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AMENDMENT NUMBER 17 TO 
MASTER SERVICES AGREEMENT 

FOR IT SERVICES BY AND 
BETWEEN COUNTY OF ORANGE 

AND 
SCIENCE APPLICATIONS INTERNATIONAL CORPORATION 

 
This Amendment Number 17 to Master Services Agreement for IT Services by and 

between County of Orange and Science Applications International Corporation ("Amendment 
17") is made and entered into by and between the County of Orange, a political subdivision of the 
State of California ("County") and Science Applications International Corporation, ("Vendor"). 
All capitalized undefined terms in this Amendment 17 will be as defined in the Agreement. 
 

RECITALS 
 

WHEREAS, County and Vendor entered into a Master Services Agreement for IT 
Services by and between County of Orange and Science Applications International Corporation 
(the "Agreement"); and  

 
WHEREAS, County and Vendor entered into the Agreement effective May 14, 2013 

(“Effective Date”); and 
 
WHEREAS, the Parties have previously made the following amendments to the 

Agreement:  Amendment 1, dated September 10, 2013 (“Amendment 1”); Amendment 2, dated 
February 3, 2014 (“Amendment 2”); Amendment 3, dated June 6, 2014 (“Amendment 3”); 
Amendment 4, dated July 25, 2014 (“Amendment 4”); Amendment 5, executed January 12, 
2016, and retroactively dated to February 3, 2015 (“Amendment 5”); Amendment 6, dated April 
26, 2016 (“Amendment 6”); Amendment 7, dated June 1, 2016 (“Amendment 7”); Amendment 
8, dated September 13, 2016 (“Amendment 8”); Amendment 9, executed February 15, 2017, 
and retroactively dated to February 3, 2017 (“Amendment 9”); Amendment 10, dated 
September 26, 2017 (“Amendment 10”); Amendment 11, dated January 10, 2018 (“Amendment 
11”), Amendment 12, dated June 7, 2018 (“Amendment 12”); Amendment 13, dated October 
16, 2018 (“Amendment 13”); Amendment 14, dated May 22, 2019 (“Amendment 14”); and 
Amendment 15, dated October 8, 2019 (“Amendment 15”); and Amendment 16, dated 
September 29, 2020 (“Amendment 16”).  

  
WHEREAS, the Parties desire to enter into this Amendment 17 for the purposes of:  (1) 

extending the Term of the Agreement to 11:59 PM, PST on June 30, 2024; (2) modifying 
Section 7.4.2(b) (Deemed In-Scope Work Orders) to increase the dollar threshold before certain 
disputes are deemed a Disagreement; (3) modifying Schedule 1 (Relationship Management) to 
reflect changes to the frequency of certain meetings; (4) modifying Schedule 2B (Data Center 
Services SOW) to reflect the addition of  and  Services; 
(5) modifying Appendix 2A.1 to Schedule 2.A (IT Service Management and Life Cycle 
Management Tools) to reflect changes to the list of tools; (5) modifying Appendix 2B.5 to 
Schedule 2B (Data Center Management Tools) to reflect changes to the list of tools; (6) modifying 
Appendix 2C.3 to Schedule 2C (Service Desk Tools (County)) to reflect changes to the list of 
tools; (7) modifying Appendix 2C.4 to Schedule 2C (Vendor Provided Service Desk Tools) to 
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reflect changes to the list of tools; (8) modifying Appendix 2D.2 to Schedule 2D (Application 
Development and Maintenance Tools) to reflect changes to the list of tools; (9) modifying 
Appendix 2E.4 to Schedule 2E (Desktop Support Tools) to reflect changes to the list of tools; (10) 
modifying Appendix 4.1 to Schedule 4 (Service Level Requirements and Fee Reduction Weighting 
Factors) to reflect changes to SLRs and Weighting Factors; and (11) modifying Attachment S 
(Work Order Template) to reflect minor language updates and to add the Key Milestones Payments 
Table as Section 16. 

 
NOW, THEREFORE, for and in consideration of the mutual promises and covenants 

contained herein, the receipt, sufficiency and adequacy of which is hereby acknowledged, the 
Parties, intending to be legally bound, hereby contract and agree as follows: 

 
AGREEMENT 

 
A. The Parties hereby agree to amend the Agreement as follows: 
 

1. Pursuant to Section 14.1.2 (Term Renewals) of the Agreement, the County hereby extends 
the Term of the Agreement to 11:59 PM, PST on June 30, 2024. 
 

2. Section 7.4.2(b) of the Agreement is deleted in its entirety and replaced with the following 
language: 

 
Notwithstanding anything to the contrary provided in Section 7.4.2(a) herein if (i) the 
County at any time during the Term requests services, products, or resources from Vendor 
which the County reasonably believes to be within the scope of the Services and the Fees 
set forth in Schedule 3, and the Parties cannot agree as to whether such services, products, 
or resources are within the scope of the Services, and (ii) the financial impact on Vendor 
of satisfying such request, when aggregated with all other requests disputed under this 
Section 7.4.2(b) in an applicable Agreement Year, is less than One Hundred Twenty-Five 
Thousand Dollars ($125,000.00), then the dispute shall (1) not be deemed a Disagreement 
under this Section 7.4.2(b); (2) absent mutual agreement of the Parties, shall be deemed 
resolved in the County’s favor; provided that the County provides to the Vendor a written 
notice expressly exercising its rights under this Section 7.4.2(b); (3) such request shall be 
deemed an In-Scope Work Order; and (4) all such services, products, or resources shall be 
provided to the County by Vendor in accordance with such In-Scope Work Order and the 
terms of this Agreement. 
 

3. Schedule 1 (Relationship Management) – Revision 1 of the Agreement is deleted in its 
entirety from the Agreement and replaced with the attached Schedule 1 (Relationship 
Management) – Revision 2, which is incorporated into the Agreement by this reference. 
 

4. Appendix 2A.1 to Schedule 2.A (IT Service Management and Life Cycle Management 
Tools) – Revision 2 of the Agreement is deleted in its entirety from the Agreement and 
replaced with the attached Appendix 2A.1 to Schedule 2.A (IT Service Management and 
Life Cycle Management Tools) – Revision 3, which is incorporated into the Agreement by 
this reference. 
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5. Appendix 2B.5 to Schedule 2B (Data Center Management Tools) – Revision 2 of the 

Agreement is deleted in its entirety from the Agreement and replaced with the attached 
Appendix 2B.5 to Schedule 2B (Data Center Management Tools) – Revision 3, which is 
incorporated into the Agreement by this reference. 

 
6. Appendix 2C.3 to Schedule 2C (Service Desk Tools (County)) of the Agreement is deleted 

in its entirety from the Agreement and replaced with the attached Appendix 2C.3 to 
Schedule 2C (Service Desk Tools (County)) – Revision 1, which is incorporated into the 
Agreement by this reference. 

 
7. Appendix 2C.4 to Schedule 2C (Vendor Provided Service Desk Tools) of the Agreement 

is deleted in its entirety from the Agreement and replaced with the attached Appendix 2C.4 
to Schedule 2C (Vendor Provided Service Desk Tools) – Revision 1, which is incorporated 
into the Agreement by this reference. 

 
8. Appendix 2D.2 to Schedule 2D (Application Development and Maintenance Tools) of the 

Agreement is deleted in its entirety from the Agreement and replaced with the attached 
Appendix 2D.2 to Schedule 2D (Application Development and Maintenance Tools) – 
Revision 1, which is incorporated into the Agreement by this reference. 

 
9. Appendix 2E.4 to Schedule 2E (Desktop Support Tools) of the Agreement is deleted in its 

entirety from the Agreement and replaced with the attached Appendix 2E.4 to Schedule 2E 
(Desktop Support Tools) – Revision 1, which is incorporated into the Agreement by this 
reference. 

 
10. Appendix 3.1 to Schedule 3 (SOW Pricing Appendix) – Revision 13 of the Agreement is 

deleted in its entirety from the Agreement and replaced with the attached Appendix 3.1 to 
Schedule 3 (SOW Pricing Appendix) – Revision 14, which is incorporated into the 
Agreement by this reference.  NOTE:  To prevent confusion as to tracking Appendix 3.1 
revision numbering in the future, the Parties hereby acknowledge Amendment 16 
incorrectly specified the deleted and replaced Appendix 3.1 to Schedule 3 (SOW Pricing 
Appendix) as Revision 12 and Revision 13 respectively and the Parties have chosen to 
retain such numbering.   

 
11. Appendix 4.1 to Schedule 4 (Service Level Requirements and Fee Reduction Weighting 

Factors) – Revision 5 of the Agreement is deleted in its entirety from the Agreement and 
replaced with the attached Appendix 4.1 to Schedule 4 (Service Level Requirements and 
Fee Reduction Weighting Factors) – Revision 6, which is incorporated into the Agreement 
by this reference. 

 
12. Attachment S (Work Order Template) – Revision 2 of the Agreement is deleted in its 

entirety from the Agreement and replaced with the attached Attachment S (Work Order 
Template) – Revision 3, which is incorporated into the Agreement by this reference. 
 

B. This Amendment 17 shall be effective upon execution by both Parties. 
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C. Order of Precedence When Interpreting Conflicting Terms 
 

Except as otherwise expressly set forth and amended herein, all terms and conditions of the 
Agreement and its Amendments 1 through 16 remain unchanged and in full force and effect.  
Capitalized terms used in this Amendment and not defined herein have the meanings given to 
them or referenced in the Agreement and the prior amendments. In the event of any 
inconsistency or conflict between or among any provision of this Amendment 17 and any 
provision of the original Agreement, and/or its amendments/modifications other than 
Amendment 17, the inconsistency or conflict shall be resolved by giving precedence to the 
language of amendments, modifications, and the original Agreement in the following order: 
 

1. Amendment 17; 
2. Amendment 16 
3. Amendment 15; 
4. Amendment 14; 
5. Amendment 13; 
6. Amendment 12; 
7. Amendment 11; 
8. Amendment 10; 
9. Amendment 9; 
10. Amendment 8; 
11. Amendment 7; 
12. Amendment 6; 
13. Amendment 5; 
14. Amendment 4; 
15. Amendment 3; 
16. Amendment 2; 
17. Amendment 1; 
18. The original Agreement. 

 
 

[Signatures provided on the following page]  
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The Parties evidence their entire agreement to the terms of this Amendment 17 as evidenced below 
by the signature of each Party’s legally authorized representative on the dates indicated below. 

VENDOR: SCIENCE APPLICATIONS INTERNATIONAL CORPORATION 

Vincent R. Magaña               Contracts, Senior Principle  
Print Name Title 

Signature Date 
*************************************************************************** 
COUNTY OF ORANGE, 
a political subdivision of the State of California 

Joel Golub County Chief Information Officer 
Print Name Title 

Signature Date 

APPROVED AS TO FORM 
COUNTY COUNSEL 

__ 
______________________________ 
Patrick Bruso, Deputy County Counsel 

Approved by Board of Supervisors on:  __________________________________ 

January 14, 2021
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This Schedule 1 (Relationship Management) sets forth the roles and responsibilities of 
the Parties for the relationship management processes and activities provided under the 
Agreement as part of the Services. These processes and activities, as further detailed in 
this Schedule 1, are required to provide and support the County’s overall relationship 
with the Vendor. 
 
The relationship management aspect of the Agreement is extremely important to 
ongoing and operational success of the relationship between both Parties, as well as the 
success of the operational management of the Agreement. 
 
The following section provides an outline of indicative roles and responsibilities required 
by both Parties that the County believes will be required in order to enact successful 
governance and operational management of the Agreement. 
 
The County is open to the Vendor illustrating various operating models that, based on its 
experience, the Vendor believes can best be used to achieve the County’s goals and 
effectively support the relationship management and governance processes. 
 

1.0 Relationship Management Overview 

1.1  Relationship Management  
The County recognizes that relationship management processes are an essential 
component for successful ongoing County-Vendor relationship satisfaction. The County 
requires a relationship with the Vendor based on a number of key components, including 
the following:  

 Well-defined objectives and service levels  
 Well-defined roles and responsibilities 
 Appropriate governance structures 
 Excellent communication between both parties 
 Mutual trust and respect 

 
The Vendor relationship management team will work with the County team to achieve a 
number of the County relationship goals and objectives, including:  

 Delivery of high-quality, reliable, scalable and secure Services that support 
the County business needs and achieve the County’s Service Level 
Requirements (SLRs) 

 Continued high customer satisfaction from all technical and operational End 
Users of Services 

 Continuous recommendation of improvements to the functionality, creation 
and delivery of Services — to the extent that the County business objectives 
would be better served 

 Development of the business rationale and benefits of any proposed 
changes and communication thereof to the team and other County 
stakeholders, as appropriate 
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 Working within the mutually-agreed-upon structure regarding processes and 
procedures  

 Assisting the County in its planning activities as required 
 Ensuring proactive, continued and appropriate communication 

1.2 Innovation 
It is expected that the Vendor will continuously and proactively identify areas of 
improvement and opportunities relative to the County’s business requirements. These 
analysis and evaluation activities will be funded by the Vendor, and the outcome will be 
recommendations on technical advancements, business strategies, process 
improvements and market changes that the Vendor believes will be of benefit to the 
County. The Vendor will document these ideas for the County’s consideration. 
 
No later than once every six (6) months, the County and the Vendor will meet to allow 
the Vendor to formally present such recommendations, information and ideas of 
potential benefit to the County, the scope of which may include models and technologies 
that will lead to: cost reduction; increased security; improved reliability; enhanced 
operations; increased business effectiveness; and improved ability to respond to 
business opportunities, changing demand and threats. 
 
These sessions, attended by representatives of the County’s business and technical 
staff and the Vendor will also be used to identify and prioritize those innovation ideas 
suitable for further development, and to track their progress through to fruition.  
 

2.0 Key Roles 
The County and Vendor will each establish and maintain relationship management 
teams of senior IT and business professionals that, throughout the Agreement life cycle, 
will: 

 Monitor Vendor performance metrics including contracted SLRs 
 Dedicate sufficient time and resources to make the relationship a success 
 Support the County strategic and tactical planning processes for in scope 

services, including IT linkage to business objectives and technology 
standards and architectures 

 Determine and protect the business interests and reputation of the County 
 
The County will designate certain roles of Vendor staff as Key Personnel. Vendor will 
provide resumes of the management team for the County’s approval as Key Personnel, 
including any key project operations and technical management personnel. Vendor will 
not replace or re-assign any of the Key Personnel without the County’s prior written 
consent. An authorized County representative must approve any persons that Vendor 
recommends as a member of the Key Personnel. To ensure consistency of service 
delivery and minimize personnel learning curves, Vendor agrees to use commercially 
reasonable efforts to minimize the amount of turnover in its staff assigned to the 
County’s account to a maximum of ten percent (10%) per Contract Year. 
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Vendor also agrees to ensure that Key Personnel will be assigned to the account for a 
minimum of twenty four (24) months from date of posting.    
 
Key Personnel include Vendor’s staff described below: 
 

 Greg Mitchell – Relationship Manager 
  Maureen D'Antonio - Transition Manager 

2.1 Relationship Managers  
Each Party shall designate an individual (for the County, the "County Relationship 
Manager" and, for Vendor, the "Vendor Relationship Manager"), who shall be each 
Party's primary point of contact for all matters relating to the Agreement. 
 
The Vendor Relationship Manager shall be at a minimum:   

 The primary relationship manager between the Vendor and the County 
 Knowledgeable about the initial Transition of the Services, and all Services 

being provided under this Agreement including the Vendor Service Area 
services, migrations and projects. In addition, the Vendor Relationship 
Manager shall be knowledgeable about Vendor subcontractor and Third 
Party services and how all of these integrate to provide services for the 
County 

 Responsible for ensuring the IT Services are delivered consistently and 
seamlessly across all Services Areas  

 Experienced at running services equal in size, scope and complexity to 
those of the County 

 Otherwise acceptable to the County   
 
The Vendor Relationship Manager shall have overall responsibility for directing all of 
Vendor's activities and shall be vested by Vendor with all necessary authority to act for 
Vendor in connection with all aspects of the Agreement.  
 
Vendor agrees that no part of Vendor Relationship Manager's compensation will be 
based on, nor will Vendor Relationship Manager directly or indirectly receive any 
commissions or other remuneration based on, the sale, lease or licensing of any 
software, hardware or Services by Vendor, any Vendor Subcontractor or any of the 
Vendor’s Affiliates to the County. 

2.2 Transition Manager 
The initial Transition to Vendor Services will require the establishment of a Transition 
team with membership from both Parties. The Vendor shall dedicate a Transition 
Manager who will be in place for the duration of the Transition.  
 
The Vendor Transition Manager shall be responsible for managing the Vendor Transition 
Plan and the Transition Services and deliverables therein, including interfacing with the 
current provider. The Vendor Transition Manager will ensure that the Transition Plan is 
developed in accordance with County project management methodologies. The Vendor 
Transition Manager will follow the policies, practices and norms of the County’s Project 
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Management Office (PMO) and ensure that progress reviews and reports are produced 
in a timely manner. 
 
The Transition Manager shall be at a minimum:   

 Experienced at managing and coordinating transitions of similar scale, 
scope and complexity  

 Knowledgeable about the County IT application, infrastructure and 
business processes associated with the applicable Transition of Services 

 Knowledgeable about how each of the Vendor In-Scope Service Areas, 
Third Parties and subcontractors impact the Transition 

 Responsible for assuring appropriately skilled and knowledgeable 
resources are available and that Transition activities are successfully 
delivered on time and within scope and budget  

 Knowledgeable about the Vendor’s best practices for Transition 
management as well as Vendor’s standard tools, processes and 
procedures 

 

2.3 Service Delivery Managers  
Each Party shall designate individuals (for Vendor, the "Vendor Service Delivery 
Manager" and for the County, the "County Service Performance Manager") for the 
Service Areas defined in Schedule 2 and for County-designated sub-service areas. 
These individuals shall be each Party's primary point of contact for all matters relating to 
that Service Area or sub-service area. Depending on the requirements of the service 
area, these resources could be dedicated to one service area, or responsible for multiple 
service areas. Vendor Service Delivery Managers shall be at a minimum:   

 Knowledgeable about: 
o The assigned Service Area or sub-service area, including the County’s 

business requirements and Service Level Requirements 
o Other Vendor Service Area or sub-service area services, and any 

associated Service Level Requirements, that impact their assigned area 
o Vendor subcontractor and Third Party services 
o How all of these integrate to provide Services for the County 

 Experienced at running information technology systems and networks of a 
size, scope and complexity that are minimally equal in size, scope and 
complexity to those of the County 

 Knowledgeable about Vendor’s best practices, tools, standard processes 
and procedures 

 Otherwise acceptable to the County  
 
The primary role of the Vendor Service Delivery Managers and the County Service 
Performance Managers is to take ownership of the day-to-day operational relationships 
between the Vendor’s information technology service delivery and the County business. 
This involves managing and coordinating the appropriate resources to ensure optimal 
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service delivery to ensure that all issues raised are resolved in accordance with the 
applicable procedures and Service Level Requirements.  
 
Vendor Service Delivery Managers shall be assigned for the following: 

 Service Areas: 
 Data Center Services 
 Service Desk Services  
 Desktop Support Services 
 Application Development and Maintenance Services. 

 Sub-service areas 
 Disaster Recovery 

2.4 Additional Relationship Management Functions 
The following are additional County and Vendor relationship management functions that 
are essential to managing the relationship. If required, specific Vendor individuals can be 
assigned and added to Key Personnel, specifically in the areas of: 
 

 Financial Management 
 Performance Management 
 Contract Management 
 Innovation Management 

2.4.1 Financial Management 
The County and Vendor Financial Management function monitors and manages financial 
administration practices and procedures associated with the contract ensuring that 
financial controls are in place and aligned with the contract. Financial Management 
function activities include: 
 

 Acting as primary contact for all billing and financial issues 
 Developing and reviewing invoices, charges, budget performance, identifying 

disparities and variances to plans and recommending corrective action 
 Applying and reviewing fee reductions to the applicable reporting period and 

assisting with the identification of problem areas  

2.4.2 Performance Management 
The County and Vendor Performance Management function takes overall responsibility 
for ensuring Vendor performance meets business requirements and recommends 
continuation, improvement or problem resolution to ensure that business requirements 
are met. This function includes: 
 

 Leading the measurement process by which Service Level Requirements are 
assessed 

 Reviewing and monitoring performance, recommending corrective action and 
facilitating the development of continuous improvement plans 

 Conducting exploratory activities to determine how to raise performance levels 
and recommending changes in Service Level Requirements, where 
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appropriate, to ensure that they properly reflect business needs, while 
balancing costs 

2.4.3 Contract Management 
The County and Vendor Contract Management function manages the contractual 
relationship between the County and the Vendor. This function includes: 
 

 Leading and facilitating contract activities from contract signing through 
Vendor Transition and ongoing operations  

 Monitoring compliance with contract terms and conditions and providing 
recommendations to resolve issues related to non-compliance  

 Managing the escalation process to address all contract management issues 
 Identifying and managing Fee Reductions, based on performance metrics and 

contract terms, in accordance with County procurement policies 
 
The County and Vendor Contract Manager roles work closely with the County 
procurement and legal counsel to: 
 

 Create, negotiate and incorporate amendments into the Agreement 
 Coordinate the contract negotiations/renegotiations process to accommodate 

scope changes or changes to business requirements.  
 

3.0 Governance Process 

3.1 Governance Structure 
The following governance model defines a framework for the Agreement oversight 
committees, including the participants, their responsibilities and the activities of those 
roles that are responsible for the administration of governance processes. 
3.1.1 Executive Steering Committee   
The Executive Steering Committee will be comprised of senior executives from each 
Party, including the County’s CIO and executive management and by Vendor’s top IT 
outsourcing executives who will meet to discuss high-level strategic and operational 
issues relating to the Agreement. 
 
The Executive Steering Committee shall meet at least once semi-annually, and 
responsibilities shall include the following: 

 Address relevant high-level issues appropriate for a executive-level 
discussion 

 Address the overall health of the relationship to ensure both Parties’ 
objectives are being met 

 Review and approve the use of innovation processes to drive significant 
business change 

 Address major relationship and alignment issues, disputes and Service 
and contract changes that have been escalated to this level 
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For each such meeting, the Parties shall agree upon the location for the meeting in 
advance. Prior to each such meeting, Vendor shall prepare a suggested agenda, with 
active input from the County Relationship Manager. The Vendor shall deliver the agreed-
upon agenda to the County at least ten (10) Business Days prior to the meeting. Vendor 
shall make available its senior management personnel to answer questions from the 
County’s senior management personnel regarding the agenda items for such meeting. 
Further, either Party from the Executive Steering Committee may invite industry subject 
matter experts to participate in such meetings to facilitate information exchange and 
increase the value of the strategies discussed. 
3.1.2 Management Review Committee 
The Management Review Committee, comprised of program and IT management from 
the County and the Vendor, shall be responsible for overseeing the overall operation of 
the Agreement including the integration of the individual Services provided by Vendor or 
Third Parties to service County programs, reviewing Vendor performance and 
addressing service management issues. Issues that cannot be resolved by this 
committee shall be escalated to the Executive Steering Committee.  
 
The Management Review Committee shall be chaired by the County Relationship 
Manager. Its members shall include the Vendor Relationship Manager, Vendor Program 
Managers, County executive management and, as required by the County Service 
Performance Managers, County Program Managers and technical leads. Any additional 
temporary Vendor attendees will be agreed upon between the Parties in advance of the 
committee meetings. 
 
The Management Review Committee shall meet monthly at County facilities, or more 
often if required by the County, and responsibilities shall include the following: 

 Discussing the Vendor's compliance with the Service Level Requirements 
for all Services 

 Planning for new Services and removal of Services 
 Reviewing all financial arrangements, including invoices submitted by the 

Vendor 
 Reviewing the County’s satisfaction with the Key Personnel 
 System performance and capacity review and planning 
 Addressing Problems, disputes, Incidents, trends and Change Requests 

that have been escalated to this level  
 Reviewing project forecasts and action items 
 Addressing exceptions to performance management and best practices 
 Addressing such other matters as one Party may bring to the other 

 
Prior to each such meeting, the Vendor shall prepare a suggested agenda, with active 
input and review and approval from the County Relationship Manager. The Vendor shall 
deliver the agreed-upon agenda to the County at least five (5) Business Days prior to the 
meeting, if such meetings take place on a monthly basis, or at least two (2) Business 
Days prior to the meeting, if such meetings take place on a weekly basis. The Vendor 
shall make available its senior management personnel to answer questions from the 
County’s senior management personnel regarding the agenda items for such meeting. 
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Further, either Party may invite industry subject matter experts to participate in such 
meetings to facilitate information exchange and increase the value of the strategies 
discussed. 
3.1.3 Operations Review Team – Steady State 
The Operations Review Team – Steady State is a joint team comprised of IT and 
business management from the County and the Vendor (e.g., program and/or Service 
Area personnel) and shall be responsible for overseeing the day-to-day operation of the 
steady state Services.  
The Operations Review Team – Steady State shall be chaired and facilitated by the 
Vendor Relationship Manager or his/her designee. Its members shall include Vendor 
Service Delivery Managers and Services Area technical management and staff and shall 
include corresponding representation from the County.  
 
The Operations Review Team – Steady State shall meet on a bi-weekly basis and 
responsibilities shall include the following: 

 Addressing operational and Service delivery issues arising during the 
previous week 

 Reviewing Root Cause Analysis of any previous issues 
 Addressing outstanding or unresolved issues or trends 
 Reviewing progress reports 
 Planning for future changes 
 Reviewing the Vendor's compliance with the Service Level Requirements 
 Reviewing Problems, disputes, Incidents and Change Requests 
 Addressing such other matters as one Party may bring to the other 

 
In addition to the bi-weekly joint Operations Review Team – Steady State meeting, 
specific operations team meetings can be called if required at the County’s discretion for 
specific Service Area or County programs to address the items listed above.  
 
Prior to each meeting, Vendor shall prepare a suggested agenda, with active input from 
the County Performance Managers.  
 
3.1.4 Operations Review Team – Projects 
The Operations Review Team – Projects is a joint team comprised of IT and business 
management from the County and the Vendor (e.g., program and/or Service Area 
personnel) and shall be responsible for overseeing the day-to-day operation of project 
Services.  
 
The Operations Review Team - Projects shall be chaired and facilitated by the Vendor 
Relationship Manager or his/her designee and is responsible for providing oversight to 
those projects the Vendor manages. Its members shall include Vendor Project Managers 
and Services Area technical management and staff and shall include corresponding 
representation from the County. 
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The Operations Review Team – Projects shall meet on a monthly basis and 
responsibilities shall include the following: 

 Addressing project Service issues  
 Reviewing changes to scope, timing and/or cost 
 Addressing outstanding or unresolved issues or trends 
 Reviewing progress reports 
 Planning for future projects 
 Reviewing the Vendor's compliance with the Service Level Requirements 

and project milestones 
 Addressing such other matters as one Party may bring to the other 

 
In addition to the monthly joint Operations Review Team – Projects meeting, specific 
project team meetings can be called if required at the County’s discretion for specific 
project or County programs to address the items listed above.  
 
Prior to each meeting, the Vendor shall prepare a suggested agenda, with active input 
from the County Performance Managers.  
 

3.2 Day-to-Day Management Processes  
During the Transition period, County-approved formal procedural, reporting and 
communication processes and structures will be established in order to manage the 
delivery of the IT services to be provided by the Vendor in an efficient and effective 
manner. They will be documented and maintained by the Vendor, as approved by the 
County, and modified and updated on an ongoing basis to reflect changes to the 
business and operational relationship. 
 
The Vendor and the County will agree upon additional points of contact and a reporting 
structure covering day-to-day operations and reviews of the Vendor’s performance. 
These may include technical, financial, and Service Level Requirements reviews as well 
as the resolution of any other issues that may arise. These reporting schedules will be 
documented and maintained by the Vendor in an online repository integrated into the 
broader IT Service Management suite and accessible to the County’s management 
team. A regular meeting schedule will be required for the different reporting levels 
established, with ongoing 24-hour access to all of the Vendor points of contact when 
required. In addition to the processes and procedures as described in the SOWs, 
Vendor must provide processes and procedures acceptable to the County that can be 
used to manage day-to-day relationship processes and shall include: 
 

• Incident / Problem resolution 

• Resolving disputes and Change Requests 

• Dispute resolution 

• Resolving Root Cause Analysis of any previous issues 

• Addressing outstanding or unresolved issues  
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• Contract change management  

• New business request 

• Performance reporting (e.g., Service Level Requirements, project status, 
outstanding service request status) 

 

3.3 Communications 
Communications between the County and the Vendor shall, wherever possible and 
practicable, be face to face. Video or audio conferences will be the second choice of 
communication medium. Where video or audio conferences are not practical, e-
collaboration will be the fall-back communication medium.  
 
All formal meetings shall take place during normal County Business Hours whether face 
to face or video or audio conferences and shall: 

 Be set with an agenda per above in advance and have an identified 
chairman and note taker. The agenda should have clear directions of 
location and/or medium to be used; date and time of meeting; topic items to 
be covered and the expected outcome for each topic; owners of each topic; 
and any pre-work to be undertaken by topic owners or attendees 

 Be documented with minutes by the note taker, and such minutes to 
include high-level summaries of key discussion points, future actions with 
expected deadlines and those persons responsible for the actions. Minutes 
should be distributed to attendees and missing attendees and any persons 
with actions to be taken 

 Identify the person who shall be responsible for organizing the next 
meeting. 

3.4 Governance Processes 
Below are the key governance processes the County, Key Personnel and the 
governance structure described above will employ to manage the relationship. Roles 
and responsibilities associated with the following key governance processes are 
described in Table 1. 

 Strategy and Planning 
 Contract Management 
 Relationship Management 
 Financial Management 
 Performance Management 
 Personnel Resource Management 
 Integration Management 
 Innovation Management 
 Risk Management 
 Emergency Management 
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 Customer Satisfaction Management 

4.0 Scorecard 
It is the County’s intent to work with the Vendor to develop a balanced scorecard. The 
County’s view is that such a balanced scorecard is required to gauge service 
performance, relationship quality and business alignment on an ongoing basis. In 
addition to quantitative Service Level Requirements, the scorecard will be balanced to 
reflect qualitative measures such as customer satisfaction, compliance to SOW roles 
and responsibilities, and the effectiveness and efficiency of the working environment 
from both County and Vendor perspectives.  
 
The scorecard will serve as the primary vehicle for measuring the overall success of the 
relationship. Accordingly, it will be used by operational teams and governance bodies as 
a key standing agenda item. 

5.0 County and Vendor Roles and Responsibilities 
The following table identifies a number of roles and responsibilities associated with the 
key governance process that the County and Vendor shall address. An “X” is placed 
under the party that will be responsible for performing the task. 

Table 1. Governance Roles and Responsibilities 

Governance Roles and Responsibilities Vendor County 
Strategy and Planning Vendor County 

1. Chair semi-annual Executive Steering Committee meetings  X 

2. Participate in semi-annual Executive Steering Committee meetings X  

3. Provide County Policies and Standards  X 

4. Adhere to the County Policies and Standards  X  

5. Provide the Vendor with the County strategic business and technology 
imperatives that require Vendor support 

 X 

6. Provide status on current and proposed projects X  

7. Proactively recommend services, technologies and/or products to the 
County’s IT management that add value to the County 

X  

8. Develop projects and project plans  X  

9. Review and approve projects, project plans, and associated priorities  X 

10. Provide input and recommendations in connection with the development of 
the County strategic business plans, as requested by the County  

X  

11. Develop/implement operational plans in accordance with authorized strategic 
IT plan, architecture and implementation strategies 

X  

12. Provide IT research assistance on new technologies  X  

13. Provide business case assistance and preparation, as required X  

14. Provide IT solutions, expertise, and advisory services that are appropriately 
aligned with the County’s needs and business focus 

X  

15. Recommend Vendor’s standard business criteria for Services, standards and 
delivery requirements 

X  
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Governance Roles and Responsibilities Vendor County 
16. Establish business criteria for all Services, standards and delivery 

requirements 
 X 

17. Develop Demand Management Report (DMR), which shall include forecasts 
of expected changes in Services demand 

 X 

18. Review and analyse DMR  X  

19. Provide input to demand forecasts for DMR X  

20. Develop response to demands in the DMR X  

21. Develop and provide action plans as a result of review of DMR X  

22. Approve DMR action plans  X 

Contract Management Vendor County 

23. Monitor contract terms, technology operations and management processes to 
ensure compliance  

 X 

24. Monitor and revise contracts as applicable and review recommended contract 
modifications provided by the other Party 

 X 

25. Monitor and revise contracts as applicable and review recommended contract 
modifications provided by the other Party 

X  

26. Provide data required to assess Fee Reductions  X  

27. Identify and manage Vendor Fee Reductions, based on performance 
information and contract terms 

 X 

28. Authorize Service setup, Service or Agreement Work Orders and exit 
requests, as applicable  

 X 

29. Execute Service setup, Service or Agreement Work Orders and exit requests, 
as applicable 

X  

30. Manage internal dispute escalation and resolution on behalf of the Vendor X  

31. Manage internal dispute escalation and resolution on behalf of the County  X 

Relationship Management Vendor County 

32. Provide support and commitment of the County executives to the relationship  X 

33. Provide support and commitment of the Vendor executives to the relationship X  

34. Provide an internal business unit liaison to develop business relationships  X 

35. Manage internal dispute escalation and resolution on behalf of the Vendor X  

36. Manage internal dispute escalation and resolution on behalf of the County  X 

Financial Management  Vendor County 

37. Establish, maintain and provide an asset register for all Assets relevant to the 
Services 

X  

38. Establish, maintain and provide a contract register for all contracts relevant to 
the Services 

X  

39. Approve asset register and contract register   X 

40. Provide the Vendor data to a Third Party benchmarking provider for use in 
conducting periodic cost and performance benchmark comparison 

X  

41. Monitor and manage financial administration practices and procedures 
associated with the Agreement 

 X 
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Governance Roles and Responsibilities Vendor County 
42. Provide data in order to conduct charge back activities to County agencies 

and departments per the County requirements 
X  

43. Identify billing disparities and issues, develop and implement corrective 
actions  

X  

44. Identify billing disparities and approve Vendor’s corrective actions  X 

45. Provide a monthly report of Services consumed and any variances to plan X  

46. Maintain an audit trail and records of all costs incurred under the Agreement  X  

47. Develop plans to ensure that all unnecessary costs are eliminated, and that 
costs are managed in an efficient manner 

X  

48. Approve all plans to ensure that all unnecessary costs are eliminated, and 
that costs are managed in an efficient manner 

 X 

49. Track return on investment for all Services from contract inception onward X  

50. Maintain full records of assets (including ownership) used to support the 
delivery of Services under the Agreement and, upon request, make such 
records available to the County for review 

X  

Performance Management Vendor County 

51. Manage and coordinate all delivery aspects of the Services  X  

52. Provide periodic written performance management reports to the County on 
SLRs and conduct periodic scheduled and ad hoc review meetings as 
required 

X  

53. Review and monitor the Vendor performance against SLRs, return-on-
investment metrics, performance improvement plans and industry 
benchmarks 

 X 

54. Ensure the Vendor’s understanding of and adherence to SLRs and any 
implementations of required changes to achieve such SLRs 

X  

55. Ensure in-scope technical solutions are consistent with the County’s business 
strategy and architecture 

X  

56. Ensure that Vendor performance meets County business requirements X  

57. Conduct a formal review and report on root causes of service delivery or 
other relationship related matters, and document such findings per the 
requirements in Schedule 2 

X  

Innovation Management Vendor County 

58. Develop recommendations for innovative approaches to better meet the 
County’s business requirements in each of the Service Areas   

X  

59.  Formally present information and ideas of potential benefit to the County no 
less than once every 6 months 

X  

60. Participate in meetings and presentations with Vendor   X 

61. Review and approve innovation-based solutions recommended by the 
Vendor 

 X 

62. Implement County-approved innovations  X  

Personnel Resource Management Vendor County 

63. Ensure that staffing, technology and skill levels are adequate to achieve 
contract objectives 

X  
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Governance Roles and Responsibilities Vendor County 
64. Inform the County of any potential Key Personnel staffing changes and of any 

new personnel assignments planned for new projects and Services 
X  

65. Review and authorize the Key Personnel changes to existing Services and 
personnel for new projects and Services 

 X 

66. Recommend subcontractors for delivery of Services, if applicable X  

67. Approve recommended subcontractors in the County’s sole discretion  X 

Integration Management Vendor County 

68. Provide information on integration requirements  X 

69. Define integration solutions X  

70. Approve integration solutions  X 

71. Provide recommendations for overall IT architecture, implementation 
strategies and Third Party integration strategies for in-scope Services in 
support of the strategic IT plan  

X  

72. Review and authorize IT architecture recommendations, implementation 
strategies and Third Party integration strategies for in-scope Services 

 X 

73. Coordinate and participate in operational governance processes between the 
County and the Vendor as required 

X  

74. Develop Operating Level Agreements (OLAs) between Third Parties and the 
Vendor if other Third Party providers of services are providing services that 
impinge upon those defined in the Agreement 

X  

Customer Satisfaction Management Vendor County 

75. Conduct Customer Satisfaction and End User Satisfaction surveys X  

76. Participate in and review Customer Satisfaction and End User Satisfaction 
surveys 

 X 

77. Participate in regular reviews of the risk exposure of the relationship and 
overall transaction between County and Vendor 

X  

End of Table 
 

REMAINDER OF PAGE IS INTENTIONALLY BLANK 
 

ATTACHMENT C

Page 21 of 119



Orange County Information Technology 1 Schedule 1 (Relationship Management) – Rev 3 
Science Applications International Corporation  Amendment No. 17 to MA-017-13011864 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

APPENDIX 2A.1 TO SCHEDULE 2A 
Revision 3 

 
IT SERVICE MANAGEMENT AND LIFE CYCLE 

MANAGEMENT TOOLS 
 

for 
COUNTY 

ATTACHMENT C

Page 22 of 119



Orange County Information Technology 2 Appendix 2A.1 to Schedule 2A – Rev 3 
Science Applications International Corporation  Amendment No. 17 to MA-017-13011864 

This is Appendix 2A.1 (IT Service Management and Life Cycle Services Tools) to 
the Agreement between the County of Orange, CA (“County” or “the County”) and 
the Vendor (“Vendor”).  Unless otherwise expressly defined herein, the capitalized 
terms used herein shall have the meaning assigned to them in Attachment A – 
SOW Definitions. 

