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REQUEST FOR PROPOSALS
1.
Introduction
1.1
Purpose

The City of Surrey (the “City”) seeks to acquire a parks and recreation management software system (the “PRMS Software”) to support the City’s Parks, Recreation and Culture Department (“PRC”).  The purpose of this request for proposals (the “RFP”) is to solicit competitive proposals for the most appropriate PRMS Software solution from a qualified proponent (the “Proponent”) at a firm, fixed price (including, but not limited to, software licensing, implementation services, education and training, support and maintenance, and associated software and services) to sustain PRC’s successful operation of the PRMS Software for the life of the Contract (the “Services”).
The Services are described in Schedule A.
1.2
Definitions
In this RFP the following definitions shall apply:
“BC Bid Website” means www.bcbid.gov.bc.ca; 
“City” means the City of Surrey;

“City Representative” has the meaning set out in section 2.6;

“City Website” means www.surrey.ca; 
“Closing Time” has the meaning set out in section 2.2;

“Contract” means a formal written contract between the City and a Preferred Proponent(s) to undertake the Services, the preferred form of which is attached as Schedule B – Attachment 1 (if proposing an on-premise installation) or Schedule B – Attachment 2 (if proposing a Software-as-a-Service solution);
“Evaluation Team” means the team appointed by the City;

“Information Meeting” has the meaning set out in section 2.3;

“Preferred Proponent(s)” means the Proponent(s) selected by the Evaluation Team to enter into negotiations for a Contract;

“Proponent” means an entity that submits a Proposal;

“Proposal” means a proposal submitted in response to this RFP;

“RFP” means this Request for Proposals;

“Services” has the meaning set out in Schedule A;

“Site” means the place or places where the Services are to be performed; and

“Statement of Departures” means Schedule C-1 to the form of Proposal attached as Schedule C.

2.
Instructions To Proponents
2.1
Anticipated Project Schedule
The following is the City’s estimated timeline for the project.
	Activity
	Timeline

	Issuance of the RFP to Proponents
	January 2016

	Information Meeting
	February 18, 2016, 2:30pm – 4:00pm

	Closing Date and Time
	March 11, 2016, 3:00 P.M.

	Evaluation of Proposals
	March 2016

	Notification of Interviews/Demonstration dates for Preferred Proponents only
	March – April 2016

	Demonstrations of PRMS Software
	March – April 2016

	Contract negotiations and award
	April – May 2016

	Finalization of the Agreement
	June – July 2016

	Begin Transition Plan Implementation
	July – August 2016

	Expected “Go Live” Date
	On or before end of Q3 2017


The City intends to meet these dates but reserves the right to change any date at its sole discretion.

2.2
Closing Time and Address for Proposal Delivery

A Proposal should be labelled with the Proponent’s name, RFP title and number.  A Proposal should be submitted in the form attached to this RFP as Schedule C – Form of Proposal.


The Proponent may submit a Proposal either by email or in a hard copy, as follows:


(a)
Email


If the Proponent chooses to submit by email, the Proponent must submit the Proposal electronically in a single pdf file to the City by email at:  purchasing@surrey.ca 


on or before the following date and time 


Time:

3:00 p.m., local time


Date: 

March 11, 2016

(the “Closing Time”).


PDF emailed Proposals are preferred and the City will confirm receipt of emails.  Note that the maximum file size the City can receive is 10Mb.  If sending large email attachments, Proponents should phone to confirm receipt.  A Proponent bears all risk that computer equipment functions properly so that the Proposal is submitted on time.

(b)
Hard Copy


If the Proponent chooses NOT to submit by email, the Proponent should submit one (1) original unbound Proposal and one (1) copy (two (2) in total) which must be delivered to the City at the office of:


Name:

Richard D. Oppelt, Purchasing Manager





at the following location:

Address:
Surrey City Hall




Finance & Technology Department – Purchasing Section




Reception Counter, 5th Floor West




13450 – 104 Avenue, Surrey, B.C., Canada V3T 1V8

on or before the Closing Time.

2.3
Information Meeting

An information meeting will be hosted by the City Representative to discuss the City’s requirements under this RFP (the “Information Meeting”).  While attendance is at the discretion of Proponents, Proponents who do not attend will be deemed to have attended the Information Meeting and to have received all of the information given at the Information Meeting.  At the time of issuance of this RFP a meeting has been scheduled for:
Time:

2:30pm, local time


Date: 

February 18, 2016


Location:
Surrey City Hall





13450 – 104 Avenue, Surrey, B.C., Canada  V3T 1V8





Room #:  2E 20.08
2.4
Late Proposals


Proposals submitted after the Closing Time will not be accepted or considered.  Delays caused by any delivery, courier or mail service(s) will not be grounds for an extension of the Closing Time.
2.5
Amendments to Proposals

Proposals may be revised by written amendment, delivered to the location set out in Section 2.2, at any time before the Closing Time but not after.  An amendment should be signed by an authorized signatory of the Proponent in the same manner as provided by Section 3.3.  E-mailed amendments are permitted, but such amendment should show only the change to the proposal price(s) and should not disclose the actual proposal price(s).  A Proponent bears all risk that the City’s equipment functions properly so as to facilitate timely delivery of any amendment.

2.6
Inquiries

All inquiries related to this RFP should be directed in writing to the person named below (the “City Representative”).  Information obtained from any person or source other than the City Representative may not be relied upon.
Name:


Richard D. Oppelt, Purchasing Manager 

Address:
13450 – 104 Avenue, Surrey, British Columbia, V3T 1V8

Fax:


604-599-0956

E-mail:


purchasing@surrey.ca
Reference:
1220-030-2016-005

Inquiries should be made no later than 7 business days before Closing Time.  The City reserves the right not to respond to inquiries made within 7 business days of the Closing Time.  Inquiries and responses will be recorded and may be distributed to all Proponents at the discretion of the City.


Proponents finding discrepancies or omissions in the Contract or RFP, or having doubts as to the meaning or intent of any provision, should immediately notify the City Representative.  If the City determines that an amendment is required to this RFP, the City Representative will issue an addendum in accordance with section 2.7.  No oral conversation will affect or modify the terms of this RFP or may be relied upon by any Proponent.

2.7
Addenda

If the City determines that an amendment is required to this RFP, the City Representative will issue a written addendum by posting it on the BC Bid Website at www.bcbid.gov.bc.ca (the “BC Bid Website”) and the City Website at www.surrey.ca (the “City Website”) that will form part of this RFP.  It is the responsibility of Proponents to check the BC Bid Website and the City Website for addenda.  The only way this RFP may be added to, or amended in any way, is by a formal written addendum.  No other communication, whether written or oral, from any person will affect or modify the terms of this RFP or may be relied upon by any Proponent.  By delivery of a Proposal, Proponent is deemed to have received, accepted and understood the entire RFP, including any and all addenda.

2.8
Examination of Contract Documents (Schedule B – Attachment 1 and Schedule B – Attachment 2)

The contracts that have been adopted for the City technology projects are included in this RFP solicitation; as Schedule B-1 (for on-premise installations), and as Schedule B-2 (for SaaS implementations).  Proponents are responsible to review all specifications, requirements, terms and conditions, insurance requirements, and other requirements herein.  To be responsive, Proponents must be prepared to enter into a Contract substantially the same as one of the attached Contracts.  The Proponents failure to execute a Contract substantially the same as one of the attached Contracts may result in disqualification for future solicitations for this same or similar products/services. 


Submittal of a Proposal is Agreement to the above condition.  Proponents are to price and submit Proposals to reflect all the specifications and requirements in this RFP.


Any specific areas of dispute with the attached Contracts must be identified in a Proponent’s Proposal (refer to Schedule C-1 – Statement of Departures) and may, at the sole discretion of the City, be grounds for disqualification from further consideration in award of a contract.


Under no circumstances should a Proponent submit its own standard contract terms and conditions as a response to this RFP.  Instead, the Proponent should review and identify the language in the City’s attached Contract that the Proponent finds problematic, state the issue, and propose the language or contract modifications Proponent is requesting.  The Proponent should keep in mind, when requesting such modifications, that the City is not obligated to accept the requested changes in areas of dispute.


The City does not intend to sign a licensing or maintenance agreement supplied by the Proponent.  If the Proponent requires the City to consider otherwise, the Proponent is also to supply this as a requested exception to the Contract and it will be considered in the same manner as other exceptions.  


The City may, for informational purposes, request a Proponent to submit its licensing and maintenance agreement with Proponent’s Proposal.  However, this should not be construed as the City’s willingness to sign a licensing or maintenance agreement supplied by the Proponent.  If the Proponent requires the City to consider otherwise, the Proponent is also to supply this as a requested exception to the Contract and it will be considered in the same manner as other exceptions.  


The City may consider and may choose to accept some, none, or all contract modifications that the Proponent has submitted with the Proponent’s proposal.  


Nothing herein prohibits the City, at its sole option, from introducing or modifying contract terms and conditions and negotiating with the Preferred Proponent to align the proposal to City needs, within the objectives of the RFP.  The City has significant and critical time frames which frame this initiative, therefore, should such negotiations with the highest ranked, apparent Preferred Proponent fail to reach agreement in a timely manner as deemed by the City, the City, at its sole discretion, retains the option to terminate negotiations and continue to  the next-highest ranked proposal.

2.9
Opening of Proposals


The City intends to open Proposals in private but reserves the right to open Proposals in public at its sole discretion.

2.10
Status Inquiries


All inquiries related to the status of this RFP, including whether or not a Contract has been awarded, should be directed to the City Website and not to the City Representative.
3.
Proposal Submission FORM AND contents
3.1
Package (Hard Copy)

If the Proponent chooses NOT to submit by email, the Proponent should submit a Submission in a particular submittal format, to reduce paper, encourage our recycled product expectations, and reduce package bulk.  Bulk from binders and large packages are unwanted.  Vinyl plastic products are unwanted.  The City also has an environmentally-preferable purchasing commitment, and seeks a package format to support the green expectations and initiatives of the City.


Please do not use any plastic or vinyl binders or folders.  The City prefers simple, stapled paper copies.  If a binder or folder is essential due to the size of your Proposal, they should be fully 100% recycled stock.


The City seeks and prefers submittals on 100% Post Consumer Fibre (PCF) paper, consistent with the City’s policy and the City environmental practices.


Please double-side your Proposal.

3.2
Form of Proposal

Proponents should complete the form of Proposal attached as Schedule C, including Schedules C-1 to C-5.  Proponents are encouraged to respond to the items listed in Schedules C-1 to C-5 in the order listed.  Proponents are encouraged to use the forms provided and attach additional pages as necessary.

If a Proponent wishes to offer both an on-premise and a SaaS solution, the Proponent may do so in a single Proposal.
A Proposal should include sufficient information to allow the City to verify the total cost for the project and all of the Proponent’s claim of meeting the RFP’s requirements.  Each Proposal should respond to every request for information in the above noted schedules, whether the request requires a simple “yes” or “no” or requires a detailed narrative response.  Simply repeating the RFP’s requirements and agreeing to comply may be an unacceptable response.


The Proponent may include any additional information it believes is relevant.  An identifiable tab sheet should precede each section of a Proposal, and each Proposal should follow the format as set out in this RFP.  
3.3
Signature


The legal name of the person or firm submitting the Proposal should be inserted in Schedule C.  The Proposal should be signed by a person authorized to sign on behalf of the Proponent and include the following:

(a)
If the Proponent is a corporation then the full name of the corporation should be included, together with the names of authorized signatories.  The Proposal should be executed by all of the authorized signatories or by one or more of them provided that a copy of the corporate resolution authorizing those persons to execute the Proposal on behalf of the corporation is submitted;
(b)
If the Proponent is a partnership or joint venture then the name of the partnership or joint venture and the name of each partner or joint venturer should be included, and each partner or joint venturer should sign personally (or, if one or more person(s) have signing authority for the partnership or joint venture, the partnership or joint venture should provide evidence to the satisfaction of the City that the person(s) signing have signing authority for the partnership or joint venture).  If a partner or joint venturer is a corporation then such corporation should sign as indicated in subsection (a) above; or

(c)
If the Proponent is an individual, including a sole proprietorship, the name of the individual should be included.
4.
evaluation and Selection
4.1
Evaluation Team


The evaluation of Proposals will be undertaken on behalf of the City by the Evaluation Team.  The Evaluation Team may consult with others including City staff members, third party consultants and references, as the Evaluation Team may in its discretion decide is required.  The Evaluation Team will give a written recommendation for the selection of a Preferred Proponent or Preferred Proponents to the City.
4.2
Evaluation Criteria


The Evaluation Team will compare and evaluate all Proposals to determine the Proponent's strength and ability to provide the PRMS which is most advantageous to the City, using the following criteria:
(a)
Experience, Reputation and Resources


The Evaluation Team will consider the Proponent's responses to items in Schedule C-2.

(b)
Technical (including Functional & Technical Requirements)

The Evaluation Team will consider the Proponent's responses to items in Schedule C‑3, including Schedule C-3-1 – Technical Requirements and Schedule C-3-2 – Functional Requirements and Schedule C‑4 – Proponent’s Technical Proposal (Time Schedule).
(c)
Financial (initial and on-going costs)

The Evaluation Team will consider the Proponent's response to Schedule C‑5, including Schedule C-5-1 and C-5-2.

(d)
Statement of Departures


The Evaluation Team will consider the Proponent's response to Schedule C‑1.


The Evaluation Team will not be limited to the criteria referred to above, and the Evaluation Team may consider other criteria that the team identifies as relevant during the evaluation process.  The Evaluation Team may apply the evaluation criteria on a comparative basis, evaluating the Proposals by comparing one Proponent's Proposal to another Proponent's Proposal.  All criteria considered will be applied evenly and fairly to all Proposals.


The City’s intent is to acquire the solution that provides the best value to the City and meets or exceeds both the functional and technical requirements identified in this RFP.
4.3
Discrepancies in Proponent's Financial Proposal

If there are any obvious discrepancies, errors or omissions in Schedule C-5-1 or Schedule C-5-2 of a Proposal (Proponent's Financial Proposal), then the City shall be entitled to make obvious corrections, but only if, and to the extent, the corrections are apparent from the Proposal as submitted, and in particular:
(a)
if there is a discrepancy between a unit price and the extended total, then the unit prices shall be deemed to be correct, and corresponding corrections will be made to the extended totals;
(b)
if a unit price has been given but the corresponding extended total has been omitted, then the extended total will be calculated from the unit price and the estimated quantity;

(c)
if an extended total has been given but the corresponding unit price has been omitted, then the unit price will be calculated from the extended total and the estimated quantity.
4.4
Litigation


In addition to any other provision of this RFP, the City may, in its absolute discretion, reject a Proposal if the Proponent, or any officer or director of the Proponent submitting the Proposal, is or has been engaged directly or indirectly in a legal action against the City, its elected or appointed officers, representatives or employees in relation to any matter, or if the City has initiated legal action against any officers or directors of the Proponent.


In determining whether or not to reject a Proposal under this section, the City will consider whether the litigation is likely to affect the Proponent’s ability to work with the City, its consultants and representatives and whether the City’s experience with the Proponent indicates that there is a risk the City will incur increased staff and legal costs in the administration of the Contract if it is awarded to the Proponent.

4.5
Additional Information


The Evaluation Team may, at its discretion, request clarifications or additional information from a Proponent with respect to any Proposal, and the Evaluation Team may make such requests to only selected Proponents.  The Evaluation Team may consider such clarifications or additional information in evaluating a Proposal.
4.6
Interviews/Presentations

The Evaluation Team may, at its discretion, invite some or all of the Proponents to appear before the Evaluation Team to provide clarifications of their Proposals.  In such event, the Evaluation Team will be entitled to consider the answers received in evaluating Proposals.  Proponent management and technical personnel will be expected to participate in presentations, demonstrations and/or interviews, which will be made at no cost to the City.

All information and documents provided by the Proponents or gathered by the Evaluation Team during a presentation, demonstration or an interview may be considered by the Evaluation Team, which may revisit and re-evaluate the Proponent’s Proposal or ranking on the basis of such information and documents.
4.7
Multiple Preferred Proponents

The City reserves the right and discretion to divide up the Services, either by scope, geographic area, or other basis as the City may decide, and to select one or more Preferred Proponents to enter into discussions with the City for one or more Contracts to perform a portion or portions of the Services.  If the City exercises its discretion to divide up the Services, the City will do so reasonably having regard for the RFP and the basis of Proposals.


In addition to any other provision of this RFP, Proposals may be evaluated on the basis of advantages and disadvantages to the City that might result or be achieved from the City dividing up the Services and entering into one or more Contracts with one or more Proponents.

4.8
Negotiation of Contract and Award

If the City selects a Preferred Proponent or Preferred Proponents, then it may:

(a)
enter into a Contract with the Preferred Proponent(s); or

(b)
enter into discussions with the Preferred Proponent(s) to attempt to finalize the terms of the Contract(s), including financial terms, and such discussions may include:
(1)
clarification of any outstanding issues arising from the Preferred Proponent's Proposal;

(2)
negotiation of amendments to the departures to the draft Contract, if any, proposed by the Preferred Proponent as set in Schedule C‑1 to the Preferred Proponent's Proposal; and
(3)
negotiation of amendments to the Preferred Proponent's price(s) as set out in Schedule C‑5 to the Preferred Proponent's Proposal and/or scope of Services if:
(A)
the Preferred Proponent's financial Proposal exceeds the City's approved budget, or

(B)
the City reasonably concludes the Preferred Proponent's financial proposal includes a price(s) that is unbalanced, or

(C)
a knowledgeable third party would judge that the Preferred Proponent's price(s) materially exceed a fair market price(s) for services similar to the Services offered by the Preferred Proponent as described in the Preferred Proponent's Proposal; or

(c)
if at any time the City reasonably forms the opinion that a mutually acceptable agreement is not likely to be reached within a reasonable time, give the Preferred Proponent(s) written notice to terminate discussions, in which event the City may then either open discussions with another Proponent or terminate this RFP and retain or obtain the Services in some other manner.
5.
General Conditions
5.1
No City Obligation


This RFP is not a tender and does not commit the City in any way to select a Preferred Proponent, or to proceed to negotiations for a Contract, or to award any Contract, and the City reserves the complete right to at any time reject all Proposals, and to terminate this RFP process.

