Attachment C

AGREEMENT AMENDMENT NO.1
TO CONTRACT MA-063-15011634
WAFH BETWEEN

COUNTY OF ORANGE
FOR AND
AGHFOMATED- CALL BDISTRIBUHON
SBC GLOBAL SERVICES, INC DBA AT&T GLOBAL SERVICES AND AT&T CORP

This Agreement-MA-063-15011634 AMENDMENT (referred to as “Centract Amendment No. 1) is made and
entered into upon-execution-of-all-necessary-sighatures as of the date fully executed by and between County of
Orange, Social Services Agency (SSA), a political subdivision of the State of California, with a place of business
at 500 N. State College Blvd., Orange CA 92868-16041673 (referred to as “County”), and SBC Global Services,
Inc. DBA AT&T Global Services, having a place of business at PO Box 989048 West Sacramento, CA 95798-
9048 and AT&T Corp., having a principal place of business at PO Box 5095 Carol Stream, IL 60197-5095 (SBC
Global Services, Inc. and AT&T Corp., and their respective affiliates, are collectively referred to as “Contractor”),
for Automated Call Distribution Services. County and Contractor may be individually referred to as “Party”, or
collectively as “Parties”.

WHEREAS, the County and Contractor entered into a Agreement MA-063-15011634 (referred to as

“Contract”), in the amount of $3,186,137 effective July 1, 2015 through June 30, 2018 per the terms, conditions
and pricing of State of California, CALNET 2 and transitioned to CALNET 3 Contract, incorporated herein by this
reference (referred to as “Cooperative Contract”) effective March 26, 2014 through June 30, 2018; and

WHEREAS, California Department of Technology and AT&T Corporation, per Amendment No. 7 and 8,
agreed to extend CALNET 3 Contract C3-(A & B)-12-10-TS-01 through June 30, 2019; and
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Attachment C

AGREEMENT AMENDMENT NO.1
TO CONTRACT MA-063-15011634

WHEREAS, both Parties agree to issue Amendment No. 1 to the Contract per the extension of CALNET 3
Contract C3-A & B-12-10-TS-01 for a consecutive term; and

NOW, THEREFORE, the Parties agree as follows:

1. Renew Contract MA-063-15011634 for the second term effective July 1, 2018 through June 30,
2019 for a total amount not to exceed $600,000. Upon becoming aware that it has exceeded the not
to _exceed amount, County may terminate the Contract at any time without penalty by providing
written notice to Contractor. Until such time as County has exercised its right to terminate under this
paragraph, County shall be responsible for payment of any Services provided by Contractor in
accordance with the contractual specifications.

2. Delete Attachment 1 — Scope of Work, Attachment 2 — Pricing Schedule, Attachment 3 — CALNET 2
—Contract No. 5-06-58-21 (DTS06E1391), and Attachment 4 — CALNET 3 — Contract No. C3-(A &
B)-12-10-TS-01 and replace as follows:

Attachment 1-A - Scope of Work

Attachment 2-A - Pricing Schedule

Attachment 3 - Intentionally left blank

Attachment 4-A - CALNET 3 — Contract No. C3-(A & B)-12-10-TS-01, Amendment No. 7 & 8

2-3. Amend Notices for Contractor as follows:

SBC Global Services Inc DBA AT&T Global Services & AT&T Corp
PO Box 989048

West Sacramento, CA 95798-9048

Attn: Liz Deering / Client Solutions Executive

Mobile: 714-262-8741

Email: es1961@att.com
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AGREEMENT AMENDMENT NO.1
TO CONTRACT MA-063-15011634

All terms and conditions, amendments/modifications of the initial Contract are hereby incorporated herein

by this reference into the renewed Contract. This Amendment modifies the Contract only as expressly set
forth above. This Amendment does not modify, alter or amend the Contract in any other way whatsoever.

All terms and conditions relating to pricing shall be as set forth in CALNET 3. Under the terms of the
Authorization to Order, County certifies it has reviewed the terms and conditions, including the rates and
charges, of the CALNET 3 contract. Accordingly, in the event of any conflict between the pricing listed
herein and that listed on CALNET3, the pricing on CALNET 3 shall control.

—SiomorsProoellowe
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AGREEMENT AMENDMENT NO.1
TO CONTRACT MA-063-15011634

SIGNATUREPAGE

IN WITNESS WHEREOF, the Parties hereto have executed this Centract Amendment on the dates shown
opposite their respective signatures below.