 
 
 
IT Service Management and Life Cycle Management Tools 

 
The Table below provides a listing and description of all Vendor ITSM tools, 
associated functionality and capabilities, standard reports and associated Service 
Area environments. This tool environment shall be supported and maintained by 
Vendor. 
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Table 1. IT Service Management and Life Cycle Services Tools 
 

IT Service Management 
and Life Cycle Process 

 
 

Product Name  

Describe Functions & Features Including Real-time Data 
Access for the County (including manual and automated 

functions / integration points with other tools) 

County Service Area 
Areas/Components where tool 
will be used (e.g., Data Center 
- UNIX and Windows servers, 

service desk) 
Project Management 

 

  

Vendor will use the County’s approved portfolio management tool 
to enter project data throughout the project’s life cycle. Portfolio 
data will also appear on a web portal. Vendor’s PMs will use 
County’s approved portfolio management tool to plan the 
schedule and resources required, track execution status and 
deviations, and report schedule status to the County.  

IT Service Management and Life 
Cycle Services 

KPI Monitoring & Reporting   The tool shall allow process users to have near-real-time 
access to performance and trending data.  The tool shall offer 
the following features: 
 Automated emailing of recurring reports 
 Dashboard views of current SLR and KPI performance on a 

web portal 

Reporting across all service 
areas, including the Scope 2 
vendor 

Asset Management   The tool shall track and report on the state of assets, including 
the assets managed by the Network Service Provider (i.e., 
assets under the separate County contract with the Network 
Service Provider). Vendor will track all configuration items (CIs) 
in the tool (including licenses). Vendor will perform data 
collection through the tool and inspection or physical inventory. 
Vendor will use the tool to report on Assets. 

Asset Management across all 
service areas 

Software License 
Management 

 
 

The tool shall allow Vendor to track all software licenses. 
Vendor will perform data collection through the tool and by way 
of the Vendor provided asset management tool for inspection or 
physical inventory. 

Software license management 
across all service areas 

County-accessible Single 
Portal 

 
   

Vendor’s portal will provide a single entry point into all real-time 
SLR data, executive dashboard, trending and historical reports, 
financial and chargeback information, project and portfolio 
information, and documents and manuals for the County and 
its internal business customers. 

Data feeds into portal from 
service desk, IT Service 
Management and Life Cycle 
Services, projects, and other 
technical service areas (Network 
Service Provider information) 

ATTACHMENT C

Page 24 of 119



Orange County Information Technology  4 Appendix 2A.1 to Schedule 2A – Rev 3 
Science Applications International Corporation  Amendment No. 17 to MA-017-13011864 

IT Service Management 
and Life Cycle Process 

 
 

Product Name  

Describe Functions & Features Including Real-time Data 
Access for the County (including manual and automated 

functions / integration points with other tools) 

County Service Area 
Areas/Components where 
tool will be used (e.g., Data 
Center - UNIX and Windows 

servers, service desk) 
Knowledge Management  Vendor’s knowledge management solution, which shall be 

integrated with the end-user facing web portal and the tool, 
features the following: 
Knowledge life-cycle facilitation and enforcement FAQs 
Knowledge segregation (each user group sees only the data 
relevant to it) 
Natural language processing 
Learning searches (the more an article is used and rated, the 
more relevant the results become) 
Solution tree capability 
Glossary capability 
Article subscription and expiration 

Knowledge Management across 
all service areas 

Performance Management 
Monitoring of Service Area 
Component Resources 
(e.g., performance, 
utilization and efficiency) 

 
SAIC Time charging System 

Work charge numbers shall be assigned at various levels to track 
time against work packages, projects, and T&M Services. 
Managers assess automated and manual data 
such as time spent on tasks, quality defects, and SLR data 
and issues and identify areas for improvement. Managers 
capture before and after metrics and report on improvements 
to the County. 

All service areas  

Financial/Chargeback 
Management and 
Invoicing 

 
SAIC Invoice 

The Asset Management System shall collect a business’s 
actual usage IT expenses to be invoiced monthly for the 
County to charge back to its internal business customers. The 
system will structure invoices as currently formatted for 
business customers. 

IT Service Management and Life 
Cycle Services 
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IT Service Management 
and Life Cycle Process 

 
 

Product Name  

Describe Functions & Features Including Real-time Data 
Access for the County (including manual and automated 

functions / integration points with other tools) 

County Service Area 
Areas/Components where tool 

will be used (e.g., Data Center - 
UNIX and Windows servers, 

service desk) 
Incident/Problem 
Management 
Tracking Access 

 
 

The tool shall allow licensed IT personnel to have real-time 
access to view and update incidents and service requests. 
Vendor integrated support system delivers many features, 
including: 
 Real-time ad hoc reporting 
 Web-based system that allows access from anywhere 
 Automated notifications regarding ticket assignment and 

status 
 Custom searching 
 Open ticket and queue management 
 SLR and KPI tracking 
 Fully auditable information 
 Knowledge base integration 
 Integration with third party tools/software 
 Central IT Service Desk Catalog integration 
 Web portal integration 
 ITIL-compliant architecture 

Incident and problem 
management and tracking across 
all service areas 

Root Cause Analysis  Vendor shall use the tool and the data center monitoring tools 
to perform root cause analysis. Vendor will use the tool and 
monitoring tools for ad hoc queries or analysis of real-time or 
historical data. 

Root cause analysis across all 
service areas 

Trending Analysis  Vendor provided ticketing tool licensed process users shall 
have near-real-time access to performance and trending data. 
Said tool shall, at a minimum, offer the following features: 
 Automated emailing of recurring reports 
 Ability to create ad hoc reports 
 Ability to explore trending data by easily switching 

dimensions. 

Trending analysis across all 
service areas 

Configuration Management  
 

The Vendor provided ticketing tool will house the County’s 
CMDB, including all relevant Assets. All licensed users shall 
have access to view CIs. 

Configuration management 
across all service areas 

Dependency Mapping  Vendor will use the tool to document service delivery process 
dependencies 

Service delivery documentation 
across all service areas. 
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IT Service Management 
and Life Cycle Process 

 
 

Product Name  

Describe Functions & Features Including Real-time Data 
Access for the County (including manual and automated 

functions / integration points with other tools) 

County Service Area 
Areas/Components where tool 

will be used (e.g., Data Center - 
UNIX and Windows servers, 

service desk) 
Change and Release 
Management 
Scheduling 

 Vendor provided ticketing tool licensed process users shall 
have real-time visibility to submit and view the status of 
changes within the County’s environment.  The Forward 
Schedule of Change is a web-based calendar view of changes 
that will be fed by the tool referenced to the left. 

Change and release 
management and scheduling 
across all service areas 

Account Management/End 
User Account Administration  

  

Active Directory sources serve as the sources of record for 
many County accounts and will be used to create and control 
access to the County’s resources. 

IT Service Management and Life 
Cycle Services, data center, and 
desktop 

Risk Management/ 
Compliance 
Management 

 The tool shall provide risk and compliance management tables 
and data using internal County approved Vendor-developed 
processes and templates. 

Across all service areas 

IT Service Management and Life Cycle Service Level Monitoring, Measurement and Reporting Tools 
Service 
Catalog/New 
Service Requests 

 
 

County users will use Central IT Service Desk Catalog to 
enter new service requests and track open 
requests. Vendor implemented a service request catalog 
enabling end users to easily place orders for accounts, 
equipment, and software. The catalog provides clear 
descriptions of services, options, and standardized pricing 
(initially populated with information from County’s Service 
Catalog and updated annually or upon County request), 
enabling customers to design service configurations to fit their 
budgets. The catalog enables organizations to define standard 
service offerings, levels, and options and to easily generate 
preapproved quotes. As an organization’s requirements expand 
and as new applications and technologies come along, this 
strategy reduces costs and time and enables 
continual process improvements, which results in better 
services. Annual reviews of the Service Catalog are jointly 
performed by Vendor and the County to ensure that the 
information contained therein is accurate and up to date. 
IT personnel will use the tool to resolve service requests. 
The system will provide ticketing tool reports to report on service 
requests. 

New service requests across all 
service areas 
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IT Service Management 
and Life Cycle Process Product Name  

Describe Functions & Features Including Real-time Data 
Access for the County (including manual and automated 

functions / integration points with other tools) 

County Service Area 
Areas/Components where tool 

will be used (e.g., Data Center - 
UNIX and Windows servers, 

service desk) 
Incident Resolution  Licensed IT personnel will have real-time access to view and 

update incidents and service requests. Vendor’s integrated 
support system includes the following features: 
 Real-time ad hoc reporting 
 Tracking of all actions through timestamps that are fully 

auditable 
 Provision of analysis and trending with reports 

Incident resolution across all 
service areas 

Backup and Restoration  
 

 

The tools shall allow Vendor to provide nightly backups for 
the data.  
Vendor shall use an integrated monitoring toolset based to 
enable enterprise system performance monitoring and trigger 
incidents as appropriate. 

Backup and restoration across all 
service areas 
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This is Schedule 2B – Data Center Services SOW to the Agreement between the County 
of Orange (“County” or “the County”) and Vendor. Unless otherwise expressly defined 
herein, the capitalized terms used herein shall have the meaning assigned to them in 
Attachment A (SOW Definitions). 

1.0 Services Overview and Objectives 
1.1 Data Center Services Overview 
This Schedule 2B (Data Center Services SOW) is the Statement of Work (or “SOW”) 
that sets forth the roles and responsibilities of the Parties for the Data Center Services 
provided under the Agreement as part of the Services. These Services are the services 
and activities, as further detailed in this SOW, required to support County’s current and 
future centralized and remote computing systems environments (e.g., development, 
testing, staging, production), and all of the supporting infrastructure and security required 
to deliver the required Services and meet Service Level Requirements (SLRs).  
 
The Vendor-supported Services environment includes centralized Unix-based, 
based, Linux-based, and Windows-based systems, associated internal and external data 
storage and backup services, supporting systems Software (e.g., operating systems, 
utilities, databases, middleware, VMware) and Vendor-provided infrastructure, tools and 
operations necessary to deliver the required Services to support County’s business 
applications and to meet SLRs. The supported environment also includes a  
System with its associated system software and applications. The Vendor-supported 

 services include but not limited to scheduling, monitoring and operational 
services. The Vendor shall deliver all services through a combination of Remote 
Infrastructure Management (RIM) and onsite Services at County-managed computing 
facilities.  
 
The County is in the process of migrating applications from a  environment to 
open systems. It is expected that the migration will be completed by the end of Contract 
Year 2. 

1.2 Service Objectives 
The following are the key high-level Service objectives the County expects to achieve 
through outsourced Data Center Services and this Data Center Services Statement of 
Work (SOW): 

 Meet County business needs for reliable, scalable and secure Services that 
achieve the County’s SLRs 

 Maintain compliance with government regulations, industry standards and 
best practices (e.g., ISO 20000, BSI15000, ITSM/ITIL, COBIT) 

 Acquire Services that can leverage operational scale and best practices to 
achieve optimum commercial/market price performance 

 Acquire ongoing proactive, real time, automated feedback/reporting 
mechanisms to ensure performance meets requirements 

 Provide seamless operational support for production and Disaster 
Recovery  
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2.0 Data Center Service Requirements 
2.1 Service Descriptions and Roles & Responsibilities  
The Vendor shall be responsible for the following Data Center Services. 

2.1.1 General Responsibilities 
The following table identifies general roles and responsibilities associated with this 
SOW. An “X” is placed in the column under the Party that will be responsible for 
performing the task. Vendor responsibilities are indicated in the column labeled 
“Vendor.” 
 
The following table assumes that the Vendor shall provide the Data Center Services 
from a County-provided data center in Orange County.  
Table 1. General Roles and Responsibilities (County-provided Facility) 

General Roles and Responsibilities Vendor County 
1. Provide  hardware and Software utilities and management tools 

required to support Data Center Services as defined in Appendix 2B.5 
(DC Management Tools) to Schedule 2B  

X  

2. Provide data center location required to deliver the Data Center 
Services 

 X 

3. Manage event and workload processes across all County platforms and 
applications 

X  

4. Manage Incidents and Problems across all County platforms and 
applications 

X  

5. Provide technical support (e.g., Level 2 support) for all 
hardware/equipment in the Data Center computing infrastructure 

X  

6. Support current and future Data Center infrastructure System Software 
(e.g., operating systems, utilities, databases, middleware as listed in 
the applicable SOW appendices) 

X  

7. Provide and support Data Center networks (e.g., LAN, WAN 
connection) and related operations (e.g., procure, design, build, 
systems monitoring, Incident diagnostics, troubleshooting, Resolution 
and escalation, security management, and capacity planning/analysis) 
as required to meet County Service requirements 

 
 

 
X 
 

8. Provide Level 1 support for Data Center environmental monitoring and 
management (e.g.,  

 
 

) 

X  

9. Provide Level 2 support for Data Center related environmental 
elements  

 

) for facilities provided by the County 

 X 
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General Roles and Responsibilities Vendor County 
10. Provide, document and maintain wiring and cabling for Data Center  

 
X 

11. Provide janitorial, grounds keeping and general maintenance of the 
Data Center facility 

 X 

12. Provide bonded recycling bins at the Data Center. Vendor to provide 
County with waiver if Vendor elects to use County provided bins for 
Vendor document disposal. 

 X 

13. Coordinate with the County to deploy Data Center system management 
tools to monitor the County’s Data Center infrastructure per County 
requirements 

X  

14. Provide or maintain (as defined by the County), install and configure 
Data Center system management tools and proactively monitor the 
environment characteristics (e.g., availability, performance, Problems, 
issues and events) and identify, correlate, report and Resolve Incidents 
and Problems according to prescribed SLRs 

X  

15. Implement and coordinate all Changes to the Data Center infrastructure 
including those that may affect the service levels of Third Parties 

X  

16. Plan, develop and maintain the facilities infrastructure architecture  X 

17. Participate in planning, developing and maintaining the facilities 
infrastructure architecture 

X  

18. Implement infrastructure components in compliance with the County’s 
infrastructure architecture standards and plans 

X  

19. Plan, develop and maintain infrastructure security policies   X 

20. Implement infrastructure components in compliance with the County’s 
infrastructure security policies 

X  

21. Recommend Vendor’s standard procedures for each of the 
Services/sub-services areas defined in this SOW X  

22. Develop, document and maintain in the Policies, Standards and 
Procedures Manual Data Center operational procedures for each of the 
Services/sub-services areas defined in this SOW 

X  

23. Review, provide additional procedures and approve Data Center 
operational procedures  

 X 

2.1.2 Orange County Data Center (  Facility Support Services 
The vendor will be required to provide the following facility support services: 
 
Table 2.  Facility Support Services 

 Facility Support Services Roles and Responsibilities Vendor County 
Facility Responsibilities   
1. Vendor will be responsible for the delivery of documents, office 

supplies, and equipment to various locations around the County. 
Currently these efforts are supported by the 3.5 FTE data center 
facilities staff. 

a. Scheduled deliveries to County facilities.  

X  
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 Facility Support Services Roles and Responsibilities Vendor County 
b.  

c. Inter-office deliveries. 
d. Equipment to various location either pick up / drop off 
e. Assist with special events as needed 
f. Maintain delivery logs for support vehicles  
g. Provide delivery and maintain transportation such as a van 

as needed to support activity. 

Access Control Administration   
2. Provide security system to manage data center badge access  X 
3. Provision and decommission badges as needed X  
4. Manage physical security access X  
5. Interface with County system managers to provide access to other 

County facilities 
X  

6. Audit Data center access lists  X 
7. Define and create various access zones per County direction X  
8. Provide Access Reports to County management as needed X  
9. Coordinate badge system upgrades with county personnel X  
10. Coordinate system repairs required X  
11. Provide general oversight and implement County standards for 24/7 

Data center access to third party tenants and Vendors as needed to 
meet the County needs 

X  

12. Maintain Standard Operating procedures as required for all data center 
facility responsibilities 

X  

 Warehouse Support   
13.  Log and verify that requisition and stock numbers on agency and 

department orders are correct. Fill supply requisitions for warehouse 
stock items; assist in taking periodic inventory of warehouse. 

X  

14. Unload large delivery trucks at warehouse; receive and identify incoming 
supplies at warehouse and check for obvious exterior damage and verify 
quantity of received items against invoices, purchase orders or freight 
bills; stock shelves and move pallets of material to storage locations 
within warehouse.  Notify County of any obvious exterior damage and 
request County signoff of goods received by Vendor on behalf of the 
County. 

X  

15. Sign off on the return of items due to damage or other issues as a result 
of shipping and receiving process. 

 X 

16. Prepare items for shipment to County agency/department; keep 
warehouse organized. 

X  

17. Provide Vendor staff with required warehouse training, including forklift 
training. 

 X 

18. Operate a forklift or other similar equipment to move heavy items.   X  
19. Maintain all warehouse equipment and warehouse facilities and ensure 

such equipment operates in a safe and proper fashion.  Ensure that such 
equipment and facilities are appropriate for the intended uses. 

 X 

20. Only in the data center physically near the warehouse, collect and deliver 
mail and interdepartmental correspondence or other warehouse items. 

X  

21. Provide related tasking direction if different than standard job duties and 
functions. 

 X 

22. Perform a variety of related manual, clerical or other duties as assigned 
at the direction of the County. 

X  
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 Facility Support Services Roles and Responsibilities Vendor County 
23. Prepare equipment for surplus and associated paperwork for County 

signature. 
X  

24. Sign-off on surplus equipment disposition.  X 
25. Inventory equipment housed in the warehouse. X  
26. Sign-off on warehouse inventory.  X 
27. Perform . X  
28. Provide assigned Vendor staff transition of job duties, instructions, 

processes and procedures, keys and controlled access to warehouse 
location and job-specific areas.  Thereafter, County shall provide, in a 
timely fashion (1) daily direct supervision to Vendor assigned warehouse 
staff; and (2) all signature and electronic approvals for warehouse 
transactions. 

 X 

29. Provide the above described warehouse Services on County Business 
Days that fall on Monday through Friday from the hours of 8 am to 5 pm.  
No Service Levels shall apply to such Services. 

X  

General  Maintenance   
30. Provide daily oversight of general building Data Center maintenance 

activities as required such as, but not limited to Janitorial, Landscaping, 
Roof, pest control, landscaping, lighting, electrical systems, physical 
security systems, warehouse equipment, tools,  cooling systems, doors, 
plumbing, raised floor and carpet, fire suppression, etc. 

X  

31. Perform multiple daily  
 

 
 

 

X  

32. Work in conjunction with County and contracted personnel to maintain a 
wide variety data centers infrastructure and activities to include but not 
limited to: 
• Electrical 
• Cooling 
• Fire Suppression 
• Plumbing 
• Carpentry 
• lighting 
•   
• Miscellaneous activity (such as setting up for meetings and events) 

X  

Other  Infrastructure Support   
33. Install Computer Cabinets as needed X  
34. Assist in installing Earthquake bracing for equipment on the data center 

floor 
X  

35. Coordinate with Electricians on New power request X  
36. Gather power utilization readings  X  
37. Provide data for monthly power billing X  
38. Coordinate with Electricians on the removal of unused power whips X  
39. Provide notification to various support teams in the event of an anomaly X  
40. Submit Work Requests to Orange County Public Works. X  
41. Approve Work Requests  X 
42. Perform  unit repairs X  
43. Monitor and control Temperature Control systems X  
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 Facility Support Services Roles and Responsibilities Vendor County 
Facility Design and Projects   
44. Create and maintain database of data center CAD floor plans. X  

45. Provide system to create data center CAD drawings  X 
46. Stand up / break down cubicles 

• Move OCIT and OCIT contract staff as needed 
X  

47. Oversee project objectives, coordinate project milestones with support 
staff, provide status update to initiated projects and work with County 
project managers through completion of projects 

X  

Other Duties   
48. Provide hardware support, including configurations for equipment, in the 

data center.  
X  

49. Provide planning and installation of new equipment and de-installation 
of old equipment.  

X  

50. Responsible for facility design engineering, repair coordination and 
follow up.  

X  

51. Interfaces with users, vendors and contractors on all facility matters.  X  
52. Provide facilities training to after hour’s staff as needed X  
After Hours Support   
53.  Manage and oversee physical access for data center tenants and 

Vendors as needed 
X  

54. Take action and or notify level 2 supports on a wide variety of data 
center support activities to include but not limited to,

 
  

X  

 

2.1.3 Data Center Computing Services 

2.1.3.1 Operations and Administration  
Operations and Administration Services are those activities associated with the 
provisioning and day-to-day management of the Data Center existing and future 

 and server environment, providing a stable  and server 
environment and supporting infrastructure and effectively and efficiently performing 
procedures to ensure services meet Service Level Requirements (SLRs) and 
requirements. These services support the County’s Data Center, the DR data center 
located in , and infrastructure delivered by cloud computing providers 
(e.g.,  and ).  The following 
table identifies the Operations and Administration Services roles and responsibilities that 
Vendor and the County shall perform.   
Table 3. Operations and Administration Roles and Responsibilities 

Operations and Administration Roles and Responsibilities Vendor County 
Monitoring Operations Roles and Responsibilities   
1. Provide proactive and scheduled console monitoring of Data Center 

infrastructure and systems (e.g., hardware, batch schedule, Interfaces, 
table spaces), respond to messages and take corrective action as 
required 

X  
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Operations and Administration Roles and Responsibilities Vendor County 
2. Develop and maintain standard automated scripts to perform monitoring 

of County Applications and Systems Software X  

3. Provide troubleshooting and escalation of Problems in the Data Center 
computing environment 

X  

4. Provide preventative measures, proactive monitoring and system self-
healing capabilities to limit Outages that impact Service delivery 

X  

5. Identify and report problems including system, file, disk and application 
Problems, and network printers 

X  

6. Resolve or assist in Resolving system Problems in accordance with 
SLRs and escalate to Third Parties and/or the County as required 

X  

Job Scheduling and Processing Operations Roles and 
Responsibilities 

Vendor County 

7. Recommend Vendor’s standard job scheduling and execution 
operations procedures, including ETL (extract, transform and load), 
procedures relating to application interdependencies, County contacts, 
and rerun requirements for all processing jobs (e.g., batch jobs, file 
transfers to Third Parties) 

X  

8. Provide job monitoring and scheduling (including reruns), job execution, 
cancellations and reporting services X  

9. Implement and manage County-approved scheduling tools for 
managing/automating job execution (e.g., job lists, automated job 
workflow processes and interdependencies) 

X  

10. Define scheduling requirements including period processing (e.g., 
month end, quarterly, year end) and special processing (e.g., ad hoc 
processing requests, blackout periods) and provide to the Vendor 

 X 

11. Develop and maintain job and processing schedules  X  
12. Provide job and processing monitoring and scheduling (including 

reruns), job execution, cancellations and daily metrics reporting X  

13. Prepare production, test and demand batch jobs for execution per 
County approved schedules X  

14. Execute production, test and demand batch jobs on required systems 
per County approved schedules X  

15. Monitor progress of scheduled jobs, confirm job completion and identify, 
escalate if necessary and Resolve, per procedures, jobs that do not 
complete successfully 

X  

16. Provide job scheduling interface for ad hoc job submission and status  X  
17. Hold and release jobs upon request X  
18. Start-up and shut-down online/interactive systems according to defined 

schedules or upon approved request 
X  

19. Maintain database of job scheduling, contact, rerun and 
interdependencies 

X  

20. Provide quality control for processing and reprocessing activities (e.g., 
batch reruns) 

X  

21. Prepare job run parameters X  
22. Validate job results per County instructions X  
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Operations and Administration Roles and Responsibilities Vendor County 
23. Maintain a history of job completion results X  

Interface, Electronic Data Interchange (EDI) and File Transfer Protocol 
(FTP) Management Roles and Responsibilities 

Vendor County 

24. Define system Interface requirements and EDI and FTP format 
requirements and policies, including transport delivery locations, format 
and schedule requirements 

 X 

25. Develop and maintain a repository of all County Interface, EDI and FTP 
distribution entities X  

26. Implement, manage and maintain infrastructure required to securely 
deliver system Interface, EDI and FTP management Services X  

27. Conduct change and testing processes and services associated with 
Third Party EDI and interfaces  X  

28. Execute Interface, EDI and FTP production and test distribution 
according to production schedules X  

29. Monitor all Interface, EDI and FTP transactions to ensure proper 
completion X  

30. Rerun transactions as required and escalate non-Resolved Interface, 
EDI and FTP transactions to County contact X  

31. Perform recovery operations for Interface, EDI and FTP transactions as 
required X  

32. Interface directly with County Interface, EDI and FTP distribution 
entities according to defined County entity and County procedures (e.g., 
Incident Resolution activities) 

X  

System Administration Roles and Responsibilities Vendor County 
33. Perform system administration activities (e.g., Active Directory, perform 

access control, manage files and disk space, manage transaction 
definitions) 

X  

34. Perform system administration Changes necessary to support 
computing services in conformance with Change Management 
requirements 

X  

35. Provide Active Directory requirements (e.g., organizational, group 
requirements)  X 

36. Perform Active Directory group design X  

37. Implement, configure, manage and administer Active Directory (e.g., 
groups and domains, replication schedules, database corruption, inter-
regional issues, DNS registration, LDAP, and IP address ranges) 

X  

38. Troubleshoot printer queues and logical printer problems X  

39. Troubleshoot system issues related to County Single Sign On (SSO) 
solution X  

Server Management Roles and Responsibilities Vendor County 
40. Provide onsite Server technical support and IMAC services (install, 

move, add, change) support at designated County sites and logical 
support at the County’s cloud provider locations 

X  
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Operations and Administration Roles and Responsibilities Vendor County 
41. Establish and maintain County cloud tenancy and enabling 

infrastructure 
 X 

42. Provide remote support during standard software build installation 
activities at remote sites 

X  

43. Decommission servers in accordance with County Asset Life Cycle 
Management process 

X  

44. Proactively evaluate servers, identifying candidates for reduction, 
consolidation and virtualization 

X  

45. Review and approve reduction, consolidation and virtualization 
candidates and coordinate with relevant business units 

 X 

46. Provide support to remotely located  servers X  
CD-ROM Creation Vendor County 
47. Provide CD-ROM media  X 

48. Annually create no more than forty (40) CD-ROMs for . 
(Additional CD-ROMs may be done at T&M rates) 

X  

2.1.3.2 Storage and Data Management  
Storage and Data Management Services are those activities associated with the 
provisioning and day-to-day management of existing and future Data Center storage and 
data environment, including cloud storage requirements, providing a stable supporting 
infrastructure and effectively and efficiently performing procedures to ensure services 
meet SLRs. The following table identifies the Storage and Data Management Services 
roles and responsibilities that Vendor and the County shall perform.  
Table 4. Storage and Data Management Roles and Responsibilities 

Storage and Data Management Roles and Responsibilities Vendor County 
Storage and Data Management Roles and Responsibilities Vendor County 
1. Provide storage requirements (e.g., performance, level of data 

segregation, backup, restore, archival, data retention, reliability, 
encryption, security, scheduling, access control) 

 X 

2. Recommend Vendor’s standard hierarchical Storage and Data 
Management Services solutions (e.g., shared/dedicated storage, tiered 
storage, platforms, supporting infrastructure, encryption, security, 
scheduling, access control) and procedures to meet County Storage 
and Data Management Services requirements and SLRs 

X  

3. Review and approve storage and backup solutions and procedures  X 

4. Procure and provide data storage infrastructure and Services (e.g., 
RAID array, SAN, NAS)  X 

5. Request, configure and monitor cloud storage and backup services 
approved by County X  

6. Provide and own backup and archival consumables (e.g., tape, optical)  X 

7. Monitor and control storage performance according to County 
requirements and perform tuning as required X  

8. Maintain and improve storage resource efficiency  X  
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Storage and Data Management Roles and Responsibilities Vendor County 
9. Maintain data set placement and manage data catalogs X  

10. Notify the County of any data losses or potential for risk of data loss or 
compromise (e.g., lost backup tape, damaged backup tape, operational 
errors) 

X  

11. Perform data and file backups and restores per established procedures 
and SLRs X  

12. Manage file transfers and other data movement activities X  

13. Provide input processing for activities such as loading Third Party 
media (e.g., tape) and receipt and/or transmission of batch files X  

14. Decommission storage and backup environment in accordance with 
County policies and procedures  X  

Media Operations Roles and Responsibilities Vendor County 
15. Maintain a media library of County-approved media type and media 

management system  
X  

16. Manage the media inventory to ensure that adequate media resources 
are available 

X  

17. Manage input media availability to meet processing SLRs X  

18. Load and manage Third Party media X  

19. Provide secure offsite storage for designated media and transport 
media to County approved offsite location as required 

 X 

20. Perform annual and ad hoc inventories and reviews to ensure proper 
cataloging and quality of media (e.g., media not scratched or damaged) 

X  

21. Review and approve Vendor-performed inventories and reviews  X 

22. Decommission media in accordance with County policies and 
procedures 

X  

23. Provide media and document destruction services, in accordance with 
County policies and procedures 

 X 

Backup and Restore Vendor County 
24. Manage backup media  X  

25. Develop and maintain backup schedule in accordance with County 
requirements X  

26. Provide backup schedule requirements for Data Center components  X 

27. Perform Data Center component backups and manage to established 
retention periods X  

28. Provide ongoing media testing per SLRs for ability to recover data X  

29. Ensure ongoing capability to recover archived data from media as 
specified (i.e., backwards compatibility of newer backup equipment) X  

30. Test backup media to ensure incremental and full recovery of data is 
possible and ensure Data Center component integrity, as required or 
requested by County 

X  

31. Test end-to-end system recovery process and remediate flaws X  
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Storage and Data Management Roles and Responsibilities Vendor County 
32. Recover files, file system or other data required from backup media, as 

required or requested by the County X  

33. Provide recovery and backup requirements and updates as they 
change  X 

34. Provide full backup, files or other data on media (e.g., tape, optical disk) 
as requested by County  X  

35. Acquire backup consumables  X 

36. Provide data replication to the DR site for requested Applications X  

37. Provide server bare metal restore capability  X  

38. Manage County-owned SANs and backup devices X  

2.1.3.3 Remote Access  
Remote Access Services are those activities associated with the installation, 
management, operations, administration and support of the existing and future hardware 
and Software that supports secure Remote Access to all systems (e.g.,  
via dial up and Internet, Web-based e-mail, terminal services). The following table 
identifies the Remote Access Services roles and responsibilities that Vendor and the 
County shall perform. 
Table 5. Remote Access Services Roles and Responsibilities 

Remote Access Services Roles and Responsibilities Vendor County 
1. Provide County policies related to Remote Access Services  X 
2. Install, test, provide technical support, administration and security 

administration for Remote Access Services hardware and Software X  

3. Test connectivity/accessibility to applications made available via 
Remote Access Services X  

4. Provide technical assistance and subject matter expertise as required 
by County infrastructure staff and Third Parties for Remote Access 
Services products and solutions 

X  

5. Perform system or component configuration Changes necessary to 
support Remote Access Services X  

2.1.3.4 Applications Support  
Applications Support Services are those infrastructure and operational activities 
associated with the installation, operations, administration and support of designated 
County existing and future Applications (e.g., business applications, Web applications). 
The following table identifies the Applications Support roles and responsibilities that 
Vendor and the County shall perform. 
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Table 6. Applications Support Roles and Responsibilities 

Applications Support Roles and Responsibilities Vendor County 
1. Build application landscapes and transition County Applications to 

Data Center and cloud computing servers as required 
 
 
 

X  

2. Support applications test-to-production migration activities 
 
 

X 
 

3. Perform non-functional application testing, tuning, reporting, threshold 
settings and make recommendations to improve performance as 
required 

X  

4. Perform application monitoring to verify the processing condition of 
the application Software X  

5. Perform application EDI, FTP and Interface monitoring to verify 
secure processing condition of EDI, FTP and Interfaces with 
applications 

X  

6. Install, configure and maintain application Software and provide 
version control in accordance with County policies X  

7. Install, configure and maintain application Software version 
modifications, release modifications and patch modifications X  

8. Track and inventory software licenses in accordance with Asset 
Management requirements X  

9. Perform fault isolation, troubleshooting and failure recovery for all in-
scope Software X  

10. Interface with the County and Third Party vendor application 
development and support groups as required during Application 
Support Services 

X  

11. Coordinate with the County and Third Parties to ascertain ongoing 
infrastructure support requirements and specifications for applications  X  

12. Perform application transports upon County request X  
13. Provide and support 24x7 Third Party and End User account 

administration X  

14. Assist in providing configuration, support and maintenance of front-
end County Software X  

15. Distribute front-end County Software via CD or electronic push X  
16. Define, develop, schedule and monitor system housekeeping tasks X  
17. Perform application release modifications and patch modifications per 

County requirements X  

18. Perform system copies (i.e., refreshes) upon request using County-
approved procedures X  

19. Utilize and update Vendor and Third Party knowledge bases X  
20. Apply application hot pack packages and patches as required  X  
21. Configure and maintain printer output management systems for 

applications  X  
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Applications Support Roles and Responsibilities Vendor County 
22. Provide and support high volume printing / publishing services (e.g., 

voter pamphlets, County property tax assessment rolls)  X 

23. Interface with the County’s high volume printing / publishing services 
(e.g., voter pamphlets, County property tax assessment rolls) X  

 

2.1.3.5 Database Administration 
Database Administration Services are those activities associated with the installation, 
maintenance and support of County existing and future database solutions and 
configurations (e.g. stand-alone databases, clustered databases). This includes 
responsibility for managing data (e.g., data set placement, database performance, and 
data recovery and integrity) at a physical level. The following table identifies the 
Database Administration Services roles and responsibilities that Vendor and the County 
shall perform.  
Table 7. Database Administration Roles and Responsibilities 

Database Administration Roles and Responsibilities Vendor County 
1. Recommend Vendor’s standard Database Administration Services 

procedures X  

2. Determine and provide database standards  X 
3. Install, configure and maintain database System Software to support 

the normal business operation of County applications and other 
software components associated with databases 

X  

4. Perform database refreshes or clones upon request  X  
5. Support data import or export requests as required  X  
6. Create copies of data or databases as requested  X  
7. Create and maintain database links X  
8. Plan table space reorganizations  X  
9. Execute table space reorganizations on a scheduled basis X  
10. Monitor and manage database space (add data files as needed) X  
11. Maintain database inventory X  
12. Create database indexes as requested by the County X  
13. Create and manage database and metadata profiles X  
14. Manage database security and permissions X  
15. Support database User ID administration X  
16. Implement database security per design X  
17. Configure and manage database audit profiles X  
18. Recommend database streaming and replication procedures X  
19. Review and approve streaming and replication procedures  X 
20. Perform streaming and replication procedures X  
21. Provide security administration including Service Requests, managing 

role and End User database permissions in accordance with County 
policies 

X  
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Database Administration Roles and Responsibilities Vendor County 
22. Perform database restores or recovery from export dumps or backups, 

archived logs or SAN X  

23. Create/refresh development/test/staging databases from production 
data X  

24. Execute authorization Service Requests X  
25. Define and provide database creation, configuration, upgrade, patches 

and refresh requirements for in-scope services X  

26. Define and execute database creation, configuration, upgrades, 
patches and refresh  X  

27. Recommend all operating system and database tuning and Changes X  
28. Execute all database system level Changes (e.g., initialization 

parameters) X  

29. Execute all schema Changes for all instances and allow for rollback of 
data 

X  

30. Define and provide database data definition requirements for 
applications (e.g., IMAC for tables, triggers, attributes) 

 X 

31. Execute database data definition requirements for applications (e.g., 
MAC for tables, triggers, attributes) 

X  

32. Maintain documentation for all database instance parameters and 
system settings 

X  

33. Maintain consistent database parameters and system settings across 
all like instances according to County-approved development-to-
quality assurance - to-production life cycle 

X  

34. Execute database data definitions for applications and developer 
schemas 

X  

35. Define and execute database startup, shutdown, performance 
monitoring and tuning scripts, and keep database running at optimal 
performance for the required workload 

X  

36. Implement and administer appropriate database management tools 
across all database instances. Performance metrics and historical data 
must be available for trending and reporting over a minimum of six (6) 
months 

X  

37. Perform appropriate database sizing activities and interface with Third 
Parties as required 

X  

38. Proactively identify and remediate bottlenecks (e.g., locking conflicts, 
latch contention, rollback requirements) for all database instances 

X  

39. Resolve locking conflicts, latch contention, rollback requirements, 
problematic SQL/processes etc. for all database instances 

X  

40. Provide technical assistance and subject matter expertise to County 
applications developers and Third Party vendor support 

X  

41. Proactively monitor databases and open Service Desk Trouble Tickets 
for Problems 

X  

42. Open, track, and manage to Resolution all database Incidents and 
Problems  

X  

43. Import new versions of database code components supplied by 
application support and allow for rollback of data 

X  
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Database Administration Roles and Responsibilities Vendor County 
44. Patch database Software as needed according to established 

development to QA to production life cycle, and provide one annual 
new version release update and unlimited minor patches and 
emergency releases, as necessary 

X  

45. Manage database communication Software configuration, installation 
and maintenance 

X  

46. Provide database storage management X  
47. Define database backup policies, schedules, retention periods, levels 

(i.e., full, incremental, or differential) 
 X 

48. Execute the County’s database backup and recovery policies X  
49. Perform performance testing, database tuning, and threshold activities 

for both ongoing and project work 
X  

50. Collaborate with the County in penetration test activities and perform 
database tuning to mitigate security risks identified in penetration test 
activities 

X  

51. Periodically run tools to determine and validate database integrity X  

2.1.3.6 Middleware Administration 
Middleware Administration Services are those activities associated with the maintenance 
and support of existing and future middleware that supports integration, EDI, FTP and 
system Interface needs of County Application and Third Parties. The following table 
identifies the Middleware Administration roles and responsibilities that Vendor and the 
County shall perform. 
Table 8. Middleware Administration Roles and Responsibilities 

Middleware Administration Roles and Responsibilities Vendor County 
1. Define authorization requirements for End Users, Interfaces, roles, 

objects, etc., and approve Change requests  X 

2. Implement middleware infrastructure level configurations per County 
authorized Change requests X  

3. Create, alter and delete application object Changes X  
4. Establish and maintain infrastructure level configuration and system 

parameters in a consistent manner across like environments  X  

5. Execute processes for the proper maintenance and functioning of 
middleware systems (e.g., load balancing, tuning, configuration 
management) 

X  

6. Provide requirements for message queues and data attributes (e.g., 
queue names, data structure, security)  X 

7. Execute authorization Change requests X  
8. Execute middleware creation, upgrade and refresh X  
9. Execute all middleware system-level Changes (e.g., initialization 

parameters) X  

10. Execute all object Changes for all instances X  
11. Maintain consistent middleware parameters and system settings 

across all like instances according to established development to QA 
to production life cycle 

X  
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Middleware Administration Roles and Responsibilities Vendor County 
12. Implement and administer appropriate middleware management tools 

across all middleware instances X  

13. Patch middleware Software as needed, according to established 
development to QA to production life cycle. Correlate internal Change 
request to vendor tracking codes 

X  

14. Provide middleware communication Software configuration, 
installation and maintenance X  

2.1.3.7 Messaging Services 
Messaging Services are those activities associated with the provision and management 
of a messaging platform (i.e.,.,  or  and the 
Vendor’s associated standard messaging Services capable of connecting County users 
to Messaging Services directly via Local Area Network (LAN) or through Internet 
connectivity using desktops, laptops, handheld devices (e.g., ), and fax-
enabled devices and associated solutions  (e.g.,  The following table identifies 
the Messaging Services roles and responsibilities that Vendor and the County shall 
perform. 
Table 9. Messaging Services Roles and Responsibilities 

Messaging Services Roles and Responsibilities Vendor County 
1. Recommend Vendor’s standard Messaging Services solution and 

procedures and participate in defining Messaging Services policies 
and procedures for functions including e-mail, calendaring and e-mail 
messaging delivery components  

X  

2. Review and approve Messaging Services solution  X 
3. Provision, implement, configure, maintain and manage the Messaging 

Services infrastructure required to deliver services and meet SLRs  X  

4. Provision Messaging Services software licenses  X 
5. Provision, manage and operate  online email platform including 

enablement and access X X 

6. Define mailbox provisioning policies (e.g., retention, size, archival)  X 
7. Provide e-mail system administration services (e.g., mailbox 

administration, add/move/delete, mailbox permissions, creation of 
distribution lists and owners) including wireless device components, 
for e-mail accounts hosted on either  

 

X  

8. Provide public folder administration services, including 
creation/deletion of folders, folder owner permissions and ownership 
assignment, and folder replication management 

X  

9. Provide security Services (e.g., virus eradication, and spyware 
prevention, encryption, and e-discovery support) X  

10. Perform Messaging Services application upgrades (e.g., service 
packs, hot fixes, dot releases, virus protection, and spyware 
prevention) on all supported application components 

X  

11. Install, test, provide technical support, database administration and 
security administration for Messaging Services applications X  
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Messaging Services Roles and Responsibilities Vendor County 
12. Provide Messaging Services technical assistance and subject matter 

expertise support as required by County staff and Third Party solution 
providers  

X  

13. Provide Vendor access to County subscription to County purchased 
 for use in   and  

 support assistance, problem resolution, and  
  service for supported County service 

architectures 

 X 

14. Provide messaging backup and recovery and archiving to meet 
County requirements (e.g., business, regulatory, compliance 
requirements) 

X  

15. Provide Disaster Recovery Services for Messaging Services X  

2.1.3.8 End User Administration Services  
End User (User ID) Administration Services are the Services and activities associated 
with managing and coordinating account activation, termination, changes, and 
expiration, and the management of End User resources. Vendor will provide 
comprehensive User ID administration support while enforcing County information 
security application and system access requirements for all enterprise applications. The 
following table identifies the End User Administration roles and responsibilities that 
Vendor and County shall perform. 
Table 10. End User Administration Services Roles and Responsibilities 

End User Administration Services Roles and Responsibilities Vendor County 
1. Provide End User ID tracking and regulatory compliance requirements 

and approval policies  X 

2. Review and approve End User ID creation or access control 
modifications  X 

3. Provide direction on the disposition of End User IDs  X 
4. Maintain at least N-1 technical currency of the ID Management System 

once the implementation of the End User (User ID) Administration 
System is complete 

X  

5. Define application-level role responsibility  X 
6. Maintain a secure environment through appropriate control of user 

accounts and access privileges X  

7. Add, change, delete, or revoke End User IDs that access operating 
systems or subsystems using access control software as per 
established security standards 

X  

8. Add, change, delete, or revoke End User IDs that access applications 
controlled by County, per the established security standards  X 

9. Add, change, delete, or revoke End User IDs that access applications 
that are controlled by Vendor, per the established security standards X  

10. Establish End User ID administrative security procedures and 
practices to ensure that all End User IDs are authenticated (for 
example, encryption, minimal level, password) for operating systems 
and databases (excludes applications) 

X  
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End User Administration Services Roles and Responsibilities Vendor County 
11. Periodically review group membership and system level user IDs in 

accordance with established security guidelines X  

12. Periodically review and remove End User access rights when the End 
User is no longer employed or job responsibilities change, including 
operating system and subsystem access per established guidelines; 
notify County of all such changes in accordance with established 
security guidelines 

X  

13. Periodically review and revalidate system End User IDs in accordance 
with established security standards  X  

14. Periodically remove application End User IDs per County direction X  
15. Perform Password Resets for End Users per the established security 

guidelines  X  

16. Provide a process to change system default passwords where 
capability exists  X  

17. Provide audit trail for all End User ID activities for County Systems 
(e.g., create, track, and delete IDs) X  

18. Manage and maintain system accounts X  
19. Create End User ID administration processes and SOPs as new 

applications are introduced into the County environment X  

20. Create and update End User ID management Software for automated 
approval workflow as new requirements are defined for the County X  

2.1.3.9 Web Support Services  
Web Support Services are those activities associated with web infrastructure and 
middleware support for County’s internally and externally facing web applications, 
including internet and intranet portals, internal collaboration, and Social Media. The 
following table identifies the Web Support Services roles and responsibilities that Vendor 
and the County shall perform. 
 