5.2
Proponent’s Expenses

Proponents are solely responsible for their own expenses in preparing, and submitting Proposals, and for any meetings, negotiations or discussions with the City or its representatives and consultants, relating to or arising from this RFP.  The City and its representatives, agents, consultants and advisors will not be liable to any Proponent for any claims, whether for costs, expenses, losses or damages, or loss of anticipated profits, or for any other matter whatsoever, incurred by the Proponent in preparing and submitting a Proposal, or participating in negotiations for a Contract, or other activity related to or arising out of this RFP.
5.3
No Contract

By submitting a Proposal and participating in the process as outlined in this RFP, Proponents expressly agree that no contract of any kind is formed under, or arises from, this RFP, prior to the signing of a formal written Contract.
5.4
Conflict of Interest

A Proponent shall disclose in its Proposal any actual or potential conflicts of interest and existing business relationships it may have with the City, its elected or appointed officials or employees.  The City may rely on such disclosure.

5.5
Solicitation of Council Members, City Staff and City Consultants

Proponents and their agents will not contact any member of the City Council, City staff or City consultants with respect to this RFP, other than the City Representative named in section 2.6, at any time prior to the award of a contract or the cancellation of this RFP.
5.6
Confidentiality

All submissions become the property of the City and will not be returned to the Proponent.  All submissions will be held in confidence by the City unless otherwise required by law.  Proponents should be aware the City is a “public body” defined by and subject to the Freedom of Information and Protection of Privacy Act of British Columbia.
5.7
City’s Right to Accept or Reject Any Proposal or All Proposals

The City reserves the right to accept or reject any Proposal that is not in the preferred format, does not address all the requirements of this RFP, objects to the terms and conditions of this RFP, or that the City determines is excessive in price or otherwise not in the City’s best interest to accept.  In addition, the City may cancel this RFP, reject all the Proposals, and seek to do the project through a new RFP or other means.
6.
CO-OPERATIVE PURCHASING OPPORTUNITIES 

The Vancouver Regional Co-operative Purchasing Group (the “VRCPG Co-op”) is a group of 22 local government entities around the lower mainland, who from time to time combine their like requirements in a co-operative procurement.  Members of the VRCPG Co-op or other public entities may wish to purchase similar Goods and Services from a successful Proponent.  Proponents should identify in their Proposal if they are willing to extend their offering to other public entities (under a separate Contract).

SCHEDULE A – SCOPE OF SERVICES
PARKS & RECREATION MANAGEMENT SOFTWARE SYSTEM REPLACEMENT PROJECT
1.
SCOPE OF SERVICES

The City prefers to purchase an existing system that is commercially available without major customization, in use by other similar agencies in other jurisdictions of a similar size and complexity, and proven to operate effectively over time so that will allow the City to continue to leverage this investment well into the future as the needs of the City continue to grow and evolve.

Third Party ‘applications’ for some of the modules will also be considered but must be fully disclosed in the RFP response.  This PRMS Software solution may either be an On Premise or hosted Software as a Service (SaaS) system.
The City is seeking a complete response from Proponents who can demonstrate that they possess the organizational, functional, and technical capabilities to perform the services, and meet or exceed the requirements and service levels specified herein.

Proponents submitting a proposal in response to this RFP should meet the following requirements:

1. Solid customer base utilizing the proposed solution, including cities similar in size and service delivery to the City of Surrey;

2. Successful experience implementing the proposed software; and

3. Meet all functional and technical requirements stated within this RFP using commercial off-the-shelf software.

Information concerning the City’s objectives, current environment, project scope and timeline, requirements, RFP response parameters and evaluation criteria are discussed in the balance of this document.

Finally, the City will be carefully assessing the benefits of both an ‘on-premise’ and ‘software-as-a-service’ solution.  Proponents are encouraged to propose pricing for both options, if available, and provide a recommended approach based on its experience with similar organizations.

A Proponent may include information regarding both an on-premise and SaaS solution as part of the same Proposal.

A Proponent is to provide a parks and recreation management software solution, including but not limited to software licensing, implementation services, education and training, support and maintenance, and associated software and services to sustain the City’s parks and recreations’ successful operation of the Software for the life of the Contract, including any renewals (the “PRMS Software”).

The PRMS Software may be provided in the form of a Software-as-a-Service (SaaS), or an on-premise software.  Ideally, a single vendor will provide a satisfactory, integrated solution for all systems.


As part of the implementation services, the City desires to convert and retire the current system to lower operating costs and avoid technical obsolescence.  Conversion of additional databases may be necessary to achieve this integration goal.

The ideal PRMS Software solution will enable the City to provide excellent customer service both in person and online for its main business activities including, but not limited to, daily recreation program administration and registration, facility and field reservations, memberships, payment processing, point of sale and reporting.  In addition, the system should provide for efficient and effective business processes and management tools to assist in program administration and financial reporting.
The target date for the “Go Live” is on or before the end of Q3 2017.  Any Proponent must be prepared to reach this target date.
The City will provide oversight, but the Contractor must provide the Services.  The Contractor also must assist the City with coordinating assignments for City staff, if any, involved in the Services.  Additionally, the Contractor must provide all administrative support for its staff and activities.
1.2
Background


The City of Surrey is home to world class nature reserves, beaches, skate parks, forests, hockey rinks, soccer fields, recreation centres and bike trails.  Our parks, recreation and culture facilities serve a growing population of over half a million people.  Each year we add new parks and recreation facilities, and improve existing parks, recreation and culture facilities by adding and upgrading amenities.

Recreation Surrey is open 364 days per year operating public facilities that includes 6 indoor and 8 outdoor aquatic centres, 5 arenas comprising of 8 sheets of ice, 9 community recreation centres, 1 seniors’ centre, a call centre and hosts online registrations.


The City’s Parks, Recreation & Culture Department is also responsible for parks maintenance and is proud of its many beautiful parks and green spaces.  The City encompasses 7,440 acres of parkland in 288 parks and 372 greenbelts, 297 km of trails and pathways.  It also includes 98 soccer fields, 90 ball diamonds, 75 tennis courts, 2 football fields, 2 rugby fields, 7 cricket fields and 1 kabaddi field.  There are also 7 skate parks, two of which are covered youth parks.


The City’s Surrey Art & Heritage facilities includes 2 theatres in the Surrey Art Gallery, 1 theatre in Surrey City Hall, 55 public art installations, Surrey Museum, Historic Stewart Farm and Elgin Heritage Park.
1.3
Current System and Strategic Direction
The City has utilized Active Network’s CLASS software as its primary solution for supporting core parks and recreation business processes for more than 15 years.  Various other software applications and shadow systems (such as Microsoft Excel) are also currently used to manage business processes.

The City is using its current recreation management software in a client server environment, load balanced across 4 servers.  There are approximately 500 active users on the current system in approximately 50 different locations, with approximately 75 different scanning stations.  On peak registration days, approximately 50% of registrations come through the City’s online registration portal.

The City recognized that the CLASS software no longer offers the required functionality to completely satisfy the functional requirements for a department of its size and complexity.  Additionally, the City’s current version of CLASS software is expected to reach its end of life in November 2017 and will no longer be supported by Active Network.  The City also identified potential opportunities to expand the deployment of a PRMS to better support business processes performed by other parks and recreation stakeholders and City departments.  The City has recently completed a needs assessment to identify functional requirements for a new system, opportunities for process improvement, and to develop a preliminary migration plan for its current parks and recreation applications.

While the flexibility and robustness of the current system has served the City’s needs very well, through this PRMS Software solution project the City is intending to replace the current system with a single solution or combination of integrated commercial-off-the-shelf on-premise or cloud based solution that will: 

(a)
support City staff in the delivery of parks and recreation management of services and activities;

(b)
take advantage of best practices; and

(c)
significantly improve the efficiency and effectiveness of the City’s 
recreation management customer service and business processes.
The City believes that completely integrated packaged solutions exist that can meet its core business requirements for this system.  Given this premise, the City expects to make minimal modifications to the selected package.  The intent of this strategy is to minimize costs, expedite implementation, and ensure that the City will be able to remain on the application upgrade path offered by the Contractor.

The City expects some level of process improvement through implementation of a new PRMS Software system with expert guidance from the Contractor.  The City expects the Contractor to challenge the City’s processes and to provide best practices guidance and recommendations.  Where appropriate, the City intends to adopt the best practices offered by the Contractor.  Proponents who are invited to demonstrate their product should be prepared to discuss the application’s best practices.  

At a minimum, the proposed PRMS Software solution should provide the functionality of the current application and be compliant with the City’s Information Technology Infrastructure.  

1.4
City’s Current Technology Environment
The Information Technology (IT) division of the Finance & Technology Department has oversight of all the City’s computer systems, including networking, security, databases, applications, email services, physical servers, telecommunications, and desktop support. 

The City has established technology standards and would prefer to adhere to them as part of the implementation of the PRMS Software solution.  The information below provides Proponents with a current summary of the City’s network, computing environment, and technology standards.

As part of the proposed solution, Proponents will be required to submit significant technical information about the proposed solution.  In preparing your responses, Proponents should remain diligent in referencing this information in Schedule C-3-1 – Technical Requirements and/or Schedule C-3-2 – Functional Requirements to assure that responses clearly identify:
1.
Areas of known potential conflict between the Proponent’s proposed solution and the City’s technical environment.

2.
Any recommendations of how best to implement and operate the proposed solution within the City’s environment.
Click on the icon below to view the City’s current technology environment.
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1.5
Preferred Qualifications To Participate in this RFP
The following are preferred qualifications that the Proponent should meet in order for their Proposal to be eligible for evaluation.  The RFP embedded response forms allow Proponents to explain compliance with these preferred qualifications.  The Proposal should be sufficiently detailed to clearly show how the Proponent meets the following:  

(a)
three (3) years of experience implementing PRMS Software solutions;
(b)
product implementations for at least three (3) customers using the current release of the proposed PRMS Software solution for at least three (3) years (provide list); and
(c)
if the Proponent is not the PRMS Software developer, the Proponent should submit with the Proposal a signed authorization from the PRMS Software developer that the Proponent is:

a. an authorized distributor, dealer or service representative; and
b. authorized to sell the PRMS Software.
Failure to comply with this requirement may result in Proposal rejection.  This includes the certification to license the PRMS Software and offer in-house service, maintenance, technical training assistance, and warranty services.
1.6
Objectives
The City has the following objectives that it wants this project to fulfill, and it will be the Contractor’s obligation to ensure that the project meets these objectives:

(i) Acquire a PRMS Software that meets the current and future needs of the City’s Parks, Recreation & Culture Department.  

(ii) Acquire a (either On-Premise or SaaS) PRMS Software solution that should be easier for both staff and clients to navigate, more efficient and cost effective for City staff to manage, and provide a wide variety of services to the citizens of the City.  

(iii) Acquire solution support and maintenance; and
(iv) Acquire implementation services (partnering with City staff) for the remittance processing solution.

Short Term Goals:
(a)
Replace the current recreation management software system with an easier to use and more responsive system including installation/set-up on up to approximately 500 personal computers;
(b)
Meets the specified current PRMS Software technical and functional requirements for PRC, as outlined in the Technical and Functional Response Matrices;
(c)
Is highly intuitive from a user perspective, and positions PRC to take advantage of technology to improve departmental performance and efficiency;

(d)
Provide appropriate levels of training to the following City staff (as a minimum) to allow for a seamless transition and ongoing trouble free operations:

· City front line staff;

· Supervisors;

· Information Technology System Administrators; and

· City’s Finance & Technology Accounting Staff.

(e)
Transitioning from the City’s current database and system(s) to a new platform 

without interruption of daily operations;

(f)
The minimizing of customer complaints, confusion and service disruptions, particularly during the initial implementation of the Services;

(g)
Import user base from existing system to new database;

(h)
Preservation and access to existing historical database; and
(i)

Have a financial management system that ensures accountability for all monies received and all services provided;

Long Term Goals:

(k)
Provide clients with easy access to City program information, updates, registrations and facility reservations via the internet using various personal computers, and any other electronic communication devices;

(l)
Is versatile and highly configurable, allowing PRC to meet current and future needs without extensive software customization.  This should optimize both the ability of the Proponent to provide long-term support and the ability of PRC to implement future upgrades and enhancements to the PRMS Software;
(m)
Integrate the proposed PRMS with the City’s financial system (Agresso Financial Management System);
(n)
Integrate the proposed PRMS with the City’s website and social media accounts;

(o)
Ability to keep up-to-date with changing technology trends;

(p)
Provide easy to manage reporting functions for staff to access data for marketing, planning and program management;
(q)
Web based access for easy off site use;
(r)

Retention of flexibility during the term of the Contract to allow for the introduction of new services desired by departments and for the modification of the services during the term of the Contract where appropriate:

· significantly increased and easier access to City PRC programs and events;

· better and more consistent Services delivered;

· a clear and public explanation of how the City’s PRC programs and events is managed; and

· ability to work with PRC to improve performance outcomes; and

(s)
Product enhancement strategy that factors in customer needs and wants, without the need for extensive reconfiguration or customization to the out-of-box product.

Expected Scope of System

The Contractor is to provide all required software and services to implement the proposed modules for their PRMS Software solution.  The City expects that it will procure backend technology infrastructure to support the proposed solution independently.
The required modules defined below encompass the core focus of the PRMS Software solution and will be implemented using a phased approach as recommended by the Contractor.  

A. TECHNICAL
Technical goals encompass hardware system and peripheral restrictions and requirements.  Also included are software compatibility and integrations, as well as security and legal compliance.

B.  FINANCIAL
Financial goals encompass current City financial processes and systems like taxes and General Ledger (GL) structures.  Also included are types of tenders and ability to reconcile incomes.
C. UNSTRUCTURED RECREATION
Unstructured recreation is to give people access to recreation opportunities without large amounts of preplanning or scheduling required.  These services are available on a day-to-day basis.
D. STRUCTURED RECREATION
The goal of structured recreation is to provide recreation programs that extend over several days at the same location on a specific schedule.  This allows for a more complete recreation experience in many cases.
E.  SPACE MANAGEMENT
The goal of space management is to allow the City to sell a portion of one of the facilities to another organization for a specific amount of time.  This includes multiple, repeating times, multiple locations, and the ability to make changes.
F.  POINT OF SALE (POS)

The goal of point of sale (POS) is to sell small items as well as drop-in passes.  There are no large items or full gift shops, just small usable items necessary to use the facility on a daily basis.
G.  CUSTOMER SERVICE

The goal of customer service is to be in contact with the each facility’s customers.  It allows from important news to be transmitted to customers.

Additional details and descriptions related to the specifics of the expected scope can be found in Schedule C-3-1 – Technical Requirements and Schedule C-3-2 – Functional Requirements Response Matrix.

Summary of Key Transaction Volumes

A summary of key transaction volumes is included below.  The volumes reflect estimated amounts based on data from the City’s current environment.


In 2015, Recreation Surrey managed approximately:
· 3,300,000 visits from more than 115,000 different people;

· 36,000 courses in 1,200 different types of activities in 295 different spaces;

· 470 different pass options, sold 65,300 different times and scanned 1,667,000 times;

· 3,300 rentals with 83,200 bookings

· 900 different people registered in yearlong preschool

Recreation Surrey revenue for 2015 was $27,824,000.
The City also administers a low income program for Surrey residents.  The program has more than 30,000 individuals with active accounts that they use to gain subsidized access for admissions, passes and activities offered at various recreation facilities.

2.

TECHNICAL AND FUNCTIONAL REQUIREMENTS
The Proponents should complete Schedule C-3-1 – Technical Requirements and Schedule C-3-2 – Functional Requirements and Schedule C-5-1 – Financial Worksheet (On-Premise) and/or Schedule C-5-2 – Financial Worksheet (SaaS).  The determination that a Proposal has achieved the mandatory technical and functional requirements may be made from the following three (3) Schedules:

· Schedule C-3-1 – Technical Requirements;

· Schedule C-3-2 – Functional Requirements; and either

· Schedule C-5-1 – Financial Worksheet (On-Premise) and/or Schedule C-5-2 – Financial Worksheet (SaaS).
(for all of the above-noted Schedules, the Proponent should indicate whether it is proposing an (i) on-premise installation, (ii) SaaS or (iii) a hybrid solution.

The City is not obligated to check other materials to verify a Proponent’s ability to achieve mandatory technical and functional requirements.  To complete these Schedules, a Proponent MUST fill in each response code and should provide elaboration regarding requirements and weights.  If you fail to describe how you meet these requirements, your Proposal may be found unresponsive.

Technical Fit:  The technical requirements are included in Schedule C-3-1 – Technical Requirements Response Matrix.  This is not a comprehensive list of all of the City’s requirements, but includes the key requirements that will be used to evaluate your Proposal and may be included as part of the executed Contract.  
Functional Fit:  The functional requirements are included in Schedule C-3-2 – Functional Requirements Response Matrix.  The Proponent should detail how it will meet all of the requirements defined in this matrix.

This describes major product functionality being considered.  All items on the response matrix should be completed; however, the Proponent may add additional items for clarification or when additional functionality is being proposed.

