hours of 7AM - 7PM Eastern Time, Monday through. Friday excluding bolidays.
d ort. Although this level of support does not currently apply under this contract, under

* Business Extended Support.

it support calls will automatically notify our Helpdesk during mormal operating hours of 7AM — 7PM Eastern
Time, Monday through Friday excluding holidays. Qutside of normal business hours, weekends and holidays
Claris maintains a support escalation procedure for notification and management. Support DOES NOT include end
user training, instruction or actual application support such as how an application works, should be prepared or

optimized for backups,
K} ctiops for SecureDats, SecureData restoration is limifed to fhe files, detabaces and other

digital information that is & part of the ("Data") covered under SecureData. Regtoration will allow Customer access to the -
data to restorc. The restoration process can be initiated utilizing a web interface or calling into Clarls’ customer care.

Claris assisted restoration is limited to one (1) time per month, Additional Claris assisted restoration will be billed houtly.
Customer managed restoration is unlimited. Clarls will bill Customer hourly to copy data to a removable hard drive
provided by Clarls should Customer request access to more resources. This drive can be shipped or driven to Customer
premise. All costs including, without limitation, travel, time and materials associated with getting customer information to
Customer's site is at the sole expense of the Customer. If Customer and Claris mutually agree that a certain file, folder,
database or any other portion of electronic data needs to be testored company can elect to restore data for the Customer by
several methods including but not Jimited to electronic download, removable storage shipping or in-person delivery.
Claris' restoration services are limited to providiug the data to Customer. Claris neither guarantees nor warranties the
integrity of said data but will make commercially reasonable efforts to store and provide said data to Customer. Claris will
provide commercially reasonable efforts to restore said dafa in its entirety and in a timely manner, Any hardware or
services required to restore the data to Customer hardware is outside the scope of this Agreement and will be billed at
$99/hour plus the cost of the hardware. Claris shall not be liable for the integrity, restoration time, or restors process of this
data. Claris will make commercially reasonable efforts to have this data to Customer within twenty-four (24) hours but
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ATTACHMENT C

cannot guarantee this time frame.
4. Replication and Reservation Res 8, Replication and reservation services can be performed at a hardware
and/or software level, depending upon the Customer infrastructure. Only hardware and software approved by the Company
shall be used to provide replication or reservation services, It is the Company’s sole discretion to datermine if hardware and
software are fit for use. All servers provided by Company are delivered in a passive, non-active state. This means custotner
shall not have access to the servers or storage. This service is designed to be a disaster only service that shall be activated
by the Customer in writing. All services required to move reservation servers to an active state shall be billed at $150 per
hour, Any time or Iabor associated with raoving, configuring and testing the replication or reservation services shall be
billed at $150 per hour. The goal for restoration time in the event of a disaster is 24-48 hours and is not guaranteed dus to
varied degrees of customer data storage sizes, third party application vendors and sofiware limitations and restrictions.

Should Customer require a copy of replicated data Customer shall provide media and transportation to Company.
5. Customer will be billed monthly at $499 per server for any and all servers moved to

an active status. Customer acknowledges and agrees that the service level experience in a disaster active status may be
lower than they expericnce in their production ¢nvironment.

Article V: Service Restrictions for SecureColo
[Intentionally Deleted,] This service is not part of this contract.
Article VI: Service Restrictions for SecureConnect/SecureEdge

SecureConnect is nat part of the services provided currently under this contract.

1. SecureConnect/SecureEdge Restrictions. Claris installation and setup services ONLY include (a) the provisioning
of the circuit by tho local carrier, (b) the provision, configuration and delivery of the network equipment (Firewall/Router)
onsite and (c) the termination of the equipment to the Customer LAN. Claris installation and setup DOES NOT include
any internal Customer network configuration services including but not limited to: routing, VLAN’s, sérvers, content
filtering, etc. Claris installation and setup does not include the configuration, or facilitation of configuration, of non-
managed site to site (LAN to LAN) VPN connections to SecureConnect location of core firewall. The setup fee does
include the configuration of the core firewall and/or SecureConnect firewall for the VPN but NOT the configuration or
coordination of a 3rd party end. Any services for communicating, coordinating or configuring a 3rd party device will be

charged an hourly rate of $150 per hour.

2 “on $ ge Access to Systems. SecureConnect/SecureEdge is @ managed service and solution
that is delivered, managed and controlled by Claris. Customers are not granted access to the equipment deployed onsite at
Customer locations or hosted centrally in Claris® data center(s) under any circumstances. All changes, moves, additions,

questions and inquires must be directed through Claris and are managed by Claris service associates.

.