Table 11. Web Support Services Roles and Responsibilities 

Web Support Services Roles and Responsibilities Vendor County 
1. Manage Web content and Web content/application Third Party 

relationships  X 

2. Provide operations and engineering support for Web middleware 
application components  X  

3. Team with Network Vendor and any third party to perform problem 
determination and resolution activities related to supporting County 
WEB sites. These activities include but are not limited to (Internal and 
Externally facing sites): 
• Resolving access issues 
• Resolving performance issues 
• Establishing new sites  
• Discontinuing sites(In many case this may have to be down with 

little to no notice and after hours)  
• Investigating hacking and defacing incidents. 

X  
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Web Support Services Roles and Responsibilities Vendor County 
4. Install, configure, and support Web infrastructure components (e.g., 

hardened servers, middleware, SSL certificates) X  

5. Provide Vendor single point of contact for the coordination and 
support of key Web infrastructure components (e.g., load balancing, 
DMZ infrastructure, middleware, firewall) 

X  

6.  Manage web proxy services including user support, administration, 
and management X  

7. Provide middleware and Application Software and licenses  X 
8. Develop architecture and design standards for the web hosting 

environment  X 

9. Provide assistance in the development of architecture and design of 
the web hosting environment (e.g., performance tuning, security) X  

10. Perform systems engineering and implementation of web hosting 
services X  

11. Install code fixes for all related web services elements (e.g., 
hardware, middleware and application servers) X  

12. Provide Third Party external monitoring requirements (e.g., URL, 
transaction, threshold to be monitored)  X 

13. Provide alerting method (e.g., distribution list) per Third Party 
monitoring facility and existing County Third Party monitoring contract X  

14. Deploy and support web hosting hardware and software X  
15. Support non-functional compliance and performance testing and 

security assessments X  

 

2.1.3.10 Data Center Security Services  
Data Center Security Services are those activities associated with maintaining physical 
and logical security of all Data Center Services components (e.g., hardware, Software) 
and data, Malware protection, access protection and other Data Center Security 
Services in compliance with County security requirements and all applicable regulatory 
requirements. The following table identifies the Data Center Security Services roles and 
responsibilities that Vendor and the County shall perform. 
Table 12. Data Center Security Services Roles and Responsibilities 

Data Center Security Services Roles and Responsibilities Vendor County 
General   
1. Implement physical and logical security plans consistent with County 

security policies, and develop and provide documentation 
demonstrating adherence to the plans, processes and procedures 

X  

2. Maintain a secure computing environment, including compliance with 
County policies X  

3. Perform information security compliance, auditing, and reporting per 
County defined requirements  X  

4. Protect sensitive information, logically and physically, in storage and 
during transmission, against unauthorized access or modification  X  
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Data Center Security Services Roles and Responsibilities Vendor County 
5. Develop, document and maintain in the Policies, Standards and 

Procedures Manual Security Services standards and procedures that 
meet County requirements, regulatory requirements, and adhere to 
County policies  

X  

6. Review and approve Data Center Security Services standards and 
procedures and provide additional procedures as required   X 

7. Execute security policies and provide and operate security monitoring 
tools including documentation demonstrating adherence to the 
process  

X  

8. Provide and manage Integrated Log management from all servers, 
which can consolidate (off box) all information to correlated events and 
provide traceability of all changes, and correlate ticket activity via the 
ITSM suite, All devices shall be locked to the Data Center master time 
server. 

X  

9. Review and approve security analysis and monitoring tools   X 
Security Policy and Controls   
10. Develop, document and provide County security strategy, policies and 

requirements   X 

11. Facilitate County information security awareness programs for County 
employees and contingent personnel   X 

12. Ensure compliance with patch management policy  X  
13. Proactively monitor current  IT security trends, threats, common 

exploits and security best practices and notify the County of same   X  

14. Provide a County security liaison that works with the Vendor for 
security requirements related to the scope of this Schedule   X 

15. Implement a Computer Security Incident Response Team (CSIRT) 
program to resolve security incidents  X  

16. Participate in the CSIRT program and approve corrective actions   X 
17. Review and approve all security plans, security remediation plans, 

programs, and security infrastructure   X 

Physical Security Control    
18. Maintain controlled access to the computing areas  X  
19. Develop and maintain list of Vendor and County individuals with global 

security clearance, and provide reporting on what individuals have 
access to what locations  

X  

20. Review and approve global security access list   X 
21. Conduct review of the list of authorized people to computing areas 

(   X  

22. Place and support systems including storage media in controlled 
access areas  X  

23. Provide County-authorized individuals with physical access to 
computing areas as required by the County  X  

24. Provide appropriate physical security including 24x7x365 security 
services  X  

System Administrative Privileges   
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Data Center Security Services Roles and Responsibilities Vendor County 
25. Establish access profiles and policies for adding, changing, 

enabling/disabling and deleting log-on access for County and Third 
Parties  

 X 

26. Manage authority/privileges for End User IDs per the established 
security standards  X  

27. Manage application infrastructure authority / privileges and periodically 
validate the business need of users access X  

28. Disable terminated users or inactive accounts using automated 
processes, per County policies   X  

29. Monitor the events of administrative IDs for policy violations and 
events attempting avoidance of detection  X  

30. Define logging controls for user resources, according to the 
established security standards   X 

31. Maintain logging controls for user resources, according to the 
established security standards  X  

32. Create reports for the following, for Vendor administrative IDs only: 
 Logon violations 
 Resource access (such as operating system resource access or 

violations)  
 Application and application resource access violations (e.g., programs, 

files, data) 

X  

Monitoring and Incident Management    
33. Report security Incidents and violations to County per County policies  X  
34. Resolve security violations internal to the County   X 
35. Resolve security violations internal to the Vendor  X  
36. Review all security patches relevant to the IT environment and classify 

the need and speed in which the security patches should be installed 
as defined by County security policies  

X  

37. Install security patches per the County’s Change Management 
process and procedures including acquiring required County approval  X  

38. Respond to security Incidents and ensure that identified viruses and 
Malware are quarantined to prevent propagation throughout the 
County  

X  

Security Integrity Advisory   
39. Provide security advisory information per County requirements X  
40. Evaluate security advisories, assign a risk value and communicate 

recommended action plan to the County X  

Security Status Checking and Validation   
41. Provide security assessment audit focal point to define audit controls 

and coordinate audit activities X  

42. Provide support for audit activities (e.g., data collection, audit tool 
installation, report generation), public requests for information (PRIs), 
and forensic audits as required by the County  

X  

43. Develop plans to remediate audit findings that do not comply with the 
established County security policies and standards X  
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Data Center Security Services Roles and Responsibilities Vendor County 
44. Review and approve audit findings and remediation plans   X 
45. Implement remediation plans  X  
46. Support audit activities by providing a security assessment audit 

coordinator to define audit controls and coordinate audit   X 

47. Maintain all documentation required for security assessments, audits 
and internal control and control testing  X  

48. Perform semi-annual security assessments to identify control or 
security gaps and provide trending problem reports to the County, and 
recommend remediation plan(s)  

X  

49. Conduct security planning and review sessions to evaluate results of 
security assessments and Vendor remediation plans  X  

50. Review and approve remediation plan(s)   X 
51. Implement County approved remediation plan(s)  X  
Malware and Antivirus Prevention   
52. Install, configure and operate County provided Malware protection 

Software, including updates and patches for continuous scanning, 
eradication and reporting of detected Malware and Malware Incident 
Resolutions  

X  

53. Monitor Malware websites and communicate Malware alerts  X  
54. Deploy anti-Malware updates and patches following a Malware 

Incident per the County Change Management procedures  X  

55. Monitor supplier information and manage up-to-date information on 
malicious code outbreaks and deploy the appropriate software 
signature files to protect against the malicious code  

X  

56. Perform automated detection and removal of malicious code using 
County provided anti-Malware software  X  

57. Implement the established action plan and escalation procedures for a 
malicious code event beyond what is automatically fixed by the anti-
Malware software  

X  

58. Install, configure and operate County provided anti-Virus solution,   or 
according to County policies for in scope devices (e.g. Desktops, 
Servers) 

X  

59. Provide pro-active alerts to County regarding current virus threat 
specific to County environment, encountered in Vendor’s environment 
or based on industry information 

X  

60. Provide automated detection and removal of virus using anti-Virus 
software  X 

61. Implement the established action plan and escalation procedures for a 
virus intrusion event beyond what is automatically fixed by the anti-
Virus software 

X  

 

2.1.3.11  Services 
The County currently . 
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Table 13.  Services Roles and Responsibilities 

 
 Roles and Responsibilities Vendor County 

   
1. Provide  and    X 
2. Perform QA on  

 
X  

3.  X  
4. Monitor  X  
5. Procure  X  
6. Contacting Level 2 support to resolve hardware and software 

related issues. 
X  

7. Interface with on call applications staff to resolve production 
related activities.  

X  

 X  
8. Perform  X  
9. Perform   X  
10. Generate reports and send to  

 
X  

 

2.1.3.12 IT Service Continuity and Disaster Recovery Services  
IT Service Continuity and Disaster Recovery (DR) Services are those activities 
associated with providing prioritized IT Service Continuity and DR Services for County 
Applications, and their associated infrastructure (e.g., servers,  systems, software, 
applications, network connectivity and data storage), and ensuring that the County has 
access to critical systems in the event of a disaster. County Applications and associated 
infrastructure will receive DR Services according to the County’s Application Recovery 
Rankings. The Vendor must demonstrate that it will consistently meet or exceed 
County’s IT Service Continuity and Disaster Recovery Services requirements.  

  
Vendor supports server,  systems, storage, network equipment and all other 
components required for the solution and provides interconnectivity between all 
proposed DR sites and production sites. The following table identifies IT Service 
Continuity and Disaster Recovery Services roles and responsibilities that Vendor and 
County shall perform. 
Table 14. IT Service Continuity and Disaster Recovery (DR) Services Roles and 
Responsibilities 

IT Service Continuity and Disaster Recovery (DR) Services Vendor County 
1. Define IT Service Continuity and Disaster Recovery Services strategy, 

requirements and policies  X 
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IT Service Continuity and Disaster Recovery (DR) Services Vendor County 
2. Recommend solution including best practices for IT Service Continuity 

and Disaster Recovery Services strategies, policies and procedures X  

3. Review and approve IT Service Continuity and Disaster Recovery 
Services solution and procedures  X 

4. Provide a warm DR site located outside of Southern California that 
allows critical applications to be recovered in accordance with 
established SLRs 

X  

5. Provide a hotel capability at the warm DR site whereby the Vendor 
supports only the facility and infrastructure, and County Agencies can 
load and then recover their applications via remote access 

X  

6. Assist the County in other IT continuity and emergency management 
activities as required X  

7. Notify designated County and Third Party contacts when a DR event 
occurs as required to Resolve the DR event  X  

8. Develop and maintain a detailed DR plan to meet the County’s IT 
Service Continuity and Disaster Recovery requirements. Plan shall 
include plans for the specific technical solution (e.g. hardware, 
Software, network, back up method, recovery method, Third Party 
connectivity and communication) and procedures to be used for 
recovering County’s systems within established recovery requirement 
timeframes after a disaster affects the County’s use of the Services 

X  

9. Define data (e.g., file system, database, flat files, etc.) replication, 
backup and retention procedures X  

10. Review and approve data replication, backup and retention 
procedures  X 

11. Implement data replication, backup and retention procedures X  
12. Establish processes to ensure DR plans are kept up-to-date and 

reflect Changes in the County environment X  

13. Review and approve DR plans and procedures (including 
communication plan)  X 

14. Establish DR test requirements  X 
15. Perform scheduled DR tests per County requirements and notify the 

County of any deficiencies in Vendor’s ability to successfully provide 
the DR services per the DR plan  

X  

16. Coordinate involvement of all actual DR and DR test participants (e.g., 
County, Third Parties, End Users) X  

17. Participate in DR tests per the DR plan and procedures  X 
18. Track and report DR test results to County within 30 days following 

test completion X  

19. Review and approve DR testing results  X 
20. Develop action plan to address DR testing results X  
21. Review and approve action plan  X 
22. Implement action plan and provide ongoing status until completion X  
23. Develop, execute, and report on Table Top DR exercises X  
24. Declare DR situation   X 
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IT Service Continuity and Disaster Recovery (DR) Services Vendor County 
25. Activate the DR plan in the event of a DR situation and notify the 

County and Third Parties per DR polices and procedures X  

26. Coordinate with the County and Third Parties during a Vendor DR 
situation per DR policies and procedures X  

27. Implement the DR plan and conduct activities required to recover 
Services per the DR plan, including without limitation instituting 
appropriate communication center equipped with satellite phone 
capabilities  

X  

28. Conduct and chair a quarterly DR status review meeting to include 
review of DR strategy, technical enhancements to the DR plan and DR 
plan changes based on changes in the production environment 

X  

29. Participate in the quarterly DR status review meeting to include review 
of DR strategy, technical enhancements to the DR plan and DR plan 
changes based on changes in the production environment 

 X 

30. Replicate enterprise IDs/passwords to the D/R solution X  

2.1.3.13  Reserved 
 

2.1.3.14 Enterprise (MDM) Mobile Device Management Support Services Roles and 
Responsibilities 

The County maintains “  appliances for Enterprise (MDM) Mobile Device 
Management/ Security in support for authorized Mobile Devices (MD) i.e., tablets, 

, by authorized workforce members as they perform their assigned 
County business. Currently the County estimates that it will need to sustain 24/7 
operations, maintenance, and technical support at various levels with   
from AT&T (“   being provided by AT&T (“Contractor” or “AT&T”) to the 
County of Orange. Vendor will support the Administrator accounts and roles; Configure 
and integration with the defined Participating agency Entity’s administrator and help-
desk personnel, agency servers and services including  

and software 
currently in place until which time County determines that  is no longer 
needed and will be replaced with County-provided  system.  County will purchase 
and provide  system to permit Vendor to provide ongoing operations and 
maintenance.  Vendor is required to perform all services described in the previous 
sections of this SOW and under Schedule 2A - IT Service Management and Life Cycle 
SOW, where applicable, and the tasks described below: 
 
Table 15. Enterprise (MDM) Mobile Device Management Support Services Roles and 
Responsibilities 

 
Enterprise (MDM) Mobile Device Management Support Services Roles 
and Responsibilities Vendor County 

1. Manage all in scope MDM devices and perform upgrades, Install, 
customize, backups and maintain the enterprise MDM  appliances, 
and install, upgrade, customize, and maintain all software products that 
run on the system.  

X  
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Enterprise (MDM) Mobile Device Management Support Services Roles 
and Responsibilities Vendor County 

2. Develop, document and maintain the physical and logical 
design/architecture plan to meet County current and ongoing requirements 

X  

3. Provision and administer MDM (  and end user device 
components (  and  as required 

X  

4. Maintain  tenancy configuration   X 

5. Provide technical and functional requirements for product integration 
testing of products with existing application and end user procedures. 

X  

6. Provide training to administrator and scope 1 help-desk personnel, and 
County agency users of the MDM. 

X  

7. Install and maintain applicable software and interface products. X  

8. Perform software customization tasks. X  

9. Coordinate with County entities and third parties (e.g., hardware/software 
vendors, carriers, service providers, agencies as required). 

X  

10. Identify, test and resolve compatibility issues between integration to 
servers and services including  

 
wireless end user devices hardware, software problem resolution and 
modifications and determination, analysis, and debugging. 

X 

 

11. Provide ad-hoc MDM reports when requested by the County X  

12. Policy Management — Development, control and operations of County 
enterprise mobile policy. 

X  

13. Security Management — Configure user authentication and access 
controls to enforcement of standard device security, authentication and 
encryption. 

X 
 

14. Assists County agencies and application, End user, programming staff 
with requests for enhancements.  

X  

15. Assist in providing user/client training X  

16. Report any violation in County Policy and risk to county X  

17. Review and approve the plans for design/architectures and changes  X 

18. Maintain financial responsibilities for procurement to include 
hardware/software /licensing and ownership hosting at the  County. 

 X 

19. Develop business and functional requirements for vendor-proposed 
support. 

 X 

20. Review and approve upgrade maintenance cost and schedule for MDM 
devices.  

 X 

21. Review and provide input and/or additional procedures as required and 
approve design and engineering services procedures 

 X 

22. Review and approve all changes in the MDM County environment.  X 

23. Review and approve all county policy/standards/guidelines for MDM   X 
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2.1.3.15 Cloud Computing Services Roles and Responsibilities 
The County uses computing services provided by cloud computing 

providers (e.g., ) in 
addition to computing services provided out of the County-owned data centers.  Table 16 
identifies the responsibilities of the County and the Vendor as to such Services.    
 
Table 16. Cloud Computing Services Roles and Responsibilities 

 
Cloud Computing Services Roles and Responsibilities Vendor County 
1. Establish and maintain cloud computing tenancy   X 

2. Approve the provision of all cloud computing services in the Service 
Management System 

 X 

3. Provision cloud computing services and resources that were approved in 
the Service Management System 

X  

4. Configure and administer cloud computing servers, storage and backup 
services 

X  

5. Configure and administer cloud computing network and security services 
including Vendor access to such systems 

 X 

6. Configure and administer monitoring of cloud computing resources 
managed by Vendor 

X  

7. Maintain financial responsibility for County’s cloud computing resources  X 

8. Recommend cloud computing policies and procedures X  

9. Approve cloud computing policies and procedures  X 

 
2.1.3.16  Roles and Responsibilities 
The County uses email protection services provided by  (e.g., 

 in support of e-Mail SPAM and Malware protection for  and  
 services.  Table 17 and Table 18 identifies the responsibilities of the County 

and the Vendor as to such Services for the two tools used within the County 
environment for all County exchange environments: 
 
Table 17.  Roles and Responsibilities  

Vendor shall provide the following Services to support  
(“  
 

 Roles and Responsibilities Vendor County 
1. Approve the provision of all rules and policies used to provide email 

protection  X 

2. Perform discovery, knowledge transfer, and documentation phase with the 
County X X 
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 Roles and Responsibilities Vendor County 
3.  

 

 

 
 

  

X 

 

4. Revise and test the smart host Internet Protocols (“IPs”) when a County 
department adds or removes an exchange server.  

X  

5. Any other tasks, reasonably related to the ongoing support of  as 
requested by County.  

X  

 
Table 18.  Support Roles and Responsibilities 

 
 Roles and Responsibilities Vendor County 

1. Approve the provision of all rules and policies used to provide email 
protection  X 

2. Perform email communication settings;  

 
 

 
 

X  

3. Apply policy routes and all applicable rules. X  

Setup email domain sets. X  

4. Setup mail certificates. X  

5. Perform Administrator and user account maintenance; includes integration 
with  or . 

X  

6. Perform Quarantine service management; includes message digest, 
groups and user settings, message templates. 

X  

7. Setup reputation services that includes warning tags, SPAM settings, and 
policies. 

X  

8. Perform reporting functions as necessary. X  

9. Any other tasks, reasonably related to the ongoing support of  as 
requested by County. 

X  

 

3.0 Service Environment 
3.1 Scope of the Infrastructure to be Supported 
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The following sub-sections and related service environment appendices further describe 
and scope the Data Center environment to be supported and/or with which the Vendor 
shall comply. These service environment appendices are to be continually maintained by 
Vendor as new Vendor services and environment components are added and as 
removed, reviewed with the County, and updated by Vendor and made available to the 
County on a quarterly basis.  

3.1.1 Hardware and Software 
a. Appendix 2B.1 – Data Center Hardware - A listing and description of all 

Data Center hardware to be provided and/or supported 

b. Appendix 2B.2 – Data Center Software, Databases and Middleware - A 
listing and description of the Software and utilities (e.g., operating systems, 
applications, middleware, utilities, databases) to be provided and/or 
supported 

c. Appendix 2B.3 –Data Center Supported Electronic Data Exchanges - A 
listing and description of data exchanges (e.g., EDI, FTP, Third Party 
provider-based exchanges) and system interfaces that Vendor will support  

d. Appendix 2B.6 – Mainframe Hardware - A listing and description of all Data 
Center mainframe hardware to be supported 

e. Appendix 2B.7–Mainframe Software - A listing and description of all Data 
Center mainframe software to be supported 

3.1.2 System Classifications for Availability and Disaster Recovery SLRs 
Appendix 2B.4 – System Classifications - A table listing system classifications 
for Availability and Disaster Recovery SLRs 

3.1.3 Data Center Management Tools 
A listing and description of all Vendor Data Center management tools, 
associated functionality and capabilities, standard reports and associated 
environments supported by each tool shall be developed and maintained by 
Vendor in Appendix 2B.5 – Data Center Management Tools. 

3.2 Baseline Information 
The County’s current Baselines are provided in Appendix 3.1 to Schedule 3 - Fees. 
These business requirements represent the County’s most realistic projection of the 
Service requirements for Day 1 implementation based on a combination of past trends 
and current anticipated overall business direction over the term of the Agreement. 
 
These metrics, along with other data which may be pertinent for sizing the solution, are 
reflected in Schedule 3 - Fees.  
 

Server Size Definitions 
Server sizing for Wintel,  and Linux servers listed in Appendix 3.1 to the Schedule 3 - 
Fees is based on the following table below.  All server resources have been aggregated 
into single use resource units by type (physical, virtual, cloud,  regardless of actual 
processor cores deployed: 
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Table 19. Server Size Definitions 

 Small Medium  Large X-Large 
Processor Cores  ≤1 2-4 5-12 13-64 

 

4.0 Service Level Requirements 
4.1 Objectives 
A key objective of this outsourcing agreement is to attain service level requirements 
(SLRs). SLRs associated with Data Center Services are detailed in the following section. 
The following minimum service levels are required at the end of the transition period. 
Data Center SLRs associated with Fee Reductions are detailed in Schedule 4 - Fee 
Reductions. SLR calculations exclude scheduled Maintenance Windows. SLR 
performance shall be calculated based on measurements taken over the indicated 
Measurement Interval and reported to the County based on the Reporting Period. SLR 
Fee Reductions for SLRs with multiple Measurement Intervals within the Reporting 
Period shall be calculated as defined in Schedule 4 – Fee Reductions. All times 
referenced are in Pacific Time. 
 
Where applicable see Appendix 2B.4– System Classifications for system classifications. 
 
Vendor shall provide written reports to County regarding Vendor’s compliance with the 
SLRs specified in this SOW.  

4.2 Service Level Requirements 
Service Level Requirements for this SOW are contained in the Enclosure D Appendix 
4.1 Service Level Requirements and Weighting Factors and Enclosure D Schedule 4 – 
Fee Reductions. 
 

4.3 Reports 
Vendor shall provide written reports to County regarding Vendor’s compliance with the 
SLRs and such reports Required reports are documented in Attachment L 
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5.0 Referenced SOW Appendices, MSA Attachments 
and Schedules 

APPENDICES/ 
ATTACHMENTS/  

SCHEDULES 

DESCRIPTION 

Appendix 2B.1 Data Center Hardware 
Appendix 2B.2 Data Center Software, Databases and Middleware 
Appendix 2B.3 Data Center Supported Electronic Data Exchanges 
Appendix 2B.4 System Classifications  
Appendix 2B.5 Data Center Management Tools 
Appendix 2B.6 Mainframe Hardware 
Appendix 2B.7 Mainframe Software 
Attachment A SOW Definitions 
Schedule 3 Fees 
Schedule 4 Fee Reductions 
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This is Appendix 2B.5 (Data Center Management Tools) to the Agreement.  Unless 
otherwise expressly defined herein, the capitalized terms used herein shall have the 
meaning assigned to them in the Agreement. 
 
 
Data Center Management Tools 
 
The Table below provides a listing and description of all Vendor Data Center 
Management tools, associated functionality and capabilities, standard reports and 
associated Service Area environments. This tool environment shall be supported and 
maintained by Vendor.
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Table 1. Data Center Management Tools 
 

Data Center Process Product Name  

Describe Functions & Features Including 
Real-time Data Access for the County 

(including manual and automated functions / 
integration points with other tools) 

County Service Area 
Areas/Components where Tool 
will be used (e.g., Data Center - 

 and Windows servers) 
Data Center System & 
Infrastructure Monitoring  

 The tool shall allow Vendor to monitor and 
manage business services and specific systems 
within the IT infrastructure, including servers, 
databases, applications, and virtualized 
environments, proactive recovery from outage or 
service degradation, integration to Vendor’s 

 Incident and 
Problem system, log file consolidation and 
correlation 

Data center environments status; 
  

 

End-to-end system availability 
monitoring (infrastructure and 
application) 

 The tool shall allow Vendor to monitor and 
manage business services and specific systems 
within the IT infrastructure, including servers, 
databases, applications, and virtualized 
environments, proactive recovery from outage or 
service degradation, log file consolidation and 
correlation, integration to Vendor’s  

 Incident and Problem 
system 

Data center environments status; 
  

  

End-to-end system performance 
monitoring (infrastructure and 
application) 

 The tool shall allow Vendor to monitor and 
manage business services and specific systems 
within the IT infrastructure, including servers, 
databases, applications, and virtualized 
environments, access to real-time and historical 
system performance and capacity utilization, log 
file consolidation and correlation 

Data center environments status; 
  

Job Scheduling, Implementation, 
Execution 

  The tool shall allow Vendor to schedule control 
and execution for batch job schedule activities 
(Vendor to utilize County-owned licenses.  Vendor 
to upgrade licenses at expiration of mainframe.) 

All batch scheduling of job packages 
and restarts  

ATTACHMENT C

Page 64 of 119



  

 

Orange County Information Technology                          Appendix 2B.5 to Schedule 2B – Revision 3 
Science Applications International Corporation    Page 4 of 6                   Amendment 17 to MA-017-13011864 

 

Data Center Process Product Name  

Describe Functions & Features Including 
Real-time Data Access for the County 

(including manual and automated functions / 
integration points with other tools) 

County Service Area 
Areas/Components where Tool 
will be used (e.g., Data Center - 

 and Windows servers) 
Electronic Data Exchange 
Transaction Monitoring  

 
  

Vendor shall utilize County-owned licenses to 
monitor file transfers  

File transfers for OCIT and agencies 
 
 
 
 
 

Applications Monitoring   The tool shall allow Vendor to monitor and 
manage business services and specific systems 
within the IT infrastructure, including servers, 
databases, applications, and virtualized 
environments, access to real-time and historical 
system performance and capacity utilization 

Data center environments status; 
  

 and 
applications and services hosted 

Storage and Data Management 
Storage Performance Monitoring 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

The tools shall allow Vendor to manage storage 
subsystem (SANs and backup) 

Storage subsystem performance, 
capacity reporting and availability  
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Data Center Process Product Name  

Describe Functions & Features Including 
Real-time Data Access for the County 

(including manual and automated functions / 
integration points with other tools) 

County Service Area 
Areas/Components where Tool 
will be used (e.g., Data Center - 

 and Windows servers) 
Database Performance 
Monitoring Tools  

 

 

Vendor shall utilize the tools for database 
performance monitoring  

All County utilized database structure 
(e.g.,  and  DBs) 
in scope 

Database Activity Monitoring 
Tools 

 
 

 
 

  

Vendor shall utilize the tools for database activity 
monitoring  

All County utilized database structure 
(e.g.,  and  DBs) 
in scope 

Server Administration  

 

 
 

 

Updates of software and patches on Windows, 
 Linux, and Mainframe servers 

Server infrastructure; Data Center 
   and 
 servers 

Data Center Service Level Monitoring, Measurement and Reporting Tools  

System Availability   All service infrastructure components reporting 
and dashboards 

All service infrastructure components  

Application Platform Response 
Time  

 All application service infrastructure components 
reporting and dashboards 

All application service infrastructure 
components  

Batch Processing  

 

Batch execution reports and dashboards Batch process cycle 

General Administrative Functions  
 

Operations and program function reporting and 
dashboards 

PMO and contract execution 
functions 

Storage Administration  
 

 
 

Vendor shall use the County provided storage 
management tools for storage utilization and 
administration reports and dashboards 

Storage and data service 
infrastructure  
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Data Center Process Product Name  

Describe Functions & Features Including 
Real-time Data Access for the County 

(including manual and automated functions / 
integration points with other tools) 

County Service Area 
Areas/Components where Tool 
will be used (e.g., Data Center - 

 and Windows servers) 
Server Administration  

 
 

 

 
 

Vendor shall use the tools server administration 
management tools for server administration and 
utilization reports and dashboards 

Server infrastructure  

Database Administration  
Oracle Admin Console 
Microsoft SQL Admin 
Console 

Vendor shall use the tools for database 
administration and utilization reports and 
dashboards 

Databases  

IT Continuity and DR ServiceNow Vendor shall use the tools for IT and continuity 
support reports and dashboards 

IT continuity and DR infrastructure 
and process  

Security  
  

 
 

 
 

The tools shall be a comprehensive vulnerability 
analysis solution that provides complete visibility 
into the security posture of the managed server 
environment. Software to protect end points from 
malware and viruses as well as protections for 
electronic mail. 

Security process and infrastructure  

Capacity and Availability 
Management 
Monitoring/Trending/Reporting 

 Vendor shall use the Vendor provided products to 
monitor and manage business services and 
specific systems within the IT infrastructure, 
including servers, databases, applications, and 
virtualized environments, access to real-time and 
historical system performance and capacity 
utilization 

Data Center  

System Software Refresh and 
Updates 

 

 

Vendor shall use the Vendor provided tools for 
Windows servers.  has its own utility for 

 and we will use the tool already owned by 
the County.  

Data Center 
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Tool Product Name
ACD
Voice Switch
CRM
Chat
Agent Call Recording

 
Knowledge Management
Self Service

Orange County Information Technology
Science Applications International Corporation Page 1 of 1

Appendix 2C.3 to Schedule 2C - Rev. 1
Amendment No. 17 to MA-017-13011864
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This is Appendix 2C.4 to Schedule 2C (Vendor Provided Service Desk Tools) to the 
Agreement.  Unless otherwise expressly defined herein, the capitalized terms used 
herein shall have the meaning assigned to them in the Agreement. 
 
Service Desk Tools 
 
The Table below provides a listing and description of all Vendor Provided Service Desk 
Management tools, associated functionality and capabilities, standard reports and 
associated Service Area environments. This tool environment shall be supported and 
maintained by Vendor. 
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Table 1. Service Desk Tools 

Service Desk Process Product Name  
Describe Functions & Features Including Real-time Data 
Access for the County (including manual and automated 

functions / integration points with other tools) 

County Service Area 
Areas/Components where 

Tool support  
Service Desk Utilization 
Monitoring 

 Vendor shall use a tool to monitor and manage Service Desk 
agents. Vendor shall provide the County with monthly ACD 
summary data. 

Used by: Service Desk 
Supported by: Service Desk 

Service Desk Management Suite 
(e.g., Incident and Service 
Request Tracking, Escalation, 
Monitoring and Reporting, 
telephony, knowledge 
management) 
 
 

 Licensed IT personnel will have real-time access to view and 
update incidents, problems, and service requests. Tool features 
shall include: 
 A web-based system that allows access from anywhere 
 Automated notifications regarding incident assignment, 

status changes, and escalations 
 Custom searching capabilities 
 Full incident tracking and queue management functionality 
 Comprehensive SLR and KPI tracking 
 Fully integrated Problem Management 
 Entirely auditable environment 
 Real-time ad hoc reporting 
  and  reporting tool integration 
 ASRS integration 
 Knowledge base integration 
 Web portal integration 
 ITIL-compliant architecture 

Used by: Vendor, the 
County’s service delivery staff 
Supported by: Service Desk 

Self Help Support   The tool shall automate many common service request 
processes with built-in workflow capabilities. The tool shall 
gather all appropriate data from the requester, automatically 
identify and gather approvals based on the type of request, then 
submit a ticket to the appropriate resolving group within the tool. 
The tool shall be integrated with Vendor’s knowledge 
management solution and tools with the web portal facing the 
end user. Tool features shall include: 
 Knowledge life-cycle facilitation and enforcement 
 FAQs 
 Knowledge segregation – each user sees only the data 

relevant to them 
 Natural language processing 
 Learning searches – the more an article is used and rated, 

the more relevant the results will become 
 Solution tree capability 
 Article subscriptions 

Used by: The County’s users, 
the County’s IT personnel, 
Vendor Team IT personnel 
Supported by: Service Desk 
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Service Desk Process Product Name  
Describe Functions & Features Including Real-time Data 
Access for the County (including manual and automated 

functions / integration points with other tools) 

County Service Area 
Areas/Components where 

Tool support  
Service Desk Service Level Monitoring, Measurement and Reporting Tools  

Service Desk Availability  Vendor will track SLRs via the tool and report them using the 
 reporting tool. Licensed tool and  users will 

have real-time or near-real-time (  access to the data 
and can schedule reports to run automatically as necessary. 

Used by: Service Desk 
Supported by: Service Desk 

Response Time SAIC  
 

 

Vendor will track SLRs via the tool and report them using the 
 reporting tool. Licensed tool and  users will 

have real-time or near-real-time (  access to the data 
and can schedule reports to run automatically as necessary. 