SBC GLOBAL SERVICES, INC. DBA AT&T GLOBAL SERVICES AND AT&T CORP.*

By By
Print Print
Name Name
Title Title
Date Date

*If the contracting party is a corporation, (2) two signatures are required: one (1) signature by the Chairman of the Board, the
President or any Vice President; and one (1) signature by the Secretary, any Assistant Secretary, the Chief Financial Officer or
any Assistant Treasurer. In the alternative, a single corporate signature is acceptable when accompanied by a corporate
resolution demonstrating the legal authority of the signator to bind the corporation.

COUNTY OF ORANGE

a political subdivision of the State of California

By Date
Print

Name Title

APPROVED AS TO FORM

By Date

Deputy County Counsel

Page 4of 21



Attachment C
AGREEMENT AMENDMENT NO.1
TO CONTRACT MA-063-15011634

ATTACHMENT 1-A

SCOPE OF WORK

Contractor shall provide Orange County Social Services Agency a one-year renewal for services
provided by AT&T under CALNET 3, Category 6.1, and Network Based Contact Center.

These services shall include the following:

7x24 operations support

Integrated Voice Response (IVR) Survey Application

Network Based Automated Call Distribution (ACD) Platform with the following features:
Basic Agent Package
Supervisor/Administrator Package
Digital Recording
Voice Call Back, also known as Virtual Hold
Per minute usage associated with Voice Call Back
Platform usage, Basic Coverage, Extended Call Coverage
Associated taxes and surcharges
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AGREEMENT AMENDMENT NO.1

CONTRACT MA-063-15011634
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AGREEMENT AMENDMENT NO.1

ATTACHMENT 2-A

PRICING SCHEDULE

TO CONTRACT MA-063-15011634

Attachment C

Service

Order Monthly

Billing Estimated | Recurring | Estimated Total
Description of Service Code Unit of Measure Quantity (MRC) Monthly
Basic Agents Package ACD 01 Per Agent 133 $ 79.95 $ 10,633.35
Basic Supervisor's Package ACD 24 Per Supervisor 1 $ 82.00 $ 82.00
Additional Supervisor Positions ACD 25 Per Addtl Supervisor 28 $ 82.00 $ 2,296.00
NBCC Digital Recording Capability CC 03 Per Recording Ports 52 $ 26.98 $ 1,402.96
g?sfgmworkforce Management (WFM) | ¢ o7 Per Agent/Supv 162 |$ 1230 | $ 1,992.60
Voice Call Back - Concierge CC 15 Per Port 30 $208.74 $ 6,262.20
NBIVR - DTMF Port IVR 04 Per Port 5 $ 87.13 $ 43565
Canada — Dedicated Per Minute 9273 |$ 0.0564 | $ 5.23

ITDCAN
Call Back/Virtual Hold Platform Usage | QMAN 17 Per Minute 18123540 | $ 0.0113 | $ 2,047.96
Basic Coverage — California Dedicated Per Minute 2881.25 $ 00144 | $ 41.49
Access TFCAD
Extended Call Coverage — US TFUSD Per Minute 915044.25 | $ 0.0113 | $ 10,340.00
Dedicated Access
Taxes and Surcharges
California Teleconnect Fund TX18AF $ 150.00 $ 150.00
CHCF-A, CHCH-B & CASF TX18AG $ 50.00 $ 50.00
COM DEV FND DEAF & DISABLED TX18Al $ 65.00 $ 65.00
PUBLIC UTIL COMM FEE SC18TK $ 50.00 $ 50.00
UNIV LIFELINE TELE SERV SUR TX18AE $ 600.00 $ 600.00
MRC = Monthly Recurring Charge
Taxes, surcharges & fees estimated at 11% of usage.

; . I I
Service
Order Monthhy One-Time Estimat
EoslefgeontRoglkoss
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TO CONTRACT MA-063-15011634

Attachment C

PerAgent 36 - $31.80 -
Per

Per

S . 6 - $47-70 -
Per-Agent!