Note:  Schedule C-3-1, Technical Requirements Response Matrix and Schedule C-3-2 Functional Requirements Response Matrix are included as embedded Microsoft Excel documents as a convenience for responding to this RFP.
3.
SOFTWARE REQUIRED
Schedules C-3-1, C-3-2 and C-5-1 are intended to identify a PRMS Software solution that is upgradeable, supported, and commercially-off-the-shelf (“COTS”) available.  The PRMS Software solution should include all development, version control, and other software needed to complete the project; as well as license agreements for all proposed key COTS products that provide for upgrades, fixes to the base application software (as required), and support.  The COTS products include remittance processing software and any associated software required for full functionality.  The Contractor must agree to support the proposed processing software for a minimum of 10 years and must provide a fixed price for maintenance for the period.

Additionally, the City seeks COTS products with a one-time license fee for a perpetual enterprise license of the product or a cloud-based application provided as a Software-as-a-Service.

4.
DELIVERY OF SERVICES FOR IMPLEMENTATION
The City expects the Proponent to partner with City staff in the implementation of a PRMS Software solution.   Specifically, the City expects the Proponent’s staff to supply the majority of the implementation labour to install and configure the PRMS Software as well as to provide project leadership, best practices, and tools to guide and effectively collaborate with City staff to design, implement, test, train, deploy, and stabilize a complete operational, integrated PRMS Software system according to the technical and functional requirements prescribed within this RFP.  This includes:
Software Licenses – The City seeks COTS products with a one-time license fee for a perpetual enterprise license of the Software necessary to meet the requirements in this RFP.  The City may copy the software for use on computers owned and controlled by third parties, if the purpose of doing so is to facilitate disaster recovery or emergency needs, including testing and training for such purposes.

Implementation – In addition to providing the PRMS Software, the Proponent should provide services to fully implement the City’s remittance processing solution and interface this PRMS System with the City’s applications identified in Schedule C-3-1 – Technical Requirements.
Software Maintenance – The Proponent should provide Software maintenance that includes bug fixes, software patches, updates, security patches, and new releases of the software for the life of the Contract, including any renewals.  The Proponent should also provide support related services to issues triggered by such maintenance issues caused by an upgrade.  The Contractor will be required to make annual maintenance and support available to the City for renewal for the longer of 10 years or as long as it is made generally available to other licensees of the Software.
Support – The Proponent should provide the support for the life of the Contract, including any renewals.  Telephone support from the Contractor should be available during core business hours of the City.  For this RFP, core business hours are from 7:00 a.m. to 6:00 p.m. Pacific Standard Time (PST), Monday through Friday, and non-core business hours are all other hours not included in core business hours.
Submittal of Deliverables:  The Proponent should perform its tasks in a timely and professional manner that produces deliverables that fully meet the Contract’s requirements.  The Contractor should provide the deliverables no later than the due dates the Contract specifies.  The Contractor should provide the electronic copy in a file format acceptable to the City. 

The following objectives and deliverables represent what the City believes to be the deliverables needed for successful implementation of a proposed PRMS Software solution.  They do not necessarily represent a logical sequence for the completion of the Services.  A Proponent may offer additional services and deliverables which they believe would be beneficial to the City, but explain the purpose and content of any such additional offerings.
	Objective 1:  Provide project management and coordination

	Deliverable 1.1
	Baseline Detailed Project Work Plan

	Purpose
	To establish a mutually agreed-upon project baseline before significant work occurs and to identify the specific tasks and resource levels necessary to timely deliver the elements in the work plan.

	Content
	A hierarchical work breakdown structure, including task dependencies, schedules, deliverables, and the Contractor and the City resource assignments broken down to a sufficient level of detail to allow effective project control.  The project work plan should also include a detailed analysis of key project performance indicators.

	Deliverable 1.2
	Project Status Reports

	Purpose
	To provide clear ongoing communications to stakeholders concerning the status of the project.

	Content
	A biweekly report containing sufficiently detailed information to enable the City to determine the status of the project and any variance from the detailed project plan, schedule, or budget.  The status report will include, at a minimum:

1. Technical status of the project including deliverable status, configuration status, and forecasted deliverable status for the next reporting period;
2. Resource status for the project including staff utilization;
3. Schedule status for the project including task status, milestones completed, phases completed, schedule trends, and schedule summary;
4. Comparison of actual percent complete versus scheduled for the work breakdown structure;
5. Issues, risks, and resource constraints which are effecting or could affect progress including the proposed or actual resolution;
6. Proposed changes to the project work plan, reasons for the changes, and approval/disapproval determination for any proposed changes; and
7. Updated detailed project work plan with approved changes highlighted. 


	Objective 2:  Perform initial installation (On-Premise Software Only)

	Deliverable 2.1
	Hardware Specifications

	Purpose
	To provide the City with all necessary hardware specifications to enable preparation of the City’s Information Technology section (IT) for installation of the licensed Software at least 45 days prior to the scheduled installation. Hardware specifications should include but is not limited to: database, application, internet, and other servers and associated data storage devices to meet all of the Technical and Functional Requirements specified in this RFP.

	Content
	Detailed specifications of the hardware and associated environmental requirements for the proposed system.

	Deliverable 2.2
	Installation Certification Document

	Purpose
	To certify the successful installation of the licensed Software in the City’s IT, and that the test, development, and production environments are functioning as necessary to support the implementation effort.

	Content
	A signed document warranting and certifying that the licensed Software has been installed in the City’s test, development, and production environments, that the licensed Software works as intended, that the installation has not degraded use of other City computer systems, that user authentication information is correctly shared with the City’s network user authentication application, and that the licensed Software can be accessed via the network and can communicate with other City network resources necessary for the full functioning of the licensed Software.  The document will also summarize the components installed and describe the means used to verify the installation.


	Objective 3:  Assist with Business Process Design, Address Gaps, and Configure Software

	Deliverable 3.1
	System Configuration Documentation

	Purpose
	To document how the system was configured and the business process decisions behind the configuration.  To identify gaps where the Software cannot be configured to meet desired business processes and identify resolutions for those gaps, as well as to clearly communicate the system configuration.

	Content
	A document that effectively describes the entire system configuration, including decisions made and the logic behind those decisions.  The document will identify specific business activities that cannot be automated with the licensed Software, describe alternative solutions, identify related cost, schedule, and design impacts, recommend solutions and document decisions.  The City will work in parallel to document their business processes to work with the proposed Software configuration.
This deliverable will confirm the shared understanding between the City and the Contractor of the requirements and the method by which they will be satisfied during the implementation of the licensed Software.  It should identify existing requirements that need to be revised or clarified for unambiguous interpretation and address additional requirements identified during work sessions with the City’s stakeholders.

	Deliverable 3.2
	Configured Software Ready for Test

	Purpose
	To deliver a functioning licensed Software to the City configured for test in accord with the City requirements.  To certify that all test and production environments are functioning as necessary to support the implementation effort.

	Content
	The configured licensed Software, delivered to the City of Surrey, including all workflows necessary to support the City’s business operations.  Certification that the licensed Software works as intended and is ready for user testing.

	Deliverable 3.3
	Application Architecture Documentation

	Purpose
	To concisely document the licensed Software’s architecture and interfaces in a manner understandable to all project participants.

	Content
	A document that details:

1. The major modules of the software and the interfaces between them;
2. For each software module, the major data inputs, functions to be performed, and major data outputs; and
3. All external interfaces, including a description of the information sent and received, and the method and timing of the interface.


	Objective 4:  Migrate historical data

	Deliverable 4.1
	Data Conversion Plan

	Purpose
	To define the approach and schedule for converting historical data to the new licensed Software and for populating data fields that must be completed prior to productive use.

	Content
	A document that:

1. Identifies the data to be converted, including a map that cites specific data sources and destinations for each field 

2. Defines necessary conversion algorithms

3. Defines roles and responsibilities associated with data conversion and field population

4. Identifies all data elements in the Licensed Software that must be populated prior to Productive Use, including those with no source data in City’s legacy systems 

5. Provides a plan for ensuring that the Licensed Software is appropriately populated with all necessary data prior to Productive Use

6. Provides a plan for testing the converted and populated data in the Licensed Software for accuracy and consistency


	Deliverable 4.2
	Migrated Data

	Purpose
	To convert historical data and migrate it to the new Licensed Software in accord with the Data Conversion Plan.

	Content
	Data converted and loaded onto the test system, verified, and migrated to the production system and certified as ready for use.


	Objective 5:  Develop Interfaces

	Deliverable 5.1
	Interface Specifications

	Purpose
	To document the specifications for system interfaces defined in the RFP and by mutual agreement between City and the Contractor.

	Content
	A document that defines the specifications for necessary interfaces at a sufficient level of detail to support development of interfaces.

	Deliverable 5.2
	Tested Interfaces

	Purpose
	To deliver the real-time or near-real-time functionality that effectively connects the Licensed Software to the required interface programs.

	Content
	Software code and/or configuration parameters to make the interfaces specified in the Interface Specifications operational.  Certification that the interfaces are working in accord with the associated specifications.


	Objective 6:  Perform testing

	Deliverable 6.1
	Test Plan and Scripts

	Purpose
	To define the approach for testing of the licensed Software.

	Content
	A document that:

1. Defines the overall testing process, including unit, system, acceptance, field, and performance testing;
2. Includes all necessary test scripts – these will be developed by the Contractor and must adhere to the City’s quality standards;
3. Defines a mechanism for tracking test performance and completion;
4. Defines procedures for managing the test environment, including change control;
5. Defines procedures for assigning severity to problems encountered; and
6. Defines entrance and exit criteria for each round of testing.

	Deliverable 6.2
	Tested Software

	Purpose
	To ensure the Software as configured is ready for business use.  The City will conduct user acceptance testing.

	Content
	Software certified as ready for use/user-acceptance testing.

	Deliverable 6.3
	Volume/Stress Testing Report

	Purpose
	To conduct volume/stress testing and document the results of performance testing.

	Content
	Completed volume/stress testing and a document that:

1. Describes the overall volume/stress testing process;
2. Documents the volume/stress testing results and provides recommendations for improving system performance; and
3. Documents improvements made to tune the system for optimal performance.


	Objective 7:  Training

	Deliverable 7.1
	Training Plan

	Purpose
	To define the approach and schedule for end-user and technical systems operation/configuration training.

	Content
	Provide a document that:

1. Outlines a proposed time frame for training sessions
2. Provides a content outline to guide development the training session(s);
3. High level identification of attendees and instructors; and
4. Provides a mechanism for tracking completion of training


	Deliverable 7.2
	Develop and Provide Training Materials

	Purpose
	To develop and provide the City with all materials for each training session.  The Contractor must provide sufficient copies to be delivered as part of this project.

	Content
	Content and materials for each training session tailored to the City’s configuration.

	Deliverable 7.3
	Training

	Purpose
	To train the City’s “trainers” on system use and train technical staff on system administration and configuration of the licensed Software.

	Content
	The delivery of user and technical systems operation training in accord with the Training Plan.


	Objective 8:  Provide go-live support and stabilization services

	Deliverable 8.1
	Go-Live and Stabilization Plan

	Purpose
	To define the steps necessary for a successful Go-Live and subsequent stabilization of the Licensed Software.

	Content
	A detailed task plan, including a readiness checklist and resource assignments, to support moving the licensed Software into productive use.  It will include a data load and conversion plan and a contingency plan in the event that the Go-Live fails.  The plan should anticipate a minimum of two dry runs and include a back-out strategy and clearly defined go/no-go decision points.  It will also include a stabilization plan that details the Contractor’s commitments to stabilization and the transition to full support by the City’s staff.

	Deliverable 8.2
	Technical Operations Manual

	Purpose
	To guide the City’s IT staff in the technical operation and maintenance of licensed Software after implementation, including site-specific customizations and operational considerations.

	Content
	An online technical operations manual that describes the procedures necessary to operate and maintain the Licensed Software after implementation, customized to the City’s configuration.

	Deliverable 8.3
	Business User Manual

	Purpose
	To guide the City’s business staff with the use and ongoing configuration of the licensed Software.

	Content
	Online documentation that supports the City’s-specific business use of the software and provides guidance to end users in correct execution of user-performed application maintenance and configuration activities.  Includes site-specific customizations and usage considerations.

	Deliverable 8.4
	Configured Licensed Software in Productive Use

	Purpose
	To provide the City with functioning licensed Software configured to meet the City’s business needs, loaded with the City’s data per the conversion plan, and interfaced with other City systems.

	Content
	Implemented Licensed Software in Productive Use.

	Deliverable 8.5
	Stabilization Services

	Purpose
	To provide the City with support services for a defined period of time subsequent to Go-Live, including the identification and resolution of malfunctions and operational issues.

	Content
	Stabilization services, commencing at Go-Live and terminating at Services final acceptance.


General Systems Implementation Standards.  As part of the Services, the Proponent must continue to use its best efforts through quality assurance procedures to ensure there are no viruses or malware or undocumented features in its infrastructure and services and that they do not contain any embedded device or code (e.g., time bomb) that is intended to obstruct or prevent any use of or access to them by the City.  
The PRMS Software solution should be installed on a platform compatible with the City’s Information Technology infrastructure environment and meet the requirements outlined in Schedules C-1 and C-2.  

The PRMS Software solution should be a stand-alone application that has been generally available on the market for a minimum period of three years.
The proposed PRMS Software solution’s primary function should be to support the processes managed by the City’s Parks, Recreation and Culture department, including, but not limited to, the daily management of operational tasks, such as program registrations, facility reservations, memberships, league scheduling, point of sale, admissions, payment processing, and customized reporting.  

The City seeks to implement a PRMS Software solution that will enable the recreation staff to serve customers with greater efficiency and to enhance internal operations.  The solution should provide for easy management, allow for future growth, and deploy easily to functional areas of Parks, Recreation & Culture.  The City is committed to taking significant steps to automate as many processes as possible and is interested in functionality that will automate basic, common services.
5.
PROJECT MANAGEMENT APPROACH
The City`s representative under an Contract will be the person identified in the Contract documents or in a subsequent notice to the Contractor as the “Department Representative”.  The Department Representative will review all reports the Contractor makes in the performance of the project, will conduct all liaison with the Contractor, and will accept or reject the deliverables and the completed project.  The Department Representative may delegate his responsibilities for individual aspects of the project to one or more persons, who may act as the Department Representative for those individual portions of the project.
The Department Representative also will conduct all project meetings and prepare and submit to the City project management reports, plans, and other materials that are required from the Contractor.
The Proponent should assume the lead in the areas of management, design, and development of the project.  The Contractor must coordinate the successful execution of the project and direct all project activities on a day-to-day basis, with the advice and consent of the Department Representative.  The Contractor will be responsible for all communications regarding the progress of the project and will discuss with the Department Representative any issues, recommendations, and decisions related to the project.
SCHEDULE B – DRAFT AGREEMENTS
Schedule B – Attachment 1:  On-Premise Implementation
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Schedule B – Attachment 2:  Software-as-a-Software Implementation
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SCHEDULE C – FORM OF PROPOSAL
RFP Project Title:

Parks & Recreation Management Software System 





Replacement Project
RFP Reference No.:
1220-030-2016-005
Legal Name of Proponent: 

Contact Person and Title:


Business Address:


Telephone:



Fax:




E-Mail Address:



TO:

City Representative:
Richard D. Oppelt, Purchasing Manager
Address:
Surrey City Hall

Finance & Technology Department – Purchasing Section


Reception Counter, 5th Floor West

13450 – 104 Avenue, Surrey, B.C., Canada V3T 1V8

E-mail for PDF Files:
purchasing@surrey.ca.
Dear Sir:

1.0 I/We, the undersigned duly authorized representative of the Proponent, having received 
and carefully reviewed all of the Proposal documents, including the RFP and any issued addenda posted on the City Website and BC Bid Website, and having full knowledge of the Site, and having fully informed ourselves as to the intent, difficulties, facilities and local conditions attendant to performing the Services, submit this Proposal in response to the RFP. 
2.0 I/We confirm that the following schedules are attached to and form a part of this 
Proposal:

Schedule C-1 – Statement of Departures;

Schedule C-2 – Proponent’s Experience, Reputation and Resources;

Schedule C-3 – Proponent’s Technical Proposal (Services);

Schedule C-3-1 – Technical Requirements Response Matrix

Schedule C-3-2 – Functional Requirements Response Matrix
Schedule C-4 – Proponent's Technical Proposal (Time Schedule); and

Schedule C-5 – Proponent’s Financial Proposal:

Schedule C-5-1 – Financial Worksheet (On-Premise); and/or

Schedule C-5-2 – Financial Worksheet (SaaS).
3.0
I/We confirm that this proposal is accurate and true to best of my/our knowledge.
4.0
I/We confirm that, if I/we am/are awarded a contract, I/we will at all times be the “prime 
contractor” as provided by the Worker's Compensation Act (British Columbia) with respect to the Services.  I/we further confirm that if I/we become aware that another consultant at the place(s) of the Services has been designated as the “prime contractor”, I/we will notify the City immediately, and I/we will indemnify and hold the City harmless against any claims, demands, losses, damages, costs, liabilities or expenses suffered by the City in connection with any failure to so notify the City.

This Proposal is submitted this ____day of ____________, 2016.
I/We have the authority to bind the Proponent.