Used by: SAIC Team IT 
personnel 
Supported by: Service Desk 

Incident Resolution/Management  Vendor will track SLRs via the tool and report them using the 
 reporting tool. Licensed tool and  users will 

have real-time or near-real-time (  access to the data 
and can schedule reports to run automatically as necessary. 

Used by: The County’s IT 
personnel, SAIC Team IT 
personnel 
Supported by: Service Desk 

Remote Control/Diagnostics  Vendor’s remote assistance solution enables support for 
anyone with an Internet connection, regardless of physical 
location, and supports , as well as many 
mobile devices. Bringing the desktop under the agents’ control 
breaks down barriers previously faced with resolving incidents 
using verbal instructions and increases the efficiency of the 
agents, leading to increased incident resolution at the Service 
Desk. Vendor’s hosted solution offers the following features: 
 Reboot and Reconnect re-establishes session to the same 

agent after a reboot of machine 
 File transfers to users machine 
 Temporary escalation of agent permissions on user machine 

to allow Level 1 agents greater access when needed 
 Ability to share or transfer a session with another member of 

the support organization 
 Chat with user or other agent during remote sessions for 

collaboration 

Used by: Vendor Team IT 
personnel 
Supported by: Service Desk 
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This is Appendix 2D.2 (Application Development and Maintenance Tools) to the 
Agreement between the County of Orange, CA (“County” or “the County”) and the 
Vendor (“Vendor”).  Unless otherwise expressly defined herein, the capitalized terms 
used herein shall have the meaning assigned to them in the Agreement. 
 
Application Development and Maintenance Tools 
 
The Table below provides a listing and description of all Vendor Application 
Development and Maintenance tools, associated functionality and capabilities, standard 
reports and associated Service Area environments. This tool environment shall be 
supported and maintained by Vendor. 
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Table 1. Application Development and Maintenance Tools 

Application Development 
and Maintenance Process Product Name  

Describe Functions & Features Including 
Real-time Data Access for the County 

(including manual and automated functions 
/ integration points with other tools) 

County Service Area 
Areas/Components where 

Tool will be used  

Master Data Management  The tools shall be determined applicable in 
ADM  

Application Development and 
Maintenance 

ETL  
 

Vendor shall use the tools for Enterprise 
Warehouse, which supports reporting and 
County Dashboard for real-time metrics 

Application Development and 
Maintenance 

Data Quality Management  Vendor shall use the for Enterprise Warehouse, 
which supports reporting and County 
Dashboard for real-time metrics 
Used in ADM per project need  

Application Development and 
Maintenance 

DBMS  
 

Vendor shall use the tools for the database 
management system (DBMS) and for creating 
and managing databases.  
 

Application Development and 
Maintenance 

OLAP  Vendor shall use the in reporting  Application Development and 
Maintenance 

Business Process Modeling   
 

Vendor shall use the tool for diagram business 
processes and workflows during applications 
design stage 

Business Process Modeling  

Application Development and Maintenance Service Level Monitoring, Measurement and Reporting Tools  
Project Estimation  

 
 

Vendor shall use the tools for formatting and for 
project planning and estimation 
Maintain project-related service level 
agreements 
Report all SLRs 

Application Development and 
Maintenance 

Milestone Completion  
 

Vendor shall use the tools to maintain metrics 
on completion of milestones 
Report all SLRs 

Application Development and 
Maintenance 

Functional Requirements Met  
 

Vendor shall use the tools to provide survey 
results 
Report all SLRs 

Application Development and 
Maintenance 

Service Requests (minor 
enhancements) 

 Vendor shall use the tools to provide records 
request for service 
Report all SLRs 

Application Development and 
Maintenance 
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Application Development 
and Maintenance Process Product Name  

Describe Functions & Features Including 
Real-time Data Access for the County 

(including manual and automated functions 
/ integration points with other tools) 

County Service Area 
Areas/Components where 

Tool will be used  

Service Request Milestone 
Completion 

  
 

Vendor shall use the tools to maintain milestone 
completions 
Report all SLRs 

Application Development and 
Maintenance 

Incident Handling  Vendor shall use the tools to record incident 
information and closure 
Report all SLRs 

Application Development and 
Maintenance 

Availability of Qualified Staff  
 

Vendor shall use the tools to maintain Vendor 
Program metrics 
Report all SLRs 

Application Development and 
Maintenance 

Quality  
 

Vendor shall use the tools to maintain Rework 
Rate per production change 
Report all SLRs 

Application Development and 
Maintenance 

SEI/CMM Level  
 

Vendor shall use the tools to maintain Vendor 
Program metrics 
Report all SLRs 

Application Development and 
Maintenance 

Testing Tools Application specific tools Vendor shall use the automated function and 
regression testing tools for applications testing. 

Applications 

Version Control  Vendor shall use collaborative software 
development tools referenced for source-code 
version control, and shall be responsible for 
patching and upgrade support of the tool. 

Application Development and 
Maintenance 
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This is Appendix 2E.4 (Desktop Support Tools) to the Agreement.  Unless otherwise 
expressly defined herein, the capitalized terms used herein shall have the meaning 
assigned to them in the Agreement. 
 
 
Desktop Support Tools 
 
The Table below provides a listing and description of all Vendor Desktop Support tools, 
associated functionality and capabilities, standard reports and associated Service Area 
environments. This tool environment shall be supported and maintained by Vendor.
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Table 1. Desktop Support Tools 

Desktop Support 
Process Product Name  

Describe Functions & Features Including 
Real-time Data Access for the County 

(including manual and automated functions 
/ integration points with other tools) 

County Service Area 
Areas/Components where 

Tool will be used (e.g., 
desktops)  

Core Software Image 
Deployment Management  

 
 

Deployment Image Servicing and Management 
for creation and deployment of system images. 

Desktop 

Automated Application 
Software Image 
Deployment Management 

 
 

Deployment Image Servicing and Management 
for creation  and deployment of system images  

Desktop 

IMACD Management w The tool shall track and manage all service 
requests, including all IMACD management 

All Service Areas 

Desktop Support Service Level Monitoring, Measurement and Reporting Tools  
Software Installation  

 
Manage software installation and existing County 
ADS infrastructure, augmented with WSUS for 
managed patching of Microsoft components and 
configuration management tools to verify system 
configuration before and after deployments and 
management tools for remote installation 
assistance 

Desktop, Service Desk 

IMACDs  Tool to track and manage all service requests, 
including all IMACD management 

Desktop 

Remote Diagnostics  Remote diagnostic and remote assistance tool 
across Windows and OS X systems 

Desktop, Service Desk 

Power Management  
 

 

Tools for power management  Desktop 

Electronic Software 
Distribution and Version 
Control  

 
 

Provides software distribution tools 
 

Desktop 
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Desktop Support 
Process Product Name  

Describe Functions & Features Including 
Real-time Data Access for the County 

(including manual and automated functions 
/ integration points with other tools) 

County Service Area 
Areas/Components where 

Tool will be used (e.g., 
desktops)  

Desktop Configuration 
Management 

 
 

The tools shall allow for the management of in-
scope personal computers under this 
Agreement. Vendor understands that agencies 
within the County of Orange have an existing 
investment for use in maintaining the 
configurations of personal computers. Vendor 
further understands that many, but not all, of the 
in-scope computers are currently covered by a 
license. Vendor assumes the County will provide 
all existing tool licenses to Vendor for use in 
supporting in-scope personal computers. 
Vendor’s proposal for desktop services includes 
the acquisition of additional licenses to cover in-
scope computers for which the County does not 
currently possess a valid license. Vendor’s 
proposal also includes the maintenance of 
licenses for in-scope personal computers during 
the contract period of performance. 
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Summary - 10 Year Rollup Pricing

SUMMARY—TEN-YEAR ROLL-UP
Service Recipient: County of Orange TOC page Pricing Assumptions

Vendor Name: SAIC - Scope 1

RECURRING FEES 2/3/14 - 2/2/15 2/3/15 - 2/2/16 2/3/16 - 2/2/17 2/3/17 - 2/2/18 2/3/18 - 2/2/19 2/3/19 - 2/2/20 2/3/20 - 6/30/22 7/1/22 - 6/30/23 7/1/23 - 6/30/24
SCOPE 1 SERVICE AREAS Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 and 8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Total
OC Data Center 7,595,473$                            8,393,040$                            8,869,440$                            8,825,832$                            8,662,272$                            7,222,992$                            17,900,355$                          7,369,968$                            7,577,592$                            82,416,964$                          
Desktop 1,195,104$                            1,113,192$                            2,536,122$                            2,962,452$                            2,803,092$                            2,803,092$                            7,309,856$                            3,024,768$                            3,024,768$                            26,772,446$                          
Service Desk 1,136,004$                            969,660$                               989,328$                               1,028,664$                            962,144$                               932,892$                               2,972,065$                            1,234,740$                            1,236,708$                            11,462,205$                          
Application Development and Maintenance 4,880,627$                            5,256,005$                            5,256,005$                            5,219,644$                            5,110,560$                            5,110,560$                            9,025,380$                            3,734,640$                            3,734,640$                            47,328,061$                          
SCOPE 1 ANNUAL TOTAL FEES 14,807,208$                          15,731,897$                          17,650,895$                          18,036,592$                          17,538,068$                          16,069,536$                          37,207,656$                          15,364,116$                          15,573,708$                          167,979,676$                        

YEAR 1 ONE-TIME TRANSITION COSTS
Orange County Data Center 843,405$                               
Desktop 378,558$                               
Service Desk 1,112,071$                            
Application Development and Maintenance 1,238,476$                            
TOTAL TRANSITION FEES - SCOPE 1 3,572,510$                            

Optional Services Fees
SCOPE 1 SERVICE AREAS Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 and 8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Total
OC Data Center 486,866$                               388,620$                               388,620$                               388,620$                               761,553$                               127,139$                               -$                                           -$                                           -$                                           2,541,418$                            
Desktop -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           
Service Desk -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           -$                                           
Application Development and Maintenance 3,167,701$                            1,848,211$                            1,848,211$                            1,405,303$                            962,415$                               963,474$                               -$                                           -$                                           -$                                           10,195,315$                          
SCOPE 1 ANNUAL Optional Services FEES 3,654,567$                            2,236,831$                            2,236,831$                            1,793,923$                            1,723,968$                            1,090,613$                            -$                                           -$                                           -$                                           12,736,733$                          

EARLY TERMINATION FEES   
Early Termination Fees - Orange County Data Center 5,730,687$                            4,791,115$                            4,215,221$                            3,391,696$                            2,152,016$                            N/A 2,397,217$                            748,944$                               748,944$                               
Early Termination Fees - Desktop 68,688$                                 61,298$                                 53,271$                                 44,614$                                 36,841$                                 N/A -$                                           -$                                           -$                                           
Early Termination Fees - Service Desk 141,619$                               121,154$                               101,323$                               80,419$                                 59,755$                                 N/A -$                                           -$                                           -$                                           
Early Termination Fees - Application Management 226,249$                               226,249$                               226,249$                               226,249$                               226,249$                               N/A -$                                           -$                                           -$                                           
TOTAL TERMINATION FEES 6,167,243$                            5,199,816$                            4,596,064$                            3,742,978$                            2,474,861$                            -$                                           2,397,217$                            748,944$                               748,944$                               
 NOTE:  Early termination fees apply only to termination for convenience

Disentanglement Fees Estimate
Disentanglement Fees Estimate - Orange County Data Center -$                                           -$                                           -$                                           -$                                           -$                                           N/A N/A N/A N/A
Disentanglement Fees Estimate- Desktop -$                                           -$                                           -$                                           -$                                           -$                                           N/A N/A N/A N/A
Disentanglement Fees Estimate - Service Desk -$                                           -$                                           -$                                           -$                                           -$                                           N/A N/A N/A N/A
Disentanglement Fees Estimate- Application Management -$                                           -$                                           -$                                           -$                                           -$                                           N/A N/A N/A N/A
TOTAL DISENTANGLEMENT FEES - Scope 1 -$                                           -$                                           -$                                           -$                                           -$                                           
 NOTE: The amount provided is estimate only. The final amount shall be determined at the time of disentanglement
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Pricing for OC Data Center 
Orange County Data Center

Service Recipient: County of Orange TOC page Pricing Assumptions

Vendor Name: SAIC - Scope 1

Vendor Provided Services

Resource Unit Category Unit of Measure Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline Quantity Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline Quantity Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline Quantity Monthly 

Unit Price Monthly Total Baseline Quantity Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total

Solution related Network Connectiv ity  (Including DR connectiv ity ) Fixed 1 4,801.25$                       $4,801.25 1 4,801.25$                       $4,801.25 1 4,801.25$                           $4,801.25 1 4,801.25$      $4,801.25 1 4,801.25$      $4,801.25 1 4,801.25$      $4,801.25 1 4,801.25$      $4,801.25 1 4,801.25$      $4,801.25 1 4,801.25$           $4,801.25 1 4,801.25$     $4,801.25 1 4,801.25$      $4,801.25 1 4,801.25$          $4,801.25
Facility  Support Fixed 1 19,642.42$                     $19,642.42 1 19,642.42$                     $19,642.42 1 19,642.42$                          $19,642.42 1 19,642.42$    $19,642.42 1 19,642.42$     $19,642.42 1 19,642.42$    $19,642.42 1 19,642.42$    $19,642.42 1 19,642.42$    $19,642.42 1 19,642.42$         $19,642.42 1 27,850.00$    $27,850.00 1 27,850.00$    $27,850.00 1 27,850.00$        $27,850.00 1 27,850.00$        $27,850.00 1 27,850.00$           $27,850.00 1 27,850.00$           $27,850.00 1 27,850.00$        $27,850.00 1 27,850.00$    $27,850.00
Management Serv ices (including f ees associated with Schedule 1 - 
Relationship Management)

Fixed 1 104,173.00$                   $104,173.00 1 104,173.00$                   $104,173.00 1 104,173.00$                        $104,173.00 1 104,173.00$   $104,173.00 1 104,173.00$   $104,173.00 1 104,173.00$   $104,173.00 1 104,173.00$  $104,173.00 1 104,173.00$  $104,173.00 1 104,173.00$        $104,173.00 1 104,173.00$  $104,173.00 1 104,173.00$  $104,173.00 1 104,173.00$       $104,173.00 1 97,000.00$        $97,000.00 1 97,000.00$           $97,000.00 1 97,000.00$           $97,000.00 1 97,000.00$        $97,000.00 1 97,000.00$    $97,000.00

Consolidated Phy sical Serv ers Qty  of  Serv ers 73 238.00$             $17,374.00 73 238.00$                $17,374.00 73 238.00$                $17,374.00 73 238.00$             $17,374.00 73 238.00$        $17,374.00
- Small Qty  of  Serv ers 20 271.39$                         $5,427.80 20 271.39$                         $5,427.80 20 271.39$                              $5,427.80 16 265.96$         $4,255.36 16 257.99$         $4,127.84 16 257.99$         $4,127.84 5 247.67$        $1,238.35 3 239.38$        $718.14 3 239.38$              $718.14 3 239.38$        $718.14 6 226.22$        $1,357.32 6 226.22$             $1,357.32
- Medium Qty  of  Serv ers 88 296.57$                         $26,098.16 88 296.57$                         $26,098.16 88 296.57$                              $26,098.16 70 290.64$         $20,344.80 70 281.92$         $19,734.40 70 281.92$         $19,734.40 34 270.64$        $9,201.76 23 261.59$        $6,016.57 23 261.59$              $6,016.57 23 261.59$        $6,016.57 28 247.20$        $6,921.60 28 247.20$             $6,921.60
- Large Qty  of  Serv ers 32 324.19$                         $10,374.08 32 324.19$                         $10,374.08 32 324.19$                              $10,374.08 28 317.70$         $8,895.60 28 308.17$         $8,628.76 28 308.17$         $8,628.76 21 295.85$        $6,212.85 31 285.95$        $8,864.45 31 285.95$              $8,864.45 31 285.95$        $8,864.45 32 270.23$        $8,647.36 32 270.23$             $8,647.36
- Xtra Large Qty  of  Serv ers 9 354.49$                         $3,190.41 9 354.49$                         $3,190.41 9 354.49$                              $3,190.41 14 347.40$         $4,863.60 14 336.98$         $4,717.72 14 336.98$         $4,717.72 12 323.50$        $3,882.00 24 312.68$        $7,504.32 24 312.68$              $7,504.32 24 312.68$        $7,504.32 31 295.48$        $9,159.88 31 295.48$             $9,159.88

 - Small Qty  of  Serv ers 4 356.50$                         $1,426.00 4 356.50$                         $1,426.00 4 356.50$                              $1,426.00 2 349.37$         $698.74 2 338.89$         $677.78 2 338.89$         $677.78 2 325.34$        $650.68 0 314.46$        $0.00 0 314.46$              $0.00 0 314.46$        $0.00 0 297.16$        $0.00 0 297.16$             $0.00 0 -$                  $0.00 0 -$                     $0.00 0 -$                     $0.00 0 -$                  $0.00 0 -$             $0.00
 - Medium Qty  of  Serv ers 8 384.42$                         $3,075.36 8 384.42$                         $3,075.36 8 384.42$                              $3,075.36 4 376.73$         $1,506.92 4 365.43$         $1,461.72 4 365.43$         $1,461.72 1 350.81$        $350.81 2 339.08$        $678.16 2 339.08$              $678.16 2 339.08$        $678.16 2 320.43$        $640.86 2 320.43$             $640.86 0 -$                  $0.00 0 -$                     $0.00 0 -$                     $0.00 0 -$                  $0.00 0 -$             $0.00
 - Large Qty  of  Serv ers 0 414.59$                         $0.00 0 414.59$                         $0.00 0 414.59$                              $0.00 0 406.30$         $0.00 0 394.11$         $0.00 0 394.11$         $0.00 0 378.35$        $0.00 0 365.69$        $0.00 0 365.69$              $0.00 0 365.69$        $0.00 0 345.58$        $0.00 0 345.58$             $0.00 0 -$                  $0.00 0 -$                     $0.00 0 -$                     $0.00 0 -$                  $0.00 0 -$             $0.00

 Extra Large Qty  of  Serv ers 12 296.57$                         $3,558.84 12 296.57$                         $3,558.84 12 296.57$                              $3,558.84 12 290.64$         $3,487.68 12 281.92$         $3,383.04 12 281.92$         $3,383.04 12 270.64$        $3,247.68 12 261.59$        $3,139.08 12 261.59$              $3,139.08 12 261.59$        $3,139.08 12 247.20$        $2,966.40 12 247.20$             $2,966.40 12 400.00$             $4,800.00 12 400.00$                $4,800.00 12 400.00$                $4,800.00 12 400.00$             $4,800.00 12 400.00$        $4,800.00

Consolidated Virtual Serv ers Qty  of  OS Instances 352 214.00$             $75,328.00 352 214.00$                $75,328.00 352 214.00$                $75,328.00 378 214.00$             $80,892.00 391 214.00$        $83,674.00
- Small Qty  of  OS Instances 159 249.79$                         $39,716.61 159 249.79$                         $39,716.61 159 249.79$                              $39,716.61 150 244.79$         $36,718.50 170 237.45$         $40,366.50 170 237.45$         $40,366.50 189 227.95$        $43,082.55 165 220.33$        $36,354.45 165 220.33$              $36,354.45 165 220.33$        $36,354.45 170 208.21$        $35,395.70 170 208.21$             $35,395.70
- Medium Qty  of  OS Instances 21 272.86$                         $5,730.06 21 272.86$                         $5,730.06 21 272.86$                              $5,730.06 57 267.41$         $15,242.37 62 259.38$         $16,081.56 62 259.38$         $16,081.56 102 249.01$        $25,399.02 118 240.68$        $28,400.24 118 240.68$              $28,400.24 118 240.68$        $28,400.24 122 227.44$        $27,747.68 122 227.44$             $27,747.68
- Large Qty  of  OS Instances 0 303.30$                         $0.00 0 303.30$                         $0.00 0 303.30$                              $0.00 1 294.47$         $294.47 1 285.64$         $285.64 1 285.64$         $285.64 0 277.07$        $0.00 8 271.53$        $2,172.24 8 271.53$              $2,172.24 8 271.53$        $2,172.24 11 266.09$        $2,926.99 11 266.09$             $2,926.99

 - Small Qty  of  OS Instances 5 327.81$                         $1,639.05 5 327.81$                         $1,639.05 5 327.81$                              $1,639.05 3 321.25$         $963.75 3 311.61$         $934.83 3 311.61$         $934.83 3 299.15$        $897.45 5 289.14$        $1,445.70 5 289.14$              $1,445.70 5 289.14$        $1,445.70 5 273.24$        $1,366.20 5 273.24$             $1,366.20
 - Medium Qty  of  OS Instances 0 353.40$                         $0.00 0 353.40$                         $0.00 0 353.40$                              $0.00 2 346.33$         $692.66 1 335.94$         $335.94 1 335.94$         $335.94 2 322.50$        $645.00 2 311.72$        $623.44 2 311.72$              $623.44 2 311.72$        $623.44 2 294.58$        $589.16 2 294.58$             $589.16

IBM - Qty  of 42 472.06$                         $19,826.52 42 472.06$                         $19,826.52 42 472.06$                              $19,826.52 66 462.62$         $30,532.92 105 448.74$         $47,117.70 105 448.74$         $47,117.70 91 430.79$        $39,201.89 69 416.39$        $28,730.91 69 416.39$              $28,730.91 69 416.39$        $28,730.91 69 393.48$        $27,150.12 69 393.48$             $27,150.12 72 378.00$             $27,216.00 72 378.00$                $27,216.00 72 378.00$                $27,216.00 72 378.00$             $27,216.00 72 378.00$        $27,216.00

OCIT Cloud Serv ers Qty  of 50 185.00$             $9,250.00 50 185.00$                $9,250.00 50 185.00$                $9,250.00 50 185.00$             $9,250.00 50 185.00$        $9,250.00

 Serv ers Medium) Qty  of  dev ices 2 384.42$                         $768.84 2 384.42$                         $768.84 2 384.42$                              $768.84 2 376.73$         $753.46 2 365.43$         $730.86 2 365.43$         $730.86 0 350.81$        $0.00 0 339.08$        $0.00 0 339.08$              $0.00 0 339.08$        $0.00 0 320.43$        $0.00 0 320.43$             $0.00
Supported Dev ices (Including One-time Setups) Qty  of  dev ices 692 2.88$                             $1,992.96 692 2.88$                             $1,992.96 692 2.88$                                 $1,992.96 1,100 2.83$            $3,113.00 1,150 2.74$            $3,151.00 1,150 2.74$            $3,151.00 1,500 2.63$            $3,945.00 1,725 2.54$            $4,381.50 1,725 2.54$                 $4,381.50 1,725 2.54$           $4,381.50 1,900 2.40$            $4,560.00 1,900 2.40$                $4,560.00

Supported Dev ices (Including One-time Setups) Qty  of  dev ices 2,429 2.26$                $5,489.54 2,429 2.26$                   $5,489.54 2,429 2.26$                   $5,489.54 2,627 2.26$                $5,937.02 2,732 2.26$            $6,174.32
 Support

290 103.19$                         $29,925.10 290 103.19$                         $29,925.10 290 103.19$                              $29,925.10 290 103.19$         $29,925.10 290 103.19$         $29,925.10 290 103.19$         $29,925.10 290 103.19$        $29,925.10 290 103.19$        $29,925.10 290 103.19$              $29,925.10 290 103.19$        $29,925.10 290 103.19$        $29,925.10 290 103.19$             $29,925.10 1 17,000.00$        $17,000.00 1 17,000.00$           $17,000.00 1 17,000.00$           $17,000.00 0 17,000.00$        $0.00 0 17,000.00$    $0.00
Storage Services (Services Only)
Tier 1 Storage Qty  of  TB 64 344.19$                         $22,028.16 154 192.00$                         $29,568.00 154 192.00$                              $29,568.00 347 137.03$         $47,549.41 468 136.60$         $63,928.80 468 136.60$         $63,928.80 596 135.42$        $80,710.32 677 134.30$        $90,921.10 677 134.30$              $90,921.10 677 134.30$        $90,921.10 760 133.02$        $101,095.20 480 133.02$             $63,849.60 624 131.00$             $81,744.00 624 131.00$                $81,744.00 624 131.00$                $81,744.00 722 131.00$             $94,582.00 772 131.00$        $101,132.00
Tier 2 Storage Qty  of  TB 2 172.17$                         $344.34 2 172.10$                         $344.20 2 172.10$                              $344.20 1 121.30$         $121.30 55 117.70$         $6,473.50 55 117.70$         $6,473.50 69 113.00$        $7,797.00 74 109.20$        $8,080.80 74 109.20$              $8,080.80 74 109.20$        $8,080.80 76 103.20$        $7,843.20 76 103.20$             $7,843.20 75 95.00$              $7,125.00 75 95.00$                 $7,125.00 75 95.00$                 $7,125.00 79 95.00$              $7,505.00 81 95.00$          $7,695.00
CEO_IT SAN (Services Only)
Tier 2 Storage Qty  of  TB 46 172.17$                         $7,919.82 46 172.10$                         $7,916.60 46 172.10$                              $7,916.60 11 121.30$         $1,334.30 0 -$              $0.00 0 -$              $0.00 0 -$             $0.00 0 -$             $0.00 0 -$                   $0.00 0 -$             $0.00 0 -$             $0.00 0 -$                  $0.00
Backup Services (Services Only)

Backup Data Volume Qty  of  TB 283 50.94$                           $14,416.02 283 50.94$                           $14,416.02 540 41.90$                                $22,626.00 703 29.60$          $20,808.80 838 29.50$           $24,721.00 838 29.50$          $24,721.00 737 29.40$          $21,667.80 729 29.30$          $21,359.70 729 29.30$               $21,359.70 729 29.30$          $21,359.70 845 29.20$          $24,674.00 845 29.20$              $24,674.00 1,456 29.00$              $42,224.00 1,456 29.00$                 $42,224.00 1,456 29.00$                 $42,224.00 1,856 29.00$              $53,824.00 2,056 29.00$          $59,624.00

Replication Services (Services Only)
Replication Data Volume Qty  of  TB 170 43.30$                           $7,361.00 170 43.30$                           $7,361.00 170 43.30$                                $7,361.00 300 26.30$          $7,890.00 247 25.50$           $6,298.50 247 25.50$          $6,298.50 350 25.20$          $8,820.00 397 25.10$          $9,964.70 397 25.10$               $9,964.70 397 25.10$          $9,964.70 460 24.40$          $11,224.00 460 24.40$              $11,224.00 494 24.00$              $11,856.00 494 24.00$                 $11,856.00 494 24.00$                 $11,856.00 594 24.00$              $14,256.00 644 24.00$          $15,456.00

Encryption Services - HCA Dedicated  Solution (Services Only)

Encry ption Data Volume 0 -$                              $0.00 1 2,042.80$                       $2,042.80 1 2,042.80$                           $2,042.80 1 2,742.20$      $2,742.20 1 2,759.20$      $2,759.20 1 2,759.20$      $2,759.20 1 2,839.30$      $2,839.30 1 2,923.10$      $2,923.10 1 2,923.10$           $2,923.10 1 2,923.10$     $2,923.10 1 2,417.50$      $2,417.50
Storage, Backup, Replication, and Encryption Hardware
Storage, Backup, Replication Serv ices Hardware (CEO/IT 
Enterprise)

1 66,624.20$                     $66,624.20 1 66,624.20$                     $66,624.20 1 66,624.20$                          $66,624.20 1 71,056.79$    $71,056.79 1 71,056.79$     $71,056.79 1 71,056.79$    $71,056.79 1 71,056.79$    $71,056.79 1 71,056.79$    $71,056.79 1 71,056.79$         $71,056.79 1 71,056.79$    $71,056.79 1 39,339.35$    $39,339.35 1 39,339.35$        $39,339.35 1 50,400.00$        $50,400.00

Storage, Backup, Replication Serv ices Hardware (HCA) 0 -$                              $0.00 1 64,613.75$                     $64,613.75 1 64,613.75$                          $64,613.75 1 64,613.75$    $64,613.75 1 64,613.75$     $64,613.75 1 64,613.75$    $64,613.75 1 64,613.75$    $64,613.75 1 64,613.75$    $64,613.75 1 64,613.75$         $64,613.75 1 64,613.75$    $64,613.75 1 10,107.05$    $10,107.05
Computer Graphic Specialist Support
Computer Graphic Specialist Support Fixed 1 9,000.00$                       $9,000.00 1 9,000.00$                       $9,000.00 1 9,000.00$                           $9,000.00 1 9,000.00$      $9,000.00 1 9,000.00$      $9,000.00 1 9,000.00$      $9,000.00 1 9,000.00$      $9,000.00 1 9,000.00$      $9,000.00
Document Imaging Support (Scanning)
Document Imaging Support (Scanning) Fixed 2 6,000.00$                       $12,000.00 2 6,000.00$                       $12,000.00 2 6,000.00$                           $12,000.00 2 6,000.00$      $12,000.00 2 6,000.00$      $12,000.00
EMAIL SERVICES
Outlook Serv ices (ALL INCLUSIVE) Qty  of 1,546 4.83$                             $7,467.18 1,546 4.83$                             $7,467.18 1,546 4.83$                                 $7,467.18 1,100 4.83$            $5,313.00 1,100 4.83$            $5,313.00 1,100 4.83$            $5,313.00 2,780 4.83$            $13,427.40 2,520 4.83$            $12,171.60 2,520 4.83$                 $12,171.60 2,520 4.83$           $12,171.60 2,700 4.83$            $13,041.00 2,700 4.83$                $13,041.00

Qty  of 1,733 5.00$                $8,665.00 1,733 5.00$                   $8,665.00 1,733 5.00$                   $8,665.00 0 5.00$                $0.00 0 5.00$            $0.00
Qty  of 1,204 4.75$                $5,719.00 1,204 4.75$                   $5,719.00 1,204 4.75$                   $5,719.00 2,979 4.75$                $14,150.25 3,038 4.75$            $14,430.50

ERVICES

ERVICES Qty  of 34,144 0.05$                             $1,707.20 34,144 0.05$                             $1,707.20 34,144 0.05$                                 $1,707.20 28,000 0.05$            $1,400.00 28,000 0.05$            $1,400.00 28,000 0.05$            $1,400.00 26,000 0.05$            $1,300.00 25,000 0.05$            $1,250.00 25,000 0.05$                 $1,250.00 25,000 0.05$           $1,250.00 25,000 0.05$            $1,250.00 25,000 0.05$                $1,250.00 25,000 0.05$                $1,250.00 25,000 0.05$                   $1,250.00 25,000 0.05$                   $1,250.00 25,000 0.05$                $1,250.00 25,000 0.05$            $1,250.00

Production Control and Command Center
Production Control and Command Center Fixed 1 37,250.00$        $37,250.00 1 37,250.00$           $37,250.00 1 37,250.00$           $37,250.00 1 37,250.00$        $37,250.00 1 37,250.00$    $37,250.00

PHYSICAL DBA SERVICES
DBA Serv ices Qty  of nstances 302 167.87$                         $50,696.74 302 167.87$                         $50,696.74 302 167.87$                              $50,696.74 289 164.51$         $47,543.39 287 159.57$         $45,796.59 287 159.57$         $45,796.59 242 153.19$        $37,071.98 236 148.07$        $34,944.52 236 148.07$              $34,944.52 236 148.07$        $34,944.52 240 139.92$        $33,580.80 240 139.92$             $33,580.80 262 131.00$             $34,322.00 262 131.00$                $34,322.00 262 131.00$                $34,322.00 266 131.00$             $34,846.00 268 131.00$        $35,108.00
DBA Serv ices Qty  of nstances 42 415.47$                         $17,449.74 42 415.47$                         $17,449.74 42 415.47$                              $17,449.74 36 407.16$         $14,657.76 36 394.95$         $14,218.20 36 394.95$         $14,218.20 36 379.15$        $13,649.40 36 366.47$        $13,192.92 36 366.47$              $13,192.92 36 366.47$        $13,192.92 36 346.32$        $12,467.52 36 346.32$             $12,467.52 36 325.00$             $11,700.00 36 325.00$                $11,700.00 36 325.00$                $11,700.00 0 325.00$             $0.00 0 325.00$        $0.00

DBA Serv ices Qty  of nstances 26 415.47$                         $10,802.22 26 415.47$                         $10,802.22 26 415.47$                              $10,802.22 27 407.16$         $10,993.32 45 394.95$         $17,772.75 45 394.95$         $17,772.75 41 379.15$        $15,545.15 20 366.47$        $7,329.40 20 366.47$              $7,329.40 20 366.47$        $7,329.40 20 346.32$        $6,926.40 20 346.32$             $6,926.40 20 326.00$             $6,520.00 20 326.00$                $6,520.00 20 326.00$                $6,520.00 20 326.00$             $6,520.00 20 326.00$        $6,520.00
DISASTER RECOVERY Services   (See Data Center SOW for 
Requirements)
Warm site f acility  f or recov ery  of  Critical Applications Fixed 1 49,892.70$                     $49,892.70 1 49,892.70$                     $49,892.70 1 49,892.70$                          $49,892.70 1 49,892.70$    $49,892.70 1 49,892.70$     $49,892.70 1 49,892.70$    $49,892.70 1 49,892.70$    $49,892.70 1 49,892.70$    $49,892.70 1 49,892.70$         $49,892.70 1 49,892.70$    $49,892.70 1 55,744.28$    $55,744.28 1 55,744.28$        $55,744.28 1 45,912.00$        $45,912.00 1 45,912.00$           $45,912.00 1 45,912.00$           $45,912.00 1 45,912.00$        $45,912.00 1 45,912.00$    $45,912.00
"Hotel" capability  f or County  Agencies Fixed 1 16,546.22$                     $16,546.22 1 16,546.22$                     $16,546.22 1 16,546.22$                          $16,546.22 1 16,546.22$    $16,546.22 1 16,546.22$     $16,546.22 1 16,546.22$    $16,546.22 1 16,546.22$    $16,546.22 1 16,546.22$    $16,546.22 1 16,546.22$         $16,546.22 1 16,546.22$    $16,546.22 1 18,486.81$    $18,486.81 1 18,486.81$        $18,486.81 1 16,500.00$        $16,500.00 1 16,500.00$           $16,500.00 1 16,500.00$           $16,500.00 1 16,500.00$        $16,500.00 1 16,500.00$    $16,500.00
Business Recov ery  Center Fixed 1 16,036.79$                     $16,036.79 1 16,036.79$                     $16,036.79 1 16,036.79$                          $16,036.79 1 16,036.79$    $16,036.79 1 16,036.79$     $16,036.79 1 16,036.79$    $16,036.79 1 16,036.79$    $16,036.79 1 16,036.79$    $16,036.79 1 16,036.79$         $16,036.79 1 16,036.79$    $16,036.79
Microsoft EOP and Proofpoint Ongoing Support
Microsof t Endpoint On-Line Protection and Proof point Ongoing SupporFixed 1 17,250.00$           $17,250.00 1 17,250.00$        $17,250.00 1 17,250.00$    $17,250.00

Switch
Switch Fixed 1 9,015.00$                       $9,015.00 1 9,015.00$                       $9,015.00 1 9,015.00$                           $9,015.00 1 9,015.00$      $9,015.00 1 9,015.00$      $9,015.00 1 9,015.00$      $9,015.00 1 9,015.00$      $9,015.00 1 9,015.00$      $9,015.00 1 9,015.00$           $9,015.00 1 9,015.00$     $9,015.00 1 9,015.00$      $9,015.00 1 9,015.00$          $9,015.00

600,674$                      674,867$                      683,077$                  699,420$               747,120$                      735,120$                      735,486$                              725,870$                         716,870$                725,078$           643,391$               593,621$           642,495$              592,095$              609,345$              614,164$           631,466$           
4,204,718$                   2,024,601$                   1,366,154$                8,393,040$            2,988,480$                    5,880,960$                   8,825,832$                           2,177,610$                       3,584,350$             2,900,312$        1,286,782$            5,936,210$        5,782,455$           2,368,380$           9,749,520$           7,369,968$        7,577,592$        

Optional Services

Resource Unit Category Unit of Measure Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline Quantity Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline Quantity Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline Quantity Monthly 

Unit Price Monthly Total Baseline Quantity Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total

ATOS Ov ersight Fixed 1 32,385.00$                          $32,385.00 1 32,385.00$    $32,385.00 1 32,385.00$     $32,385.00 1 32,385.00$    $32,385.00 1 32,385.00$    $32,385.00 1 32,385.00$    $32,385.00 1 32,385.00$         $32,385.00
Mainf rame Serv ices (Option Year 4) MIPS
Control M Scheduling Sof tware (Non-assignable) Fixed 1 $0.00 1 $0.00 1 $0.00 1 $0.00 1 $0.00 1 33,498.16$    $33,498.16 1 33,498.16$         $33,498.16 1 33,498.16$    $33,498.16 1 5,297.46$      $5,297.46 1 5,297.46$          $5,297.46
Control M Scheduling Sof tware (Assignable) Fixed 1 $0.00 1 $0.00 1 $0.00 1 $0.00 1 $0.00 1 8,374.61$      $8,374.61 1 8,374.61$           $8,374.61 1 8,374.61$     $8,374.61 1 5,297.46$      $5,297.46 1 5,297.46$          $5,297.46

$32,385.00 $32,385.00 $32,385.00 $32,385.00 $32,385.00 $74,257.77 $74,257.77 $41,872.77 $10,594.92 $10,594.92 $0.00 $0.00 $0.00 $0.00 $0.00

Resource Category Unit of Measure

New Virtual Serv er Implementation - Phase 2 (Migrate all remaining 
VM serv er to new VM f arm)

Fixed 1 98,245.92$                          $98,245.92

486,866$                  388,620$               129,540$                      259,080$                      388,620$                              222,773$                         371,289$                167,491$           21,190$                105,949$           -$                     -$                     -$                     -$                  -$                  

ONE TIME DATA CENTER TRANSITION FEES

Resource Category (itemize all charges) Cost Breakdown
Project Team / Management 730,084.00$                    
Hardware -$                               
Sof tware -$                               
Installation / build-out -$                               
Testing -$                               
Training -$                               
Xerox Ov ersight 113,321.00$                    
Other (specif y ) -$                               
Other (specif y ) -$                               
Shipping/Handling/Storage -$                               
Customs Charges -$                               
Third-party  consulting and/or labor -$                               
Taxes
    Federal / National -$                               
    State / Prov incial -$                               

    Local -$                               

TOTAL DATA CENTER TRANSITION FEES 843,405$                         

This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17 This RU was created pursuant to Amendment 17