Article VII: Service Restrictions for SecureHost/SecureASP

1. ) SecureHost does not include helpdesk support. Customer may purchase support from Cleris.
Support services ourtside of this Agreement shall be billed at $150 per hour.

2. Microsoft Licensing Overview and Related Restrictions. For ail Microsoft Licensing restrictions please reference:
http:/www.microsoft.com/licensing/spur/products.aspx. Customer shall have access to the latest version of any Microsoft
licensing provided under this Agreement. Claris shall not be responsible for Customer's misuse of any Microsoft product
or license, Customer's misuse or misrepresentation of Claris' licensing shall be a breach of this Agreement, Misuse or
misrepresentation may include but is not limited to: (a) installing Claris' provided licensing to equipment not covered under
SecureCloud, (b) misrepresenting or not reporting additional users or Customer personel, or (c) contractor or partner

installing licensing keys without writfen consent of Cluaris,
3. T ions. A Microsoft Terminal Server (“Terminal Server”) may be provided subject to the

following restriction: Microsoft Office, Microsoft Project and Microsoft Visio licensing is only for the Terminal Server.
Any 3rd party software applications must be approved by Claris and must have a valid and active support contract with the
manufacturer. Claris will only support HP Laser Printers via terminal services and highly recommends the installation of
TriCerat's Screwdrivers solution for Terminal Server printing (btip://www.tricerat.com/screwdrivers). PDF printing from
within terminal services will be handled by the Microsoft Office application’s native PDF print drive. If the particular
application does not support PDF creation natively, Customer is responsible for purchasing Adobe PDF Creator for each

user on the Terminal Server,
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ATTACHMENT C

3. Claris may

4 - = S
provide SSL cetﬂﬂcate(a) as a psrt of SccureHostSecmASP. 'rhese are m be uaed only t‘or Micmsoﬁ Outlook Web
Access and Microsoft onhango Windows Sync for Windows mobile phones, RPC over HTTPS for Outlook to Exchange,
Enorypted Terminal services access in TS2008, and for the SSL-VPN eppliance. Additional certificates are available as
needed for a flat fee. SSL-VPN remote access may be provided to customer as a clientless means of connecting to the
network. Layer2 VPN and direct terminal services access are the only two components provided in this solution. Site to

Site VPN configuration and support i is included in the setup of SecureHost but is limited to (2) hours,
ce fons. SecurcHost/SecureASP is delivered as a ‘best effort’ service. Claris shall

revfew gystem performance to determine the necessary resources. In the event that the systems in question need additional

resources, Claris shall increase resources to reach adequate services levels.
Clatis availability goal is 99.9% uptime and is measured in a 365 day/year calendar. In the

6. Avyailability Goal.
event that SecureHost/SecureASP should not mest that uptime goal, please contact support and we will strive to resolve the
issue, Ifthe issue was due to Claris' error, Customer credits shall be romedied per the terms of the “Service Level Credits”

section below. Maintenance windows, both scheduled and emergency, are not included in the availability goal and do not

impaot the remediation or service level agreoment,
Archiving Services ate provided based on the schedule purchased. Archived data

shall be praovided to Customer in a format recoverable to common virtual platforms. All datg shan bo written to Customer
provided hardware, including USB devices with adequate storage. Should Customer not provide adequate hardware,

Custonter recognizes that archiving cannot be completed.
8. Disclaimer. Claris may dopend on any number of third party carriers (ATT, Peetec, Verizon, Global Crossing, and

othets) Claris does not ensure our maintenance windows and theirs are always congruent;., Claris also cannot conirol force
majeure events. All such events are exempt from Claris' service level obligations. In the event that Claris can file a claim
with a third party and be compensated for these failures, Claris will proportionally credit the Customer for the downtime
experience. Downtime may be defined in several ways, but for the purposes of SeoureHost/SecureASP and specifically
these applicable service Jovels, Claris defines downtime as when a Customer is unable to connect either to our core router,
managed

ouromeﬁrcwallortothmntemat,andthlssumﬂonlsduetoafmlumbyaCIansownedand component.

9, L 1 Softwure. All licensing provided under SecureHost/SecureASP
allows Customer to access the lataat versions fmm Mlcrosoft. Any Customer initiated upgrades in software provided under
SecureHost/Secure ASP shall be billed at $150 per hour,

Article VIII: Service Restrictions for SecureMessage
SecureMessage is a hosted Microsoft Exchange and Microsoft Lync

solution pmvlded by Claris. As a hosud service certain specific restrictions may apply to the various Services, including:
* Installation of 3rd party applications that integrate directly with the Microsoft Exchange server
Installation and use of fax servers such as but not limited to: RightFax, FaxPress, GFY RaxMasler

Integration with Blackbeiry or Goodlink Messaging Servers
SecureMessage requires Microsoft Windows XP Service Pack2 or Higher Microsoft Operating System

SecureMessage Requires Microsoft Outlook2007 or newer for Email

Setup fees DO NOT include the setup of end nger perzonal computers, Mictosoft Outlook softwara or any
other client related functions.