	________________________________________

(Legal Name of Proponent)

_________________________________________

(Signature of Authorized Signatory)

_________________________________________

(Print Name and Position of Authorized Signatory)
	________________________________________

(Signature of Authorized Signatory)

________________________________________

(Print Name and Position of Authorized Signatory)


SCHEDULE C-1 - STATEMENT OF DEPARTURES

1.
I/We have reviewed the proposed Contract attached to the RFP as Schedule “B”.  If requested by the City, I/we would be prepared to enter into that Contract, amended by the following departures (list, if any):
Section


Requested Departure(s) / Alternative(s)

______________________________________________________________________

______________________________________________________________________

2.
The City of Surrey requires that the successful Proponent have the following in place before commencing the Services:

(a)
Workers’ Compensation Board coverage in good standing and further, if an “Owner Operator” is involved, personal operator protection (P.O.P.) will be provided,

Workers' Compensation Registration Number ___________________________;

(b)
Prime Contractor qualified coordinator is Name:  _______________ 

and Contact Number:  _________________________;

(c)
Insurance coverage for the amounts required in the proposed Agreement as a minimum, naming the City as additional insured and generally in compliance with the City’s sample insurance certificate form available on the City’s Website at www.surrey.ca search Consultants Certificate of Insurance;
(d)
City of Surrey or Intermunicipal Business License:  Number ________________;
(e)
If the Consultant’s Goods and Services are subject to GST, the Consultant’s GST Number is _____________________________________; and

(f)
If the Consultant is a company, the company name indicated above is registered with the Registrar of Companies in the Province of British Columbia, Canada, Incorporation Number ___________________________________.

As of the date of this Proposal, we advise that we have the ability to meet all of the above requirements except as follows (list, if any):

Section


Requested Departure(s) / Alternative(s)

______________________________________________________________________

______________________________________________________________________

3.
I/We offer the following alternates to improve the Services described in the RFP (list, if any):

Section


Requested Departure(s) / Alternative(s)

______________________________________________________________________

______________________________________________________________________

4.
The Proponent acknowledges that the departures it has requested in Sections 1, 2 and 3 of this Schedule C‑1 will not form part of the Contract unless and until the City agrees to them in writing by initialling or otherwise specifically consenting in writing to be bound by any of them.

SCHEDULE C-2 - PROPONENT’S EXPERIENCE, REPUTATION AND RESOURCES

Proponents should provide responses to the following items, and if a particular item is inapplicable or cannot be answered, Proponents should clearly state why (use the spaces provided and/or attach additional pages, if necessary):

(i)
Provide a brief description of the Proponent’s current business;
(ii)
Proponent’s relevant experience and qualifications in delivering Services similar to those required by the RFP;

(iii)
Proponent’s demonstrated ability to provide the Services;

(iv)
Proponent should describe their capability, capacity and plans for developing and supporting the deliverables, as well as describe contingency plans if the primary plan is not able to meet the project needs.  The objectives for this RFP are as set out in Schedule A.  

(v)
Using a format similar to the following, provide a summary of similar relevant contracts entered into by the Proponent in which the Proponent performed services comparable to the Services, including the jurisdiction the contract performed, the contract value, the date of performance.  The City's preference is to have a minimum of three references.  

	Name of client’s organization:
	

	Reference Contact Information:
	Name:

	
	Phone Number:

	
	Email Address:

	How long has the organization been a client of the Proponent?
	

	Provide the installation date of the comparative system, and any relevant comments.
	

	Description of comparative system - Please be specific and detailed.
	

	Information on any significant obstacles encountered and resolved for this type of Service.
	


(vi)
Proponent’s financial strength (with evidence such as financial statements, bank references);

(vii)
Describe any difficulties or challenges you might anticipate in providing the Services to the City and how you would plan to manage these;

(viii)
Staffing Plan.  Identify the key personnel who will be responsible for the Services, together with a description of the responsibilities such personnel will have in the performance of the Services and a description of the relevant experience of such personnel, using a format similar to the following:

Name:




Responsibility:



Experience:


(ix)
Identify subcontractors, if any, the Proponent intends to use for the performance of the Services, describe the portion of the Services proposed to be subcontracted and a description of the relevant experience of the subcontractor, using a format similar to the following:


Subcontractor Name: 


Subcontractor Services: 


Experience: 


SCHEDULE C-3 - PROPONENT’S TECHNICAL PROPOSAL (SERVICES)
Proponents should provide responses to the following items, and if a particular item is inapplicable or cannot be answered, Proponents should clearly state why (use the spaces provided and/or attach additional pages, if necessary):
(i) Executive Summary:  Proponent should provide a brief narrative (preferably not to exceed 2 pages) that illustrates an understanding of the City’s requirements and Services and describing the proposed solution.  The summary should contain as little technical jargon as possible and should be oriented toward non-technical personnel.  The executive summary should not include financial information;  
(ii) A general description of the general approach and methodology that the Proponent would take in performing the Services including specifications and requirements;

(iii) A Work Plan.  A narrative that illustrates how the Proponent will complete the scope of the Services, manage the Services, and accomplish required objectives within the City’s schedule;

(iv) A description of the standards to be met by the Proponent in providing the Services;

(v)
Proponent should provide in detail how its proposed technical solution meets the technical requirements.  Please complete the following embedded Technical Requirements Response Matrix, Schedule C-3-1 for the technical requirements. 
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(vi)
Proponent should provide in detail how its proposed functional solution meets the functional requirements.  Please complete the embedded Functional Requirements Response Matrix, Schedule C-3-2 for the functional requirements. 
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The following are specific questions for cloud-based solutions.  In addition to the above item responses, please respond to the following items if you are proposing a SaaS solution.
(vii)
Service Levels and Support - SaaS Option (Software-as-a-Service)


(a) Describe how solution maintenance and upgrades are handled, including how maintenance and upgrades would be scheduled and communicated to the City to minimize impacts to users. For major upgrades, indicate whether the City can opt-in or out of beta testing. 


(b) Describe how upgrades to your system’s software, database, operating system, and/or web server components are handled.  How much downtime is required for each of these types of upgrades? 


(c) Describe your support plans for recovering the system in a timely manner from unplanned outages.  Scenarios to address might include remote host Internet access outage, database corruption, and server software failure.  Briefly describe how and how often you test your disaster recovery plans.

Please describe clearly the options available and the number of clients currently using this option.  Please list your server locations that would be providing primary hosting services.
SCHEDULE C-4 - PROPONENT’S TECHNICAL PROPOSAL (TIME SCHEDULE)
The City encourages responses that demonstrate a thorough understanding of the nature of the work and what the Contractor must do to get the work done properly.  To this end, Proponents should provide an estimated project schedule, with major item descriptions and time indicating a commitment to provide the Goods and perform the Services within the time specified. 
As a minimum, the Proponent’s Time Schedule should be in sufficient detail to specify the work breakdown structure for all tasks, deliverables and milestones, including the total number of hours of estimated work effort for the planning, design, build, testing and implementation phases of the project (use the spaces provided and/or attach additional pages, if necessary). 
	ACTIVITY
	SCHEDULE

	
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	


SCHEDULE C-5 - PROPONENT’S FINANCIAL PROPOSAL
Proponents should set out in their Proposal, the proposed fee structure (excluding GST) and provide a breakdown of the budget, including a breakdown of the estimated hours to be spent by each individual on the consultant team and the charge out hourly rate for each individual included in their Proposal.

The Fee structure should be tabulated using a financial worksheet similar in format to the below embedded Excel form.
Schedule C-5-1:  On-Premise
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Schedule C-5-2:  Software-as-a-Software
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Additional Expenses:

The proposed Contract attached as Schedule "B" to the RFP provides that expenses are to be included within the fee.  Please indicate any expenses that would be payable in addition to the proposed fee set out above:

Payment Terms:

A cash discount of ______% will be allowed if account is paid within _______ days, or the _________ day of the month following, or net 30 days, on a best effort basis.

APPENDIX 6 – PRIVACY PROTECTION SCHEDULE

This Schedule forms part of the agreement between ________________________________________________ (the "Public Body") and ______________________________________________________________________________ (the "Contractor") respecting ____________________________________________________________________ (the "Agreement").

Definitions

1.
In this Schedule,

(a)
"access" means disclosure by the provision of access;

(b)
"Act" means the Freedom of Information and Protection of Privacy Act (British Columbia), as amended from time to time;

(c)
"contact information" means information to enable an individual at a place of business to be contacted and includes the name, position name or title, business telephone number, business address, business email or business fax number of the individual;

(d)
"personal information" means recorded information about an identifiable individual, other than contact information, collected or created by the Contractor as a result of the Agreement or any previous agreement between the Public Body and the Contractor dealing with the same subject matter as the Agreement but excluding any such information that, if this Schedule did not apply to it, would not be under the “control of a public body” within the meaning of the Act.

Purpose

2.
The purpose of this Schedule is to:

(a)
enable the Public Body to comply with its statutory obligations under the Act with respect to personal information; and

(b)
ensure that, as a service provider, the Contractor is aware of and complies with its statutory obligations under the Act with respect to personal information.

Collection of personal information

3.
Unless the Agreement otherwise specifies or the Public Body otherwise directs in writing, the Contractor may only collect or create personal information that is necessary for the performance of the Contractor’s obligations, or the exercise of the Contractor’s rights, under the Agreement.

4.
Unless the Agreement otherwise specifies or the Public Body otherwise directs in writing, the Contractor must collect personal information directly from the individual the information is about.

5.
Unless the Agreement otherwise specifies or the Public Body otherwise directs in writing, the Contractor must tell an individual from whom the Contractor collects personal information:

(a)
the purpose for collecting it;

(b)
the legal authority for collecting it; and

(c)
the title, business address and business telephone number of the person designated by the Public Body to answer questions about the Contractor’s collection of personal information.

Accuracy of personal information

6.
The Contractor must make every reasonable effort to ensure the accuracy and completeness of any personal information to be used by the Contractor or the Public Body to make a decision that directly affects the individual the information is about.

Requests for access to personal information

7.
If the Contractor receives a request for access to personal information from a person other than the Public Body, the Contractor must promptly advise the person to make the request to the Public Body unless the Agreement expressly requires the Contractor to provide such access and, if the Public Body has advised the Contractor of the name or title and contact information of an official of the Public Body to whom such requests are to be made, the Contractor must also promptly provide that official’s name or title and contact information to the person making the request.

Correction of personal information

8.
Within 5 business days of receiving a written direction from the Public Body to correct or annotate any personal information, the Contractor must annotate or correct the information in accordance with the direction.

9.
When issuing a written direction under section 8, the Public Body must advise the Contractor of the date the correction request to which the direction relates was received by the Public Body in order that the Contractor may comply with section 10.

10.
Within 5 business days of correcting or annotating any personal information under section 8, the Contractor must provide the corrected or annotated information to any party to whom, within one year prior to the date the correction request was made to the Public Body, the Contractor disclosed the information being corrected or annotated.

11.
If the Contractor receives a request for correction of personal information from a person other than the Public Body, the Contractor must promptly advise the person to make the request to the Public Body and, if the Public Body has advised the Contractor of the name or title and contact information of an official of the Public Body to whom such requests are to be made, the Contractor must also promptly provide that official’s name or title and contact information to the person making the request.

Protection of personal information

12.
The Contractor must protect personal information by making reasonable security arrangements against such risks as unauthorized access, collection, use, disclosure or disposal, including any expressly set out in the Agreement.

Storage and access to personal information

13.
Unless the Public Body otherwise directs in writing, the Contractor must not store personal information outside Canada or permit access to personal information from outside Canada.

Retention of personal information

14.
Unless the Agreement otherwise specifies, the Contractor must retain personal information until directed by the Public Body in writing to dispose of it or deliver it as specified in the direction.

Use of personal information

15.
Unless the Public Body otherwise directs in writing, the Contractor may only use personal information if that use is for the performance of the Contractor’s obligations, or the exercise of the Contractor’s rights, under the Agreement.

Disclosure of personal information

16.
Unless the Public Body otherwise directs in writing, the Contractor may only disclose personal information inside Canada to any person other than the Public Body if the disclosure is for the performance of the Contractor’s obligations, or the exercise of the Contractor’s rights, under the Agreement.

17.
Unless the Agreement otherwise specifies or the Public Body otherwise directs in writing, the Contractor must not disclose personal information outside Canada.

Notice of foreign demands for disclosure

18. 
In addition to any obligation the Contractor may have to provide the notification contemplated by section 30.2 of the Act, if in relation to personal information in its custody or under its control the Contractor:

(a)
receives a foreign demand for disclosure;

(b)
receives a request to disclose, produce or provide access that the Contractor knows or has reason to suspect is for the purpose of responding to a foreign demand for disclosure; or

(c)
has reason to suspect that an unauthorized disclosure of personal information has occurred in response to a foreign demand for disclosure the Contractor must immediately notify the Public Body and, in so doing, provide the information described in section 30.2(3) of the Act.  In this section, the phrases "foreign demand for disclosure" and "unauthorized disclosure of personal information" will bear the same meanings as in section 30.2 of the Act.

Notice of unauthorized disclosure

19.
In addition to any obligation the Contractor may have to provide the notification contemplated by section 30.5 of the Act, if the Contractor knows that there has been an unauthorized disclosure of personal information in its custody or under its control, the Contractor must immediately notify the Public Body.  In this section, the phrase "unauthorized disclosure of personal information" will bear the same meaning as in section 30.5 of the Act.

Inspection of personal information

20.
In addition to any other rights of inspection the Public Body may have under the Agreement or under statute, the Public Body may, at any reasonable time and on reasonable notice to the Contractor, enter on the Contractor’s premises to inspect any personal information in the possession of the Contractor or any of the Contractor’s information management policies or practices relevant to its management of personal information or its compliance with this Schedule and the Contractor must permit, and provide reasonable assistance to, any such inspection.

Compliance with the Act and directions

21.
The Contractor must in relation to personal information comply with:

(a)
the requirements of the Act applicable to the Contractor as a service provider, including any applicable order of the commissioner under the Act; and

(b)
any direction given by the Public Body under this Schedule.

22.
The Contractor acknowledges that it is familiar with the requirements of the Act governing personal information that are applicable to it as a service provider.

Notice of non-compliance

23.
If for any reason the Contractor does not comply, or anticipates that it will be unable to comply, with a provision in this Schedule in any respect, the Contractor must promptly notify the Public Body of the particulars of the non-compliance or anticipated non-compliance and what steps it proposes to take to address, or prevent recurrence of, the non-compliance or anticipated non-compliance.

Termination of Agreement

24.
In addition to any other rights of termination which the Public Body may have under the Agreement or otherwise at law, the Public Body may, subject to any provisions in the Agreement establishing mandatory cure periods for defaults by the Contractor, terminate the Agreement by giving written notice of such termination to the Contractor, upon any failure of the Contractor to comply with this Schedule in a material respect.

Interpretation

25.
In this Schedule, references to sections by number are to sections of this Schedule unless otherwise specified in this Schedule.

26.
Any reference to the “Contractor” in this Schedule includes any subcontractor or agent retained by the Contractor to perform obligations under the Agreement and the Contractor must ensure that any such subcontractors and agents comply with this Schedule.

27.
The obligations of the Contractor in this Schedule will survive the termination of the Agreement.

28.
If a provision of the Agreement (including any direction given by the Public Body under this Schedule) conflicts with a requirement of the Act or an applicable order of the commissioner under the Act, the conflicting provision of the Agreement (or direction) will be inoperative to the extent of the conflict. 

29.
The Contractor must comply with the provisions of this Schedule despite any conflicting provision of this Agreement or, subject to section 30, the law of any jurisdiction outside Canada.

30.
Nothing in this Schedule requires the Contractor to contravene the law of any jurisdiction outside Canada unless such contravention is required to comply with the Act.

APPENDIX 7 – CONFIDENTIALITY AGREEMENT

WHEREAS:

A.
The Contractor and the City acknowledge that the process of the Contractor having access to information or software will involve the verbal, electronic, written, or other disclosure of information, and documentation to the Contractor.  In this Agreement “Confidential Information” means any information, technical data, or know how, including, but not limited to that which relates to services, processes, designs, drawings, diagrams, specifications, business strategies, finances whether communicated orally or in writing, specifications and associated documentation, and any equipment, machinery, or other property all of which owned by the City. 

B.
The Contractor has agreed to maintain the Confidential Information as confidential and to the non-disclosure of same, all in accordance with the following terms:

THEREFORE, IN CONSIDERATION OF THE PREMISES AND OF THE MUTUAL COVENANTS SET FORTH HEREIN, THE PARTIES AGREE AS FOLLOWS:
1.
The Contractor shall hold the Confidential Information in strict confidence recognizing that the Confidential Information, or any portion thereof, is comprised of highly sensitive information.  The Contractor acknowledges that the disclosure or use of the Confidential Information, or any portion thereof, will cause the City substantial and irreparable harm and injury and the City shall have the right to equitable and injunctive relief to prevent the unauthorized use or disclosure, and to such damages as there are occasioned by such unauthorized use or disclosure, and the Contractor hereby consents to the granting of such equitable and injunctive relief.

2.
The Contractor shall not divulge or allow disclosure of the Confidential Information, or any part thereof, to any person or entity for any purpose except as described in this Agreement, unless expressly authorized in writing to do so by the City, provided however, the Contractor may permit the limited disclosure of the Confidential Information or portion thereof only to those of the Contractor’s directors, officers, employees, and sub-contractors who have a clear and bonafide need to know the Confidential Information, and provided further that, before the Contractor divulges or discloses any of the Confidential Information to such directors, officers, employees, and sub-contractors,  the Contractor shall inform each of the said directors, officers, employees, and sub-contractors  of the provisions of this Agreement and shall issue appropriate instructions to them to satisfy the obligations of the Contractor set out in this Agreement and shall, at the request of the City, cause each of the said directors, officers, employees, and sub-contractors to execute a confidentiality agreement in a form satisfactory to the City, in its sole discretion.

3.
The Contractor agrees not to use any of the Confidential Information disclosed to it by the City for its own use or for any purpose except to carry out the specific purposes designated by this Agreement.

4.
The Contractor shall take all necessary precautions to prevent unauthorized disclosure of the Confidential Information or any portion thereof to any person, or entity in order to prevent it from falling into the public domain or the possession of persons other than those persons authorized hereunder to have any such information, which measures shall include the highest degree of care that the Contractor utilizes to protect its own confidential information of a similar nature.