Remov ed pursuant to Amendment 12

Remov ed pursuant to Amendment 15

Years 7 and 8 (Extension)

Remov ed pursuant to Amendment 13

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 14

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

Remov ed pursuant to Amendment 15

This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15
This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

IBM -

Cloud Instances

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15

Remov ed pursuant to Amendment 11

Remov ed pursuant to Amendment 7

Remov ed pursuant to Amendment 12

Year 6 (Option Year 1)

Remov ed pursuant to Amendment 13

Remov ed pursuant to Amendment 14 Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 14 Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 11

Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 11

Remov ed pursuant to Amendment 7

Remov ed pursuant to Amendment 12

Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 11

Remov ed pursuant to Amendment 7

Remov ed pursuant to Amendment 12

Years 7 and 8 (Extension)

Remov ed pursuant to Amendment 13

Year 9 (Option Year 1)

Remov ed pursuant to Amendment 13

Year 5

Option 1 - Non-assignable license

MONTHLY SERVICES FEE

One time Fee

Option 2 - Assignable license

Year 2 Year 3 (June - Jan) Year 4Year 3 (Feb - May) Year 5Year 5

Remov ed pursuant to Amendment 12 Remov ed pursuant to Amendment 12

Remov ed pursuant to Amendment 13 Remov ed pursuant to Amendment 13 Remov ed pursuant to Amendment 13

This RU was created pursuant to Amendment 15

Physical Servers - Virtual Host Systems

Virtual Instances

MDM Support

Year 2 Year 3

Price Per Month Price Per Month (June - Jan)

Year 10 (Option Year 2) 

Physical Servers - No Virtual Instances

Year 6

Price Per Month (Apr - Jan)

Years 7 and 8 (Extension) 

Price Per Month (Feb 2020 - Oct 2020)

Year 9 (Option Year 1)

Price Per Month 

Remov ed pursuant to Amendment 15 Remov ed pursuant to Amendment 15

Years 7 and 8 (Extension) 

Price Per Month (Nov 2020 - Feb 2021)

Remov ed pursuant to Amendment 15

Years 7 and 8 (Extension) 

Price Per Month (Mar 2021 - Jun 2022)

Remov ed pursuant to Amendment 15

Click links for 

Year 1

Price Per Month (Feb - Aug)

MONTHLY SERVICES FEE
ANNUAL SERVICES FEE 

Description of Services / Comments

Year 1

Year 1

Price Per Month (Sep - Nov)

Description/Comments

Year 1 Year 5Year 4

Price Per Month (Dec - Jan) Price Per Month Price Per Month (Feb - Apr) Price Per Month (Feb - Mar)

Remov ed pursuant to Amendment 11

Price Per Month 

Year 6 (Option Year 1) Year 10 (Option Year 2) 

ANNUAL OPTIONAL SERVICES FEE 

Description/Comments

Remov ed pursuant to Amendment 11

Remov ed pursuant to Amendment 7 Remov ed pursuant to Amendment 7 Remov ed pursuant to Amendment 7 Remov ed pursuant to Amendment 7 Remov ed pursuant to Amendment 7

Year 3

Price Per Month (Feb - May)

Year 5

Price Per Month (Oct - Jan)

Remov ed pursuant to Amendment 7

Year 5

Price Per Month (May - Sep)

Remov ed pursuant to Amendment 7

Remov ed pursuant to Amendment 11

Year 6

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15 Remov ed pursuant to Amendment 15 Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 16 Remov ed pursuant to Amendment 16 Remov ed pursuant to Amendment 16

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 16

Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 11

Remov ed pursuant to Amendment 7

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15 Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15 Remov ed pursuant to Amendment 15 Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15 Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 14

Remov ed pursuant to Amendment 11

Remov ed pursuant to Amendment 7

Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 12

Remov ed pursuant to Amendment 15

Years 7 and 8 (Extension)

Remov ed pursuant to Amendment 13

Remov ed pursuant to Amendment 15
Remov ed pursuant to Amendment 15

Remov ed pursuant to Amendment 15 Remov ed pursuant to Amendment 15
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Pricing for Service Desk 
Service Desk Services

Service Recipient: County of Orange TOC page Pricing Assumptions

Vendor Name: SAIC - Scope 1

Vendor Provided Services

Resource Unit Category Unit of Measure
Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline 

Quantity
Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline 

Quantity
Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total

Management Services (including fees associated 
with Schedule 1 - Relationship Management) Fixed 1 13,950.00$    $13,950.00 1 13,950.00$   $13,950.00 1 13,950.00$   $13,950.00 1 13,950.00$     $13,950.00 1 13,950.00$   $13,950.00 1 13,950.00$            $13,950.00 1 13,950.00$     $13,950.00 1 13,950.00$              $13,950.00 1 13,950.00$              $13,950.00 1 13,950.00$     $13,950.00
Service Desk Platform as a Service Solution User 0 188.03$        $0.00 0 188.03$       $0.00 0 188.03$       $0.00 0 188.03$         $0.00 0 188.03$       $0.00 0 188.03$                 $0.00 0 188.03$         $0.00 0 188.03$                  $0.00 0 188.03$                  $0.00 0 188.03$         $0.00
Service Desk Process User License User 63 81.94$          $5,162.22 80 81.94$         $6,555.20 100 81.94$         $8,194.00 140 81.94$           $11,471.60 135 81.94$         $11,061.90 135 81.94$                  $11,061.90 150 81.94$           $12,291.00 214 81.94$                    $17,535.16 219 81.94$                    $17,944.86 221 81.94$           $18,108.74
Service Desk Calls (Level 1, 2 and 3 Support) Number of Calls 8,395 9.00$            $75,555.00 6,700 9.00$           $60,300.00 6,700 9.00$           $60,300.00 6,700 9.00$             $60,300.00 6,700 9.00$           $60,300.00 4,150 12.41$                  $51,500.00 4,150 12.41$           $51,500.00 7,442 9.54$                      $71,000.00 7,442 9.54$                      $71,000.00 7,442 9.54$             $71,000.00

MONTHLY SERVICES FEE 94,667$                    80,805$                        82,444$                  85,722$                 85,312$                 76,512$                 77,741$                  102,485$                102,895$                103,059$               
  ANNUAL SERVICE AREA FEES 1,136,004$               969,660$                      989,328$                1,028,664$            426,560$               535,584$               932,892$                2,972,065$              1,234,740$              1,236,708$            

ONE TIME SERVICE DESK TRANSITION FEES

Resource Category (itemize all charges) Cost Breakdown Note:  See Service Desk Band Pricing for applicable Service Desk Call volume band pricing for Contract Years 5 through 10
Project Team / Management 1,112,071.00$                         
Hardware -$                                        
Software -$                                        
Installation / build-out -$                                        
Testing -$                                        
Training -$                                        
Other (specify) Travel -$                                        
Other (specify) -$                                        
Other (specify) -$                                        
Shipping/Handling/Storage -$                                        
Customs Charges -$                                        
Third-party consulting and/or labor -$                                        
Taxes
    Federal / National -$                                        
    State / Provincial -$                                        
    Local -$                                        

TOTAL SERVICE DESK TRANSITION FEES 1,112,071$                              

Description of Services / Comments

Price Per Month Price Per Month Price Per Month (Feb to June)

Year 5 

Price Per Month (July to Jan)

Years 7 and 8 (Extension)

Price Per Month 

Year 9 (Option Year 1)

Price Per Month 

Click links for 

Year 1 Year 5 Year 4 

Price Per Month 

Year 2

Comments

Year 3

Price Per Month Price Per Month 

Year 6 Year 10 (Option Year 2) 

Price Per Month 
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Service Desk Band Pricing
Service Desk Services

Service Recipient: County of Orange TOC page Pricing Assumptions

Vendor Name: SAIC - Scope 1

Vendor Provided Services

Resource Unit Category Unit of Measure
Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total Baseline Quantity Monthly 

Unit Price
Monthly Total

Management Services (including fees associated with 
Schedule 1 - Relationship Management) Fixed 1 16,893.00$     1 16,893.00$    1 16,893.00$    1 16,893.00$      

Service Desk Platform as a Service Solution User 0 188.03$          59 188.03$         62 188.03$         65 188.03$           

Monthly Call 
Volume

Band Pricing 
(fixed price per 

month )

Band Pricing (fixed 
price per month )

Monthly Call 
Volume

Band Pricing 
(fixed price 
per month )

Band Pricing (fixed 
price per month )

Monthly Call Volume
Band Pricing (fixed 
price per month )

Band Pricing (fixed 
price per month )

Monthly Call Volume
Band Pricing (fixed 
price per month )

Band Pricing (fixed 
price per month )

Monthly Call 
Volume

Band Pricing 
(fixed price 
per month )

Band Pricing (fixed 
price per month )

Service Desk Process User License User 63 81.94$            80 81.94$           95 81.94$           98 81.94$             0 to 4150 $51,500 $51,500 0 to 4150 $51,500 $51,500 0 to 4150 $51,500 $51,500 0 to 4150 $51,500 $51,500 0 to 4150 $51,500 $51,500
Service Desk Calls (Level 1, 2 and 3 Support) Number of Calls 15,800 - 19,800 8.77$              15,800 - 19,800 8.77$             15,800 - 19,800 8.77$             15,800 - 19,800 8.77$               4151 to 5500 $57,100 $57,100 4151 to 5500 $57,100 $57,100 4151 to 5500 $57,100 $57,100 4151 to 5500 $57,100 $57,100 4151 to 5500 $57,100 $57,100

MONTHLY SERVICES FEE -$                       -$                       -$                       -$                       5501 to 6700 $60,300 $60,300 5501 to 6700 $60,300 $60,300 5501 to 6700 $60,300 $60,300 5501 to 6700 $60,300 $60,300 5501 to 6700 $60,300 $60,300
ANNUAL SERVICES FEE -$                       -$                       -$                       -$                       6701 to 8000 $71,000 $71,000 6701 to 8000 $71,000 $71,000 6701 to 8000 $71,000 $71,000 6701 to 8000 $71,000 $71,000 6701 to 8000 $71,000 $71,000

8001 to 9300 $81,500 $81,500 8001 to 9300 $81,500 $81,500 8001 to 9300 $81,500 $81,500 8001 to 9300 $81,500 $81,500 8001 to 9300 $81,500 $81,500

Comments

Price Per Month Price Per Month Price Per Month Price Per Month 

Year 5 

Price Per Month Price Per Month Price Per Month 

Year 6 Year 10 (Option Year 2) 

Click links for 

Year 1 Year 2 Year 3 Year 4 

See below table for applicable band and price See below table for applicable band and price See below table for applicable band and price

Years 7 and 8 (Extension) Year 9 (Option Year 1)

Price Per Month Price Per Month 

See below table for applicable band and price See below table for applicable band and price
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Pricing for Desktop 
Desktop

Service Recipient: County of Orange TOC page Pricing Assumptions
Vendor Name: SAIC - Scope 1

Vendor Provided Services

Resource Unit Category Unit of Measure Baseline Quantity Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline Quantity Monthly 

Unit Price Monthly Total Baseline Quantity Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total

Management Services (including fees associated with Schedule 1 - 
Relationship Management) Fixed 1 21,149.49$        $21,149.49 1 21,149.49$     $21,149.49 1 21,149.49$   $21,149.49 1 25,802.38$   $25,802.38 1 25,802.38$   $25,802.38 1 25,802.38$      $25,802.38 1 25,802.38$      $25,802.38 1 25,802.38$          $25,802.38 1 25,802.38$          $25,802.38 1 25,802.38$      $25,802.38

Desktop/Laptop Support (includes support of end users attached 
peripherals) Qty of Desktop/Laptop 1033 59.34$               $61,298.22 950 59.34$           $56,373.00 940 59.34$         $55,779.60 7000 23.26$         $162,820.00 7090 23.26$         $164,913.40 7100 23.26$             $165,146.00 7100 23.26$             $165,146.00 7109 23.26$                $165,355.34 7109 23.26$                $165,355.34 7109 23.26$             $165,355.34

Network Attached Devices Qty of Network Attached Devices 102 10.00$               $1,020.00 76 10.00$           $760.00 76 10.00$         $760.00 550 5.75$           $3,162.50 585 5.75$           $3,363.75 575 5.75$               $3,306.25 575 5.75$               $3,306.25 486 5.75$                  $2,794.50 486 5.75$                  $2,794.50 486 5.75$               $2,794.50
Standalone Printers/Scanners Qty of Standalone Devices 467 10.00$               $4,670.00 450 10.00$           $4,500.00 435 10.00$         $4,350.00 5100 5.75$           $29,325.00 4930 5.75$           $28,347.50 4900 5.75$               $28,175.00 4900 5.75$               $28,175.00 4981 5.75$                  $28,640.75 4981 5.75$                  $28,640.75 4981 5.75$               $28,640.75
Conference Room Services Qty of Monthly Setups 75 35.18$               $2,638.50 20 35.18$           $703.60 20 35.18$         $703.60 25 35.18$         $879.50 50 35.18$         $1,759.00 40 35.18$             $1,407.20 40 35.18$             $1,407.20
End User Mobile Device provisioning and support Qty of Mobile Devices 1545 10.50$                $16,222.50 1545 10.50$                $16,222.50 1545 10.50$             $16,222.50
IMACs for Desktops/Laptops/Network Attached Devices/Standalone 
Printers Qty of Monthly IMACs 152 58.00$               $8,816.00 160 58.00$           $9,280.00 160 58.00$         $9,280.00 642 45.37$         $29,127.54 500 45.37$         $22,685.00 215 45.37$             $9,754.55 215 45.37$             $9,754.55 292 45.37$                $13,248.04 292 45.37$                $13,248.04 292 45.37$             $13,248.04

MONTHLY SERVICES 99,592$                      92,766$                  92,023$           251,117$                  246,871$                 233,591$                 233,591$             252,064$             252,064$             252,064$                  
  ANNUAL SERVICE AREA FEES 1,195,104$                 1,113,192$              276,069$         2,260,053$               2,962,452$              2,803,092$              2,803,092$          7,309,856$          3,024,768$          3,024,768$                

ONE TIME DESKTOP TRANSITION FEES

Resource Category (itemize all charges) Cost Breakdown

Project Team / Management 378,558.00$                               
Hardware -$                                           
Software -$                                           .
Installation / build-out -$                                           
Testing -$                                           
Training -$                                           
Other (specify) Travel -$                                           
Other (specify) -$                                           
Other (specify) -$                                           
Shipping/Handling/Storage -$                                           
Customs Charges -$                                           
Third-party consulting and/or labor -$                                           
Taxes
    Federal / National -$                                           
    State / Provincial -$                                           
    Local -$                                           
TOTAL DESKTOP TRANSITION FEES 378,558$                                    

Price Per Month (Feb - April)

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

Price Per Month Price Per Month 

Description of Services / Comments

Price Per Month (May - Jan)

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

Price Per Month Price Per Month Price Per Month Price Per Month Price Per Month 

Click links for 

Year 1 Year 5 Year 4 Year 6Year 2 Year 3 Year 3 Years 7 and 8 (Extension) Year 9 (Option Year 1)

Removed pursuant to Amendment 15 Removed pursuant to Amendment 15 Removed pursuant to Amendment 15

Description/Comments

Year 10 (Option Year 2) 

Price Per Month 

X5A0T
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Desktop Band Pricing
Desktop

Service Recipient: County of Orange TOC page Pricing 
Assumptions

Vendor Name: SAIC - Scope 1

Band 1

Vendor Provided Services

Resource Unit Category Unit of Measure Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total

Management Services (including fees associated with Schedule 1 - 
Relationship Management) Fixed 1 21,149.49$                                $21,149.49 1 21,149.49$      $21,149.49 1 21,149.49$         $21,149.49 1 21,149.49$           $21,149.49 1 21,149.49$                  $21,149.49 1 21,149.49$       $21,149.49 1 21,149.49$           $21,149.49 1 21,149.49$           $21,149.49 1 21,149.49$    $21,149.49

Desktop/Laptop Support (includes support of end users attached 
peripherals) Qty of Desktop/Laptop 2000 35.93$                                       $71,860.00 2000 35.93$             $71,860.00 2000 35.93$                $71,860.00 2000 35.93$                  $71,860.00 2000 35.93$                         $71,860.00 2000 35.93$              $71,860.00 2000 35.93$                  $71,860.00 2000 35.93$                  $71,860.00 2000 35.93$           $71,860.00

Network Attached Devices Qty of Network Attached 
Devices 324 6.15$                                         $1,992.60 324 6.15$               $1,992.60 324 6.15$                  $1,992.60 324 6.15$                    $1,992.60 324 6.15$                           $1,992.60 324 6.15$                $1,992.60 324 6.15$                    $1,992.60 324 6.15$                    $1,992.60 324 6.15$             $1,992.60

Standalone Printers/Scanners Qty of Standalone Devices 491 6.15$                                         $3,019.65 491 6.15$               $3,019.65 491 6.15$                  $3,019.65 491 6.15$                    $3,019.65 491 6.15$                           $3,019.65 491 6.15$                $3,019.65 491 6.15$                    $3,019.65 491 6.15$                    $3,019.65 491 6.15$             $3,019.65
Conference Room Services Qty of Monthly Setups 290 35.18$                                       $10,202.20 290 35.18$             $10,202.20 290 35.18$                $10,202.20 290 35.18$                  $10,202.20 290 35.18$                         $10,202.20 290 35.18$              $10,202.20
End User Mobile Device provisioning and support Qty of Mobile Devices 750 10.50$                  $7,875.00 750 10.50$                  $7,875.00 750 10.50$           $7,875.00
IMACs for Desktops/Laptops/Network Attached Devices/Standalone 
Printers Qty of Monthly IMACs 325 45.37$                                       $14,745.25 325 45.37$             $14,745.25 325 45.37$                $14,745.25 325 45.37$                  $14,745.25 325 45.37$                         $14,745.25 325 45.37$              $14,745.25 325 45.37$                  $14,745.25 325 45.37$                  $14,745.25 325 45.37$           $14,745.25

MONTHLY SERVICES FEE 122,969$              122,969$              122,969$              122,969$              122,969$              122,969$              120,642$              120,642$              120,642$              
ANNUAL SERVICES FEE 1,475,628$           1,475,628$           1,475,628$           1,475,628$           1,475,628$           1,475,628$           3,498,618$           1,447,704$           1,447,704$           

Band 2

Vendor Provided Services

Resource Unit Category Unit of Measure Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total

Management Services (including fees associated with Schedule 1 - 
Relationship Management) Fixed 1 23,687.43$                                $23,687.43 1 23,687.43$      $23,687.43 1 23,687.43$         $23,687.43 1 23,687.43$           $23,687.43 1 23,687.43$                  $23,687.43 1 23,687.43$       $23,687.43 1 23,687.43$           $23,687.43 1 23,687.43$           $23,687.43 1 23,687.43$    $23,687.43

Desktop/Laptop Support (includes support of end users attached 
peripherals) Qty of Desktop/Laptop 4000 32.87$                                       $131,480.00 4000 32.87$             $131,480.00 4000 32.87$                $131,480.00 4000 32.87$                  $131,480.00 4000 32.87$                         $131,480.00 4000 32.87$              $131,480.00 4000 32.87$                  $131,480.00 4000 32.87$                  $131,480.00 4000 32.87$           $131,480.00

Network Attached Devices Qty of Network Attached 
Devices 648 5.95$                                         $3,855.60 648 5.95$               $3,855.60 648 5.95$                  $3,855.60 648 5.95$                    $3,855.60 648 5.95$                           $3,855.60 648 5.95$                $3,855.60 648 5.95$                    $3,855.60 648 5.95$                    $3,855.60 648 5.95$             $3,855.60

Standalone Printers/Scanners Qty of Standalone Devices 981 5.95$                                         $5,836.95 981 5.95$               $5,836.95 981 5.95$                  $5,836.95 981 5.95$                    $5,836.95 981 5.95$                           $5,836.95 981 5.95$                $5,836.95 981 5.95$                    $5,836.95 981 5.95$                    $5,836.95 981 5.95$             $5,836.95
Conference Room Services Qty of Monthly Setups 375 35.18$                                       $13,192.50 375 35.18$             $13,192.50 375 35.18$                $13,192.50 375 35.18$                  $13,192.50 375 35.18$                         $13,192.50 375 35.18$              $13,192.50
End User Mobile Device provisioning and support Qty of Mobile Devices 1250 10.50$                  $13,125.00 1250 10.50$                  $13,125.00 1250 10.50$           $13,125.00
IMACs for Desktops/Laptops/Network Attached Devices/Standalone 
Printers Qty of Monthly IMACs 650 45.37$                                       $29,490.50 650 45.37$             $29,490.50 650 45.37$                $29,490.50 650 45.37$                  $29,490.50 650 45.37$                         $29,490.50 650 45.37$              $29,490.50 650 45.37$                  $29,490.50 650 45.37$                  $29,490.50 650 45.37$           $29,490.50

MONTHLY SERVICES FEE 207,543$              207,543$              207,543$              207,543$              207,543$              207,543$              207,475$              207,475$              207,475$              
ANNUAL SERVICES FEE 2,490,516$           2,490,516$           2,490,516$           2,490,516$           2,490,516$           2,490,516$           6,016,775$           2,489,700$           2,489,700$           

Band 3

Vendor Provided Services

Resource Unit Category Unit of Measure Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total Baseline 

Quantity
Monthly 

Unit Price Monthly Total Baseline 
Quantity

Monthly 
Unit Price Monthly Total

Management Services (including fees associated with Schedule 1 - 
Relationship Management) Fixed 1 25,802.38$                                $25,802.38 1 25,802.38$      $25,802.38 1 25,802.38$         $25,802.38 1 25,802.38$           $25,802.38 1 25,802.38$                  $25,802.38 1 25,802.38$       $25,802.38 1 25,802.38$           $25,802.38 1 25,802.38$           $25,802.38 1 25,802.38$    $25,802.38

Desktop/Laptop Support (includes support of end users attached 
peripherals) Qty of Desktop/Laptop 7500 23.26$                                       $174,450.00 7500 23.26$             $174,450.00 7500 23.26$                $174,450.00 7500 23.26$                  $174,450.00 7500 23.26$                         $174,450.00 7500 23.26$              $174,450.00 7500 23.26$                  $174,450.00 7500 23.26$                  $174,450.00 7500 23.26$           $174,450.00

Network Attached Devices Qty of Network Attached 
Devices 1215 5.75$                                         $6,986.25 1215 5.75$               $6,986.25 1215 5.75$                  $6,986.25 1215 5.75$                    $6,986.25 1215 5.75$                           $6,986.25 1215 5.75$                $6,986.25 1215 5.75$                    $6,986.25 1215 5.75$                    $6,986.25 1215 5.75$             $6,986.25

Standalone Printers/Scanners Qty of Standalone Devices 1840 5.75$                                         $10,580.00 1840 5.75$               $10,580.00 1840 5.75$                  $10,580.00 1840 5.75$                    $10,580.00 1840 5.75$                           $10,580.00 1840 5.75$                $10,580.00 1840 5.75$                    $10,580.00 1840 5.75$                    $10,580.00 1840 5.75$             $10,580.00
Conference Room Services Qty of Monthly Setups 500 35.18$                                       $17,590.00 500 35.18$             $17,590.00 500 35.18$                $17,590.00 500 35.18$                  $17,590.00 500 35.18$                         $17,590.00 500 35.18$              $17,590.00
End User Mobile Device provisioning and support Qty of Mobile Devices 1600 10.50$                  $16,800.00 1600 10.50$                  $16,800.00 1600 10.50$           $16,800.00
IMACs for Desktops/Laptops/Network Attached Devices/Standalone 
Printers Qty of Monthly IMACs 1219 45.37$                                       $55,306.03 1219 45.37$             $55,306.03 1219 45.37$                $55,306.03 1219 45.37$                  $55,306.03 1219 45.37$                         $55,306.03 1219 45.37$              $55,306.03 1219 45.37$                  $55,306.03 1219 45.37$                  $55,306.03 1219 45.37$           $55,306.03

MONTHLY SERVICES FEE 290,715$              290,715$              290,715$              290,715$              290,715$              290,715$              289,925$              289,925$              289,925$              
ANNUAL SERVICES FEE 3,488,580$           3,488,580$           3,488,580$           3,488,580$           3,488,580$           3,488,580$           8,407,825$           3,479,100$           3,479,100$           

Price Per Month Price Per Month Price Per Month 

Price Per Month 

Removed pursuant to Amendment 15

Year 6 Year 10 (Option Year 2) Year 5 Years 7 and 8 (Extension) Year 9 (Option Year 1)

This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15

Price Per Month Price Per Month 

Year 7 (Option Year 2) 

Description/Comments

Removed pursuant to Amendment 15

Click links for 

Year 1 Year 2 Year 3 Year 4 

Year 1 Year 2 Year 3 Year 4 

Price Per Month Price Per Month Price Per Month Price Per Month 

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

Price Per Month 

Description/Comments

Removed pursuant to Amendment 15

Removed pursuant to Amendment 15 Removed pursuant to Amendment 15

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

Year 5 Year 6

Price Per Month Price Per Month 

Price Per Month Price Per Month 

Removed pursuant to Amendment 15 Removed pursuant to Amendment 15

Price Per Month 

Price Per Month Price Per Month 

Removed pursuant to Amendment 15 Removed pursuant to Amendment 15

This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15This RU was created pursuant to Amendment 15

Year 6 Year 7 (Option Year 2) 

Price Per Month Price Per Month Price Per Month Price Per Month Price Per Month 

Year 5 

Description/Comments

This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15 This RU was created pursuant to Amendment 15

Year 1 Year 2 Year 3 Year 4 

Price Per Month Price Per Month Price Per Month Price Per Month 
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Pricing for ADM

Application Development and Maintenance Services

Service Recipient: County of Orange TOC page
Pricing 

Assumptions
Vendor Name: SAIC - Scope 1

Category Metric Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 
(Extension)

Year 9 (Option 
Year 1)

Year 10 (Option 
Year 2)

County Portfolio Maintenance and Development County Estimated Hours/Yr 36,878 48,672 48,672 48,672 48,672 48,672 85,956 35,568 35,568
Blended Hourly Rate $105.00 $105.00 $105.00 $105.00 $105.00 $105.00 $105.00 $105.00 $105.00

GRC Software Management Fixed $145,444.84 $145,444.84 $145,444.84 $109,083.63

Annual Fees $4,017,635 $5,256,005 $5,256,005 $5,219,644 $5,110,560 $5,110,560 $9,025,380 $3,734,640 $3,734,640

Category Metric Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 
(Extension)

Year 9 (Option 
Year 1)

Year 10 (Option 
Year 2)

County Portfolio Maintenance and Development - Non County Estimated Hours/Yr 6,552 0 0 0 0 0 0 0 0
County Portfolio Maintenance and Development - County Estimated Hours/Yr 1,872 0 0 0 0 0 0 0 0

Blended Hourly Rate - Non $86.00 $86.00 $86.00 $86.00 $86.00 $86.00 $86.00 $86.00 $86.00
Blended Hourly Rate - $160.00 $160.00 $160.00 $160.00 $160.00 $160.00 $160.00 $160.00 $160.00

Annual Fees $862,992 $0 $0 $0 $0 $0 $0 $0 $0

Annual Service Area Fees $4,880,627 $5,256,005 $5,256,005 $5,219,644 $5,110,560 $5,110,560 $9,025,380 $3,734,640 $3,734,640

Optional Services

Category Metric Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 
(Extension)

Year 9 (Option 
Year 1)

Year 10 (Option 
Year 2)

HCA/BHS EHR Application Support County Estimated Hours/Yr 7,488 7,488 7,488 3,744
Blended Hourly Rate $118.57 $118.57 $118.57 $118.57

Annual Fees $887,852 $887,852 $887,852 $443,926

OCCR Application Support County Estimated Hours/Yr 5,616 5,616 5,616 5,616 5,616 5,616
Blended Hourly Rate $108.65 $108.65 $108.65 $108.65 $108.65 $108.65

Annual Fees $610,178 $610,178 $610,178 $610,178 $610,178 $610,178

Applications Portfolio Management Fixed Fees

Enterprise Sharepoint Development and Implementation Fixed Fees $974,570

Sharepoint Ongoing Support Vendor Estimated Hours/Yr 1,575.60            2,745.60             2,745.60             2,745.60            2,745.60             2,745.60               
Blended Hourly Rate $109.01 $109.01 $109.01 $109.01 $109.01 $109.01

Annual Fees $171,756 $299,298 $299,298 $299,298 $299,298 $299,298

 System Upgrade Fixed Fees $523,345 $50,883 $50,883 $51,901 $52,939 $53,998

Project Management System Ongoing Support Vendor Estimated Hours/Yr
Support covered under ADM Vendor site Blended Hourly Rate

Annual Fees

Other current and future in-flight projects Support Fixed Fees $0 $0 $0 $0 $0 $0 $0
Annual Optional Services Fees $3,167,701 $1,848,211 $1,848,211 $1,405,303 $962,415 $963,474 $0 $0 $0

ONE TIME APPLICATION MANAGEMENT TRANSITION FEES
Resource Category (itemize all charges) Cost Breakdown

Project Team / Management 1,238,476.00$                                         
Hardware -$                                                         
Software -$                                                         
Installation / build-out -$                                                         
Testing -$                                                         
Training -$                                                         
Other (specify) Travel -$                                                         
Other (specify) -$                                                         
Other (specify) -$                                                         
Shipping/Handling/Storage -$                                                         
Customs Charges -$                                                         
Third-party consulting and/or labor -$                                                         
Taxes
    Federal / National -$                                                         
    State / Provincial -$                                                         
    Local -$                                                         
TOTAL APPLICATION MANAGEMENT TRANSITION FEES 1,238,476$                                              

Click links for 

Description of Services / Comments

 Application Maintenance and Development Support (County Site)

 Application Maintenance and Development Support (Vendor Site) Blended Hourly Rate/Annual Fees

Blended Hourly Rate/Annual Fees

Pursuant to Amendment 10 all GRC Services ceased and were deleted from Agreement at 11:59 PM PST 
on October 31, 2017.

Removed pursuant to Amendment 15

Blended Hourly Rate/Annual Fees

Removed pursuant to Amendment 15
Removed pursuant to Amendment 15
Removed pursuant to Amendment 15

Removed pursuant to Amendment 15
Removed pursuant to Amendment 15
Removed pursuant to Amendment 15

X7A0T
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Termination Fees

Termination Fee Details Click links for 
Service Recipient: County of Orange TOC page

Vendor Name: SAIC - Scope 1

Orange County Data Center Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Assumptions
Actual Cost to redeploy or separate personnel until the earlier of the date Contractor is able to redeploy or 9
days after termination of the Agreement. 195,783.78$                        186,678.43$                        184,550.92$                        174,399.96$                        159,263.46$                        -$                                     -$                                        
Actual Cost of terminating 3rd-party contracts that are required to be terminated as a result of termination o
the Services 2,029,611.54$                      1,550,950.85$                      1,374,311.75$                      1,214,598.32$                      780,770.43$                        -$                                     -$                                        
Actual portion of un-depreciated hardware expenses not yet recovered or discharged by Contractor f
hardware acquired, which is used solely to provide the Services under the Agreement 3,505,291.65$                      3,053,486.00$                      2,656,358.56$                      2,002,697.74$                      1,211,982.60$                      -$                                     587,269.00$                            Removed pursuant to Amendment 16
Unamortized Disaster Recovery Solution Fee 1,809,948.00$                         748,944.00$                                           748,944.00$                           
Overhead costs (e.g., payroll taxes, rent
Administrative Expenses - salary costs of people not charging directly for tower services ((e.g., backoffic
support, external services costs (e.g., legal expenses, notary fees))

Actual portion of unrecovered un-depreciated equipment expenses not yet owed and discharged by the 
service provider, but only for equipment acquired and used solely to provide the outsourcing services
Unrecovered start-up and transition expenses
Mark-up margin total that Contractor will apply to actual termination costs -$                                     -$                                     -$                                     -$                                     -$                                     

Total 5,730,686.97$                      4,791,115.28$                      4,215,221.23$                      3,391,696.02$                      2,152,016.49$                      -$                                     2,397,217.00$                         748,944.00$                                           748,944.00$                           
Desktop Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Assumptions

Actual Cost to redeploy or separate personnel until the earlier of the date Contractor is able to redeploy or 9
days after termination of the Agreement. 32,687.96$                          32,497.58$                          31,671.19$                          30,214.48$                          29,641.39$                          -$                                     -$                                        
Actual Cost of terminating 3rd-party contracts that are required to be terminated as a result of termination o
the Services 36,000.00$                          28,800.00$                          21,600.00$                          14,400.00$                          7,200.00$                            -$                                     -$                                        
Actual portion of un-depreciated hardware expenses not yet recovered or discharged by Contractor f
hardware acquired, which is used solely to provide the Services under the Agreement
Unamortized license fees for license fees not yet owed and discharged by the service provider, but only fo
software used solely to provide the outsourcing services and actual charges for license termination fees for 
such software
Overhead costs (e.g., payroll taxes, rent
Administrative Expenses - salary costs of people not charging directly for tower services ((e.g., backoffic
support, external services costs (e.g., legal expenses, notary fees))

Actual portion of unrecovered un-depreciated equipment expenses not yet owed and discharged by the 
service provider, but only for equipment acquired and used solely to provide the outsourcing services
Unrecovered start-up and transition expenses
Mark-up margin total that Contractor will apply to actual termination costs -$                                     -$                                     -$                                     -$                                     -$                                     

Total 68,687.96$                          61,297.58$                          53,271.19$                          44,614.48$                          36,841.39$                          -$                                     -$                                        -$                                                       -$                                       
Service Desk Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Assumptions

Actual Cost to redeploy or separate personnel until the earlier of the date Contractor is able to redeploy or 9
days after termination of the Agreement. 45,619.37$                          44,354.37$                          43,723.21$                          42,019.49$                          40,555.21$                          -$                                     -$                                        
Actual Cost of terminating 3rd-party contracts that are required to be terminated as a result of termination o
the Services
Actual portion of un-depreciated hardware expenses not yet recovered or discharged by Contractor f
hardware acquired, which is used solely to provide the Services under the Agreement
Unamortized license fees for license fees not yet owed and discharged by the service provider, but only fo
software used solely to provide the outsourcing services and actual charges for license termination fees for 
such software 96,000.00$                          76,800.00$                          57,600.00$                          38,400.00$                          19,200.00$                          -$                                     -$                                        
Overhead costs (e.g., payroll taxes, rent
Administrative Expenses - salary costs of people not charging directly for tower services ((e.g., backoffic
support, external services costs (e.g., legal expenses, notary fees))

Actual portion of unrecovered un-depreciated equipment expenses not yet owed and discharged by the 
service provider, but only for equipment acquired and used solely to provide the outsourcing services
Unrecovered start-up and transition expenses
Mark-up margin total that Contractor will apply to actual termination costs -$                                     -$                                     -$                                     -$                                     -$                                     

Total 141,619.37$                        121,154.37$                        101,323.21$                        80,419.49$                          59,755.21$                          -$                                     -$                                        -$                                                       -$                                       
ADM Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Assumptions

Actual Cost to redeploy or separate personnel until the earlier of the date Contractor is able to redeploy or 9
days after termination of the Agreement. 226,248.85$                        226,248.85$                        226,248.85$                        226,248.85$                        226,248.85$                        -$                                     -$                                        
Actual Cost of terminating 3rd-party contracts that are required to be terminated as a result of termination o
the Services
Actual portion of un-depreciated hardware expenses not yet recovered or discharged by Contractor f
hardware acquired, which is used solely to provide the Services under the Agreement
Unamortized license fees for license fees not yet owed and discharged by the service provider, but only fo
software used solely to provide the outsourcing services and actual charges for license termination fees for 
such software
Overhead costs (e.g., payroll taxes, rent
Administrative Expenses - salary costs of people not charging directly for tower services ((e.g., backoffic
support, external services costs (e.g., legal expenses, notary fees))

Actual portion of unrecovered un-depreciated equipment expenses not yet owed and discharged by the 
service provider, but only for equipment acquired and used solely to provide the outsourcing services
Unrecovered start-up and transition expenses
Mark-up margin total that Contractor will apply to actual termination costs

Total 226,248.85$                        226,248.85$                        226,248.85$                        226,248.85$                        226,248.85$                        -$                                     -$                                        -$                                                       -$                                       
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Termination Fee Monthly Schedule
Termination Fee Monthly Schedule Click links for 