*  Claris will provide the Customer with the installation medie and instructions for configuration and setup.

=  Clarls will provide installation, sefup and configuration services for end user personal computers, Microsoft
Outlook software or other client related functions at an hourly rate of $150 per hour,

= Any special configurations, migrations, data exporting or importing is not included but can be purchased at an,

hourly rate of $150 per hour.

Article IX: Serviee Level Agreement
1. The Service Level Agreement ("SLA") set forth in this Article IX xhall apply to the Services set forth in

Attachment B and Attachment C.
2. This SLA defines the commitment for acknowledgement and resolution of technical issues based on the support

service option chosen ‘
3. ices. The following shall apply to all Claris support services under this SLA:
= Automatic critical alerts will notify operations during normal operating hours.
CLARIZ
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ATTACHMENT C

= Inbound support calls, emails or portal requests will automatically notify operations during normal operating
houts,

Response times vary according to type of event and severity, Pleaso sce schedules for each level of severity.
*  Nommal business hours of operation from 7 a.m. to 7 p.m. EST, Monday through Friday, excluding holidays.

Support Service Level Options. Claris provides two (2) levels of support service. The support level chosen on
Atwnhment C, Section C is Business Standard and shall determine the response times and support functions for each

Service [.evel Severity Categoty listed below.
Business Standard Support, Business Standard Support includes the following;

®  12x5 technical support, Monday through Friday excluding holidays
°  Standard SLA services, including acknowledgement and resolution plan agreemonts

o mmmm Business Extended Suppart includes the following;

24x7 teclmical support
°  Critical alerts and inbound calls outside of normal business hours, weekends and holidays will be handled

through our after-hours escalation procedures
® NOTE: Email alerting, inbound email and portal requests not supported outside of normal business hours

°  Expanded SLA semces including acknowledgement and resolution plan agreements

5. Claris shall provide maintenance and support services and shall respond to

service requests and correct failures in snco:dunce with the severity level reasonably assigned by Claris as follows:

Duu‘lptwn High severily is ONLY when an entire organization is down, unavailable or otherwise unable fo

operate through this event. In this situation Claris dedicates as many resources as possible to
evaluating and resolving the issue, High severity should only be used when an entire organization’s
ability to conduct business is down due fo services provided by or supported by Claris,

Examples would be: Phone system down, accounting server down, email server down, EMR/ERP
line of business application system down. “Down"” means that the ENTIRE organization is unable

to utilize these services.

Duving wormal business houvs: During normal business bours:

Services e Thirty (30) minute aclmowledgement —~ | ¢ Thirty (30) minate ackuowledgement —

acknowledging, assigning the issue and acknowledging, assigning the issue and
notifying Customer of such notifying Customer of such

e QOne (1) Hour resolution plan — reviewing [ ¢  One (1) Hour resolution plan — reviewing

and accepting the issue and notifying and accepting the fssue and mnotifying

Customer of resolution plan after Custommer  of resolution plan  after

acknowledgement acknowledgement

After normal business bours; no SLA | After normal business honrs:

services are available for Business Standard |«  Thirty (30) minute acknowledgement —
acknowledging, assigning the issue and
notifying Customer of such

» Two (2) Hour resolution plan - reviewing
and accepting the lssue and notifying
Customer of  rosolution plan  after
acknowledgement -

A R EROMWER

R R S R T ST A X e SV I , AT
Description | Normal severity issues are issues that are not aﬂ'ecting the emlra orgmizshun ot aven one sﬂe but
instead may affect one or two people, These arc issues that ARE NOT creating downtime for the
end user or business, but are causing loss of overall productivity or constaat fiustration for the end

user and the business. Moves, adds, and changes ars also considered to be pari of this category.
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ATTACHMENT C

Examples would include: One individual’s computer crashes daily, Outlook is running slow for two
users, unable to access websites that are used. for business.

During normal business hours: During normal buslness hours:

Services o Two (2) hour sacknowledgoment -)e Two (2) bour acimowledgement -
acknowledgiog and assigning the lssue acknowledging and assigning the Issue

e Four (4) hour response — reviewing and

e Four (4) hour response — reviewing and
accepting the issue and notifying Customer accepting the issue and notifying Custorer

After normal basioess hours no SLA Is
avallable for Business Extended

After normal business hours: no SLA s
avallable for Business S¢tandard

e e T Q'.‘Hi’:ﬁi’:i""ﬁr‘{?‘ﬁﬁ‘?i’.'.’ﬁ'??""’f".:.;v.. I Al
R At 2 PRSOTRA A L S PSS ) e e Lt v B TR TN W Y

Description | Low severity issues are standard requests for service such as the setup of a new ,‘ Teq a
new computez, a request that can be addressed the next time someone is ansite, etc, Generally low

priority issues are not affecting service in any way and are simple requests.