5.
The Contractor shall notify the City in writing of any misuse or misappropriation of Confidential Information which may come to its attention.

6. The Contractor shall not mechanically or electronically copy or otherwise reproduce the Confidential Information, or any portion thereof, without the express advance written permission of the City, except for such copies as the Contractor may require pursuant to this Agreement in order to prepare the Report.  All copies of the Confidential Information shall, upon reproduction by the Contractor, contain the same the City proprietary and confidential notices and legends that appear on the original Confidential Information provided by the City unless authorized otherwise by the City.  All copies shall be returned to the City upon request.
7. The Confidential Information received by the Contractor and all formatting of the Confidential Information, including any alterations to the Confidential Information, shall remain the exclusive property of the City, and shall be delivered to the City by the Contractor forthwith upon demand by the City.

8. The Contractor acknowledges that the City is a public body subject to the Freedom of Information and Protection of Privacy Act (“FIPPA”) and as such the Confidential Information is protected pursuant to the provisions of FIPPA.  The Contractor further acknowledges that the collection, use, storage, access, and disposal of the Confidential Information shall be performed in compliance with the requirements of FIPPA.  Information which is sent to the City by the Contractor in performance of this Agreement is subject to FIPPA and may be disclosed as required by FIPPA.  The Contractor shall allow the City to disclose any of the information in accordance with FIPPA, and where it is alleged that disclosure of the information, or portion thereof, may cause harm to the Contractor, the Contractor shall provide details of such harm in accordance with section 21 of FIPPA.

9. The Contractor acknowledges and agrees that nothing in this Agreement does or is intended to grant any rights to the Contractor under any patent, copyright, or other proprietary right, either directly or indirectly, nor shall this Agreement grant any rights in or to the Confidential Information.

10. Disclosure of the Confidential Information to the Contractor the terms of this Agreement shall not constitute public disclosure of the Confidential Information for the purposes of section 28.2 of the Patent Act, R.S.C. 1985, c. p-4.

11. This Agreement shall be binding upon and for the benefit of the undersigned parties, their successors, and assigns and the Contractor hereby acknowledges that the obligations imposed on the Contractor hereunder shall survive the termination of the Contractor’s dealings or engagement with the City.  

12. The Contractor represents that is not now a party to, and shall not enter into any agreement or assignment in conflict with this Agreement.

13. This Agreement shall be governed and construed in accordance with the laws of the Province of British Columbia and the Contractor and the City irrevocably attorns to the exclusive jurisdiction of the courts of the Province of British Columbia to adjudicate any dispute arising out of this Agreement. 

14. No provision of this Agreement shall be deemed to be waived by the City and no breach of this Agreement shall be deemed to be excused by the City unless such waiver or consent excusing such breach is in writing and duly executed by the City.
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RECREATION SOFTWARE REPLACEMENT PROJECT

TECHNOLOGY AGREEMENT FOR SOFTWARE LICENSE AND ON-PREMISE
INSTALLATION

AGREEMENT No.: 1220-030-2016-005

THIS AGREEMENT is effective this day of , 2016.

BETWEEN:
CITY OF SURREY
13450 - 104" Avenue
Surrey, British Columbia V3T 1V8
(the “City”)
OF THE FIRST PART
<<INSERT NAME OF CONTRACTOR>>

(the “Contractor")
OF THE SECOND PART

WHEREAS the Contractor wishes to undertake the following project for the benefit of the City:

RECREATION SOFTWARE REPLACEMENT PROJECT - SOFTWARE LICENSE AND ON-
PREMISE INSTALLATION

THEREFORE in consideration of the payment of one ($1.00) dollar and other good and valuable
consideration paid by each of the parties to the other (the receipt and sufficiency of which is
hereby acknowledged) the City and the Contractor agree as follows:

1. INTERPRETATION
11 Definitions
In this agreement the following definitions apply:

“City Representative” (or designate) who will have the duty of instituting and
maintaining communication with the Contractor as to the requirements of the agreement
including but not limited to receive security incident or breach notification;

“Confidential Information” means information supplied to, obtained by, or which comes
to the knowledge of the Contractor and the City (or either of them) as a result of the
performance of the Services and this agreement, which includes, but is not limited to
Records, Personnel Information, information that relates to the business of the third
party, and information that is subject to solicitor-client privilege;
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“Data Breach” means any actual or reasonably suspected unauthorized access to or
acquisition of Data;

“Dispute” has the meaning set out in section 19.1;

“Documentation” has the meaning set out in section 2.6;

“Enhancements” means any improvements, modifications, upgrades, updates, fixes,
revisions and/or expansions to the Services that the Contractor may develop or acquire
and incorporate into its standard version of the Services or which the Contractor has
elected to make generally available to its customers;

“Fees” has the meaning set out in section 5.1;

“Go-Live” means the date that the software has achieved final acceptance and is being
used by the City;

“Goods” has the meaning set out in section 2.1,

“Indemnitees” has the meaning set out in section 8.1;

“Intellectual Property Rights” has the meaning set out in section 2.7;

“Invoice" has the meaning set out in section 5.2(a);

“Marks” has the meaning set out in section 2.7;

“Personal Information” means recorded information about an identifiable individual and
any other types of information that, alone or in combination, would reveal the identity of a
particular individual, other than business contact information;

“Record” means information, whether in oral or written form (including books,
documents, maps, drawings, photographs, letters, vouchers, papers and any other thing
on which information is recorded or stored by graphic, electronic, mechanical or other
means), that is supplied, obtained or created in the course of using, providing or
configuring the Services, or otherwise under this agreement. For greater clarity,
Records includes Documentation. In this agreement, the term “Records” is
interchangeable with “Data”;

“Security Incident” means any actual or reasonably suspected adverse event that
compromises the availability, confidentiality, or integrity of the Data, or the ability of the
City to access the Data,;

“Services” has the meaning set out in section 2.1;

“Software” means the Software or Program(s) to be provided by the Contractor to the
City under this Agreement;

“Source Code” means a set of instructions, written in programming language, that must
be translated to machine instructions before the program can run on a computer. These
instructions must be compiled into object code before the computer can understand
them;

“Subscription Fee” shall mean the reoccurring fee paid to the Contractor as

compensation for continued use of the Software;
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"Term" has the meaning set out in section 2.4;

“Third Party” means persons, corporations and entities other than the Contractor, City
or any of their employees, contractors or agents; and

“Time Schedule” has the meaning set out in section 2.5.

1.2 Appendices

The following attached Appendices are a part of this agreement:
(a) Appendix 1 — Scope of Services;
(b) Appendix 1-A — Technical Requirements;
(©) Appendix 1-B — Functional Requirements;
(d) Appendix 2 — Fees and Payment;
(e) Appendix 3 — Time Schedule;
() Appendix 4 — Key Personnel and Sub-Contractors;
(9) Appendix 5 — Additional Services;
(h) Appendix 6 — Privacy Protection Schedule; and
() Appendix 7 — Confidentiality Agreement.

GOODS AND SERVICES
Goods and Services

This Agreement sets forth the terms and conditions under which the Contractor agrees
to license the Software and provide all other services, data import/export, monitoring,
support, backup and recovery, and training necessary for City’s productive use of such
software, as further set forth in Appendix [ ], a future Appendix. The City shall
perform it responsibilities set forth in the same Appendix [ ], a future Appendix.
Contractor agrees to work with the City to ensure proper change management and
assist in identifying any required technology upgrades within the City’'s network in
support of this implementation. Contractor and the City shall use commercially
reasonable efforts to fulfill their respective obligations in a timely manner in order to
achieve the agreed milestones and dates set forth in this Agreement.

Authorized Users. Unless otherwise limited in Appendix [ ], a future Appendix, City
and any of its employees, agents, contractors, suppliers of services or other designated
users that have a need to use the Services for the benefit of the City shall have the right
to operate and use the same. As part of the Services, City shall have the responsible for
all user identification and password change management.

Non-exclusivity. Nothing herein shall be deemed to preclude the City from retaining the
services of other persons or entities undertaking the same or similar functions as those
undertaken by Contractor hereunder.

The City acquires the right to use the Services acquired under this agreement at any
location under the direct control of the City.

Contractor agrees to extend the terms and conditions of this agreement, including
pricing, to all current and future City locations at their request.
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Additional Services

The Contractor will, if requested in writing by the City, provide additional goods and
perform additional services as may be listed in Appendix [ ], a future Appendix. The
terms of this agreement will apply to any additional goods and services. The Contractor
will not provide any additional goods and services in excess of the goods and scope of
services requested in writing by the City.

Standard of Care

The Contractor will perform the Services with that degree of care, skill and diligence
normally provided by a qualified and experienced practitioner. The Contractor represents
that it has the expertise, qualifications, resources and relevant experience to provide the
Goods and Services.

Term

The term of this agreement shall extend from the purchase of the Software until the “Go
Live” date. Continuous one-year extensions shall continue thereafter for annual
maintenance services. Such extensions shall be automatic, and shall go into effect
without written confirmation, unless the City provides advance notice of the intention to not
renew.

If the Term is extended, the provisions of this agreement will remain in force except where
amended in writing by the parties.

If the City chooses to continue to use the Software beyond the 120 month term of this
Agreement monthly license fees will continue to be paid throughout each extension in
order to use the Software provided by the license grant as described in Section 11 of this
Agreement.

Time
Time is of the essence.
Documentation

Documentation shall mean, collectively: (a) all materials published or otherwise made
available to City by the Contractor that relate to the functional, operational and/or
performance capabilities of the Services; (b) all user, operator, system administration,
technical, support and other manuals and all other materials published or otherwise
made available by the Contractor that describe the functional, operational and/or
performance capabilities of the Services; (c) any Requests for Information and/or
Requests for Proposals (or documents of similar effect) issued by City, and the
responses thereto from the Contractor, and any document which purports to update or
revise any of the foregoing; and (d) the results of any presentations or tests provided by
the Contractor to the City.
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Marks

Marks shall mean the trademarks and/or trade names of Contractor as licensed to City
hereunder.

Acceptance Testing

For purposes of acceptance of the Software solution (or portions thereof), the City intends
to use the following staged acceptance procedure. All timeframes specified in the
following procedures may be amended by the Time Schedule.

A. Written Deliverable: The Contractor should submit interim drafts of a written deliverable
to the City for review. The City agrees to review and provide comments to the Contractor
on each draft within ten (10) business days after receiving it from the Contractor. The City
agrees to notify the Contractor in writing by the end of this time period either stating that
the written deliverable is accepted in the form delivered by the Contractor or describing in
reasonable detail any substantive deficiencies that must be corrected prior to acceptance
of the written deliverable. If the Contractor does not receive any such deficiency notice
from the City by the end of this time period, the written deliverable will be deemed to be
accepted and an approved document marked “Provisionally Approved” and dated will be
provided to the City. If the City delivers to the Contractor a timely notice of deficiencies
and the items specified in the notice are deficiencies, the Contractor will promptly correct
the described deficiencies and return to the City for approval. The City will not
unreasonably withhold, delay or condition its approval of a final written deliverable.

The Contractor is responsible for tracking status of each deliverable including but not
limited to the date in which it was submitted to the City and date returned.

B. Software Deliverable: Acceptance testing is an iterative process designed to determine
whether the Software deliverable performs the functions described in its approved
Specifications and to discover and remove defects through repeated testing cycles. In the
event of conflicts between Specifications and Software Documentation the Specifications
will prevail.

The Contractor will work with the City and make a good faith effort to develop a test plan
with the requisite details, understanding the level of detail required may change depending
on the complexity of the requested software deliverable and to test each software
deliverable.

1. Software Acceptance: For each Software deliverable the City will have five (5) business
days unless an alternate time is mutually agreed upon between Contractor and City. The
Software acceptance test period for each Software deliverable will start within five (5)
business days, unless an alternate start date is mutually agreed upon by the Contractor
and the City, after the Software deliverable is installed at the City’s designated site and the
Contractor has successfully completed the Contractor’s installation test and notified the
City that the Software deliverable is ready for testing. The Contractor will not be obligated
to deliver a Software deliverable to City until the City demonstrates the readiness of the
target technical platform and environment.

2. If the City determines during the Software acceptance test period that the Software
deliverable contains a defect, the City will promptly send the Contractor a written notice
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reporting the alleged defect describing it to the Contractor in sufficient detail reasonably
necessary for the Contractor to recreate it. The Contractor will modify the Software
deliverable to remove the reported defect and will provide the modifications to the City for
re-testing. The City will then re-test the modified portions of the Software deliverable
promptly after receiving the modifications from the Contractor.

3. By the end of the Software acceptance testing period the City will provide the Contractor
with a final written list reporting any outstanding defects. The City will have ten (10)
business days after the receipt of the modifications to re-test the modified Software
deliverable to confirm that the defects that were reported have been removed. If any
defects that were reported have not been removed, the City will provide the Contractor
with written notification by the end of the retesting period reporting any such defects.

4. The Contractor and the City each agrees to work diligently to achieve acceptance of
Software deliverable at the earliest possible date.

Training

The Contractor shall provide a training plan in accordance with Appendix [ ], a future
Appendix.

The City reserves the right to video and/or audio tape any and all training sessions,
whether held at the City or the Contractor’s site, or via teleconference. Use of such
training tapes shall be strictly for City staff training purposes.

Warranties, Representations and Covenants

Warranty of the Software Solution

Commencing on the date that the City issues its notice of final acceptance, and
extending for a period of one (1) year, the Contractor warrants that the Software
furnished hereunder shall be free from programming errors and that the Software and
hardware (if any) shall be free from defects in workmanship and materials and shall
operate in conformity with the performance capabilities, scope of Services, functions
and other descriptions and standards applicable thereto and as set forth in this
agreement; that the Services shall be performed in a timely and professional manner by
qualified professional personnel; and that the services, Software and hardware (if any)
shall conform to the standards generally observed in the industry for similar services,
Software and hardware. If the Contractor is not the original Software or hardware
manufacturer, the Contractor shall obtain in writing the manufacturer's consent to pass
through all Software and hardware warranties for the City's benefit. During this warranty
period, the Contractor shall replace or repair any defect appearing in the Software or
hardware, or deficiency in Service provided at no additional cost to the City. The
Contractor's liability shall extend to all liabilities, losses, damages, claims and expenses
incurred by the City caused by any breach of any of the above warranties.

2.10.2 Warranty Against Planned Obsolescence

The Contractor warrants that the Services proposed to and acquired by the City under
this agreement are new and of current manufacture, and that it has no current plans for
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announcing a replacement line that would be marketed by Contractor as a replacement
for any of the Goods and/or Services provided to the City under this agreement and
would result in reduced support for the product line within which the PRMS Software
solution furnished to the City is contained. The Contractor further warrants that, in the
event that a major change in hardware, software, or operating system occurs that
radically alters the design architecture of the System and makes the current design
architecture obsolete within five (5) years after full execution of this agreement, and if the
City continues its annual maintenance contract with the Contractor, the Contractor shall
provide the City with a replacement hardware, software, or operating system(s) that
continues the full functionality of the systems, at no extra cost to the City.

Title Warranty and Warranty Against Infringement

The Contractor represents and warrants that it has the right to grant the licenses set
forth under this agreement. The Contractor further represents and warrants that it has
good and marketable title to the Software and any Equipment sold hereunder free and
clear from all liens, encumbrances, and claims of infringement of patent, copyright, trade
secret or other proprietary rights of third parties. The Contractor further represents and
warrants that neither the Software in the form delivered and installed by the Contractor,
nor any modifications, enhancements, updates or upgrades thereto, nor the normal use
thereof by the City, will infringe any patent, copyright, trademark, trade secret or other
proprietary right of any third party.

In the event that any third party makes a claim or files a lawsuit challenging the City’s
right to use the Software or equipment (if any), the Contractor shall defend and
indemnify the City and hold it harmless for any and all losses, liabilities, judgments,
damages, awards and costs (including legal fees and expenses) arising out of said claim
or lawsuit, and for any monies paid in settlement thereof. In resolving any such
infringement claim, the Contractor shall, in its reasonable discretion, either procure a
license to enable the City to continue to use the Software or develop or obtain a non-
infringing substitute acceptable to City at the Contractor’s cost.

The Contractor represents and warrants that the Software and related products as
described with this agreement will perform in accordance with all Documentation,
contract documents, Contractor marketing literature, and any other communications
attached to or referenced in this agreement.

The Contractor represents and warrants that the Software and related products,
including all modifications contracted under the terms of this agreement, will meet the
requirements of the City as set forth in the Contract Documents.

The City has: (i) presented detailed technical specifications of the particular purpose for
which the Software is intended; (ii) provided detailed descriptions and criteria of how the
Software can be defined to accomplish a particular purpose; and (iii) defined the exact
procedures and techniques to be employed in testing whether the Software has
achieved the defined performance of this particular purpose. Given this advanced
preparation concerning, and documentation about, the City’s particular purpose, the
Contractor, at the time this agreement is in force, has (1) reason and opportunity to know
the particular purpose for which the Software is required, and (2) that the City is relying
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on the Contractor's experience and knowledge of the Software to identify those
components which are most suitable and appropriate. Therefore, the Contractor
warrants that the Software included in this agreement is fit for the purposes for which it is
intended as described in this agreement.

The Contractor represents and warrants that all products provided under this agreement
are compatible with and certified for use and operation in City’s operating environment.

Continuity of Warranty

The City may continue the warranty protection described above by purchasing and
paying for on-going annual support services described below. By doing so, all warranty,
warranty of fitness for a particular use, and resolution and response time warranty
conditions above shall remain in effect, in perpetuity (except for the “Third party
hardware” clause above), as long as payments for annual support are kept current.