Service Recipient: County of Orange TOC page
Vendor Name: SAIC - Scope 1

Termination Month Termination Charge Assumptions Termination Month Termination Charge Assumptions Termination Month Termination Charge Assumptions Termination Month Termination Charge Assumptions
Month 1 5,730,686.97$                   Month 1 68,687.96$                       Month 1 141,619.37$                     Month 1 226,248.85$                     
Month 2 5,526,587.84$                   Month 2 68,087.96$                       Month 2 140,019.37$                     Month 2 226,248.85$                     
Month 3 5,322,488.70$                   Month 3 67,487.96$                       Month 3 138,419.37$                     Month 3 226,248.85$                     
Month 4 5,118,389.57$                   Month 4 66,887.96$                       Month 4 136,819.37$                     Month 4 226,248.85$                     
Month 5 4,914,290.44$                   Month 5 66,287.96$                       Month 5 135,219.37$                     Month 5 226,248.85$                     
Month 6 4,710,191.30$                   Month 6 65,687.96$                       Month 6 133,619.37$                     Month 6 226,248.85$                     
Month 7 4,506,092.17$                   Month 7 65,087.96$                       Month 7 132,019.37$                     Month 7 226,248.85$                     
Month 8 4,301,993.03$                   Month 8 64,487.96$                       Month 8 130,419.37$                     Month 8 226,248.85$                     
Month 9 4,097,893.90$                   Month 9 63,887.96$                       Month 9 128,819.37$                     Month 9 226,248.85$                     
Month 10 3,893,794.77$                   Month 10 63,287.96$                       Month 10 127,219.37$                     Month 10 226,248.85$                     
Month 11 3,689,695.63$                   Month 11 62,687.96$                       Month 11 125,619.37$                     Month 11 226,248.85$                     
Month 12 3,485,596.50$                   Month 12 62,087.96$                       Month 12 124,019.37$                     Month 12 226,248.85$                     
Month 13 4,791,115.28$                   Month 13 61,297.58$                       Month 13 121,154.37$                     Month 13 226,248.85$                     
Month 14 4,707,151.15$                   Month 14 60,697.58$                       Month 14 119,554.37$                     Month 14 226,248.85$                     
Month 15 4,623,187.01$                   Month 15 60,097.58$                       Month 15 117,954.37$                     Month 15 226,248.85$                     
Month 16 4,353,691.80$                   Month 16 59,497.58$                       Month 16 116,354.37$                     Month 16 226,248.85$                     
Month 17 4,455,258.74$                   Month 17 58,897.58$                       Month 17 114,754.37$                     Month 17 226,248.85$                     
Month 18 4,371,294.59$                   Month 18 58,297.58$                       Month 18 113,154.37$                     Month 18 226,248.85$                     
Month 19 4,287,330.46$                   Month 19 57,697.58$                       Month 19 111,554.37$                     Month 19 226,248.85$                     
Month 20 4,203,366.32$                   Month 20 57,097.58$                       Month 20 109,954.37$                     Month 20 226,248.85$                     
Month 21 4,119,402.19$                   Month 21 56,497.58$                       Month 21 108,354.37$                     Month 21 226,248.85$                     
Month 22 4,035,438.05$                   Month 22 55,897.58$                       Month 22 106,754.37$                     Month 22 226,248.85$                     
Month 23 3,951,473.92$                   Month 23 55,297.58$                       Month 23 105,154.37$                     Month 23 226,248.85$                     
Month 24 3,867,509.78$                   Month 24 54,697.58$                       Month 24 103,554.37$                     Month 24 226,248.85$                     
Month 25 4,215,221.23$                   Month 25 53,271.19$                       Month 25 101,323.21$                     Month 25 226,248.85$                     
Month 26 4,119,136.34$                   Month 26 52,671.19$                       Month 26 99,723.21$                       Month 26 226,248.85$                     
Month 27 4,023,051.46$                   Month 27 52,071.19$                       Month 27 98,123.21$                       Month 27 226,248.85$                     
Month 28 3,926,966.57$                   Month 28 51,471.19$                       Month 28 96,523.21$                       Month 28 226,248.85$                     
Month 29 3,830,881.69$                   Month 29 50,871.19$                       Month 29 94,923.21$                       Month 29 226,248.85$                     
Month 30 3,734,796.81$                   Month 30 50,271.19$                       Month 30 93,323.21$                       Month 30 226,248.85$                     
Month 31 3,638,711.92$                   Month 31 49,671.19$                       Month 31 91,723.21$                       Month 31 226,248.85$                     
Month 32 3,542,627.03$                   Month 32 49,071.19$                       Month 32 90,123.21$                       Month 32 226,248.85$                     
Month 33 3,446,542.14$                   Month 33 48,471.19$                       Month 33 88,523.21$                       Month 33 226,248.85$                     
Month 34 3,350,457.26$                   Month 34 47,871.19$                       Month 34 86,923.21$                       Month 34 226,248.85$                     
Month 35 3,254,372.37$                   Month 35 47,271.19$                       Month 35 85,323.21$                       Month 35 226,248.85$                     
Month 36 3,158,287.48$                   Month 36 46,671.19$                       Month 36 83,723.21$                       Month 36 226,248.85$                     
Month 37 3,391,696.02$                   Month 37 44,614.48$                       Month 37 80,419.49$                       Month 37 226,248.85$                     
Month 38 3,282,102.52$                   Month 38 44,014.48$                       Month 38 78,819.49$                       Month 38 226,248.85$                     
Month 39 3,172,509.02$                   Month 39 43,414.48$                       Month 39 77,219.49$                       Month 39 226,248.85$                     
Month 40 3,062,915.52$                   Month 40 42,814.48$                       Month 40 75,619.49$                       Month 40 226,248.85$                     
Month 41 2,978,261.27$                   Month 41 42,214.48$                       Month 41 74,019.49$                       Month 41 226,248.85$                     
Month 42 2,843,728.51$                   Month 42 41,614.48$                       Month 42 72,419.49$                       Month 42 226,248.85$                     
Month 43 2,734,135.02$                   Month 43 41,014.48$                       Month 43 70,819.49$                       Month 43 226,248.85$                     
Month 44 2,624,541.52$                   Month 44 40,414.48$                       Month 44 69,219.49$                       Month 44 226,248.85$                     
Month 45 2,514,948.02$                   Month 45 39,814.48$                       Month 45 67,619.49$                       Month 45 226,248.85$                     
Month 46 2,405,354.51$                   Month 46 39,214.48$                       Month 46 66,019.49$                       Month 46 226,248.85$                     
Month 47 2,295,761.01$                   Month 47 38,614.48$                       Month 47 64,419.49$                       Month 47 226,248.85$                     
Month 48 2,186,167.51$                   Month 48 38,014.48$                       Month 48 62,819.49$                       Month 48 226,248.85$                     
Month 49 2,152,016.49$                   Month 49 36,841.39$                       Month 49 59,755.21$                       Month 49 226,248.85$                     
Month 50 2,031,996.24$                   Month 50 36,241.39$                       Month 50 58,155.21$                       Month 50 226,248.85$                     
Month 51 1,911,976.00$                   Month 51 35,641.39$                       Month 51 56,555.21$                       Month 51 226,248.85$                     
Month 52 1,791,955.74$                   Month 52 35,041.39$                       Month 52 54,955.21$                       Month 52 226,248.85$                     
Month 53 1,671,935.49$                   Month 53 34,441.39$                       Month 53 53,355.21$                       Month 53 226,248.85$                     
Month 54 1,551,915.24$                   Month 54 33,841.39$                       Month 54 51,755.21$                       Month 54 226,248.85$                     
Month 55 1,431,895.00$                   Month 55 33,241.39$                       Month 55 50,155.21$                       Month 55 226,248.85$                     
Month 56 1,311,874.75$                   Month 56 32,641.39$                       Month 56 48,555.21$                       Month 56 226,248.85$                     
Month 57 1,191,854.50$                   Month 57 32,041.39$                       Month 57 46,955.21$                       Month 57 226,248.85$                     
Month 58 1,071,834.26$                   Month 58 31,441.39$                       Month 58 45,355.21$                       Month 58 226,248.85$                     
Month 59 951,814.00$                     Month 59 30,841.39$                       Month 59 43,755.21$                       Month 59 226,248.85$                     
Month 60 831,793.75$                     Month 60 30,241.39$                       Month 60 42,155.21$                       Month 60 226,248.85$                     
Month 61 -$                                 Month 61 -$                                 Month 61 -$                                 Month 61 -$                                 
Month 62 -$                                 Month 62 -$                                 Month 62 -$                                 Month 62 -$                                 
Month 63 -$                                 Month 63 -$                                 Month 63 -$                                 Month 63 -$                                 
Month 64 -$                                 Month 64 -$                                 Month 64 -$                                 Month 64 -$                                 
Month 65 -$                                 Month 65 -$                                 Month 65 -$                                 Month 65 -$                                 
Month 66 -$                                 Month 66 -$                                 Month 66 -$                                 Month 66 -$                                 
Month 67 -$                                 Month 67 -$                                 Month 67 -$                                 Month 67 -$                                 
Month 68 -$                                 Month 68 -$                                 Month 68 -$                                 Month 68 -$                                 
Month 69 -$                                 Month 69 -$                                 Month 69 -$                                 Month 69 -$                                 
Month 70 -$                                 Month 70 -$                                 Month 70 -$                                 Month 70 -$                                 
Month 71 -$                                 Month 71 -$                                 Month 71 -$                                 Month 71 -$                                 
Month 72 -$                                 Month 72 -$                                 Month 72 -$                                 Month 72 -$                                 

Month 73 2,239,057.26$                   Month 73 -$                                 Month 73 -$                                 Month 73 -$                                 
Month 74 2,126,245.26$                   Month 74 -$                                 Month 74 -$                                 Month 74 -$                                 
Month 75 2,013,433.26$                   Month 75 -$                                 Month 75 -$                                 Month 75 -$                                 
Month 76 1,900,621.26$                   Month 76 -$                                 Month 76 -$                                 Month 76 -$                                 
Month 77 1,787,809.26$                   Month 77 -$                                 Month 77 -$                                 Month 77 -$                                 
Month 78 1,674,997.26$                   Month 78 -$                                 Month 78 -$                                 Month 78 -$                                 
Month 79 1,562,185.26$                   Month 79 -$                                 Month 79 -$                                 Month 79 -$                                 
Month 80 1,557,752.71$                   Month 80 -$                                 Month 80 -$                                 Month 80 -$                                 
Month 81 1,444,940.71$                   Month 81 -$                                 Month 81 -$                                 Month 81 -$                                 

Month 82 1,381,909.00$                   

 This month, October 2020, will be the FINAL month 
Vendor shall provide Storage, Backup, Replication 
Services Hardware (CEO/IT Enterprise) of Vendor's 
SAN Services. The County to pay the $133,669 
termination fees. Month 82 -$                                 Month 82 -$                                 Month 82 -$                                 

Month 83 1,185,828.00$                   
 From this point forward only Vendor's Disaster 
Recovery termination fees are reported.  Month 83 -$                                 Month 83 -$                                 Month 83 -$                                 

Month 84 1,123,416.00$                   Month 84 -$                                 Month 84 -$                                 Month 84 -$                                 
Month 85 1,061,004.00$                   Month 85 -$                                 Month 85 -$                                 Month 85 -$                                 
Month 86 998,592.00$                     Month 86 -$                                 Month 86 -$                                 Month 86 -$                                 
Month 87 936,180.00$                     Month 87 -$                                 Month 87 -$                                 Month 87 -$                                 
Month 88 873,768.00$                     Month 88 -$                                 Month 88 -$                                 Month 88 -$                                 
Month 89 811,356.00$                     Month 89 -$                                 Month 89 -$                                 Month 89 -$                                 
Month 90 748,944.00$                     Month 90 -$                                 Month 90 -$                                 Month 90 -$                                 
Month 91 686,532.00$                     Month 91 -$                                 Month 91 -$                                 Month 91 -$                                 
Month 92 624,120.00$                     Month 92 -$                                 Month 92 -$                                 Month 92 -$                                 
Month 93 561,708.00$                     Month 93 -$                                 Month 93 -$                                 Month 93 -$                                 
Month 94 499,296.00$                     Month 94 -$                                 Month 94 -$                                 Month 94 -$                                 
Month 95 436,884.00$                     Month 95 -$                                 Month 95 -$                                 Month 95 -$                                 
Month 96 374,472.00$                     Month 96 -$                                 Month 96 -$                                 Month 96 -$                                 
Month 97 312,060.00$                     Month 97 -$                                 Month 97 -$                                 Month 97 -$                                 
Month 98 249,648.00$                     Month 98 -$                                 Month 98 -$                                 Month 98 -$                                 
Month 99 187,236.00$                     Month 99 -$                                 Month 99 -$                                 Month 99 -$                                 

Month 100 124,824.00$                     Month 100 -$                                 Month 100 -$                                 Month 100 -$                                 
Month 101 62,412.00$                       Month 101 -$                                 Month 101 -$                                 Month 101 -$                                 

Month 102 748,944.00$                     Month 102 -$                                 Month 102 -$                                 Month 102 -$                                 
Month 103 686,532.00$                     Month 103 -$                                 Month 103 -$                                 Month 103 -$                                 
Month 104 624,120.00$                     Month 104 -$                                 Month 104 -$                                 Month 104 -$                                 
Month 105 561,708.00$                     Month 105 -$                                 Month 105 -$                                 Month 105 -$                                 
Month 106 499,296.00$                     Month 106 -$                                 Month 106 -$                                 Month 106 -$                                 
Month 107 436,884.00$                     Month 107 -$                                 Month 107 -$                                 Month 107 -$                                 
Month 108 374,472.00$                     Month 108 -$                                 Month 108 -$                                 Month 108 -$                                 
Month 109 312,060.00$                     Month 109 -$                                 Month 109 -$                                 Month 109 -$                                 
Month 110 249,648.00$                     Month 110 -$                                 Month 110 -$                                 Month 110 -$                                 
Month 111 187,236.00$                     Month 111 -$                                 Month 111 -$                                 Month 111 -$                                 
Month 112 124,824.00$                     Month 112 -$                                 Month 112 -$                                 Month 112 -$                                 
Month 113 62,412.00$                       Month 113 -$                                 Month 113 -$                                 Month 113 -$                                 

Month 114 748,944.00$                     Month 114 -$                                 Month 114 -$                                 Month 114 -$                                 
Month 115 686,532.00$                     Month 115 -$                                 Month 115 -$                                 Month 115 -$                                 
Month 116 624,120.00$                     Month 116 -$                                 Month 116 -$                                 Month 116 -$                                 
Month 117 561,708.00$                     Month 117 -$                                 Month 117 -$                                 Month 117 -$                                 
Month 118 499,296.00$                     Month 118 -$                                 Month 118 -$                                 Month 118 -$                                 
Month 119 436,884.00$                     Month 119 -$                                 Month 119 -$                                 Month 119 -$                                 
Month 120 374,472.00$                     Month 120 -$                                 Month 120 -$                                 Month 120 -$                                 
Month 121 312,060.00$                     Month 121 -$                                 Month 121 -$                                 Month 121 -$                                 
Month 122 249,648.00$                     Month 122 -$                                 Month 122 -$                                 Month 122 -$                                 
Month 123 187,236.00$                     Month 123 -$                                 Month 123 -$                                 Month 123 -$                                 
Month 124 124,824.00$                     Month 124 -$                                 Month 124 -$                                 Month 124 -$                                 
Month 125 62,412.00$                       Month 125 -$                                 Month 125 -$                                 Month 125 -$                                 

Option year 1 - Year 9:  The Termination Fees for Month 102 
through Month 113 below apply in the instance that County 
terminates for its convenience Vendor's Disaster Recovery Services 
obligations.

Option year 2 - Year 10:  The Termination Fees for Month 114 
through Month 125 below apply in the instance that County 
terminates for its convenience Vendor's Disaster Recovery Services 
obligations.

ADMOrange County Data Center Desktop Service Desk

The County will terminate Vendor's SAN Services at the end of 
month 82 and pay the SAN Services termination fee of $133,669. 
The Vendor will no longer bill the Storage, Backup, Replication 
Services Hardware (CEO/IT Enterprise) resource unit as of Month 
83. In the instance that County only terminates for its convenience 
Vendor's Disaster Recovery Services obligations, the second 
amount shown in the cell formula through month 82 (and the only 
amount thereafter) of the month in which the termination becomes 
effective is the Disaster Recovery Termination Fee to be paid to 
Vendor.
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Disentanglement Fee Estimate

Disentanglement Fee Estimate Click links for 
Service Recipient: County of Orange TOC page

Vendor Name: SAIC - Scope 1

Orange County Data Center Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Assumptions
Disentanglement Fee Estimate

Total -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    
Desktop Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Assumptions

Disentanglement Fee Estimate
Total -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    

Service Desk Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Assumptions
Disentanglement Fee Estimate

Total -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    
ADM Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Years 7 &8 (Extension) Year 9 (Option Year 1) Year 10 (Option Year 2) Assumptions

Disentanglement Fee Estimate
Total -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    -$                                    
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Hourly Rate Sheet
Hourly Rate Sheet

Service Recipient: County of 
Orange

TOC page Assumptions

Vendor Name: SAIC - Scope 1

Scope 1  Hourly Rate

Year 1 Year 2 Year 3 Year 4 Year 5 Year 6 Extension (Years 7 &8) CY9 (OY1) and CY10 (OY2)

Job Title / Labor Category Senior Junior Entry Senior Junior Entry Provider Job Title - Reference Mapping Job Title / Labor Category Senior Junior Entry Senior Junior Entry Job Title / Labor Category Senior Junior Entry Senior Junior Entry Job Title / Labor Category Senior Junior Entry Senior Junior Entry Job Title / Labor Category Senior Junior Entry Senior Junior Entry Job Title / Labor Category Senior Junior Entry Senior Junior Entry Job Title / Labor Category Senior Junior Entry Senior Junior Entry Job Title / Labor Category Senior Junior Entry Senior Junior Entry

Applications Programmer 108.12$            82.17$       N/A 124.34$      95.15$        N/A Applications Programmer 110.28$  83.81$    N/A 126.82$     97.05$    N/A Applications Programmer 112.49$         85.49$      N/A 129.36$            98.99$      N/A Applications Programmer 114.74$         87.20$      N/A 131.95$            100.97$    N/A Applications Programmer 117.03$               88.94$                 N/A 134.59$            102.99$    N/A Applications Programmer 120.54$   91.61$    N/A 138.63$   106.08$   N/A Applications Programmer 124.00$     94.00$       74.00$       143.00$     109.00$     86.00$       Applications Programmer 128.00$       97.00$         76.00$         147.00$       112.00$       89.00$         

Business Analyst 92.98$              74.60$       N/A 107.04$      85.41$        N/A Business Analyst 94.84$    76.09$    N/A 109.18$     87.12$    N/A Business Analyst 96.74$           77.62$      N/A 111.36$            88.87$      N/A Business Analyst 98.67$           79.17$      N/A 113.59$            90.64$      N/A Business Analyst 100.65$               80.75$                 N/A 115.86$            92.46$      N/A Business Analyst 103.67$   83.17$    N/A 119.34$   95.23$     N/A Business Analyst 107.00$     86.00$       64.00$       123.00$     98.00$       74.00$       Business Analyst 110.00$       89.00$         66.00$         127.00$       101.00$       76.00$         

Hardware Specialist 132.99$            111.36$     N/A 152.45$      127.58$      N/A Hardware Specialist 135.65$  113.59$  N/A 155.50$     130.13$  N/A Hardware Specialist 138.36$         115.86$    N/A 158.61$            132.74$    N/A Hardware Specialist 141.13$         118.18$    N/A 161.78$            135.39$    N/A Hardware Specialist 143.95$               120.54$               N/A 165.02$            138.10$    N/A Hardware Specialist 148.27$   124.16$  N/A 169.97$   142.24$   N/A Hardware Specialist 153.00$     128.00$     92.00$       175.00$     147.00$     105.00$     Hardware Specialist 158.00$       132.00$       95.00$         180.00$       151.00$       108.00$       

Network Specialist 104.88$            84.33$       N/A 121.09$      97.31$        N/A Network Specialist 106.97$  86.02$    N/A 123.52$     99.25$    N/A Network Specialist 109.11$         87.74$      N/A 125.99$            101.24$    N/A Network Specialist 111.30$         89.50$      N/A 128.51$            103.26$    N/A Network Specialist 113.52$               91.29$                 N/A 131.08$            105.33$    N/A Network Specialist 116.93$   94.03$    N/A 135.01$   108.49$   N/A Network Specialist 120.00$     97.00$       72.00$       139.00$     112.00$     83.00$       Network Specialist 124.00$       100.00$       74.00$         143.00$       115.00$       85.00$         

Software Specialist 89.74$              72.44$       N/A 103.80$      83.25$        N/A Software Specialist 91.53$    73.89$    N/A 105.87$     84.92$    N/A Software Specialist 93.37$           75.37$      N/A 107.99$            86.62$      N/A Software Specialist 95.23$           76.87$      N/A 110.15$            88.35$      N/A Software Specialist 97.14$                 78.41$                 N/A 112.35$            90.12$      N/A Software Specialist 100.05$   80.76$    N/A 115.72$   92.82$     N/A Software Specialist 103.00$     83.00$       62.00$       119.00$     96.00$       71.00$       Software Specialist 106.00$       85.00$         64.00$         123.00$       99.00$         73.00$         

Computer Systems Analyst 70.28$              56.22$       N/A 81.09$        64.87$        N/A Computer Systems Analyst 71.68$    57.35$    N/A 82.71$       66.17$    N/A Computer Systems Analyst 73.12$           58.49$      N/A 84.37$              67.49$      N/A Computer Systems Analyst 74.58$           59.66$      N/A 86.05$              68.84$      N/A Computer Systems Analyst 76.07$                 60.86$                 N/A 87.77$              70.22$      N/A Computer Systems Analyst 78.35$     62.69$    N/A 90.40$     72.33$     N/A Computer Systems Analyst 81.00$       65.00$       49.00$       93.00$       75.00$       56.00$       Computer Systems Analyst 83.00$         67.00$         50.00$         96.00$         77.00$         58.00$         

Database Administrator (DBA) 128.66$            107.04$     N/A 148.12$      123.26$      N/A Database Administrator (DBA) 131.24$  109.18$  N/A 151.09$     125.72$  N/A Database Administrator (DBA) 133.86$         111.36$    N/A 154.11$            128.24$    N/A Database Administrator (DBA) 136.54$         113.59$    N/A 157.19$            130.80$    N/A Database Administrator (DBA) 139.27$               115.86$               N/A 160.33$            133.42$    N/A Database Administrator (DBA) 143.45$   119.34$  N/A 165.14$   137.42$   N/A Database Administrator (DBA) 148.00$     123.00$     89.00$       170.00$     142.00$     102.00$     Database Administrator (DBA) 152.00$       127.00$       92.00$         175.00$       146.00$       105.00$       

Database Analyst 92.98$              67.03$       N/A 107.04$      76.77$        N/A Database Analyst 94.84$    68.38$    N/A 109.18$     78.30$    N/A Database Analyst 96.74$           69.74$      N/A 111.36$            79.87$      N/A Database Analyst 98.67$           71.14$      N/A 113.59$            81.46$      N/A Database Analyst 100.65$               72.56$                 N/A 115.86$            83.09$      N/A Database Analyst 103.67$   74.74$    N/A 119.34$   85.58$     N/A Database Analyst 107.00$     77.00$       64.00$       123.00$     88.00$       74.00$       Database Analyst 110.00$       79.00$         66.00$         127.00$       91.00$         76.00$         

Documentation Specialist 77.85$              62.71$       N/A 89.74$        71.36$        N/A Documentation Specialist 79.40$    63.96$    N/A 91.53$       72.79$    N/A Documentation Specialist 80.99$           65.24$      N/A 93.37$              74.24$      N/A Documentation Specialist 82.61$           66.55$      N/A 95.23$              75.73$      N/A Documentation Specialist 84.26$                 67.88$                 N/A 97.14$              77.24$      N/A Documentation Specialist 86.79$     69.92$    N/A 100.05$   79.56$     N/A Documentation Specialist 89.00$       72.00$       53.00$       103.00$     82.00$       62.00$       Documentation Specialist 92.00$         74.00$         55.00$         106.00$       84.00$         64.00$         

Information Systems Engineer 116.77$            92.98$       N/A 134.07$      107.04$      N/A Information Systems Engineer 119.10$  94.84$    N/A 136.75$     109.18$  N/A Information Systems Engineer 121.49$         96.74$      N/A 139.49$            111.36$    N/A Information Systems Engineer 123.92$         98.67$      N/A 142.27$            113.59$    N/A Information Systems Engineer 126.40$               100.65$               N/A 145.12$            115.86$    N/A Information Systems Engineer 130.19$   103.67$  N/A 149.47$   119.34$   N/A Information Systems Engineer 134.00$     107.00$     80.00$       154.00$     123.00$     92.00$       Information Systems Engineer 138.00$       110.00$       82.00$         159.00$       127.00$       95.00$         

Network Design Engineer 142.72$            102.71$     N/A 163.26$      117.85$      N/A Network Design Engineer 145.57$  104.77$  N/A 166.53$     120.21$  N/A Network Design Engineer 148.48$         106.86$    N/A 169.86$            122.61$    N/A Network Design Engineer 151.45$         109.00$    N/A 173.25$            125.06$    N/A Network Design Engineer 154.48$               111.18$               N/A 176.72$            127.57$    N/A Network Design Engineer 159.11$   114.52$  N/A 182.02$   131.40$   N/A Network Design Engineer 164.00$     118.00$     98.00$       187.00$     135.00$     112.00$     Network Design Engineer 169.00$       122.00$       101.00$       193.00$       139.00$       115.00$       

Project Manager 165.42$            137.31$     N/A 190.29$      157.86$      N/A Project Manager 168.73$  140.06$  N/A 194.10$     161.01$  N/A Project Manager 172.11$         142.86$    N/A 197.98$            164.23$    N/A Project Manager 175.55$         145.72$    N/A 201.94$            167.52$    N/A Project Manager 179.06$               148.63$               N/A 205.98$            170.87$    N/A Project Manager 184.43$   153.09$  N/A 212.16$   176.00$   N/A Project Manager 190.00$     158.00$     114.00$     219.00$     181.00$     131.00$     Project Manager 196.00$       163.00$       117.00$       226.00$       186.00$       135.00$       

Quality Assurance Engineer 127.58$            95.15$       N/A 147.04$      109.20$      N/A Quality Assurance Engineer 130.13$  97.05$    N/A 149.98$     111.39$  N/A Quality Assurance Engineer 132.74$         98.99$      N/A 152.98$            113.61$    N/A Quality Assurance Engineer 135.39$         100.97$    N/A 156.04$            115.89$    N/A Quality Assurance Engineer 138.10$               102.99$               N/A 159.16$            118.20$    N/A Quality Assurance Engineer 142.24$   106.08$  N/A 163.93$   121.75$   N/A Quality Assurance Engineer 147.00$     109.00$     88.00$       169.00$     125.00$     101.00$     Quality Assurance Engineer 151.00$       112.00$       91.00$         174.00$       129.00$       104.00$       

Security Systems Engineer 126.50$            101.63$     N/A 145.96$      116.77$      N/A Security Systems Engineer 129.03$  103.67$  N/A 148.88$     119.10$  N/A Security Systems Engineer 131.61$         105.74$    N/A 151.86$            121.49$    N/A Security Systems Engineer 134.24$         107.85$    N/A 154.90$            123.92$    N/A Security Systems Engineer 136.93$               110.01$               N/A 157.99$            126.40$    N/A Security Systems Engineer 141.04$   113.31$  N/A 162.73$   130.19$   N/A Security Systems Engineer 145.00$     117.00$     87.00$       168.00$     134.00$     101.00$     Security Systems Engineer 149.00$       121.00$       90.00$         173.00$       138.00$       104.00$       

Software Engineer 138.39$            95.15$       N/A 158.94$      109.20$      N/A Software Engineer 141.16$  97.05$    N/A 162.12$     111.39$  N/A Software Engineer 143.98$         98.99$      N/A 165.36$            113.61$    N/A Software Engineer 146.86$         100.97$    N/A 168.66$            115.89$    N/A Software Engineer 149.80$               102.99$               N/A 172.04$            118.20$    N/A Software Engineer 154.29$   106.08$  N/A 177.20$   121.75$   N/A Software Engineer 159.00$     109.00$     95.00$       183.00$     125.00$     110.00$     Software Engineer 164.00$       112.00$       98.00$         188.00$       129.00$       113.00$       

Software Systems Specialist 107.04$            85.41$       N/A 123.26$      98.39$        N/A Software Systems Specialist 109.18$  87.12$    N/A 125.72$     100.36$  N/A Software Systems Specialist 111.36$         88.87$      N/A 128.24$            102.36$    N/A Software Systems Specialist 113.59$         90.64$      N/A 130.80$            104.41$    N/A Software Systems Specialist 115.86$               92.46$                 N/A 133.42$            106.50$    N/A Software Systems Specialist 119.34$   95.23$    N/A 137.42$   109.70$   N/A Software Systems Specialist 123.00$     98.00$       74.00$       142.00$     113.00$     85.00$       Software Systems Specialist 127.00$       101.00$       76.00$         146.00$       116.00$       88.00$         

Storage Operations Specialist 107.04$            85.41$       N/A 123.26$      98.39$        N/A Storage Operations Specialist 109.18$  87.12$    N/A 125.72$     100.36$  N/A Storage Operations Specialist 111.36$         88.87$      N/A 128.24$            102.36$    N/A Storage Operations Specialist 113.59$         90.64$      N/A 130.80$            104.41$    N/A Storage Operations Specialist 115.86$               92.46$                 N/A 133.42$            106.50$    N/A Storage Operations Specialist 119.34$   95.23$    N/A 137.42$   109.70$   N/A Storage Operations Specialist 123.00$     98.00$       74.00$       142.00$     113.00$     85.00$       Storage Operations Specialist 127.00$       101.00$       76.00$         146.00$       116.00$       88.00$         

Storage Management Engineer 120.01$            95.15$       N/A 137.31$      110.28$      N/A Storage Management Engineer 122.41$  97.05$    N/A 140.06$     112.49$  N/A Storage Management Engineer 124.86$         98.99$      N/A 142.86$            114.74$    N/A Storage Management Engineer 127.36$         100.97$    N/A 145.72$            117.03$    N/A Storage Management Engineer 129.91$               102.99$               N/A 148.63$            119.37$    N/A Storage Management Engineer 133.81$   106.08$  N/A 153.09$   122.95$   N/A Storage Management Engineer 138.00$     109.00$     83.00$       158.00$     127.00$     95.00$       Storage Management Engineer 142.00$       112.00$       85.00$         163.00$       131.00$       98.00$         

System Administrator/Operator 107.04$            85.41$       N/A 123.26$      98.39$        N/A System Administrator/Operator 109.18$  87.12$    N/A 125.72$     100.36$  N/A System Administrator/Operator 111.36$         88.87$      N/A 128.24$            102.36$    N/A System Administrator/Operator 113.59$         90.64$      N/A 130.80$            104.41$    N/A System Administrator/Operator 115.86$               92.46$                 N/A 133.42$            106.50$    N/A System Administrator/Operator 119.34$   95.23$    N/A 137.42$   109.70$   N/A System Administrator/Operator 123.00$     98.00$       74.00$       142.00$     113.00$     85.00$       System Administrator/Operator 127.00$       101.00$       76.00$         146.00$       116.00$       88.00$         

System Programmer 118.93$            95.15$       N/A 137.31$      110.28$      N/A System Programmer 121.31$  97.05$    N/A 140.06$     112.49$  N/A System Programmer 123.74$         98.99$      N/A 142.86$            114.74$    N/A System Programmer 126.21$         100.97$    N/A 145.72$            117.03$    N/A System Programmer 128.74$               102.99$               N/A 148.63$            119.37$    N/A System Programmer 132.60$   106.08$  N/A 153.09$   122.95$   N/A System Programmer 137.00$     109.00$     82.00$       158.00$     127.00$     95.00$       System Programmer 141.00$       112.00$       84.00$         163.00$       131.00$       98.00$         

Systems Engineer 142.72$            95.15$       N/A 163.26$      110.28$      N/A Systems Engineer 145.57$  97.05$    N/A 166.53$     112.49$  N/A Systems Engineer 148.48$         98.99$      N/A 169.86$            114.74$    N/A Systems Engineer 151.45$         100.97$    N/A 173.25$            117.03$    N/A Systems Engineer 154.48$               102.99$               N/A 176.72$            119.37$    N/A Systems Engineer 159.11$   106.08$  N/A 182.02$   122.95$   N/A Systems Engineer 164.00$     109.00$     98.00$       187.00$     127.00$     112.00$     Systems Engineer 169.00$       112.00$       101.00$       193.00$       131.00$       115.00$       

Tape Librarian 55.14$              44.33$       N/A 62.71$        50.82$        N/A Tape Librarian 56.24$    45.22$    N/A 63.96$       51.83$    N/A Tape Librarian 57.37$           46.12$      N/A 65.24$              52.87$      N/A Tape Librarian 58.52$           47.04$      N/A 66.55$              53.93$      N/A Tape Librarian 59.69$                 47.98$                 N/A 67.88$              55.01$      N/A Tape Librarian 61.48$     49.42$    N/A 69.92$     56.66$     N/A Tape Librarian 63.00$       51.00$       38.00$       72.00$       58.00$       43.00$       Tape Librarian 65.00$         53.00$         39.00$         74.00$         60.00$         44.00$         

Technical Architect 181.64$            141.64$     N/A 208.67$      163.26$      N/A Technical Architect 185.27$  144.47$  N/A 212.85$     166.53$  N/A Technical Architect 188.98$         147.36$    N/A 217.10$            169.86$    N/A Technical Architect 192.76$         150.31$    N/A 221.44$            173.25$    N/A Technical Architect 196.61$               153.31$               N/A 225.87$            176.72$    N/A Technical Architect 202.51$   157.91$  N/A 232.65$   182.02$   N/A Technical Architect 209.00$     163.00$     125.00$     240.00$     187.00$     144.00$     Technical Architect 215.00$       168.00$       129.00$       247.00$       193.00$       148.00$       

Training Specialist 92.98$              74.60$       N/A 107.04$      85.41$        N/A Training Specialist 94.84$    76.09$    N/A 109.18$     87.12$    N/A Training Specialist 96.74$           77.62$      N/A 111.36$            88.87$      N/A Training Specialist 98.67$           79.17$      N/A 113.59$            90.64$      N/A Training Specialist 100.65$               80.75$                 N/A 115.86$            92.46$      N/A Training Specialist 103.67$   83.17$    N/A 119.34$   95.23$     N/A Training Specialist 107.00$     86.00$       64.00$       123.00$     98.00$       74.00$       Training Specialist 110.00$       89.00$         66.00$         127.00$       101.00$       76.00$         

Business Process Analyst 113.45$            82.51$       N/A 128.68$      93.58$        N/A Business Process Analyst 115.71$  84.16$    N/A 131.25$     95.45$    N/A Business Process Analyst 118.03$         85.84$      N/A 133.87$            97.36$      N/A Business Process Analyst 120.39$         87.56$      N/A 136.55$            99.31$      N/A Business Process Analyst 122.80$               89.31$                 N/A 139.28$            101.30$    N/A Business Process Analyst 126.48$   91.99$    N/A 143.46$   104.34$   N/A Business Process Analyst 130.00$     95.00$       78.00$       148.00$     107.00$     89.00$       Business Process Analyst 134.00$       98.00$         80.00$         152.00$       110.00$       92.00$         

CM Specialist 103.13$            72.19$       N/A 116.98$      81.89$        N/A CM Specialist 105.20$  73.64$    N/A 119.32$     83.52$    N/A CM Specialist 107.30$         75.11$      N/A 121.70$            85.19$      N/A CM Specialist 109.45$         76.61$      N/A 124.14$            86.90$      N/A CM Specialist 111.63$               78.14$                 N/A 126.62$            88.63$      N/A CM Specialist 114.98$   80.48$    N/A 130.42$   91.29$     N/A CM Specialist 118.00$     83.00$       71.00$       134.00$     94.00$       80.00$       CM Specialist 122.00$       85.00$         73.00$         138.00$       97.00$         82.00$         

Computer Operator 61.88$              41.25$       N/A 70.19$        46.79$        N/A Computer Operator 63.12$    42.08$    N/A 71.59$       47.73$    N/A Computer Operator 64.38$           42.92$      N/A 73.02$              48.68$      N/A Computer Operator 65.67$           43.78$      N/A 74.48$              49.66$      N/A Computer Operator 66.98$                 44.65$                 N/A 75.97$              50.65$      N/A Computer Operator 68.99$     45.99$    N/A 78.25$     52.17$     N/A Computer Operator 71.00$       47.00$       43.00$       81.00$       54.00$       49.00$       Computer Operator 73.00$         48.00$         44.00$         83.00$         56.00$         50.00$         

Desktop Engineer 108.29$            82.51$       N/A 122.83$      93.58$        N/A Desktop Engineer 110.46$  84.16$    N/A 125.28$     95.45$    N/A Desktop Engineer 112.66$         85.84$      N/A 127.79$            97.36$      N/A Desktop Engineer 114.92$         87.56$      N/A 130.35$            99.31$      N/A Desktop Engineer 117.22$               89.31$                 N/A 132.95$            101.30$    N/A Desktop Engineer 120.74$   91.99$    N/A 136.94$   104.34$   N/A Desktop Engineer 124.00$     95.00$       74.00$       141.00$     107.00$     85.00$       Desktop Engineer 128.00$       98.00$         76.00$         145.00$       110.00$       88.00$         

Service Desk Analyst 46.41$              30.94$       N/A 52.64$        35.09$        N/A Service Desk Analyst 47.34$    31.56$    N/A 53.69$       35.80$    N/A Service Desk Analyst 48.28$           32.19$      N/A 54.77$              36.51$      N/A Service Desk Analyst 49.25$           32.83$      N/A 55.86$              37.24$      N/A Service Desk Analyst 50.24$                 33.49$                 N/A 56.98$              37.99$      N/A Service Desk Analyst 51.75$     34.49$    N/A 58.69$     39.13$     N/A Service Desk Analyst 53.00$       36.00$       32.00$       60.00$       40.00$       36.00$       Service Desk Analyst 55.00$         37.00$         33.00$         62.00$         41.00$         37.00$         

Site Support Technician 67.04$              51.57$       N/A 76.04$        58.49$        N/A Site Support Technician 68.38$    52.60$    N/A 77.56$       59.66$    N/A Site Support Technician 69.74$           53.65$      N/A 79.11$              60.85$      N/A Site Support Technician 71.14$           54.72$      N/A 80.69$              62.07$      N/A Site Support Technician 72.56$                 55.82$                 N/A 82.30$              63.31$      N/A Site Support Technician 74.74$     57.49$    N/A 84.77$     65.21$     N/A Site Support Technician 77.00$       59.00$       46.00$       87.00$       67.00$       52.00$       Site Support Technician 79.00$         61.00$         47.00$         90.00$         69.00$         54.00$         
GRC Archer Developer 158.87$            140.71$     N/A 178.50$      158.10$      N/A GRC Archer Developer 162.04$  143.52$  N/A 182.07$     161.26$  N/A GRC Archer Developer 165.28$         146.39$    N/A 185.71$            164.49$    N/A GRC Archer Developer [Pursuant to Amendment 

10 all GRC Services ceased and were deleted 
from Agreement at 11:59 PM PST on October 31, 
2017,]

168.59$         149.32$    N/A 189.43$            167.78$    N/A Intentionally Blank - See Contract Year 4. Intentionally Blank - See Contract Year 4. Intentionally Blank - See Contract Year 4. Intentionally Blank - See Contract Year 4.