A TAI

During normal business hours:

SLA During normal basiness hours: '
Services e Same day ackmowledgement —|e Same day acknowledgement ~
acknowledging and assigning the issue acknowledging and assigning the {ssue
o Next day response — reviewing and

e Next day response — reviewing and

accepting the issue and notifying Custormer accepting the issue and aotifying Customer

After normsl business hours mo SLA is
available for Business Extended

After normel business homrs no SLA fs
available for Business Standard

6. Software Updates and Maintenance. In the normal course of operations, updates and changes must be made to the

infrastructure for the purposes of growth, capacity planning, performance and security. As a result, some updates will cause
a temparaty interruption in Services. Claris shall give commercially reasonable efforts to inform the Customer in advance
in these situations. In addition, upgrades kmown to cause a device to reboot will be scheduled during a maintenance
window outside of normal business hours. Normal maintenance windows are scheduled for every Saturday night starting at

at 3:00 am. EST. These are left open weskly for emergency services. Two windows are

11:00 p.m. EST and endin§
exarcised monthly on the 1" and 3" Satutday of the month. The 1* Saturday is reserved for patch management procedures
and the 3™ Saturday is reserved for upgrades, installations, changes, and testing. These witdows are NOT utilized every

month, but the expectation shoeld remain that they will be, In certain emergency situations the maintenance window may
be moved up to euather day at the sole discretion of Claris.

7. Patoh Management Schedule. Patch management for all mainstream supported versions of Microsoft Software
supported by Claris will be performed on a pre-determined schedule by Claris. Patches will be applied NO earlier than two
(2) weeks after release by Microsoft. Service Packs, Internet Explorer, SQL Server and .NET updates will include a pre-
notification to the Custotner one (1) week prior to planned update. Customer will have the option to “decline” the patch to
certain or all systems for these items, Patches for these items will NOT be epplied-earlier than one (1) month after release
by Microsoft. Updates, Service Packs and Patohes for Microsoft Office are ONLY eligible for Office 2003 and higher.
Updates to desktops will normalfy be done during business hours while servers and applications will be done after business
hours. All personal computers will be set to automatically reboot at 2:00AM ET afier the updates, service packs and/or
patches are applied. Any systems oot on the network or not connected in a timely fashion will be skipped and are not the

responsibility of Clatis, Please NOTE:
*  The initial updates will require that all personal computers be left on and avalable for at least one weekend,

possibly two to complete.
*  Claris DOES NOT provide patch management support for any software outside of the supported Microsoft

products supported or provided in Service(s).
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ATTACHMENT C

8. Service Level Credits. If during the course of providing the Service(s), Clarls faifs to meet the Support Level
requirements as defined herein more han three (3) times in a six (6) month period Claris shall credit the Customer an
equivalent of one (1) day’s fegs for the Service(s) for each failure within such six (6) month period. The provision of
Service Level Credits under this SLA shall be Customer’s sole and exclusive remedy with respect to the failurs by Claris to
meet its obligations under this SLA. Claris shall calculate any amount that Customer i8 entitled to receive as Service Level
Credits upon notice by Customer of & service lovel default. Claris shall credit all Service Level Crodits towards the next

involce for the Services.

9. Disclaimer. Claris may depend on any number of third party carriers (ATT, Paetec, Verizon, Global Crossing, and
others), Claris does not ensure our maintenance windows and theirs are always congruent. Claris also cannot control
software problems, bugs in software or force masjeure events. All such events are exempt from Claris' obligations under
this SLA. In the event that Claris can file & claim with a third patty end be compensated for these failures, Claris will

proportionally credit the Customer for the downtime experience. “Downtime” is defined under this SLA as when Customer
is unable to access & Claris provided and/or hosted service due to a failure by a Clacis owned and managed component.

CLARIS
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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 2" 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)
e Scope of Work: (high level tasks)
0 Project Management and Coordination
0 Deep Dive into local host, possible replacement
0 Review Virtual Server builds, Windows environment
= Add additional Terminal Server and Session Broker
= Replace Local Host as needed to accommodate change
0 Review and make changes to Active Directory
=  Group Policy and Permissions
= AD structure
O Replace Main Firewall and Public Works firewall
Replace UPS
0 Claris will do installation for the AP

o

3. Estimated Cost of Labor:
Project will be a fixed fee, as part of the renewal.

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