Final Acceptance of the System

The Software proposed shall be defined to be finally accepted by the City after the
installation of the training, and successful completion of the following performance
examinations:  software performance examination, system functional competence
examination, system capacity examination, full-load processing capacity examination,
system availability examination, approval of as-built, training, and system
documentation. The City and its consultants shall be the sole judge of whether all
conditions for final acceptance criteria have been met.

No Liens

The Contractor warrants that the Software and Equipment is the sole and exclusive
property of the Contractor and that the Contractor is authorized to provide full use of the
Software to the City as provided herein and that such Software is not subject to any lien,
claim or encumbrance inconsistent with any of the City’s rights under this agreement and
that the City is entitled to and shall be able to enjoy quiet possession and use of the
Software and Equipment without interruption by the Contractor or any other person
making a claim under or through the Contractor or by right of paramount title.

Maintenance Services Warranty

The Contractor warrants that, in performing the Services, the Contractor shall strictly
comply with the descriptions and representations as to the Services, including
performance capabilities, accuracy, completeness, characteristics, configurations,
standards, function and requirements, which appear in this Agreement. Its products
shall be uniform in appearance and clean and presentable in accordance with generally
applicable standards in the industry. Errors or omissions committed by the Contractor in
the course of providing Services shall be remedied by the Contractor at its own expense.

Date Warranty

The Contractor warrants that all Software provided under this Agreement: (a) does not
have a life expectancy limited by date or time format; (b) will correctly record, store,
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process, present calendar dates; (c) will lose no functionality, data integrity, or
performance with respect to any date; and (d) will be interoperable with other software
used by City that may deliver date records from the Software, or interact with date
records of the Software (“Date Warranty”). In the event a Date Warranty problem is
reported to the Contractor by City and remains unresolved after three calendar days, at
City’s discretion, the Contractor shall send, at the Contractor's sole expense, at least
one qualified and knowledgeable representative to City’s premises. This representative
will continue to address and work to remedy the failure, malfunction, defect, or
nonconformity on City’s premises. This Date Warranty shall last perpetually. In the
event of a breach of any of these representations and warranties, the Contractor shall
indemnify and hold harmless the City from and against any and all harm, injury,
damages, costs, and expenses incurred by the City or a customer of the City arising out
of said Breach.

Physical Media Warranty

The Contractor warrants to the City that each licensed copy of Software provided by the
Contractor is and will be free from physical defects in the media that tangibly embodies
the copy (the “Physical Media Warranty.”). The Physical Media Warranty does not apply
to defects discovered more than thirty (30) calendar days after the date of acceptance of
the Software copy by the City. The Contractor shall replace, at the Contractor's
expense, including shipping and handling costs, any Software copy provided by the
Contractor that does not comply with this Warranty.

Software Upgrades and Enhancements

The Contractor shall supply:

€) at no additional cost updated versions of the Software to operate on upgraded
versions of operating systems, upgraded versions of firmware, or upgraded
versions of web browsers;

(b) at no additional cost interface modules that are developed by the Contractor for
interfacing the Software to other Software products; and

(©) at no additional cost updated versions of the Software that encompass
improvements, extensions, maintenance updates, error corrections, or other
changes that are logical improvements or extensions of the original Software
supplied to the City.

Unless otherwise mutually agreed to in writing, the Contractor shall maintain any and all
Third party Software products at their most current version and at no additional charge.
However, the Contractor shall not maintain any Third-party Software versions, including
one version back, if any such version would prevent the City from using any functions, in
whole or in part, or would cause deficiencies in the system. Any additional costs that are
charged by a Third-party Software manufacturer for an upgrade to a Third-party
Software product that is not covered by such product’'s maintenance agreement shall be
charged to and paid for by the Contractor.

Enhancements

The Contractor shall provide the City with all Enhancements and associated
documentation that are provided as general releases to the Software, in whole or in part,
as part of the service. Such Documentation shall be adequate to inform the City of the
problems resolved including any significant differences resulting from the release which
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are known by the Contractor. The Contractor warrants that each such Enhancement
general release shall be tested and perform according to the requirements. The
Contractor agrees to correct corrupted Data that may result from any system deficiency
introduced by the Enhancement at no cost to the City. Enhancements to correct any
deficiency shall be provided to the City at no additional cost. Should the Contractor not
be able to correct the Deficiency so that it complies with the requirements specified in
Schedule A to the City’'s reasonable satisfaction in a timely manner, the City may
terminate this Agreement.

PERSONNEL
Personnel

The Contractor agrees at all times to maintain an adequate staff of experienced and
qualified employees for efficient performance under this Agreement. The Contractor
agrees that, at all times, the employees of the Contractor furnishing or performing any
services shall do so in a proper, workmanlike, and dignified manner.

The Contractor agrees that all persons working for or on behalf of the Contractor whose
duties bring them upon the City’s premises shall obey the rules and regulations that are
established by the City and shall comply with the reasonable directions of the City’'s
officers. The City may, at any time, require the removal and replacement of any of the
Contractor's employees for good cause.

The Contractor shall be responsible for the acts of its employees and agents while on
the Client's premises. Accordingly, the Contractor agrees to take all necessary
measures to prevent injury and loss to persons or property located on the City's
premises. The Contractor shall be responsible for all damages to persons or property
caused by the Contractor or any of its agents or employees. The Contractor shall
promptly repair, to the specifications of the City, any damage that it, or its employees or
agents, may cause to the City’s premises or equipment; on the Contractor’s failure to do
so, the City may repair such damage and the Contractor shall reimburse the City
promptly for the cost of repair.

The Contractor agrees that, in the event of an accident of any kind, the Contractor will
immediately notify the City’s contact person and thereafter, if requested, furnish a full
written report of such accident.

The Contractor shall perform the services contemplated in the agreement without
interfering in any way with the activities of the City’s staff or visitors.

The Contractor and its employees or agents shall have the right to use only those
facilities of the City that are necessary to perform services under this agreement and
shall have no right to access any other facilities of the City. The City shall also extend
parking privileges to properly identified members of the Contractor’s full-time staff on the
same basis as they are extended to City staff.

The City shall have no responsibility for the loss, theft, disappearance of, or damage to
equipment, tools, materials, supplies, and other personal property of the Contractor or its
employees, subcontractors, or material-men.
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The Contractor will not engage any personnel or sub-contractors, or sub-contract or
assign its obligations under this Agreement, in whole or in part, without the prior written
approval of the City and any attempt to do so shall be void and without further effect.

Sub-contractor_Disclosure: The Contractor shall identify all of its strategic business
partners related to the Services provided under this Agreement, including but not limited
to all sub-contractors or other entities or individuals who may be a party to a joint venture
or similar agreement with the Contractor, and who shall be involved in any application
development and/or operations.

Agreements with Sub-Contractors

The Contractor will preserve and protect the rights of the City with respect to any
Services performed under sub-contract and incorporate the terms and conditions of this
Agreement into all sub-contracts as necessary to preserve the rights of the City under
this agreement. The Contractor will be as fully responsible to the City for acts and
omissions of sub-contractors and of persons directly or indirectly employed by them as
for acts and omissions of persons directly employed by the Contractor.

Separation of Duties and Non-Disclosure

The Contractor shall enforce separation of job duties, require commercially reasonable
non-disclosure agreements, and limit staff knowledge of the City’s data to that which is
absolutely necessary to perform job duties.

Right to Remove Personnel

The City shall have the right at any time to require that the Contractor remove from
interaction with the City any Contractor representative who the City believes is
detrimental to its working relationship with the service provider. The City shall provide
the Contractor with notice of its determination, and the reasons it requests the removal.
If the public jurisdiction signifies that a potential security violation exists with respect to
the request, the service provider shall immediately remove such individual. The
Contractor shall not assign the person to any aspect of the contract or future work orders
without the City’s consent.

LIMITED AUTHORITY
Agent of City

The Contractor is not and this agreement does not render the Contractor an agent or
employee of the City, and without limiting the above, the Contractor does not have
authority to enter into any contract or reach any agreement on behalf of the City, except
for the limited purposes as may be expressly set out in this agreement, or as necessary in
order to provide the Goods and perform the Services. The Contractor will make such lack
of authority clear to all persons with whom the Contractor deals in the course of providing
the Goods and/or Services.
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Independent Contractor

The Contractor is an independent contractor. This agreement does not create the
relationship of employer and employee, a partnership, or a joint venture. The City will not
control or direct the details, means or process by which the Contractor provides the Goods
and performs the Services. The Contractor will determine the number of days and hours
of work required to properly and completely perform the Goods and/or Services. The
Contractor is primarily responsible for performance of the Goods and/or Services and may
not delegate or assign any Services to any other person except as provided for in this
agreement. The Contractor will be solely liable for the wages, fringe benefits, work
schedules and work conditions of any partners, employees or sub-contractors.

FEES
Fees

The City will pay to the Contractor the fees as set out in Appendix [ ], a future
Appendix (the “Fees”). Payment by the City of the Fees will be full payment for the
Services and the Contractor will not be entitled to receive any additional payment from the
City.

Payment

Payments will be made on a milestone basis and in a manner consistent with the payment
schedule as set forth as Appendix [ ], a future Appendix. Milestones will be tied to
specific deliverables. The Contractor shall only invoice upon the City's approval of the
deliverable. For software-only purchases, the Contractor may invoice for
licenses/subscriptions upon contract execution, however annual maintenance and support
charges will not begin until the “Go Live” date.

@) The Contractor will submit an invoice (the “Invoice”) to the City requesting payment
of the portion of the Fees relating to the Services provided in accordance with the
milestone deliverables, and including the following information:

(8] an invoice number;
(2 the Contractor’'s name, address and telephone number;
3) the City’s reference number for the Goods and/or Services: P.O. number

4) the percentage of Goods and/or Services completed at the end of the
previous month;

(5) the total budget for the Goods and/or Services and the amount of the
budget expended to the date of the Invoice;

(6) taxes (if any);

(7) grand total of the Invoice;

if the City reasonably determines that any portion of an Invoice is not payable then

the City will so advise the Contractor;

the City will pay the portion of the Invoice which the City determines is payable

within 30 days of the receipt of the Invoice, except the City may hold back from

payments 10% of the amount the City determines is payable to the Contractor until

such time as the Contractor provides its Final Report to the City; and

if the Contractor offer the City a cash discount for early payment, then the City

may, at the City’s sole discretion, pay the portion of an invoice which the City

determines is payable at any time after the receipt of the Invoice.
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Invoices will be submitted by the Contractor by mail or email to: surreyinvoices@surrey.ca.

5.3

531

Name: City of Surrey — Parks, Recreation & Culture Department
Address: 13450 - 104th Avenue
Surrey, British Columbia V3T 1V8

Payment Schedule

Implementation and Licensing fees will be paid by City quarterly with invoicing to occur at
the end of the last month of each quarter. Additional fees or ad hoc services will be
invoiced in accordance with negotiated arrangements for each service period.

Records

The Contractor will prepare and maintain proper records related to the Services. On
request from the City, the Contractor will make the records available open to audit
examination by the City at any time during regular business hours during the time the
Contractor is providing the Services and for a period of six years after the Goods and
Services are complete.

Non-Residents

If the Contractor is a non-resident of Canada and does not provide to the City a waiver of
regulation letter, the City will withhold and remit to the appropriate governmental authority
the greater of:

€)) 15% of each payment due to the Contractor; or

(b) the amount required under applicable tax legislation.

Advance Payment Prohibited

The City does not accept requests for down payment or partial payment. Maintenance
subscriptions may be paid up to one year in advance provided that should the City
terminate early, the amount paid shall be reimbursed to the City on a prorated basis; all
other expenses are payable after receipt and acceptance of satisfactory compliance.

Resolution and Response Time Warranty

The Contractor warrants that all resolution and response times delineated below shall be
adhered to as follows, as determined by the City’'s Department Representative.
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Service Level

Service Standard

Penalty

Level 1: A “Critical” or “Level
1” error renders the software
completely unusable or nearly
unusable or introduces a high
degree of operational risk. No
workaround is available that
would effectively meet the
classification of a level 2 or
lower. Until this error is
resolved, the software usage is
essentially halted.

The Contractor must
respond to critical problems
by ensuring that appropriate
managerial personnel are
made aware of the problem
and that they actively track
and expedite a resolution.

The Contractor must assign
Support or development
personnel at the appropriate
level to the problem for the
problem’s expeditious
resolution

Response to First Call Time
Limit — within two (2) hours.

Resolution Time Limit —
Contractor shall use best
efforts to resolve within one
(1) day.

If the Contractor and City
staff are working to resolve a
Level 1 support issue at the
time that normal support
hours end, the Contractor’s
support representatives
must continue to work past
the normal support hours to
provide what assistance is
needed at no additional cost
to the City.

For not adhering to Response
to First Call Time Limit, the
City shall assess a 10%, per
incident, penalty, based on
the value of the annual
support contract.

For not adhering to the
Resolution Time Limit, the
City shall assess a 10%, per
day, penalty, based on the
value of the annual support
contract.

Level 1 penalty is to be
applied against the support
fees payments.

Level 2: A “High” or “level 2”
error renders the software
consistently unavailable or
obstructed, and causes a
moderate level of hindrance or
risk. Workarounds may be
available, but use of the
software or performance is
acutely degraded and causes
continuing operational risk. A
moderate number of users are
significantly  impacted, but
overall the software is
operational and functional.

Response to First Call Time
Limit — within four (4)
business hours.

Resolution Time Limit — the
Contractor shall use its best
efforts to resolve within two
(2) business days.

For not adhering to Response
to First Call Time Limit, the
City shall assess a 7.5%, per
incident, penalty, based on
the value of the annual
support contract.

For not adhering to the
Resolution Time Limit, the
City shall assess a 7.5%, per
day, penalty, based on the
value of the annual support
contract.

Level 2 penalty is to be
applied against the support
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fees payments.

Level 3: A “Low” or “Severity | Response to First Call Time | For not adhering to Response
3" error has a small degree of | Limit — within one business | to First Call Time Limit, the
significance, or is a minor | day. City shall assess a 5%, per
operational or configuration incident, penalty, based on
issue, or is a “one off’ case. A | Resolution Time Limit — the | the value of the annual
“one off” case occurs when the | Contractor shall use its best | support contract.

error occurs infrequently and | efforts to resolve within three
cannot be replicated easily. | (3) business days. For not adhering to the
These are errors that do not Resolution Time Limit, the
impact the daily use of the City shall assess a 5%, per
software. A low error is day, penalty, based on the
something does not affect value of the annual support
normal use, and can be contract.

accepted for a period of time,
but user would eventually want Level 3 penalty is to be
to be fixed. applied against the support
fees payments.

CITY RESPONSIBILITIES
City Information

The City will, in co-operation with the Contractor, make efforts to make available to the
Contractor information, surveys, and reports which the City has in its files and records that
relate to the delivery of the Services. The Contractor will review any such material upon
which the Contractor intends to rely and take reasonable steps to determine if that
information is complete or accurate. The Contractor will assume all risks that the
information is complete and accurate and the Contractor will advise the City in writing if in
the Contractor's judgment the information is deficient or unreliable and undertake such
new surveys and investigations as are necessary.

City Decisions

The City will in a timely manner make all decisions required under this agreement,
examine documents submitted by the Contractor and respond to all requests for approval
made by the Contractor pursuant to this agreement.

Notice of Defect

If the City believes in good faith that some portion of the Services has not been
completed satisfactorily, the City may require the Contractor to correct such work prior to
the City making any payment. In such event, the City will provide the Contractor with an
explanation of the concern and the remedy that the City expects. The City may withhold
from any payment that is otherwise due, an amount that the City in good faith finds to be
under dispute, of if the Contractor does not provide a sufficient remedy. The City may
retain the amount equal to the cost to the City for otherwise correcting or remedying the
work not properly completed.
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INTELLECTUAL PROPERTY INFRINGEMENT INDEMNIFICATION

Contractor shall indemnify, defend and hold City harmless from any and all actions,
proceedings, or claims of any type brought against City alleging that the Services and/or
Documentation or City's use of the Services and/or Documentation constitutes a
misappropriation or infringement upon any patent, copyright, trademark, or other
proprietary right or violates any trade secret or other contractual right of any Third Party.
Contractor agrees to defend against, and hold City harmless from, any claims and to pay
all litigation costs, all reasonable attorneys' fees, settlement payments and all judgments,
damages, costs or expenses awarded or resulting from any claim. City shall, after
receiving notice of a claim, advise Contractor of it. City’s failure to give Contractor timely
notification of said claim shall not effect Contractor’s indemnification obligation unless
such failure materially prejudices Contractor’s ability to defend the claim. City reserves
the right to employ separate counsel and participate in the defense of any claim at its
own expense.

If the Services and/or Documentation, or any part thereof, is the subject of any claim for
infringement of any patent, copyright, trademark, or other proprietary right or violates any
trade secret or other contractual right of any Third Party, or if it is adjudicated by a court
of competent jurisdiction that the Services and/or Documentation, or any part thereof,
infringes any patent, copyright, trademark, or other proprietary right or violates any trade
secret or other contractual right of any Third Party, and City's use of the Services and/or
Documentation, or any part of it, is enjoined or interfered with in any manner, Contractor
shall, at its sole expense and within thirty (30) calendar days of such injunction or
interference, either: (a) procure for City the right to continue using the Services and/or
Documentation free of any liability for infringement or violation; (b) modify the Services

and/or Documentation, or parts thereof, with non-infringing Services and/or
Documentation of equivalent or better functionality that is reasonably satisfactory to City;
or (c) replace the Services and/or Documentation, or parts thereof, with non-infringing
Services and/or Documentation of equivalent or better functionality that is reasonably
satisfactory to City.