Business Process Re-Engineering Cons 175.95$            N/A N/A 198.82$      N/A N/A Business Process Re-Engineering Consultant 179.47$  NA N/A 202.80$     NA N/A Business Process Re-Engineering Consultant 183.06$         NA N/A 206.86$            NA N/A Business Process Re-Engineering Consultant 186.72$         NA N/A 210.99$            NA N/A Business Process Re-Engineering Consultant 190.45$               NA N/A 215.21$            NA N/A Business Process Re-Engineering Consultant 196.16$   NA N/A 221.67$   NA N/A Business Process Re-Engineering Consultant 202.00$     N/A N/A 228.00$     N/A N/A Business Process Re-Engineering Consultant 208.00$       N/A N/A 235.00$       N/A N/A

unctional Specialist 182.16$            N/A N/A 207.00$      N/A N/A Functional Specialist 185.80$  NA N/A 211.14$     NA N/A Functional Specialist 189.52$         NA N/A 215.36$            NA N/A Functional Specialist 193.31$         NA N/A 219.67$            NA N/A unctional Specialist 197.18$               NA N/A 224.06$            NA N/A Functional Specialist 203.10$   NA N/A 230.78$   NA N/A Functional Specialist 209.00$     N/A N/A 238.00$     N/A N/A Functional Specialist 215.00$       N/A N/A 245.00$       N/A N/A

echnical Specialist 212.52$            N/A N/A 241.50$      N/A N/A Technical Specialist 216.77$  NA N/A 246.33$     NA N/A Technical Specialist 221.11$         NA N/A 251.26$            NA N/A Technical Specialist 225.53$         NA N/A 256.28$            NA N/A echnical Specialist 230.04$               NA N/A 261.41$            NA N/A Technical Specialist 236.94$   NA N/A 269.25$   NA N/A Technical Specialist 244.00$     N/A N/A 277.00$     N/A N/A Technical Specialist 251.00$       N/A N/A 285.00$       N/A N/A

BMC Consultant N/A N/A N/A 260.16$      N/A N/A BMC Consultant N/A N/A N/A 260.16$     N/A N/A BMC Consultant N/A N/A N/A 267.96$            N/A N/A BMC Consultant N/A N/A N/A 276.00$            N/A N/A BMC Consultant N/A N/A N/A 284.28$            N/A N/A BMC Consultant N/A N/A N/A 292.81$   N/A N/A BMC Consultant N/A N/A N/A 302.00$     N/A N/A BMC Consultant N/A N/A N/A 311.00$       N/A N/A

BMC Solution Architect N/A N/A N/A 313.59$      N/A N/A BMC Solution Architect N/A N/A N/A 313.59$     N/A N/A BMC Solution Architect N/A N/A N/A 323.00$            N/A N/A BMC Solution Architect N/A N/A N/A 332.69$            N/A N/A BMC Solution Architect N/A N/A N/A 342.67$            N/A N/A BMC Solution Architect N/A N/A N/A 352.95$   N/A N/A BMC Solution Architect N/A N/A N/A 364.00$     N/A N/A BMC Solution Architect N/A N/A N/A 375.00$       N/A N/A

CA Architect N/A N/A N/A N/A N/A N/A CA Architect N/A N/A N/A 322.65$     N/A N/A CA Architect N/A N/A N/A 332.33$            N/A N/A CA Architect N/A N/A N/A 342.30$            N/A N/A CA Architect N/A N/A N/A 352.57$            N/A N/A CA Architect N/A N/A N/A 363.15$   N/A N/A CA Architect N/A N/A N/A 374.00$     N/A N/A CA Architect N/A N/A N/A 385.00$       N/A N/A

SharePoint Software Engineer N/A N/A N/A 188.57$      N/A N/A SharePoint Software Engineer N/A N/A N/A 194.28$     182.85$  N/A SharePoint Software Engineer N/A N/A N/A 198.17$            186.51$    N/A SharePoint Software Engineer N/A N/A N/A 204.12$            192.11$    N/A SharePoint Software Engineer N/A N/A N/A 210.24$            197.87$    N/A SharePoint Software Engineer N/A N/A N/A 216.55$   203.81$   N/A SharePoint Software Engineer N/A N/A N/A 223.00$     210.00$     N/A SharePoint Software Engineer N/A N/A N/A 230.00$       216.00$       N/A

SharePoint Technical Architect N/A N/A N/A 200.00$      N/A N/A SharePoint Technical Architect N/A N/A N/A 205.71$     N/A N/A SharePoint Technical Architect N/A N/A N/A 209.82$            N/A N/A SharePoint Technical Architect N/A N/A N/A 216.11$            N/A N/A SharePoint Technical Architect N/A N/A N/A 222.59$            N/A N/A SharePoint Technical Architect N/A N/A N/A 229.27$   N/A N/A SharePoint Technical Architect N/A N/A N/A 236.00$     N/A N/A SharePoint Technical Architect N/A N/A N/A 243.00$       N/A N/A

Systems Architect Consultant N/A N/A N/A 225.00$      N/A N/A Systems Architect Consultant N/A N/A N/A 225.00$     N/A N/A Systems Architect Consultant N/A N/A N/A 231.75$            N/A N/A Systems Architect Consultant N/A N/A N/A 238.70$            N/A N/A Systems Architect Consultant N/A N/A N/A 245.86$            N/A N/A Systems Architect Consultant N/A N/A N/A 253.24$   N/A N/A Systems Architect Consultant N/A N/A N/A 261.00$     N/A N/A Systems Architect Consultant N/A N/A N/A 269.00$       N/A N/A

Other (specify -$                  -$           -$      -$            -$           -$            Other (specify -$       -$       -$      -$           -$        -$      Other (specify -$               -$          -$              -$                  -$          -$                     Other (specify -$               -$          -$              -$                  -$          -$                     Other (specify -$                     -$                     -$                 -$                  -$          -$                     Other (specify -$         -$        -$   -$         -$         -$         Other (specify -$           -$           -$           -$           -$           -$           Other (specify -$             -$             -$             -$             -$             -$             

Provider Site Hourly RatesOnsite Hourly Rates Provider Site Hourly Rates Onsite Hourly RatesOnsite Hourly Rates Provider Site Hourly Rates

Click links for 

Onsite Hourly Rates Provider Site Hourly RatesOnsite Hourly Rates Provider Site Hourly Rates Onsite Hourly Rates Provider Site Hourly Rates Onsite Hourly Rates Provider Site Hourly Rates Onsite Hourly Rates Provider Site Hourly Rates

X11A0T
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Assumptions 082219
Tower Solution / Price Assumption Comments

Email SSA email will be taken over by OCIT in physical state;  OCIT will migration mailboxes to  with SAIC assistance;  SAIC will inherit  mailboxes to maintain 

Email SSA email migration support will be performed by an NRI work order 

Email OCIT  mailboxes will be moved back to SAIC for management

Email OCIT continues to manage overall  backend infrastructure and configuration to include County Azure tennancy

MDM SAIC continues to manage  until retired

MDM OCIT manages  tenancy

MDM Single end user resource unit applies for both  and  managed devices

MDM  servers continue to bill as standard server resources.  Dedicated resource unit no longer utilized.

MDM County BYOD devices will become managed enpoints in  /  and billable Parties agree to evaluate different RU for BYOD users if truly less support required

 / MIM Support levels for final state of MIM can not be determined at this time and may require an equitable adjustment to the contract pricing

Server Cloud-based server resource unit rates cover management of server only;  does not include backend cloud platform / tennancy management or enablement

Server Implementation of  project (server, DB,  scheduling, backup, DR) is not included in server rates and to be funded by separate work order

Server SSA Server, core infrastructure,  etc. take over will require project to perform necessary migration to  Solarwinds, and all backend processes

Server Future  application upgrades to be funded as a work order; future  refresh funded as project

 retirement and refresh projects remain funded until which time County deems no longer necessary at time of system retirement

Production Control Resouce Unit to be allocated by County per annual job schedule provided by team for one  system at ~  jobs per month

Production Control Increased volume produced by  due to overlapping systems is unknown - surge labor will be funded by project

Storage, BU, Rep. County to provide new storage, backup, replication solution in production effecitve July 1, 2022.  SAIC hardware support extended through June 30, 2022.

Storage, BU, Rep. Replacement design, implementation, commissioning of new Storage solution will be funded as a project work order

Storage, BU, Rep. Cloud resources needing backup locally or in cloud will be billable resource units of labor

Disaster Recovery  agreement remains in place through June 30, 2022;  Annual extension options beyond that date will be created based on commitment of 1 year minimum 
services.

Disaster Recovery Hardware required to refresh aging network / server equipment to be purchased by County;  SAIC to conduct refresh as BAU effort SAIC to provide list of hardware to OCIT

Disaster Recovery  circuit removed from SAIC;  County assumes responsibility to provide

Disaster Recovery SSA  databases returning to SAIC scope may require work order to reconfigure, re-ingest into County enterprise

Disaster Recovery Support for network path, routers, and firewalls connecting County to  moved to NVS contract.  No longer in scope to DDAS.

 switch Support remains as actually the  distributed switch;  support moved under virtual server hosts

Applications Support Assumes 19.5 FTEs funded through June 2021 at which time ARK resources go away.  Future contracting of ARK will become responsibility of County if required.

Desktop Onboarding of new agencies will be funded as work order to migrate into  and backend processes

Desktop  iMACS priced;  assumes  additional project iMACS remain billabled as single iMAC per project (current "free" remains in place)

Desktop End user mobility device support is based on SOW;  includes defined list of device types;  does not include BYOD devices

Desktop Mobile device detail to be extracted from  or   SAIC will not track individual mobile devices for purposes of asset management

Desktop SSA image management based on a defined set of images and set frequency of updates;  undefined requirements may change pricing due to additonal staff being 
required Confirmation of  images in use (  SSA;  CFS)

Service Desk Band pricing continues to apply

Service Desk Onboarding of SSA to be done within the price given reasonable time and data available to build into 
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SLRs & Weighting Factors

SLR # SLR Service Measure Performance Target Minimum Performance Measurement 
Interval 

Reporting 
Period Formula Measurement Tool

Weighting Factor

Monthly SLR's  

March, May, 
June, 

September,  
November and 

December

Weighting Factor

Monthly and 
Quarterly SLR's

January, April, 
July and October 

Weighting
Factor

Monthly, Semi-
Annual and 

Annual

February and 
August

IT Service Management & Life Cycle Services

SLR 1
ITSM-01

Work Order Proposal Response (e.g., timelines, deliverables, 
pricing, assumptions and constraints, comprehensive and 
complete written documentation, required Vendor authorized 
approvals) 

Proposal Delivery 10 Business Days, or a date mutually agreed 
to between the parties. 100% Monthly Monthly Performance = Proposal request delivered within 

required time/total proposals requested by County
 Records SLR 
ITSM-01 2% 2% 2%

System Software Refresh and Updates 

SLR 2
ITSM-02

Deploy Emergency Maintenance Release (e.g., security pack, bug 
patch, antivirus, anti-SPAM, and anti-Spyware update 
deployments) 

Time to deploy
Perform same Business Day as signoff, 
subject to agreed upon Change Management 
procedures 

100.0% Monthly Monthly Number of events completed on time/total of events 
occurring during Measurement Period

 Records SLR 
measurement

ITSM-02
2% 2% 2%

SLR 3
ITSM-03

Deploy Non-Emergency Maintenance Release (e.g., XYZ Version 
8.1.5 to XYZ Version 8.1.6) Time to deploy

Perform within next regular maintenance time 
window, subject to agreed upon Change 
Management procedures

99%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss
51-75 >3  =  4 Failures cause a miss
76-100 >4  =  5 Failures cause a miss

Monthly measurement with 101 or more 
Transactions will follow the 99% Minimum 

Performance calculation

Monthly Monthly Number of events completed on time/total of events 
occurring during Measurement Period

 Records 
measurement SLR ITSM-

03
1% 1% 1%

SLR 4
ITSM-04

Implementation of Enhancement Release 
(e.g., XYZ Version 8.1 to XYZ Version 8.2) Time to deploy

Within 30 Business Days after notification by 
County or per County approved project 
schedule

98.0% Monthly Monthly Number of events completed on time/total of events 
occurring during Measurement Period

 Records 
measurement SLR ITSM-

04 
0% 0% 0%

SLR 5
ITSM-05

Implementation of Major Release Updates
(e.g., XYZ Version 8 to XYZ Version 9) Time to deploy

Within 60 Business Days after notification by 
County or per County approved project 
schedule

98.0% Monthly Monthly Number of events completed on time/total of events 
occurring during Measurement Period

 Records 
measurement SLR ITSM-

05
0% 0% 0%

Incident Resolution

SLR 6   
Incident and impact to CEOIT and the impacted agency(s) Time to respond

 

 

 
  

 
  

98%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss

Monthly measurement with 51 or more 
Transactions will follow the 98% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance 

target/total of all requests occurring during Measurement 
Interval

R/Y/G Notification 
timestamps 2% 2% 2%

SLR 7 Time to Notify County of a Priority 3 or 4 Incident Time to respond <30 minutes

98%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss

Monthly measurement with 51 or more 
Transactions will follow the 98% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance 

target/total of all requests occurring during Measurement 
Interval

 Notification emails 1% 1% 1%

SLR 8
ITSM-08 Incident Resolution - Priority Level 1 Time to Resolve <4 hours

98%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss

Monthly measurement with 51 or more 
Transactions will follow the 98% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance 

target/total of all requests occurring during Measurement 
Interval

 Records 
measurement - SLR 

ITSM -08
16% 15% 15%

SLR 9
ITSM-09 Incident Resolution - Priority Level 2 Time to Resolve <8 hours

98%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss

Monthly measurement with 51 or more 
Transactions will follow the 98% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance 

target/total of all requests occurring during Measurement 
Interval

 Records 
measurement - SLR 

ITSM -09
11% 8% 11%

Appendix 4.1 (SAIC), Revision 6
Service Level Requirements and Fee Reduction Weighting Factors
“Business Day” means any day on which the County of Orange is open for business.
“Business Hours” means 6:00 A.M. Pacific Time to 6:00 P.M. Pacific Time on a Business Day.
Unless Performance Target says business day/hours, SLR is measured in continuous day/hours.

Vendor will perform up to one System Software version or major release modification and unlimited service pack/minor release modifications
and patch modifications per year per installed system unless approved otherwise by County.
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SLRs & Weighting Factors

SLR # SLR Service Measure Performance Target Minimum Performance Measurement 
Interval 

Reporting 
Period Formula Measurement Tool

Weighting Factor

Monthly SLR's  

March, May, 
June, 

September,  
November and 

December

Weighting Factor

Monthly and 
Quarterly SLR's

January, April, 
July and October 

Weighting
Factor

Monthly, Semi-
Annual and 

Annual

February and 
August

SLR 10
ITSM-10 Incident Resolution - Priority Level 3 Time to Resolve <3 Calendar Days or within an agreed upon 

time frame

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance 

target/total of all requests occurring during Measurement 
Interval

 Records 
measurement - SLR 

ITSM -10
3% 3% 3%

SLR 11
ITSM-11 Incident Resolution - Priority Level 4 Time to Resolve <5 Calendar Days or within an agreed upon 

time frame 

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance 

target/total of all requests occurring during Measurement 
Interval

 Records 
measurement - SLR 

ITSM -11
2% 2% 2%

SLR 12
ITSM-12A
ITSM-12B

Root Cause Analysis  (ITIL Form) 
1) Complete assessment of business impact 
2) Explanation of technical cause 
3) Detail plan for resolution problem for future instances 

Time to report 
Initial report within 24 hours of Incident 
Resolution for Priority Level 1 or 2.  
Final report within 5 Business Days.

98%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss

Monthly measurement with 51 or more 
Transactions will follow the 98% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance 

target/total of all requests occurring during Measurement 
Interval

 Records 
measurement  

ITSM-12A, ITSM-12B
2% 2% 3%

Backup and Restoration

SLR 13 Daily Backup 
Onsite Retention for 35 days

Successful backup and 
storage

Daily/Incremental Backup completion within 
24 hours.
Weekly/Monthly Full Backup completion 
within 48 hours or prior to next business day 
start of Daily/Incremental Backups.

99% Monthly Monthly Number of backups completed on schedule/total of all 
backups scheduled during Measurement Interval

Native Backup System 
Reporting Tool 4% 4% 5%

SLR 14

Archive Backup
Offsite Storage  
Retention for  months  
(to be performed during the 

Successful Offsite 
Archive Approved archive production schedule 100% Monthly Monthly Number of archives completed on schedule/total of all 

archives scheduled during Measurement Interval
Native Backup System 

Reporting Tool 2% 2% 2%

SLR 15 Daily Remote (Offsite) Replication
Retained for  days Successful Replication Replication frequency 100% Monthly Monthly Number of successful replications/total of all replications 

during Measurement Interval
Native Backup System 

Reporting Tool 0% 0% 0%

SLR 16 Quarterly Test of each type of backup restore process Test results
Quarterly
Successful test of each type of backup 
restore process

100% Quarterly Quarterly
Number of quarterly tests completed on schedule/total of 

all quarterly tests scheduled during Measurement 
Interval

Records - 
Quarterly Test Service 

Requests
0% 0% 0%

Restoration SLRs

SLR 17
ITSM-17 Production Data Restore Requests 

Commencement time 
for data less than  
days old

Commence restore ≤ 4 hours from County 
request

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance target 

/total of all requests occurring during Measurement 
Interval

 Records 
measurement - SLR 

ITSM -17
10% 10% 10%

SLR 18
ITSM-18 Non-Production Data Restore Requests

Commencement time 
for data less than  
days old 

Commence restore ≤ 8 business hours from 
County request

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance target 

/total of all requests occurring during Measurement 
Interval

 Records 
measurement - SLR 

ITSM -18
0% 0% 0%

SLR 19
ITSM-19 Production and Non-Production Data Restore Requests

Commencement time 
for data greater than 

 days old 
Commence restore within 3 Business Days

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance target 

/total of all requests occurring during Measurement 
Interval

 Records 
measurement - SLR 

ITSM -19
5% 5% 5%

Asset Tracking and Management Within five (5) Business Days after the first Business Day of each calendar quarter, Vendor shall select a statistically valid sample, based on the approved asset management report and in accordance with the process specified in the Policies, Standards and Procedures Manual, to measure 
Vendor compliance with the following SLR pertaining to the accuracy of individual data elements in the Asset tracking database. Accuracy of data shall adhere to the following SLR.

Vendor shall implement and maintain backup and restoration capabilities for specified Service Area data, applications and component configurations as defined in each Service Area SOW. Vendor shall perform error and omission-free incremental backups, full backups and full archive 
backups according to the Backup Schedule presented below. Recovery procedures will be capable of restoring Service delivery for failed Service Area data, applications and component configurations according to the Restoration SLRs listed below. Service Area components requiring 
scheduled backups shall be referenced in the service environment section of each Service Area SOW.

Vendor shall continually monitor backup jobs and immediately identify and fix any failures to ensure successful reruns to meet frequency requirements. Such timely reruns shall be considered as successful completion of the SLR.
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SLRs & Weighting Factors

SLR # SLR Service Measure Performance Target Minimum Performance Measurement 
Interval 

Reporting 
Period Formula Measurement Tool

Weighting Factor

Monthly SLR's  

March, May, 
June, 

September,  
November and 

December

Weighting Factor

Monthly and 
Quarterly SLR's

January, April, 
July and October 

Weighting
Factor

Monthly, Semi-
Annual and 

Annual

February and 
August

SLR 20

Accuracy of Data Elements in Asset Tracking Database with the 
following fields: 

 *

* Vendor will load data the County provides for this attribute under 
best efforts approach, where applicable.  The presence/absence 
of this data will NOT be factored into the SLR calculation.   

Accuracy as 
determined by audit

Sample size of 100% of the entire CMDB 
based on the applicable data fields in which 

the County will select a random sampling 
10% of the managed server assets and 1% 
of managed desktop assets for verification, 
subject to agreed upon Asset Tracking and 
Management procedure.  Vendor will notify 

County within 30 days after the completion of 
audit that corrections have been made in the 

CMDB

See Asset Tracking Matrix tab for details on 
collection of asset attributes by RU.   

97% Quarterly Quarterly
Number of tracked Assets where data elements are 

determined to be correct/total number of tracked Assets 
sampled

 Asset Records 0% 15% 0%

IT Service Management and Life Cycle Management Tools

SLR 21 IT Service Management and Life Cycle Management Tools.  (As 
per defined in Appendix 2A1) System Availability Per schedule for planned availability 99.90% Monthly Monthly

Availability(%) = 100% - Unavailability (%)
Where Unavailability is defined as:

[(Sum of Outage Duration) / (Scheduled Time)]%
Scheduled Time = (Total possible time in Measurement 

Interval – Maintenance Window time)

 Incident records; 
 Records 0% 0% 0%

End User Scheduled Survey 

SLR 23 End User Scheduled Survey (conducted semi-annually) End User Satisfaction End Users surveyed should be very satisfied 
or satisfied 90% Semi-annual Semi-annual TBD

County/Vendor Survey 
Matrix, Form and 
Process

0% 0% 10%

SLR 24 County Program Management Program Management 
Satisfaction

Those surveyed should be very satisfied or 
satisfied 90% Semi-annual Semi-annual TBD

Vendor Corporate client 
satisfaction survey tool.  
Results to be compiled 
from meeting conducted 
with County CIO.

0% 0% 10%

Data Center Services
System/Security Administration 

SLR 25
DC-01

Proposal for Security Remediation Following Discovery of 
Security Risk (e.g., timelines, deliverables, assumptions & 
constraints, comprehensive and complete written documentation)

Proposal Delivery 2 Business Days 95% Monthly Monthly Number of events completed within performance target 
/events occurring during Measurement Interval

 Records SLR 
measurement DC-01 0% 0% 0%

System Availability

SLR 26 System Availability Class 1-Mission Critical: Production Systems System Availability Per schedule for planned availability 99.9% Monthly Monthly

Availability(%) = 100% - Unavailability (%)
Where Unavailability is defined as:

[(Sum of Outage Duration) / (Scheduled Time)]%
Scheduled Time = (Total possible time in Measurement 

Interval – Maintenance Window time)

For the purpose of calculating the System Availability 
SLR penalty amount, a prorated portion of the total 
penalty will be calculated based on the number of 

systems that failed to meet the SLR as compared to the 
total number of systems measured.  See the System 

Availability SLR Calc tab for an example of the penalty 
calculation.  

 Incident records; 
 Records 30% 23% 22%

Vendor shall establish a mutually agreed upon End User satisfaction survey, that may be facilitated by a Third Party and designed with County and Vendor input.

Vendor shall supply County semiannual reports of County End User satisfaction, integrating the results of ongoing End User satisfaction surveys for each IT Service Area. Upon delivery of each such report, the Parties shall meet to jointly identify any areas of End User dissatisfaction. The 
Vendor shall prepare a project plan with County’s input and approval to Resolve End User dissatisfaction

System Availability is defined as the availability of in scope infrastructure components required to conduct the normal business operation of County Application systems at full functionality including mainframe and servers (e.g., server CPU, memory, internal storage, database), external 
storage, System Software and Vendor network connection.

Availability will be measured based on the fully functional availability of each County Application (i.e., excludes application availability and other out-of-scope components as determined by Root Cause Analysis) to conduct the normal business operation by all End Users of the applicable 
County Application. 

NOTE:  Notwithstanding any other provision of the Agreement, including but not limited to Section 4.9.4(c), the Parties agree that solely in regard to SLR 26 and SLR 27 below, (1) any changes to the SLR Fee Reduction Weighting Factor for SLR 26 and SLR 27 shall only be made by mutual 
written agreement of the Parties and (2) the Fee Reduction Weighting Factors for SLR 26 and SLR 27 will be established such that a singular Class 1 System Availability penalty will always be greater than a singular Class 2 System Availability penalty.  Vendor shall not unreasonably withhold 
its consent to any modifications to the SLR Fee Reduction Weighting Factors for SLR 26 and SLR 27 proposed by the County.  If the County and Vendor cannot agree on proposed modifications to the SLR Fee Reduction Weighting Factors for SLR 26 and SLR 27, that shall result in a 
Disagreement between the Parties which shall be addressed using the process described in Section 24 of the Agreement.  

System availability of Vendor tools proposed in the delivery of all key ITIL processes and the Web Portal for real time display of system output. The SLRs should only apply to Vendor provided toolsets that provide real time and periodic reporting data and information on the in scope Vendor 
managed environment
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SLRs & Weighting Factors

SLR # SLR Service Measure Performance Target Minimum Performance Measurement 
Interval 

Reporting 
Period Formula Measurement Tool

Weighting Factor

Monthly SLR's  

March, May, 
June, 

September,  
November and 

December

Weighting Factor

Monthly and 
Quarterly SLR's

January, April, 
July and October 

Weighting
Factor

Monthly, Semi-
Annual and 

Annual

February and 
August

SLR 27 System Availability Class 2-Business Critical:  Non-Production 
Systems (i.e. UAT, QA, Development, Test, Lab) System Availability Per schedule for planned availability 99.7% Monthly Monthly

Availability(%) = 100% - Unavailability (%)
Where Unavailability is defined as:

[(Sum of Outage Duration) / (Scheduled Time)]%
Scheduled Time = (Total possible time in Measurement 

Interval – Maintenance Window time)

For the purpose of calculating the System Availability 
SLR penalty amount, a prorated portion of the total 
penalty will be calculated based on the number of 

systems that failed to meet the SLR as compared to the 
total number of systems measured.  See the System 

Availability SLR Calc tab for an example of the penalty 
calculation.  

 Incident records; 
 Records 10% 10% 10%

SLR 30 SAN System Availability Planned Availability 99.99% Monthly Monthly

Availability(%) = 100% - Unavailability (%)
Where Unavailability is defined as:

[(Sum of Outage Duration) / (Scheduled Time)]%
Scheduled Time = (Total possible time in Measurement 

Interval – Maintenance Window time)

Incident Records 12% 10% 7%

Unscheduled Downtime 

SLR 31

Unscheduled Downtime for Each County Application

NOTE:   "County applications" are those production business 
applications which are operational on systems that Vendor 
supports.

Unscheduled downtime

Inability to conduct normal business 
operation due to unscheduled County 
Application downtime not to exceed 3 times 
per month, per County Application 

100% Monthly Monthly Number of unscheduled downtimes ≤ 3 Incident records 5% 5% 5%

Service Desk Notification 

SLR 32 Notification of Priority 1 and 2 Outages to County Service Desk Online response time
99.9%

100%
Monthly Monthly

Number of requests completed within performance target 
/total of all requests occurring during Measurement 

Interval
Incident Records 2% 2% 2%

Batch Processing

SLR 33 Scheduled Production Batch Per scheduled time Complete core jobs per the County’s 
approved schedule 99% Monthly Monthly Complete core jobs per  County’s approved schedule Scheduler details 3% 3% 3%

SLR 34
DC-10A
DC-10B

Demand Production Batch Per requested time
 to initiation 

 to initiation

95%

100%
Monthly Monthly

Total number of jobs completed within performance 
target / total number of jobs executed during 

Measurement Interval

 Records SLR 
measurement

DC-10a, DC-10b
2% 2% 2%

SLR 35
DC-11A
DC-11B

Demand Test Batch Per requested time
 to initiation 

 to initiation

95%

100%
Monthly Monthly

Total number of jobs completed within performance 
target / total number of jobs executed during 

Measurement Interval

 Records SLR 
measurement 

DC-11a, DC-11b
0% 0% 0%

General Administrative

SLR 36
DC-12 Setup or Modify Job Scheduler Definition and Dependencies Response time

Requests submitted by 3:00 pm will be 
incorporated into the current business day 
production cycle.  

Requests received after 3:00 pm will be 
worked as Best Efforts to include in the 
current business day production cycle; but 
not included in the SLR calculation.   

98%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss

Monthly measurement with 51 or more 
Transactions will follow the 98% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance target 

/total of all requests occurring during Measurement 
Interval

 Records SLR 
measurement DC-12 2% 2% 2%

SLR 37
DC-13 One Time Schedule Change for Existing Scheduled Jobs Response time

Requests submitted by 3:00 pm will be 
incorporated into the current business day 
production cycle.  

Requests received after 3:00 pm will be 
worked as Best Efforts to include in the 
current business day production cycle; but 
not included in the SLR calculation.   

98%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss

Monthly measurement with 51 or more 
Transactions will follow the 98% Minimum 

Performance calculation.

Monthly Monthly
Number of requests completed within performance target 

/total of all requests occurring during Measurement 
Interval

 Records SLR 
measurement DC-13 2% 2% 2%

Storage Administration for Mainframe and Servers

SLR 38 Notification to Allocate Additional Storage Resources (based on 
pre defined parameters and observed growth patterns)

Proactive monitoring 
and reporting to the 
County of need to 
increase capacity

Total monthly storage capacity utilization 
measured in GBs used approaches 80% of 
installed capacity – Inform the County within 
1 Business Day

99.0% Monthly Monthly
Number of requests/events completed within 

performance target /total of all requests/events occurring 
during Measurement Interval

ORT Reports 
weekly/monthly 2% 2% 2%

SLR 39
DC-15 On-demand Disk Storage Capacity Change Requests Deployment time

Increases/decreases of +10% of installed 
storage capacity within 7 Business  Days of 
the County request

99%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss
51-75 >3  =  4 Failures cause a miss
76-100 >4  =  5 Failures cause a miss

Monthly measurement with 101 or more 
Transactions will follow the 99% Minimum 

Performance calculation

Monthly Monthly
Number of requests/events completed within 

performance target /total of all requests/events occurring 
during Measurement Interval

 Records SLR 
DC-15 2% 2% 2%

Scheduled Production Batch for and jobs include system setup, execution and completion of normally scheduled production batch jobs.

Demand and Test Batch: jobs include time for system setup and initiation of job execution for ad hoc requests, non standard, and non prescheduled batch jobs.
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SLRs & Weighting Factors

SLR # SLR Service Measure Performance Target Minimum Performance Measurement 
Interval 

Reporting 
Period Formula Measurement Tool

Weighting Factor

Monthly SLR's  

March, May, 
June, 

September,  
November and 

December

Weighting Factor

Monthly and 
Quarterly SLR's

January, April, 
July and October 

Weighting
Factor

Monthly, Semi-
Annual and 

Annual

February and 
August

SLR 40
DC-16 Storage Administration Requests Deployment time

Perform within one Business Day subject to 
agreed upon Change Management 
procedures

99.0% Monthly Monthly
Number of requests/events completed within 

performance target /total of all requests/events occurring 
during Measurement Interval

 Records SLR 
DC-16 1% 1% 1%

SLR 41 Capacity/Performance Trend Analysis and Reporting

Monthly measurement/ 
analysis and periodic 
notification on resource 
utilization and trends 
for critical system 
resources

On schedule delivery of monthly analysis 
reports
and Interim reports on rapidly developing 
events and trends identification

99.0% Monthly Monthly
Number of requests/events completed within 

performance target /total of all requests/events occurring 
during Measurement Interval

ORT Reports 
weekly/monthly 2% 2% 2%

Database Administration

SLR 42
DC-19A
DC-19B

Instance Creation & Refresh Elapsed time

Create = per defined project schedule, 

Refresh : like for like = 1 Business Day 

Refresh : non-like for like (e.g. source and 
destination environments being dissimilar, or 
other data conversion required) = Per defined 
project schedule

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly Total number of events completed within performance 
target/total number of events scheduled, due or required

 Records SLR 
measurement 

DC-19a, DC-19b
1% 1% 1%

SLR 43
DC-20A
DC-20B
DC-20C

Requests - Create User ID for DBAs, Grants, Revokes, Create 
Table Space, Data Definition Requests Elapsed time

1-5 requests daily < 2 business hours;
6-10 requests daily < 4 business hours;
> 10 daily < 2 business Days

Based on a per database instance request

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly Total number of events completed within performance 
target/total number of events scheduled, due or required

 Records SLR 
measurement DC-20a, 

DC-20b, DC-20c
1% 1% 1%

SLR 44
DC-21 Schema Changes and Stored Procedures Elapsed time 1 Business Day

Based on a per database instance request 95% Monthly Monthly Total number of events completed within performance 
target/total number of events scheduled, due or required

 Records SLR 
measurement DC-21 0% 0% 0%

SLR 45
DC-22 Performance Tuning and Maintenance Elapsed time

Two (2) business hours to respond to ad-hoc 
requests, per mutually agreed tuning 
requirements

98%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss

Monthly measurement with 51 or more 
Transactions will follow the 98% Minimum 

Performance calculation.

Monthly Monthly Total number of events completed within performance 
target/total number of events scheduled, due or required

 Records SLR 
measurement DC-22 1% 1% 1%

Server Administration

SLR 47
DC-24 Provision Servers and Create OS Time 

< 5 Calendar Days from server delivery to 
implementation, subject to agreed upon 
Change Management procedures and 
defined project schedule

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly
Number of requests/events completed within 

performance target /total of all requests/events occurring 
during Measurement Interval

 Records SLR 
measurement DC-24 2% 2% 2%

SLR 48
DC-25A
DC-25B
DC-25C

Time to provision

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly
Number of requests/events completed within 

performance target /total of all requests/events occurring 
during Measurement Interval

 Records SLR 
measurement DC-25a, 

DC-25b, DC-25c
1% 1% 1%

SLR 49
DC-26 Server Administration Requests Time to deploy

Perform within  subject to 
agreed upon Change Management 
procedures

99%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss
51-75 >3  =  4 Failures cause a miss
76-100 >4  =  5 Failures cause a miss

Monthly measurement with 101 or more 
Transactions will follow the 99% Minimum 

Performance calculation

Monthly Monthly
Number of requests/events completed within 

performance target /total of all requests/events occurring 
during Measurement Interval

 Records SLR 
measurement DC-26 1% 1% 1%

SLR 50 Capacity/Performance Trend Analysis and Reporting Schedule and Per 
Event

On schedule delivery of  analysis 
reports and Interim reports on rapidly 
developing events and trends identification

100% Weekly Monthly
Number of requests/events completed within 

performance target /total of all requests/events occurring 
during Measurement Interval

ORT Reports 
weekly/monthly 2% 2% 2%
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SLRs & Weighting Factors

SLR # SLR Service Measure Performance Target Minimum Performance Measurement 
Interval 

Reporting 
Period Formula Measurement Tool

Weighting Factor

Monthly SLR's  

March, May, 
June, 

September,  
November and 

December

Weighting Factor

Monthly and 
Quarterly SLR's

January, April, 
July and October 

Weighting
Factor

Monthly, Semi-
Annual and 

Annual

February and 
August

 Service Level Requirements

SLR 51  Delivery of 
 

100% Daily Monthly  and Delivered access db records and 
delivery 0% 0% 0%

IT Continuity and Disaster Recovery

SLR 52 Application Recovery Ranking 1 Time to recover 100% Following a 
declared DR event

Following a 
declared DR 

event

Number of applications and related infrastructure (e.g. 
network) required to provide normal business function 
recovered within performance target/total number of 

applications in Measurement Interval

Incident Records 2% 2% 1%

SLR 53 Application Recovery Ranking 2 Time to recover 100% Following a 
declared DR event

Following a 
declared DR 

event

Number of applications and related infrastructure (e.g. 
network) required to provide normal business function 
recovered within performance target/total number of 

applications in Measurement Interval

Incident Records 1% 1% 0%

SLR 54 Application Recovery Ranking 3 Time to recover 100% Following a 
declared DR event

Following a 
declared DR 

event

Number of applications and related infrastructure (e.g. 
network) required to provide normal business function 
recovered within performance target/total number of 

applications in Measurement Interval

Incident Records 0% 0% 0%

SLR 55 Application Recovery Ranking 4 Time to recover 100% Following a 
declared DR event

Following a 
declared DR 

event

Number of applications and related infrastructure (e.g. 
network) required to provide normal business function 
recovered within performance target/total number of 

applications in Measurement Interval

Incident Records 0% 0% 0%

SLR 56 Application Recovery Ranking 5 Time to recover 100% Following a 
declared DR event

Following a 
declared DR 

event

Number of applications and related infrastructure (e.g. 
network) required to provide normal business function 
recovered within performance target/total number of 

applications in Measurement Interval

Incident Records 0% 0% 0%

DR Testing

SLR 59 DR Testing Successful DR test Successful annual test of each DR for each 
County Application 100% Annual Annual Number of tests completed within performance target 

/total of all tests occurring during Measurement Interval
DR test plan, post test 

report 0% 0% 3%

Service Desk

Service Desk Availability

SLR 60

1) Dedicated Service Desk
2) After Hours Shared Service Desk (pager) and Self Help 
Support
3) County 411 Shared Service Desk

Schedule  
1) 99.99%
2) 99.99%
3) 99.99% Monthly Monthly

Availability(%) = 100% - Unavailability (%)
Where Unavailability is defined as:

[(Sum of Outage Duration) / (Scheduled Time)]%
Scheduled Time = (Total possible time in Measurement 

Interval – Maintenance Window time)

Outage Records
from 8% 7% 5%

Response Time

SLR 61 Notification of Incident or Problem to County and Third Party 
providers Time to notify ≤ 5 minutes from generation of Help Desk 

Trouble Ticket 95% Monthly Monthly
Number of events per event type within performance 

target / total number of events per type during 
Measurement Interval = percent (%) attained

 Problem Records 0% 0% 0%

SLR 62 Average Speed to Answer Phone response time

1) For dedicated Service Desk support hours: 

2)  For 411 Service Desk hours: 
100% Monthly Monthly

Number of events per event type within performance 
target / total number of events per type during 
Measurement Interval = percent (%) attained

ACD/IRD 2% 2% 1%

SLR 63 Call Abandonment Rate after 15 seconds Phone response time ≤6% 100% Monthly Monthly
Number of events per event type within performance 

target / total number of events per type during 
Measurement Interval = percent (%) attained

ACD/IRD 1% 1% 1%

SLR 64 Automated E-mail Acknowledgement Online 
acknowledgement time ≤ 5 minutes 98% Monthly Monthly

Number of events per event type within performance 
target / total number of events per type during 
Measurement Interval = percent (%) attained

 Worklog records 0% 0% 0%

Incident Resolution

SLR 65
SD-06

First Contact Resolution (escalation to Level 2 does not qualify as 
being resolved) 

First Contact 
Resolution percentage

70% of Service Desk resolvable calls, with 
<5% recalls N/A Monthly Monthly

Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-06 8% 5% 5%

SLR 66
SD-07

Level 1 Time to Resolution (escalation to Level 2 does not qualify 
as being resolved) Elapsed time 95% Monthly Monthly

Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-07 1% 1% 1%

SLR 67 Incident Closure Notice (via e-mail and/or phone) Elapsed time 98% Monthly Monthly
Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained
 Records 0% 0% 0%

End User Account Administration

The Vendor will provide United States toll-free telephone lines in adequate quantity to handle Call volume, ACD system(s) to record Call date, time and duration information, and electronic interfaces to all systems for monitoring and reporting.