- 252 $18.86 $4.752.72
PerAgent 252 $58.94 =
Per-Agent 42 - $-19.20 -

PorRos 2L -$277.00 -$-9,972.00
PorRos 62 -$-45.57 -$-2.825.34

Service

Order Monthly | One-Time
Description-of Service | Code Measure | Quantity | (MRG) NRC) Total-Monthly
CallRecordingNRC
{Thesecharges-will
apphrwhen-and-if
Mwﬁnwgzpe@m 1 |- $ 9300 |-
ling is add
under CALNET 2 these
charges-willnot-apphy
CalRecording Storage | 14484 | perPort 45 $11.69 $526.05
Network-Based VR -
DTMF Port Q09378 | PerPort $72.25 -$722.50
Automated-Client Survey
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AGREEMENT AMENDMENT NO.1
TO CONTRACT MA-063-15011634

010860 | PerPort 10 $21.03 - $210.30 _
Q15272 | PerServer 2 $571.69 | - $1.143.38 -
OMANO?7 | PerServer 1 $3,967.50 | - $3,967.50 -
OMANOS | PerServer 1 $3,.967.50 | - $3,967.50 -
OMANOS | PerServer 1 $3.967.50 | - $3,967.50 -
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AGREEMENT AMENDMENT NO.1

TO CONTRACT MA-063-15011634
~ ALNET 3 Pricing2/1/16.tl b 6/30/16

Serviee

Order Menthhy

i it of . | : . | |
Bogie-Suncpdsers

ACB-24 PerSupervisor 35 $——82.00 $——2,870.00
Paegkeoge
Wodkdereo-Managomont

ceco7 PerAgent 252 S$—— 1230 $———3.000-60
System
Diciinlmocerding cco3 62 & 1 R79 7a

o PerAgent $——2698 + 67/2-+76

© apas Hty )
Digital Recording cco4 Per-Gigabyte 2048 < 0.15 $ 306720
Sterage
Network-Based-F/R—-
DTMF-Port NMR-04 Per-Port -0 < 8713 $ 871.30

Service Month
W Estimated | Recurring Estimated Total
Basic-AgentsPackage B Posfoont 260 $——79.95 $——20,787.00
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TO CONTRACT MA-063-15011634

Attachment C

.. I e bili cco3 Per Agent 4 _$—26_98 —$—1—9—9—652, 0
Digital Recording Sterage cco4 Per Gigabyte 2048 $ 015 $ 30720
Network-Based VR -DTME
Automated-ClientSurvey
Dedicated-tntraState FFEAD

r . $——3,070.89
nla AsBilled $—3;040-89 ;
Long-Distance—
Dedicated-to-Switched 1EDS
s $———603.84 $ 680384
nla As-Billed
Primary-Rate-Interface—-
Perb-Channel $——102.50 $—1,025.00
Fransport BHE '
MRC=Maonthly-Recurring-Charge
; 3 prici 174 h6/30/1€
Service
Order Meonthhy
-Description-of-Service Code Unitof-Measure {(MRC) Monthly
Basic-AgentsPackage ACB-01 PerAgent $ 7905 $ 24.944.
Digital Recording Capability cco3 PerAgent $—26:08 | $—— 2401
Digital-Recording-Storage cc04 Per-Gigabyte $ 615 $ 307
Network Based VR -DTMFEPort MR 04 PerPort $ 87.13 $ 1.210.¢
Automated-Client-Survey
IntraState FECAD
. $ 3,685
nla As-Billed -$—3,685.07 ;
Dedicated-to-Switched IEDS
Fees $ 72460 $ 724
nla As-Billed
MRC =Maonthly-Recurring-Charge
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AGREEMENT AMENDMENT NO.1
TO CONTRACT MA-063-15011634

OCSSA
Survey
CALNET 2 IVR Pricing
March 24, 2015

A Ota ota
e de e Q Price pe 0 allatio 0 allatio
IVR PORTS
Netw ork Based IVR port based option w ithout
usage (DTMF) Q09378 10 Per Port $ 76.48 | $ - $ 764.75
WAS Server - Shared Hosting Q10860 10 Per Port $ 21.03 $ 210.30
Professional Services
Professional Services VR | quoro | 1 Jcustomstraegy [ - |s  1150000]s - s 1150000
Total Professional Services $ 11,500.00
Total $ 975.05 $ 11,500.00
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ATTACHMENT 3

INTENTIONALLY LEFT BLANK
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http://www.dts.ca.gov/stnd/pdf/stmm/040000.pdf
https://ebiznet.sbc.com/calnetinfoii/

Attachment C

AGREEMENT AMENDMENT NO.1
TO CONTRACT MA-063-15011634

ATTACHMENT 4-A

CALNET 3

CALNET 3 Master Agreement Link on the State of CA
http://www.otech.ca.gov/stnd/calnet3/

AT&T’s CalNet3
https://ebiznet.sbc.com/calnetinfoiii/

CALNET 3 — Contract No. C3-(A & B)-12-10-TS-01, Amendment No. 7 & 8
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