Contractor shall have no obligation to indemnify City for a claim if: (a) City uses the
Services in a manner contrary to the provisions of this Agreement and such misuse is
the cause of the infringement or misappropriation; or (b) City's use of the Services in
combination with any product or system not authorized, approved or recommended by
Contractor and such combination is the cause of the infringement or misappropriation.

No limitation of liability set forth elsewhere in this agreement is applicable to the
Intellectual Property Infringement Indemnification set forth herein.

INSURANCE AND DAMAGES
Indemnity

The Contractor will indemnify and save harmless the City and all of its elected and
appointed officials, officers, employees, servants, representatives and agents (collectively
the “Indemnitees”), from and against all claims, demands, causes of action, suits, losses,
damages and costs, liabilities, expenses and judgments (including all actual legal costs)
for damage to or destruction or loss of property, including loss of use, and injury to or
death of any person or persons which any of the Indemnitees incur, suffer or are put to
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arising out of or in connection with any failure, breach or non-performance by the
Contractor of any obligation of this agreement, or any wrongful or negligent act or omission
of the Contractor or any employee or agent of the Contractor.

City hereby agrees to indemnify and hold Contractor and its affiliates, sub-contractors and
agents (and each of their respective shareholders, officers, directors, employees and
Contractors) harmless from and against any and all third party claims and resulting losses
and damages including, but not limited to, reasonable legal fees, fines and expenses,
resulting from, relating to or arising out of (i) any Software and documents, including but
not limited to infringement of Intellectual Property Rights thereby (except to the extent such
infringement is covered by Contractor’s indemnity under Section 8.1), (ii) any breach of the
terms and conditions of this agreement by City or (ii) the negligence or willful misconduct
of the City or its directors, officers, employees, contractors or agents.

Survival of Indemnity

The indemnity described in section 8.1.1 will survive the termination or completion of this
agreement and, notwithstanding such termination or completion, will continue in full force
and effect for the benefit of the Indemnitees.

Limitation of Liability

In no event shall either party be liable for any loss of data, reprocurement costs, loss of
profits, loss of use or for any other consequential, indirect, exemplary, special or incidental
damages arising under or in connection with this Agreement, even if the other party has
been advised of the possibility of such damages.

Contractor's Insurance Policies

The Contractor will, without limiting its obligations or liabilities and at its own expense,
provide and maintain throughout this agreement the following insurances in forms and
amounts acceptable to the City from insurers licensed to conduct business in Canada:

@ commercial general liability insurance on an occurrence basis, in an amount not
less than five million ($5,000,000) dollars inclusive per occurrence against death,
bodily injury and property damage arising directly or indirectly out of the work or
operations of the Contractor, its employees and agents. The insurance will
include cross liability and severability of interests such that the coverage shall
apply in the same manner and to the same extent as though a separate policy
had been issued to each insured. The insurance will include, but not be limited
to: premises and operators’ liability, broad form products and completed
operations, owners and Contractors protective liability, blanket contractual,
employees as additional insureds, broad form property damage, non-owned
automobile, contingent employers liability, personal injury, and incidental medical
malpractice. The City will be added as additional insured;
professional errors and omissions insurance in an amount not less than one million
($2,000,000) dollars insuring all professionals providing the Services from liability
resulting from errors or omissions in the performance of the Services, with a 12
month maintenance period; and
automobile liability insurance on all vehicles owned, operated or licensed in the
name of the Contractor in an amount not less than three million ($3,000,000)
dollars per occurrence for bodily injury, death and damage to property.
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Insurance Requirements

The Contractor will provide the City with evidence of the required insurance prior to the
commencement of this Agreement. Such evidence will be in the form of a completed
certificate of insurance acceptable to the City. The Contractor will, on request from the
City, provide certified copies of all of the Contractor’'s insurance policies providing
coverage relating to the Services, including without limitation any professional liability
insurance policies. All required insurance will be endorsed to provide the City with thirty
(30) days advance written notice of cancellation or material change restricting coverage.
To the extent the City has an insurable interest, the builder's risk policy will have the City
as first loss payee. The Contractor will be responsible for deductible amounts under the
insurance policies. All of the Contractor's insurance policies will be primary and not
require the sharing of any loss by the City or any insurer of the City.

Contractor Responsibilities

The Contractor acknowledges that any requirements by the City as to the amount of
coverage under any policy of insurance will not constitute a representation by the City that
the amount required is adequate and the Contractor acknowledges and agrees that the
Contractor is solely responsible for obtaining and maintaining policies of insurance in
adequate amounts. The insurance policy coverage limits shall not be construed as
relieving the Contractor from responsibility for any amounts which may exceed these
limits, for which the Contractor may be legally liable.

Additional Insurance
The Contractor shall place and maintain, or cause any of its subcontractors to place and
maintain, such other insurance or amendments to the foregoing policies as the City may

reasonably direct.

Waiver of Subrogation

The Contractor hereby waives all rights of recourse against the City for loss or damage to
the Contractor's property.

TERMINATION
By the City

The City may at any time and for any reason by written notice to the Contractor terminate
this agreement before the completion of all the Services, such notice to be determined by
the City at its sole discretion. Upon receipt of such notice, the Contractor will perform no
further Services other than the work which is reasonably required to terminate the
Services and return the City’s property to the City. Despite any other provision of this
agreement, if the City terminates this agreement before the completion of all the Services,
the City may pay to the Contractor all amounts owing under this agreement for Services
provided by the Contractor up to and including the date of termination, plus reasonable
termination costs in the amount as determined by the City in its sole discretion. Upon
payment of such amounts no other or additional payment will be owed by the City to the
Contractor, and, for certainty, no amount will be owing on account of lost profits relating to
the portion of the Services not performed or other profit opportunities.
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Termination for Cause

The City may terminate this agreement for cause as follows:

@ If the Contractor is adjudged bankrupt, or makes a general assignment for the
benefit of creditors because of its insolvency, or if a receiver is appointed because
of its insolvency, the City may, without prejudice to any other right or remedy the
City may have, terminate this agreement by giving the Contractor or receiver or
trustee in bankruptcy written notice; or
If the Contractor is in breach of any term or condition of this agreement, and such
breach is not remedied to the reasonable satisfaction of the City within 5 days after
delivery of written notice from the City to the Contractor, then the City may, without
prejudice to any other right or remedy the City may have, terminate this agreement
by giving the Contractor further written notice.

If the City terminates this Agreement as provided by this Section, then the City may:

@ enter into contracts, as it in its sole discretion sees fit, with other persons to
complete the Services;

(b) withhold payment of any amount owing to the Contractor under this Agreement for
the performance of the Services;

(c) set-off the total cost of completing the Services incurred by the City against any
amounts owing to the Contractor under this Agreement, and at the completion of
the Services pay to the Contractor any balance remaining; and

(d) if the total cost to complete the Services exceeds the amount owing to the
Contractor, charge the Contractor the balance, which amount the Contractor will
forthwith pay.

Curing Defaults

If either party is in default of any of its obligations under this Agreement, then either party
may without terminating this Agreement, upon fourteen (14) days written notice to the
defaulting party, remedy the default and set-off all costs and expenses of such remedy
against any amounts owing to the defaulting party. Nothing in this Agreement will be
interpreted or construed to mean that the non-defaulting party has any duty or obligation
to remedy any default of the defaulting party. Parties agree to act reasonably and
diligently to remedy issues.

APPLICABLE LAWS

Applicable Laws

This agreement will be governed by and construed in accordance with the laws of the
Province of British Columbia. The City and the Contractor accept the jurisdiction of the
courts of British Columbia and agree that any action under this Agreement be brought in

such courts.

Codes and By-Laws

The Contractor will provide the Services in full compliance with all applicable laws, and
regulations.
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Interpretation of Laws

The Contractor will, as a qualified and experienced professional, interpret laws and
regulations applicable to the performance of the Services. If an authority having
jurisdiction imposes an interpretation which the Contractor could not reasonably have
verified or foreseen prior to entering into this Agreement, then the City will pay the
additional costs, if any, of making alterations to the required interpretation.

CONFIDENTIALITY AND DISCLOSURE OF INFORMATION
No Disclosure

Except as provided for by law or otherwise by this Agreement, the Contractor and the City
will keep strictly confidential any information supplied to, obtained by, or which comes to
the knowledge of the Contractor and the City as a result of the performance of the Goods
and Services and this agreement, and will not, without the prior express written consent of
the Contractor and the City, publish, release, disclose or permit to be disclosed any such
Confidential Information to any person or corporation, either before, during or after
termination of this Agreement, except as reasonably required to complete the Services.
The City acknowledges and agrees that the Software and documentation are confidential
information of the Contractor.

Freedom of Information and Protection of Privacy Act
The Contractor acknowledges that the City is subject to the Freedom of Information and
Protection of Privacy Act of British Columbia and agrees to any disclosure of information

by the City required by law.

Return of Property

The Contractor agrees to return to the City all of the City’s Data at the completion of this
Agreement, including any and all copies or originals of reports provided by the City.

GRANT OF LICENSE
License and Use

The Contractor grants to the City a honexclusive, nontransferable, and perpetual license
to use the executable code version of the Software identified in each Schedule under
this Contract, along with the related documentation, and if indicated in an applicable
Appendix [ ], a future Appendix, the Source Code for the Software. The license
begins on the date identified in the applicable Appendix [ ], a future Appendix as the
start date for the license (the “Start Date”). Unless indicated otherwise in this agreement
such use will be limited to use solely for the exercise of any function by the City. The
applicable Appendix [ ], a future Appendix governing the license will describe the
scope of each license granted to the City in further detail, and the City agrees to limit its
use of the Software as described in the applicable Appendix [ ], a future Appendix.
The City may not republish the Software or the documentation or distribute it to any third
party, unless and only to the extent that this agreement or the scope of license in the
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applicable Appendix [ ], a future Appendix expressly so permits. The City will have a
right to use the Software at any of its locations.

Restrictions and Limitations

The City acknowledges and agrees that:

@) it shall not copy, distribute, share, sublicense or otherwise reproduce any of the
Software without the prior written permission of the Contractor;

(b) it shall not authorize any third party to use, copy, modify, distribute, share,
sublicense or otherwise reproduce any of the Software without the prior written
permission of the Contractor;

(c) it shall not attempt to decompile, reverse-engineer or otherwise disassemble any of
the Software;
it shall not use any of the Software to create derivative works;
it shall not reproduce and not remove, obscure or amend any Contractor or third
party proprietary notices contained in the Software;
it can only engage with the Contractor to provide any support and services to
modify the Software. This will be done via maintenance support agreements.
it must have appropriate licenses from the operating system provider to use the
product with the operating system;
it must have the appropriate licenses from the database provider to use the product
with the database;

0] it shall comply with all applicable laws in performing its obligations hereunder and
shall have obtained all necessary permits and governmental permissions required
to perform its obligations under this Agreement;

()] it shall not distribute any Software to any person who infringes the Contractor's
rights in respect of the Software; and

(k) any use of the Software not expressly authorized in this agreement, as well as any
and all unauthorized, unsafe, hazardous, unlawful or illegal uses of the Software is
expressly prohibited.

Authorized Copies

In addition to the copies of the Software authorized by the license in the applicable
Appendix [ ], a future Appendix, the City may make a reasonable number of copies of
the Software for backup, archival, disaster recovery, testing, development, and PRMS
Software management purposes. And the City may use these copies for such purposes
without paying any additional fee or charge, so long as any such additional copies are
not used in a production environment while the production copy or copies of the
Software are used for production. No other copies of the Software may be made by or
for the City. With respect to the documentation for any Software, the City may make as
many copies of it in either paper-based or electronic form as the City may reasonably
require for its own internal purposes. Additionally, the City may incorporate portions of
the documentation in other materials, such as training and reference manuals, provided
that such materials are used solely for the internal purposes of the City. If the Contractor
has granted the City a license to use the Source Code for the Software, the City may
make a reasonable number of copies of the Source Code, modify it, compile it, and
otherwise use it as reasonably necessary to support its licensed use of the Software.
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OWNERSHIP AND PROPRIETARY NATURE OF THE SOFTWARE

The Software and other related intellectual property are the confidential and proprietary
products of Contractor or its licensors. The City acknowledges that the Contractor or its
licensors retain all right, title and ownership to such products and the Marks; no such rights
shall pass to the City except to the extent to which such rights are expressly granted by
this Agreement.

All Intellectual Property Rights in any software services work performed by Contractor
under any statement of works under this Agreement shall be owned by Contractor and be
licensed to the City under the terms of Section 12.

INDEPENDENT SOFTWARE COMPONENTS

The City understands and agrees that any third party software provided to the City under
this agreement is provided under license and is subject to the license terms of this
agreement and the City shall comply with the trademarks and guidelines provided with the
third party software as identified in herein or as provided to the City from time to time by
Contractor.

INTELLECTUAL PROPERTY RIGHTS

Intellectual Property is owned by the applicable content owner and, except as expressly
set out herein, this Agreement does not grant either party any rights, implied or
otherwise, to the other’s Intellectual Property. For greater certainty:

(a) The City acknowledges that the Contractor retains all right, title and interest in the
Intellectual Property. The City acknowledges that it does not, by virtue of
receiving a license to use the Intellectual Property, acquire any proprietary rights
therein, other than the limited rights granted in this Agreement. The Contractor
warrants that it is the sole owner of the Intellectual Property; and
The Contractor acknowledges that the City retains all right, title and interest in the
City’s Intellectual Property. The Contractor acknowledges that it does not, by
virtue of receiving a license to use the City's Intellectual Property in order to
customize the Intellectual Property, acquire any proprietary right to the City's
Intellectual Property, other than the limited rights granted under this Agreement.
The City warrants that it owns the Intellectual Property that it provides to the
Contractor for the purpose of customizing the Intellectual Property.

Neither party may transfer or assign its rights and obligations under this Agreement
without first obtaining the other party’s prior written consent.

Upon termination or expiry of this Agreement, all licenses granted in this Agreement
shall be revoked and the Contractor shall remove the City’s Intellectual Property from the
software.

ESCROWING OF SOURCE CODE OF LICENSED SOFTWARE

The Contractor shall place Source Code for the Software licensed by the City in escrow
with an independent Third Party (with whom a separate Escrow Agreement will be
entered into by City at no additional cost to the City). The Source Code shall be kept
current with the latest releases of the Software. The Source Code shall revert to the City
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for the City’s use if the Contractor files for bankruptcy or protection from creditors in a
court of law. The City shall then have full rights to use Source Code for any purposes
other than resale if City terminates for cause, if the Contractor discontinues support or is
acquired.

The Contractor will provide appropriate Source Code to the City in a timely manner in the
event that the Contractor goes out of business or no longer supports the Software being
licensed. The same applies if the Contractor is merged or acquired and the Software is
no longer supported. Once the City obtains the Source Code, it will be a perpetual
license, and there will be no additional fees due, even if additional licenses are deployed.

Escrow Fees. All fees and expenses charged by an escrow agent will be borne by the
Contractor.

WORKERS' COMPENSATION BOARD AND OCCUPATIONAL HEALTH AND
SAFETY

The Contractor will, at its own expense, procure and carry full Workers' Compensation
Board coverage for itself and all workers, employees, servants and others engaged in
the supply of the Goods and Services. The City has the unfettered right to set off the
amount of the unpaid premiums and assessments for the Workers' Compensation Board
coverage against any monies owning by the City to the Contractor. The City will have
the right to withhold payment under this agreement until the Workers' Compensation
Board premiums, assessments or penalties in respect of the Goods and Services have
been paid in full.

The Contractor will provide the City with the Contractor's Workers' Compensation Board
registration number and a letter from the Worker's Compensation Board confirming that
the Contractor is registered in good standing with the Workers' Compensation Board.

The Contractor agrees that it is the prime contractor for the Services for the purposes of
the Workers Compensation Act. The Contractor will have a safety program in place that
meets the requirements of the Workers' Compensation Board Occupational Health and
Safety Regulation and the Workers Compensation Act. As prime contractor, the
Contractor will be responsible for appointing a qualified coordinator for insuring the
health and safety activities for the location of the Services. That person will be the
person so identified in Appendix 4 of this Agreement, and the Contractor will advise the
City immediately in writing if the name or contact number of the qualified coordinator
changes.

Without limiting the generality of any other indemnities granted by the Contractor in this
agreement, the Contractor will indemnify and save harmless the Indemnitees from and
against all claims, demands, causes of action, suits, losses, damages, costs, liabilities,
expenses, judgments, penalties and proceedings (including all actual legal costs) which
any of the Indemnitees incur, suffer or are put to arising out of or in any way related to
unpaid Workers' Compensation Board assessments owing from any person or
corporation engaged in the performance of this agreement or arising out of or in any way
related to the failure to observe safety rules, regulations and practices of the Workers'
Compensation Board, including penalties levied by the Workers' Compensation Board.
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The Contractor will ensure compliance with and conform to all health and safety laws,
by-laws or regulations of the Province of British Columbia, including without limitation the
Workers Compensation Act and Regulations pursuant thereto.

The City may, on twenty-four (24) hours written notice to the Contractor, install devices
or rectify any conditions creating an immediate hazard existing that would be likely to
result in injury to any person. However, in no case will the City be responsible for
ascertaining or discovering, through inspections or review of the operations of the
Contractor or otherwise, any deficiency or immediate hazard.

The Contractor understands and undertakes to comply with all the Workers'
Compensation Board Occupational Health and Safety Regulations for hazardous
materials and substances, and in particular with the "Workplace Hazardous Materials
Information System (WHMIS)" Regulations. All "Material Safety Data Sheets (MSDS)"
will be shipped along with the Goods and any future MSDS updates will be forwarded.
BUSINESS LICENSE

The Contractor will obtain and maintain throughout the term of this agreement a valid
City of Surrey business license.