Time to recover County Application systems (as defined in the DR plan) after DR Incident has been determined.
See Appendix 2B.4– System Classifications for Availability and Disaster Recovery SLRs

Service Desk Availability refers to the required timeframes during which certain Services provided by the Service Desk must be available to End Users, and response to automatically generated Service Desk Trouble Tickets is achieved.
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SLRs & Weighting Factors

SLR # SLR Service Measure Performance Target Minimum Performance Measurement 
Interval 

Reporting 
Period Formula Measurement Tool

Weighting Factor

Monthly SLR's  

March, May, 
June, 

September,  
November and 

December

Weighting Factor

Monthly and 
Quarterly SLR's

January, April, 
July and October 

Weighting
Factor

Monthly, Semi-
Annual and 

Annual

February and 
August

SLR 68
SD-09

New End User Account 
(up to 5 per request) Elapsed time Completed within  of 

authorized request

99%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-25 >1  =  2 Failures cause a miss
26-50 >2  =  3 Failures cause a miss
51-75 >3  =  4 Failures cause a miss
76-100 >4  =  5 Failures cause a miss

Monthly measurement with 101 or more 
Transactions will follow the 99% Minimum 

Performance calculation

Monthly Monthly
Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-09 1% 1% 1%

SLR 69
SD10

New End User Account 
(6-20 per request) Elapsed time Completed within  of 

authorized request 99% Monthly Monthly
Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-10 0% 0% 0%

SLR 70
SD-11

New End User Account 
(21+ per request) Elapsed time Case by case N/A Monthly Monthly

Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-11 0% 0% 0%

SLR 71
SD-12 Elapsed time 95% Monthly Monthly

Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-12 2% 2% 2%

SLR 72
SD-13 Elapsed time  95% Monthly Monthly

Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-13 0% 0% 0%

SLR 73
SD-14 Elapsed time  99% Monthly Monthly

Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-14 7% 5% 5%

SLR 74
SD-15  Elapsed time

 

 
 

 

99.9% Monthly Monthly
Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement SD-15 0% 0% 0%

Vendor Access to County Facility and Network

SLR 74.1
SD-16

Vendor Staff Physical Access to per 
County

Accuracy as 
determined by audit

Sample size of 100% of the active  
 entries for Vendor Personnel 

as compared to the Vendor Staff Master File 
of employees actively approved for the 
delivery of services.     

100.0% Quarterly Quarterly Number of employees where access is determined to be 
correct / total number of employees 

Manual comparison of 
 

entries to Vendor Staff 
Master File - 

Comparison to be 
performed by County

0% 2% 0%

SLR 74.2
SD-17

Vendor Staff Logical Access to County Network by means of Accuracy as 
determined by audit

Sample size of 100% of the OCIT Enterprise 
 accounts 

(managed by Vendor) for Vendor Personnel 
as compared to the Vendor Staff Master File 
of employees actively approved for the 
delivery of services.     

100.0% Quarterly Quarterly Number of employees where access is determined to be 
correct / total number of employees 

Manual comparison of 
 

 entries 
to Vendor Staff Master 
File - Comparison to be 
performed by County

0% 2% 0%

Client Satisfaction

SLR 75 Periodic Customer Satisfaction Satisfaction rate

End Users surveyed should be very satisfied 
or satisfied, based on a 10% survey 
response rate of all incident/service request 
Tickets closed in the Reporting Period

90%

Periodic Customer 
Satisfaction - 

Measure Monthly 
based on closed 

Service Desk 
Trouble Tickets in 

same monthly 
period

Monthly Sum of survey results from each participant/total number 
of participants responding to periodic sample

Combination of 
ServiceNow automated 
Satisfaction Survey and 

 automated 
survey tools.

1% 1% 1%

Application Development and Maintenance 
Application Development SLRs

SLR 76 Project Estimation Methods and Tools Used for Cost and 
Schedule Target 100% of Projects 100%

Monitor 
Continuously, 

Measure Monthly
Monthly

Performance = Number of transactions completed within 
required time/Total number of transactions Records and 

Project ORT Reports 1% 1% 1%

SLR 77 Project Estimation (actual cost vs. estimated cost) Target Cost Actual Estimate Actual - Not more than +/- 10% of estimate

Monitor 
Continuously, 
Measure Upon 

Project Completion 

Monthly
Performance = Number of transactions completed within 

required time/Total number of transactions Records and 
Project ORT Reports 1% 1% 1%

SLR 78
ITSM-01 Service Requests Target Time Deliver proposal within target time 95% Monitor 

Continuously, 
Measure Monthly

Monthly
Performance = Number of transactions completed within 

required time/Total number of transactions  Records SLR 
ITSM-01 0% 0% 0%

Within five (5) Business Days after the first Business Day of each calendar quarter, Vendor shall provide a report of all personnel approved by the County for delivery of Services pursuant to the Agreement in accordance with the process specified in the Policies, Standards and Procedures 
Manual, to measure Vendor's compliance with the following SLRs pertaining to the accuracy of Vendor's staff, which includes staff of Vendor's subcontractors, accessing County data center and network. Accuracy of data shall adhere to the following SLRs.
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SLRs & Weighting Factors

SLR # SLR Service Measure Performance Target Minimum Performance Measurement 
Interval 

Reporting 
Period Formula Measurement Tool

Weighting Factor

Monthly SLR's  

March, May, 
June, 

September,  
November and 

December

Weighting Factor

Monthly and 
Quarterly SLR's

January, April, 
July and October 

Weighting
Factor

Monthly, Semi-
Annual and 

Annual

February and 
August

SLR 79 Milestone Completion – Milestones on the Critical Path Completion Date Completion of milestones by scheduled 
completion date 100%

Monitor 
Continuously, 

Measure Monthly
Monthly

Performance = Number of transactions completed within 
required time/Total number of transactions Records and 

Project ORT Reports 2% 2% 2%

SLR 80 Milestone Completion – All Milestones NOT on the Critical Path Completion Date Completion of milestones by scheduled 
completion date 95%

Monitor 
Continuously, 

Measure Monthly
Monthly

Performance = Number of transactions completed within 
required time/Total number of transactions Records and 

Project ORT Reports 0% 0% 0%

SLR 81  Functional Requirements Met Scale-based Opinion 
Survey 4.5 or higher on a 5.0 point scale 95% Project Completion Monthly Performance = Number of transactions completed within 

required time/Total number of transactions
Records and 

Project ORT Reports 0% 0% 0%

SLR 82 Reserved Reserved Reversed Reserved Reserved Reserved Reserved Reserved N/A N/A N/A

Application Maintenance/Minor Enhancement SLRs

SLR 83
ADM-08

Service Requests
(Minor Enhancements) Delivery Reply Deliver proposal within target time <10 Business Days

98%

Monitor 
Continuously, 

Measure Monthly
Monthly Performance = Number of transactions completed within 

required time/Total number of transactions
Records SLR ADM-

08 0% 0% 0%

SLR 84
ADM-08

Service Request Milestone Completion 
(Minor Enhancements) Completion Date Completion of milestones by scheduled 

completion date 100%
Monitor 

Continuously, 
Measure Monthly

Monthly Performance = Number of transactions completed within 
required time/Total number of transactions

Records SLR ADM-
08 0% 0% 0%

SLR 85 Service Requests Performance
(Minor Enhancements)

Actual vs.
Estimated Hours

< 10% of estimate or 15 hours over estimate, 
whichever is larger 95%

Monitor 
Continuously, 

Measure Monthly
Monthly Performance = Number of transactions completed within 

required time/Total number of transactions
 Records and Work 
Order Reports 0% 0% 0%

SLR 86
ADM-08 Availability of Qualified Staff Availability As defined by the County application 

requirements 100%
Monitor 

Continuously, 
Measure Monthly

Monthly TBD Records SLR ADM-
08 0% 0% 0%

SLR 87
ADM-12 Quality Rework Rate Less than 1 rework instance per 20 changes 

into production 99%
Monitor 

Continuously, 
Measure Monthly

Monthly TBD SLR ADM-12 0% 0% 0%

Desktop Support Services
IMACS

SLR 88
DS-02 1-10 in a single request Elapsed time to deploy Within 3 Business Days of request

95%
Transaction Range Amount of Failures that 

Cause SLR Miss
0-10 >1  =  2 Failures cause a miss
11-20 >2  =  3 Failures cause a miss

Monthly measurement with 21 or more 
Transactions will follow the 95% Minimum 

Performance calculation.

Monthly Monthly
Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement DS-02 2% 2% 2%

SLR 89
DS-03 11-20 in a single request Date and time 

scheduled
As agreed case by case, but no later than 4 
Business Days 95% Monthly Monthly

Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement DS-03 1% 1% 1%

SLR 90
DS-04 > 20 in a single request Date and time 

scheduled As agreed case by case 95% Monthly Monthly
Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement DS-04 0% 0% 0%

SLR 91
DS-05

Urgent request, single move (e.g. unanticipated personnel 
change) Elapsed time to deploy Per agreed schedule, but no later than 1 

Business Day 95% Monthly Monthly
Number of instances within performance target / total 
number of instances during Measurement Interval = 

percent (%) attained

 Records SLR 
measurement DS-05 2% 2% 2%

190% 190% 190%
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Incident Priority Definitions

High Medium Low

High Priority 0/1 Priority 2 Priority 3

Medium   Priority 2 Priority 3 Priority 4

Low Priority 3 Priority 4 Service Request

1 - Emergency/Urgent

2 - High

3 - Medium

4 - Low

The Incident or Problem has caused a complete and immediate work stoppage affecting a primary 
business process or a broad group of End Users such as an entire department, floor, branch, line of 
business, or external customer.  No Workaround is available.
Examples:
Major application Problem (e.g., )
Severe Problem during critical periods (e.g., month-end processing)
Security Violation (e.g., denial of service, widespread virus)
Critical Systems (e.g., voice, network)
VIP Incidents

"Priority levels" are defined categories that identify the degree of business criticality and importance to the organization 
(the "business impact") of specific Incidents, and the associated Vendor response requirements attributed to any such 
Incident. The following priority level table categories and descriptions apply to all Services:

A business process is affected in such a way that business functions are severely degraded, multiple 
End Users are impacted or a key customer is affected.  A Workaround may be available; however the 
Workaround is not easily sustainable.
Examples:
Major application (e.g., ,  safety)

A business process is affected in such a way that certain functions are unavailable to End Users or a 
system and/or service is degraded.  A Workaround may be available.
Examples:
Personal productivity Problem (e.g., File/Print, PDA)
Redundant system problem 

An Incident that has little impact on normal business processes and can be handled on a scheduled 
basis.  A Workaround is available.
Examples:
Preventative Maintenance

Appendix 4.1 (SAIC), Revision 6
Incident Priority Definitions

PRIORITY MATRIX
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Key Performance Indicators

Key Performance Indicator (KPI) Description KPI Service 
Measure

KPI Performance
Target

KPI Minimum 
Performance

KPI Measurement 
Interval 

KPI Reporting 
Period

KPI Measurement 
Tool

Data Center Services
Internet Web Application Monthly Deployments 

On Target Web Deployments Number of 
deployments 

100 County packaged 
application deployments / 
months

100% Monthly Monthly

Number of requested deployment = number of 
deployment executed 
With a maximum of 100 packaged application 
deployments / months

Key Performance Indicators

Internet Web Application Monthly Deployments is defined as conducting County coded application deployments in QA/production environment.

Appendix 4.1 (SAIC), Revision 6
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Asset Tracking Matrix

Desktop Asset Server Asset
1 Serial Number  
2 Location (Site Address, City, State)  
3 Floor  N/A
4 Office / Cube (Room)  N/A
5 Agency  
6 Manufacturer (Make)  
7 Model Name  
8 IP Address N/A 
9 Operating System (Software/Firmware Version)  

10 DNS Host Name N/A 
11 Criticality Level N/A 
12 Service Level, Status and Resource Unit (CI Billable)  
13 Cost Center (Accounting Code)  
14 Resource Unit (Budget Code (RU Description))  
15 Agency (Asset Ownership)  
16 Fixed Aset, Fixed Aset Tag *  

Asset Tracking and Management Matrix

* SAIC will load data the County provides for this attribute under best efforts approach, where applicable.  The 
presence/absence of this data will NOT be factored into the SLR calculation.   

Appendix 4.1 (SAIC), Revision 6
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System Availability SLR Calc

Appendix 4.1 (SAIC), Revision 6

Total Contract Monthly At Risk Amount
(Twenty percent (20%) of the sum of that Contract Year’s monthly recurring fees, which shall be estimated at the 
beginning of each Contract Year)

$259,614.17 

System Availability Class 1 Mission Critical Fee Reduction Weighting Factor
(Established in Appendix 4.1 - Fee Reduction Weighting Factor) 20%

System Availability Class 1 Mission Critical Fee Reduction Weighting Factor - Total Penalty
(Total Contract Monthly At Risk Amount * System Availability Class 1 Mission Critical Fee Reduction Weighting Factor) $51,922.83 

Total System RUs (June 2015) 416

Per system penalty
(Total Penalty / Total Systems) $124.81 

Systems impacted 30

Total penalty for impacted systems
(Per system penalty * Systems impacted) $3,744.44 

Example:  In June 2015, a failed HP 3par firmware upgrade (CHG00004142) caused 30 Class 1 
systems to be down for ~ 1 hour, resulting in a system availability issue.

Calculation used for penalty associated with the missed System Availability Class 1 SLR.   
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SLRs and Fee Reduction Weighting Factors
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IT SERVICES WORK ORDER #CY_-___ 

This  IT Services Work Order #CY_-___ (“Work Order”) is an attachment and addition to the IT Services 
Agreement dated as of the Effective Date (hereinafter “Agreement”) entered into by and between County 
of Orange (“County”) and Science Applications International Corporation (“Vendor”) and is incorporated 
into the Agreement by reference hereof. In the event of conflicting terms between the Agreement and 
this Other Services Work Order, the terms of the Agreement shall prevail and nothing in this Other Services 
Work Order shall modify or amend any provisions of the Agreement (including all components such as 
Statements of Work, Service Level Requirements, Schedules, etc.) unless such modifications or 
amendments and the provisions of the Agreement which they modify or amend are specifically identified 
in this Work Order and are approved by County. This Work Order includes any attachments hereto. Any 
capitalized terms not defined in this Work Order shall have the same meanings as used in the Agreement. 
Changes to this Work Order will be processed in accordance with the change control process as outlined 
in the Agreement. 

All of the tasks, subtasks, Deliverables, goods, and other services required or requested by County below 
are included as part of the Services. This Work Order provides a description of the nature of the work 
required, but does not provide an exhaustive list of every task or subtask necessary for completion of this 
IT Services Work Order #CY_-___. 

1. WORK ORDER NUMBER 

CY_-___ 

2. EFFECTIVE DATE 

This Work Order is effective upon the date it is fully executed by authorized representatives of both 
Parties.   

3. PROJECT NAME 

[Insert a name for this project using a few words that relate to the Services to be delivered under this Work 
Order.] 

4. PROJECT SUMMARY 

[Briefly provide a summary of the project that describes the Services, the timeline for Vendor’s 
performance of the Services, where Services will be performed, and other general requirements and 
information.] 

5. BUSINESS CASE / BUSINESS OBJECTIVES SUPPORTED 

[Concisely state the business, operational, and other benefits and business objectives supported by this 
Work Order, e.g. “The Services provided by Vendor under this Work Order will enable the County to: …”] 

6. WORK ORDER TYPE 

[Identify the type of work that will be provided under this Work Order.] 

 Other Services only Work Order (for Work Orders that do not include base Services elements) 

 Other Services and base Services combination Work Order (for Work Orders that include both Other 
Services and base Services elements) 
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As to Other Services and base services combination Work Orders, provide a description of each of 
the Other Services and base Services components of this Work Order: 

             

             

              

6.1. Staffing Resource Order 

[In addition to the above, if the Services under this Work Order include staffing resource order Services, 
check the box and complete the table below. Vendor’s hourly rates must be consistent with rates set forth 
under Appendix 3.1 to Schedule 3.] 

 Staffing Resource Order Services.    Notwithstanding any other provision of the Agreement, County 
agrees that overtime, as required by applicable law, will be paid by County for Vendor Personnel 
performing staff augmentation Services, only upon prior written approval by County to Vendor for 
overtime eligible Services to be performed by Vendor Personnel. 

Resource Title Name Contact 
Information Responsibilities Location of Services 

Performance 

[Enter titles of staffing 
resources] 

[Enter full 
name] 

[Enter business 
address, 
phone, and e-
mail address] 

[Enter description 
of responsibilities] 

[Enter location of 
Services performance] 

[Add additional rows for 
additional resources.] … … … … 

7. COUNTY SPONSOR, ORIGINATING SERVICE REQUEST, AND COUNTY BUDGET INFO 

County Sponsor 
[Identify the authorized County sponsor or sponsors requesting this Work Order, 
i.e. the department or agency, Affiliates, or other public entities sponsoring this 
Work Order, and provide the contact information for such County sponsors.] 

Service Request Number [Identify the number or numbers of the Service Requests under which the 
Services under this Work Order were first identified or requested.] 

County Budget Info [Provide County budget information, including budgetary constraints, timing, 
BAC(s), etc.] 

8. VENDOR ROLES AND RESPONSIBILITIES 

[List the positions of the Vendor Personnel that will be assigned to the project under this Work Order, 
including the Vendor Project Manager.] 

Resource Title Name Contact Information Responsibilities 

Vendor Project Manager [Enter full 
name] 

[Enter business 
address, phone, and e-
mail address] 

[Enter description of 
responsibilities] 
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Resource Title Name Contact Information Responsibilities 

[Enter titles of technical leads and other 
key resources] 

[Enter full 
name] 

[Enter business 
address, phone, and e-
mail address] 

[Enter description of 
responsibilities] 

[Add additional rows for additional 
technical leads and key resources.] … … … 

9. PROJECT SCHEDULE & SERVICES 

9.1. Schedule  

[Add or attach the project schedule for the above Services under this Work Order, including the dates and 
Services for Vendor’s delivery of the Deliverables and milestones set forth below.]  

No. Services Start Date End Date Estimated Duration 

1. 
[Describe the task.] [Specify the start 

date for the task] 
[Specify the end 

date for the task] 

[Specify the 
duration date for 

the task] 

2. [Add additional rows for additional 
tasks.] … … … 

9.2. Services (Concisely describe below the Services to be performed by Vendor) 

[Identify and describe the tasks necessary to support the Project, including (a) a description of all subtasks 
and deliverables; (b) resources required for tasks (with names for the critical resources detailed whenever 
possible); (c) estimated hours per task; and (d) scheduled beginning and end dates.]  The table in this 
Subsection 9.2 is required for Type 2 Work Orders. 

Phase 1 ([Title]) [Identify the project phase in which the work will be completed, as applicable.] 

Task 1 
([Title]) 
[Identify the task] 

Personnel Requirements Time Commitment  Scheduled Beginning and End 
Dates 

[Identify the personnel 
required by roles / titles] 

[Identify the time 
commitment to 
complete the work] 

[Enter beginning date and end 
date for completion of the task] 

[Insert the task description] 

Subtask 1.1 ([Title]) 
[Identify the subtask and insert the subtask description] 

Deliverable 1.1 ([Title]) 
[Identify the deliverable(s) under the subtask and insert the description of each 
deliverable] 

Subtask 1.2 ([Title]) 
[Identify the subtask and insert the subtask description] 

Deliverable 1.2 ([Title]) 
[Identify the deliverable(s) under the subtask and insert the description of each 
deliverable] 

… 
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Task 2 
([Title]) 
[Identify the task] 

Personnel Requirements Time Commitment  Scheduled Beginning and End 
Dates 

[Identify the personnel 
required by roles / titles] 

[Identify the time 
commitment to 
complete the work] 

[Enter beginning date and end 
date for completion of the task] 

[Insert the task description] 

Subtask 2.1 ([Title]) 
[Identify the subtask and insert the subtask description] 

… 

9.3. Training 

[Optional: Describe training to be provided by Vendor.] 

9.4. Software 

[List all Software to be provided by Vendor under this Work Order, identified by module (including 
interfaces to be developed and delivered by Vendor, operating systems, software embedded in any 
Equipment, etc.)] 

9.5. Equipment and Other Assets 

[List all Equipment and other Assets to be provided by Vendor under this Work Order, including delivery 
and installation locations and other requirements.] 

9.6. Risks and Risk Mitigation 

[Identify likely risks that could impact the project, including potential impacts to the project timeline, 
resources, and costs.] 

No. Potential Risk 
Mitigation 
Strategy / 

Contingency Plan 

Probability of Risk 
(%) Consequence Amount at Risk 

1. [Enter potential  
Project risks] 

[Enter the 
mitigation 
strategy and/or 
contingency plans] 

[Enter the 
probability of the 
risk materializing] 

[Enter the 
consequence 
should the risk 
materialize 
(timeline 
extension, 
additional 
resource 
requirements, 
etc.)] 

[Enter an estimate 
for the amount at 
risk]  

2. … … … … … 
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10. PRICING SUMS 

PRICING SUMS 

Maximum Project Fees 

[Insert the maximum cumulative Fees that County may 
incur under this Work Order through the Term of the 
Agreement. As to any Work Order acquired as a Type 1 
Work Order that includes Services charged on a Time 
and Materials basis, the maximum cumulative Fees 
must be less than the amount listed in the then current 
County Contract Policy Manual §3.3-102(1)(a) as 
requiring Board of Supervisors approval. As to all other 
Work Orders acquired as a Type 1 Work Order, the 
maximum cumulative Fees shall be less than the 
amount listed in the then current County Contract 
Policy Manual §3.3-102(1)(a) as requiring Board of 
Supervisors approval, as negotiated by the Parties.] 

Key Milestone Fees 

[As to any Work Order acquired as a Type 1 Work Order 
that includes Services charged on a Fixed Fee basis, 
identify the sum of the Fees for the Project components 
of the Work Order (i.e., all one-time Fees which shall be 
paid pursuant to Vendor’s delivery of the Key 
Deliverables). As to all other Work Orders acquired as a 
Type 1 Work Order, leave this section blank.] 

11. ACCEPTANCE 

11.1. Acceptance Criteria 

The Acceptance Criteria shall be as described in Section 14 (Deliverables) below as to each Deliverable 
under this Work Order and pursuant to the terms of the Agreement. 

[Optional: List any additional Acceptance Criteria that applies.] 

11.2. Acceptance Testing 

Unless explicitly provided in this Work Order, the Acceptance Tests shall be as described in this Work 
Order and as otherwise defined in the Agreement. 

11.3. Final Acceptance 

Final Acceptance by the County shall be as defined in Section 8.3 of the Agreement. 

11.4. Final Acceptance Sign-Off Procedure 

[Describe the project closing and sign off procedure.] 

12. PROJECT REPORTS 

Provide the following Reports: 

• Weekly Project status reports  

• Project kickoff event summary report  
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• Project close-out cost and key learning report  

• As needed written reports as may be reasonably requested by County to monitor the status of 
the Services under this Work Order  

• Other (provide description): 

            

            

             

13. ADDITIONAL REQUIREMENTS 

[Identify additional Requirements as applicable. An example might be “County to provide license for xxx” 
where xxx is the name of a software module that County has determined is required for Vendor to deliver 
the Services.] 
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14. DELIVERABLES 

[Identify and describe the Deliverables to be delivered by Vendor under this Work Order as described in Section 9.1 (Services), and specify (i) the Deliverables that 
are Key Deliverables, (ii) the dates for Vendor’s delivery of the Deliverables, (iii) the Acceptance Criteria for the Deliverables, and (iv) the Weighting Factors applicable 
to the Key Deliverables.] 

DELIVERABLES 

No. Deliverable Name Key Deliverable? (Y/N) Deliverable Date 
Acceptance Criteria  

Weighting Factor* 

1. [Insert Deliverable name.] [Insert “Y” or “N” as 
applicable.] [Insert Deliverable Date.] 

 [Identify the Acceptance 
Criteria required to achieve 
this Deliverable. E.g. 
“Deliverable addresses all 
elements as described in 
Subtask [_] under Section 
9.1 (Services), above.”] 

—% 
[If this Deliverable is a Key 

Deliverable, specify the 
Weighting Factor.] 

2. [Add additional rows for 
additional Deliverables.] … …  … —% 

* The sum of this column should equal one-hundred percent (100%). 
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15. MILESTONES 

[Identify and describe the Milestones to be delivered by Vendor under this Work Order, and specify (i) the Milestones that are Key Milestones, (ii) the dates for 
Vendor’s delivery of the Milestones, (iii) the Deliverables required to achieve each Milestone, and (iv) the other applicable information in the fields below as to the 
Key Milestones.] 

MILESTONES 

No. Milestone Name 
Key 

Milestone? 
(Y/N) 

Milestone 
Date 

Included 
Deliverables 

Key Milestone 
Allocation 

(Percentage)* 

Key Milestone 
Allocation 
(Dollars) 

Holdback 
Amount 

Key Milestone 
Scheduled 
Duration 
(Months) 

Monthly Key 
Milestone 
Payment 

1. [Insert Milestone name.] 
[Insert “Y” 
or “N” as 

applicable.] 

[Insert 
Milestone 

Date.] 

 [List the 
Deliverables 
required to 
achieve this 
Milestone.] 

[If this 
Milestone is a 
Key Milestone, 
specify the Key 

Milestone 
Allocation 

percentage.] 

$— 
[If this 

Milestone is a 
Key Milestone, 

the Key 
Milestone 

Allocation in 
dollars is equal 

to the Key 
Milestone 
Allocation 

percentage 
multiplied by 

the Key 
Milestone Fees 

specified in 
Section 10 

(Pricing Sums), 
above.] 

$— 
[If this 

Milestone is a 
Key Milestone, 

the Holdback 
Amount is 
thirty-five 

percent (35%) 
of the amount 

specified in the 
“Key Milestone 

Allocation 
(Dollars)” 

column, to the 
left.] 

[If this 
Milestone is a 
Key Milestone, 

specify the 
scheduled 

duration of the 
work in 

months.] 

$— 
[If this 

Milestone is a 
Key Milestone, 

the Monthly 
Key Milestone 

Payment is 
sixty-five 

percent (65%) 
of the amount 

specified in the 
“Key Milestone 

Allocation 
(Dollars)” 

column, to the 
left, divided by 

the amount 
specified in the 
“Key Milestone 

Scheduled 
Duration 

(Months)” 
column, to the 

left.] 

2. [Add additional rows for 
additional Milestones.] … …  … —% $— $— — $— 

* The sum of this column should equal one-hundred percent (100%). 
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16. KEY MILESTONES PAYMENTS TABLE 

Month No. Month Finalize Project Design Finalize Project Build, 
Deploy, and Test Final Acceptance Total (Monthly  

Fixed Fee) 

Milestone Allocation —% —% —% —% 

Total Milestone Payments $— $— $— $— 

Milestone Duration (Months) — — —  

Milestone Monthly Payment $— $— $—   

Milestone Holdback Amount $— $— $—   

Key Deliverables 
See Section 15 

(Key Deliverables) 
See Section 14 

(Key Deliverables) 

See Section 8.3 (Final 
Acceptance) of the 

Agreement 
 

1. September 20XX $—   $— 

Key Milestone Approval – Finalize Project Design $—     - 

2. October 20XX  $—  $— 

Key Milestone Approval – Finalize Project Build, 
Deploy, and Test   $—  - 

3. November 20XX   $— $— 

Key Milestone Approval – Final Acceptance   $— - 

Milestone Totals     
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17. INVOICING 

17.1. Fees 

[Describe the fee arrangement for this Work Order (i.e., either Fixed Fee, Time and Materials, pass through 
plus mark-up, or some combination thereof) by selecting from the options below. If a combination, 
describe the combination approach, including which Services are provided under which fee arrangement 
model.] 

[Option 1 – Fixed Fee] 

The total Fees to be paid by County to Vendor for the Deliverables and other Services to be provided by 
Vendor pursuant to this Work Order shall be $______ (the “Fixed Fee Fees”). For the avoidance of doubt, 
Vendor agrees that this is a Fixed Fee arrangement in which Vendor, subject to the other limitations in this 
Work Order and the Agreement, will provide all services necessary to provide the Services described in this 
Work Order for the Fixed Fee specified herein, regardless of the actual number of hours required or actually 
worked by Vendor to provide such Services. 

Vendor shall specify the percentage and dollar allocations of the Fixed Fee Fees and estimated hours for 
each Milestone. 

No. Milestone Est. 
Rate 

Est. 
Hours 

Est. 
Proportion Est. Total 

1.      

2.      

 

Est. Total Labor    

Fixed Fee Fees    

[Option 2 – Time and Materials] 

County will be billed on an hourly basis pursuant to the rates and Approved pricing set forth in Appendix 
3.1 to Schedule 3 based upon the actual hours worked by Vendor Personnel to provide the Services and in 
accordance with the payment schedule provided below or attached. Vendor estimates that the Fees for all 
Time and Materials to complete the Services under this Work Order are $______. The foregoing represents 
Vendor’s best, good faith estimate of the Fees required to perform the Services described in this Work 
Order. In the event it is anticipated that the estimate set forth above will be exceeded, Vendor will provide 
written notice to County and obtain County’s written approval in advance of incurring such excess cost. 
County has no obligation with respect to any amounts (1) invoiced by Vendor for work rendered in excess 
of the above estimate prior to the County’s written approval of additional Fees in excess of Vendor’s 
estimate, or (2) in excess of the Maximum Project Fees. 

Vendor shall specify the percentage and dollar allocations for the Time and Materials estimate and 
estimated hours for each Milestone by role. Vendor’s hourly rates must be consistent with rates set forth 
under Appendix 3.1 to Schedule 3. 

No. Milestone Level Location Rate Est. 
Hours 

Est. 
Proportion Est. Total 

Milestone 1 – Finalize Project Design 
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No. Milestone Level Location Rate Est. 
Hours 

Est. 
Proportion Est. Total 

1.        

2.        

Milestone 1 Totals    

Milestone 2 – Finalize Project Build, Deploy, and Test 

1.        

2.        

Milestone 2 Totals    

 

Est. Total Labor    

Fixed Fee Fees    

[Option 3 – Pass Through Plus Mark-Up] 

County will be billed on a pass through plus Mark-Up basis, pursuant to Section 3.1.7. of Schedule 3, for 
third party goods and services acquired on behalf of County by Vendor. Vendor estimates that the Fees for 
all pass through plus mark-up Deliverables are collectively $______. The foregoing represents Vendor’s 
best, good faith estimate of the Fees required to perform the Services described in this Work Order. In the 
event it is anticipated that the estimate set forth above will be exceeded, Vendor will provide written notice 
to County and obtain County’s Approval in advance of incurring such excess cost. County has no obligation 
with respect to any amounts invoiced by Vendor for work rendered in excess of the above estimate prior 
to the County’s Approval of additional Fees in excess of Vendor’s estimate. 

Vendor shall specify the percentage and dollar allocations for the pass through plus mark-up Fees by line 
item as provided in the sample below. Vendor’s hourly rates must be consistent with rates set forth under 
Appendix 3.1 to Schedule 3. 

No. Line Item Quantity Pass Through 
Cost (Each) 

Pass Through 
Cost (Total) 

Total Including 
Mark-Up (7%) 

1.      

2.      

 

Total Pass Through Plus Mark-Up Fees   

17.2. Invoices 

Invoices will be sent to County in accordance with the invoicing Requirements described in Section 11.3 
of the Agreement. 

17.3. Pass Through Expenses 

[Identify any expenses that Vendor will pass through to County as part of the Services under this Work 
Order pursuant to the terms of the Agreement, e.g. shipping costs.] 
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No. Line Item Pass Through Expenses 

1.   

2.   

 

Total Pass Through Expenses Fees  

18. ATTACHMENTS 

[As needed, specify attachments to this Work Order to further clarify the Services to be completed, e.g. 
project plans developed using Microsoft Project, resumes of Vendor Personnel, etc.] 

19. CHANGES 

No changes to a Type 1 Work Order shall be effective without prior County Approval.  Any change in price 
to a Type 1 Work Order that increases the price of a Type 1 Work Order to an amount greater than the 
then current County Contract Policy Manual §3.3-102(1)(a) will require written approval from the 
County’s Board.   

No changes to a Type 2 Work Order shall be effective without prior County Approval.  Any increase in 
price to a Type 2 Work Order will require written approval from the County’s Board. 

20. VENDOR PERSONNEL COSTS 

Pursuant to Schedule 3, there shall be no Fees to County under this Work Order for any entertainment, 
vacation, sick time, holidays, paid time off, or other similar costs or expenses in connection with the 
Vendor Personnel. 

21. TERMINATION 

Pursuant to Section 14.2 (Termination by the County for Convenience) of the Agreement, County may 
terminate this Work Order for convenience upon providing Vendor with three (3) Business Days prior 
written notice. Upon any such termination of this Work Order, County’s sole liability shall be the payment 
of any undisputed Fees incurred through the effective date of termination. For the avoidance of doubt, 
there shall be no termination fee for County’s termination of this Work Order pursuant to Section 14.2 
(Termination by the County for Convenience) of the Agreement. 

[Signatures provided on the following page]  
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IN WITNESS WHEREOF, the undersigned have caused this Work Order to be duly executed and effective 
as of the Effective Date. 

 

Science Applications International Corporation County of Orange  

Signature:    

Authorized Representative 

Signature:   

Authorized Representative 

Name:   Name:   

Title:   Title:   

Date:   Date:   

 

 

[only for Type 2 work orders] 

APPROVED AS TO FORM 

COUNTY COUNSEL 

 

________________________________ 

Patrick Bruso, Deputy County Counsel 

ATTACHMENT C

Page 119 of 119


	1-DDAS Amendment No. 17_FINAL_Redacted
	RECITALS
	AGREEMENT

	2-Sch 1 - Rev2 - Rel Mgmt AM17_FINAL
	Table of Contents
	List of Tables
	1.0 Relationship Management Overview
	1.1  Relationship Management
	1.2 Innovation

	2.0 Key Roles
	2.1 Relationship Managers
	2.2 Transition Manager
	2.3 Service Delivery Managers
	2.4 Additional Relationship Management Functions
	2.4.1 Financial Management
	2.4.2 Performance Management
	2.4.3 Contract Management

	3.0 Governance Process
	3.1 Governance Structure
	3.1.1 Executive Steering Committee
	3.1.2 Management Review Committee
	3.1.3 Operations Review Team – Steady State
	3.1.4 Operations Review Team – Projects
	3.2 Day-to-Day Management Processes
	3.3 Communications
	3.4 Governance Processes

	4.0 Scorecard
	5.0 County and Vendor Roles and Responsibilities


	3-App 2A.1 to Sch 2A - Rev3 - ITSM Tools AM17_FINAL_Redacted
	This is Appendix 2A.1 (IT Service Management and Life Cycle Services Tools) to the Agreement between the County of Orange, CA (“County” or “the County”) and the Vendor (“Vendor”).  Unless otherwise expressly defined herein, the capitalized terms used ...
	The Table below provides a listing and description of all Vendor ITSM tools, associated functionality and capabilities, standard reports and associated Service Area environments. This tool environment shall be supported and maintained by Vendor.

	4-Sch 2B - Rev5 - Data Center Svcs SOW AM17_FINAL_Redacted
	Table of Contents
	List of Tables
	1.0 Services Overview and Objectives
	1.1 Data Center Services Overview
	1.2 Service Objectives

	2.0 Data Center Service Requirements
	2.1 Service Descriptions and Roles & Responsibilities
	2.1.1 General Responsibilities
	2.1.2 Orange County Data Center (OCDC) Facility Support Services
	2.1.3 Data Center Computing Services
	2.1.3.1 Operations and Administration
	2.1.3.2 Storage and Data Management
	2.1.3.3 Remote Access
	2.1.3.4 Applications Support
	2.1.3.5 Database Administration
	2.1.3.6 Middleware Administration
	2.1.3.7 Messaging Services
	2.1.3.8 End User Administration Services
	2.1.3.9 Web Support Services
	2.1.3.10 Data Center Security Services
	2.1.3.11 Check Printing Services
	2.1.3.12 IT Service Continuity and Disaster Recovery Services
	2.1.3.13  Reserved
	2.1.3.14 Enterprise (MDM) Mobile Device Management Support Services Roles and Responsibilities
	2.1.3.15 Cloud Computing Services Roles and Responsibilities
	2.1.3.16 Exchange Online Protection Roles and Responsibilities



	3.0 Service Environment
	3.1 Scope of the Infrastructure to be Supported
	3.1.1 Hardware and Software
	3.1.2 System Classifications for Availability and Disaster Recovery SLRs
	3.1.3 Data Center Management Tools

	3.2 Baseline Information

	4.0 Service Level Requirements
	4.1 Objectives
	4.2 Service Level Requirements
	4.3 Reports

	5.0 Referenced SOW Appendices, MSA Attachments and Schedules

	5-App 2B.5 to Sch 2B - Rev3 - DC Mgmt Tools AM17_FINAL_Redacted
	6-App 2C.3 to Sch 2C - Rev1 - Sv Dsk Tools (County) AM17_FINAL_Redacted
	7-App 2C.4 to Sch 2C - Rev1 - Service Desk Tools (Vendor) AM17_FINAL_Redacted
	8-App 2D.2 to Sch 2D -Rev1 - ADM Tools AM17_FINAL_Redacted
	9-App 2E.4 to Sch 2E - Rev1 - Desktop Support Tools AM17_FINAL_Redacted
	10-App3-1 to Sch 3 - Rev14 - Fees Sheet AM17_FINAL_Redacted
	11-App 4-1 - to Sch 4 - Rev6 - Weighting Factors AM17_FINAL_Redacted
	12-Att S - Rev 2 - Work Order Template AM17_FINAL
	IT Services Work Order #CY_-___
	[Title]
	1. Work Order Number
	2. Effective Date
	3. Project Name
	4. Project Summary
	5. Business Case / Business Objectives Supported
	6. Work Order Type
	[Identify the type of work that will be provided under this Work Order.]
	6.1. Staffing Resource Order

	7. County Sponsor, Originating Service Request, and County Budget Info
	8. Vendor Roles and Responsibilities
	9. Project Schedule & Services
	9.1. Schedule
	9.2. Services (Concisely describe below the Services to be performed by Vendor)
	9.3. Training
	9.4. Software
	9.5. Equipment and Other Assets
	9.6. Risks and Risk Mitigation

	10. Pricing Sums
	11. Acceptance
	11.1. Acceptance Criteria
	11.2. Acceptance Testing
	11.3. Final Acceptance
	11.4. Final Acceptance Sign-Off Procedure

	12. Project Reports
	13. Additional Requirements
	14. Deliverables
	15. Milestones
	16. Key Milestones Payments table
	17. Invoicing
	17.1. Fees
	17.2. Invoices
	17.3. Pass Through Expenses

	18. Attachments
	19. Changes
	20. Vendor Personnel Costs
	21. Termination