19. DISPUTE RESOLUTION
19.1 Dispute Resolution Procedures

19.1.1 The parties will make reasonable efforts to resolve any dispute, claim, or controversy

arising out of this agreement or related to this agreement (“Dispute”) using the dispute
resolution procedures set out in this section 19.

€) Negotiation
The parties will make reasonable efforts to resolve any Dispute by amicable
negotiations and will provide frank, candid and timely disclosure of all relevant
facts, information and documents to facilitate negotiations.

Mediation

If all or any portion of a Dispute cannot be resolved by good faith negotiations
within 30 days, either party may by notice to the other party refer the matter to
mediation. Within 7 days of delivery of the notice, the parties will mutually appoint a
mediator. If the parties fail to agree on the appointment of the mediator, then either
party may apply to the British Columbia International Commercial Arbitration
Centre for appointment of a mediator. The parties will continue to negotiate in
good faith to resolve the Dispute with the assistance of the mediator. The place of
mediation will be Surrey, British Columbia. Each party will equally bear the costs
of the mediator and other out-of-pocket costs, and each party will bear its own costs
of participating in the mediation.

Litigation

If within 90 days of the request for mediation the Dispute is not settled, or if the
mediator advises that there is no reasonable possibility of the parties reaching a
negotiated resolution, then either party may without further notice commence
litigation.
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JURISDICTION AND COUNCIL NON-APPROPRIATION

Nothing in this agreement limits or abrogates, or will be deemed to limit or abrogate, the
jurisdiction of the Council of the City in the exercise of its powers, rights or obligations
under any public or private statute, regulation or by-law or other enactment.

The Contractor recognizes and agrees that the City cannot make financial commitments
beyond the City's current fiscal year. The City will annually make bonafide requests for
appropriation of sufficient funds to cover all payments covered by this agreement. If City
Council does not appropriate funds, or appropriates insufficient funds, the City will notify
the Contractor of its intention to terminate or reduce the services so affected within
90 days after the non-appropriation becomes final. Such termination shall take effect
90 days from the date of natification, shall not constitute an event of default and shall
relieve the City, its officers and employees, from any responsibility or liability for the
payment of any further amounts under this agreement.

GENERAL
Entire Agreement

This Agreement, including the Appendices and any other documents expressly referred
to in this Agreement as being a part of this Agreement, contains the entire agreement of
the parties regarding the provision of the Services and no understandings or
agreements, oral or otherwise, exist between the parties except as expressly set out in
this Agreement. This Agreement supersedes and cancels all previous agreements
between the parties relating to the provision of the Services.

Amendment

This Agreement may be amended only by agreement in writing, signed by both parties.
Contractor Terms Rejected

In the event that the Contractor issues an invoice, packing slip, sales receipt, or any like
document to the City, the City accepts the document on the express condition that any
terms and conditions in it which constitute terms and conditions which are in addition to
or which establish conflicting terms and conditions to those set out in this agreement are

expressly rejected by the City.

Survival of Obligations

All of the Contractor's obligations to perform the Services in a professional and proper
manner will survive the termination or completion of this Agreement.

Cumulative Remedies

The City’s remedies under this Agreement are cumulative and in addition to any right or
remedy which may be available to the City at law or in equity.
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21.6 Notices

21.6.1 Any notice, report or other document that either party may be required or may wish to
give to the other must be in writing, unless otherwise provided for, and will be deemed to
be validly given to and received by the addressee, if delivered personally, on the date of
such personal delivery, if delivered by facsimile, on transmission, or if by mail or email,
five calendar days after posting. The addresses for delivery will be as follows:

The City: City of Surrey — Parks, Recreation & Culture Department
13450 - 104™ Avenue
Surrey, British Columbia, Canada, V3T 1V8

Attention:
Fax:
E-mail:

The Contractor: [Company Name]
[Street Address], [City], [Province/State] [Postal or Zip
Code]

Attention: [Contact Name/PositionTitle]
Fax:
E-mail:

21.7 Unenforceability

21.7.1 If any provision of this agreement is invalid or unenforceable, it will be severed from the
agreement and will not affect the enforceability or validity of the remaining provisions of
the agreement.

21.8 Headings

21.8.1 The headings in this agreement are inserted for convenience of reference only and will
not form part of nor affect the interpretation of this agreement.

21.9 Singular, Plural and Gender

21.9.1 Wherever the singular, plural, masculine, feminine or neuter is used throughout this
agreement the same will be construed as meaning the singular, plural, masculine,
feminine, neuter or body corporate where the context so requires.

21.10 Waiver

21.10.1 No waiver by either party of any breach by the other party of any of its covenants,
obligations and agreements will be a waiver of any subsequent breach or of any other
covenant, obligation or agreement, nor will any forbearance to seek a remedy for any
breach be a waiver of any rights and remedies with respect to such or any subsequent
breach.
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21.11 Signature

21.11.1 This agreement may be executed in or one or more counterparts all of which when taken
together will constitute one and the same agreement, and one or more of the counterparts
may be delivered by fax or PDF email transmission.

21.12 Force Majeure

21.12.1 Neither party shall be liable to the other for failure or delay of performance hereunder
due to causes beyond its reasonable control. Such delays include, but are not limited to,
earthquake, flood, storm, fire, epidemics, acts of government, governmental agencies or
officers, war, riots, or civil disturbances. The non-performing party will promptly notify
the other party in writing of an event of force majeure, the expected duration of the
event, and its anticipated effect on the ability of the party to perform its obligations, and
make reasonable effort to remedy the event of force majeure in a timely fashion.

21.12.2 The performing party may terminate or suspend its performance under this Agreement if
the non-performing party fails to perform its obligations under this Agreement for more
than fifteen (15) consecutive calendar days. City’'s payment obligations shall be
suspended automatically if it is denied access to the Services for more than five (5)
hours in any twenty-four (24) hour period.

— END OF PAGE —
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21.13 Enurement

21.13.1This agreement shall enure to the benefit of and be binding upon the respective
successors and permitted assigns of the City and the Contractor.

IN WITNESS WHEREOF the parties hereto have executed this agreement on the day and year
first above written.

CITY OF SURREY
by its authorized signatory:

LINDA HEPNER
Mayor

JANE SULLIVAN
City Clerk

<<INSERT NAME OF CONTRACTOR>>
I/'We have the authority to bind the Consultant.

(Legal Name of Contractor)

(Signature of Authorized Signatory) (Signature of Authorized Signatory)

(Print Name and Position of Authorized Signatory) (Print Name and Position of Authorized Signatory)
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DRAFT AGREEMENT - SOFTWARE as a SERVICE IMPLEMENTATION

RECREATION SOFTWARE REPLACEMENT PROJECT
This Agreement is effective this day of , 2016.
AGREEMENT #1220-030-2016-005
BETWEEN:
CITY OF SURREY
13450 - 104™ Avenue
Surrey, British Columbia, Canada, V3T 1V8

(the “City™)
OF THE FIRST PART

(Insert Full Legal Name/Address of Contractor)
(the “Contractor")

OF THE SECOND PART

WHEREAS:
A. The Contractor has developed and owns the copyright and all other proprietary rights
pertaining to and subsisting in certain computer programs and related documentation

generally as set out in Appendix 1 — Scope of Services; and

The Contractor desires to sell, transfer, convey, and deliver such programs and
documentation, including all rights subsisting in them, to the City; and

The City desires to acquire such computer programs and documentation from the
Contractor.

THEREFORE in consideration of the payment of one ($1.00) dollar and other good and valuable
consideration paid by each of the parties to the other (the receipt and sufficiency of which is
hereby acknowledged) the City and the Contractor agree as follows:

1. INTERPRETATION
1.1 Definitions
In this agreement the following definitions apply:
"Agreement" means this Cloud Computing Services Agreement between City and

Contractor, inclusive of all schedules, attachments, addenda and other documents
incorporated by reference;
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“City Representative” (or designate) who will have the duty of instituting and
maintaining communication with the Contractor as to the requirements of the agreement
including but not limited to receive security incident or breach notification;

“Confidential Information” means information supplied to, obtained by, or which
comes to the knowledge of the Contractor and the City (or either of them) as a result of
the performance of the Services and this Agreement, which includes, but is not limited
to, Records, Personal Information, information that relates to the business of the third
party, and information that is subject to solicitor-client privilege;

“Data Breach” means any actual or reasonably suspected unauthorized access to or
acquisition of Data,;

“Dispute” has the meaning set out in section 26.1;

“Documentation” has the meaning set out in section 2.4;

“Enhancements” means any improvements, modifications, upgrades, updates, fixes,
revisions and/or expansions to the Services that Contractor may develop or acquire and
incorporate into its standard version of the Services or which the Contractor has elected
to make generally available to its customers;

“Fees” has the meaning set out in section 7.1;

“Indemnitees” has the meaning set out in section 10.1;

“Intellectual Property Rights” has the meaning set out in section 17;

"Invoice" has the meaning set out in section 7.2.1(a);

“Marks” has the meaning set out in section 2.5;

“Personal Information” means recorded information about an identifiable individual and
any other types of information that, alone or in combination, would reveal the identity of a
particular individual, other than business contact information;

"Record" means information, whether in oral or written form (including books,
documents, maps, drawings, photographs, letters, vouchers, papers and any other thing
on which information is recorded or stored by graphic, electronic, mechanical or other
means), that is supplied, obtained or created in the course of using, providing or
configuring the Services, or otherwise under this Agreement. For greater clarity, Records
includes Documentation. In this Agreement, the term “Records” is interchangeable with
“Data”;

“Security Incident” means any actual or reasonably suspected adverse event that
compromises the availability, confidentiality, or integrity of the Data, or the ability of the
City to access the Data,;

“Services” has the meaning set out in section 2.1;

Parks & Recreation Management Software System Replacement Project RFP 1220-030-2016-005 Page 67 of 113
City of Surrey, Parks, Recreation & Culture Department






“Software-as-a-Service” (SaaS) shall mean both the Software and Services provided by
the Contractor to the City under this Agreement;

“Software” means the Software or Program(s) to be provided by the Contractor to the
City under this Agreement;

“Subscription Fee” shall mean the reoccurring fee paid to the Contractor as
compensation for continued use of the Software-as-a-Service;

“Support Services” shall mean any help, support, setup, installation, or other assistance
as described in Appendix 1 — Scope of Services and in Appendix 1-A - Contractor’s
Technical Response;

“Source Code” means a set of instructions, written in programming language, that must
be translated to machine instructions before the program can run on a computer. These
instructions must be compiled into object code before the computer can understand
them:;

“Term” has the meaning set out in section 4.1; and

“Third Party” means persons, corporations and entities other than Contractor, City or
any of their employees, contractors or agents.

Appendices
The following attached Appendices are a part of this Agreement:

(a) Appendix 1 — Scope of Services;

(b) Appendix 1-A — Technical Requirements;

(© Appendix 1-B — Functional Requirements;

(d) Appendix 2 — Fees and Payment;

(e) Appendix 3 — Time Schedule;

) Appendix 4 — Key Personnel and Sub-Contractors;
(9) Appendix 5 — Additional Services;

(h) Appendix 6 — Privacy Protection Schedule; and

0] Appendix 7 — Confidentiality Agreement.

SERVICES
Services

This Agreement sets forth the terms and conditions under which the Contractor agrees
to license certain hosted “software as a service” (SaaS) and provide all other services,
data import / export, monitoring, support, backup and recovery, and training necessary
for City’s productive use of such software, as further set forth in Appendix 1, attached.
The City shall perform it responsibilities set forth in the same Appendix 1. Contractor
agrees to work with the City to ensure proper change management and assist in
identifying any required technology upgrades within the City’s network in support of this
implementation. Contractor and the City shall use commercially reasonable efforts to
fulfill their respective obligations in a timely manner in order to achieve the agreed
milestones and dates set forth in this Agreement.
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Authorized Users. Unless otherwise limited in Appendix 1, City and any of its
employees, agents, contractors, suppliers of services or other designated users that
have a need to use the Services for the benefit of the City shall have the right to operate
and use the same. As part of the Services, City shall have the responsible for all user
identification and password change management.

Non-exclusivity. Nothing herein shall be deemed to preclude the City form retaining the
services of other persons or entities undertaking the same or similar functions as those
undertaken by Contractor hereunder.

The City acquires the right to use the Services acquired under this Agreement at any
location under the direct control of the City.

Contractor agrees to extend the terms and conditions of this Agreement, including
pricing, to all current and future City locations at their request.

Changes

The City may without invalidating this Contract make a Change to the Services. If the
City makes a Change to the Services, then the Department Representative, or,
designate shall issue a Change Order.

The Department Representative, or designate may at any time give the Contractor a
written request (a "Contemplated Change Order") to provide a Quotation for a specified
Change that the City is considering.

If the Department Representative, or designate gives the Contractor a Contemplated
Change Order, then the Contractor shall, as part of the Services, respond as promptly as
possible with a written price quotation (a "Quotation"). The Quotation shall comply with
the following:

(@) Any Quotation submitted by the Contractor for a Change or a Contemplated
Change Order shall, unless expressly stated otherwise in the Quotation, be
interpreted to represent the total adjustment to the Contract Price (excluding
GST) owing on account for the Services contemplated by the Quotation and for
certainty shall be interpreted to include compensation on account of all related
costs, including but not limited to all direct, indirect, or impact, head office,
overhead, and all other costs, and all markups and profits, even if the Quotation
does not specifically mention such items.

The Department Representative, or designate may at any time, by way of a Change
Order, direct the Contractor to proceed with a Change and the Contractor shall comply
with such direction.

The Contractor shall not proceed with any Services that the Contractor intends or
expects to be treated as a Change without receiving a written Change Order approving
the Services as a Change.

If for any reason the Contractor proceeds with Services that the Contractor intends to
claim as a Change before a written Change Order is issued, then verbal approval must
have been received and a written Change Order pending. The Contractor shall maintain
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daily records, and submit them before the end of the next day to the Department
Representative, or, designate for certification. Notwithstanding any other provision of
the Contract Documents, no payment shall be owing to the Contractor on account of any
claimed Change if the Contractor fails to maintain and submit such records. However,
the mere maintenance and submission of such daily records shall not create an
entittement for the Contractor to receive payment for the claimed Change and the
Contractor's right to receive payment shall be as otherwise provided by the Contract
Documents.

The Contractor shall not be entitled to rely on any oral representation (except in an
emergency), site meeting discussion, site meeting minutes or other communication as
approval that any Services are a Change. The Contractor shall strictly comply with the
requirements of this section.

In an emergency, when it is impractical to delay the Services until the written
authorization is issued, the Department Representative, or designate may issue an oral
direction which the Contractor shall follow. In such event the Department
Representative, or, designate shall issue a confirming Change Order at the first
opportunity.

If Contractor eliminates any functionality of any of the Services provided under this
Agreement and subsequently offers that functionality in other or new products (whether
directly or indirectly through agreement with a Third Party), then the portion of those
other or new products that contain the functions in question, or the entire product if the
functions cannot be separated out, shall be provided to City at no additional charge and
under the terms of this agreement, including technical support. If Contractor

incorporates the functionality of the Services provided under this agreement into a newer
product and continues to offer both products, City may, in its sole discretion, exercise the
option to upgrade to the newer product at no additional cost.

Standard of Care

The Contractor will perform the Services with that degree of care, skill and diligence
normally provided by a qualified and experienced practitioner performing Services
similar to the Services, and on the understanding that the City is relying on the
Contractor’'s experience and expertise. The Contractor represents that it has the
expertise, qualifications, resources and relevant experience to provide the Goods and
Services.

Documentation

Documentation shall mean, collectively: (a) all materials published or otherwise made
available to City by the Contractor that relate to the functional, operational and/or
performance capabilities of the Services; (b) all user, operator, system administration,
technical, support and other manuals and all other materials published or otherwise
made available by the Contractor that describe the functional, operational and/or
performance capabilities of the Services; (¢) any Requests for Information and/or
Requests for Proposals (or documents of similar effect) issued by City, and the
responses thereto from the Contractor, and any document which purports to update or
revise any of the foregoing; and (d) the results of any presentations or tests provided by
the Contractor to the City.
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Marks

Marks shall mean the trademarks and/or trade names of Contractor as licensed to City
hereunder.

Service Levels

The Contractor represents and warrants that the Services will be performed in a
professional manner consistent with industry standards reasonably applicable to such
Services.

The Contractor represents and warrants that the Services will be operational at least
99.99% of the time in any given month during the term of this Agreement, meaning that
the outage or Downtime percentage will be not more than .01%.

If the Services availability falls below 99.99% in any month, the Contractor shall provide
the City with a credit of that month'’s bill for Services according to the table below.

AVAILABILITY PERCENTAGE PERCENTAGE OF CREDIT
99.60% to 99.69% 10%
99.50% to 99.59% 20%
99.00% to 99.49% 30%
97.00% to 99.00% 50%
Below 97.00% 75%

The Contractor represents and warrants that ninety-five percent (95%) of all transactions
shall process within no more than one (1) second, and no single transactions shall take
longer than five (5) seconds to process.

If the Contractor’'s system response times fall below the warranted level for two (2) or
more consecutive weeks, the Contractor shall provide the City with a credit in the
amount of twenty percent (20%) of the Services fees for that month. If the Contractor’s
system response times fall below the warranted level for six (6) out of eight (8)
consecutive weeks, the Contractor shall be considered to be in default, and City may
terminate the Agreement without penalty.

The Contractor shall provide the City with any credits resulting from all unachieved
service levels in the form of a check provided to City no later than the tenth (10th)
business day of the month following the month in which the service levels was not
achieved.

The Contractor shall provide the City with monthly reports documenting its compliance
with the service levels detailed herein. Reports shall include, but not be limited to,
providing the following information:

(a) Monthly Services availability by percent time, dates and minutes that the Services
were not available, and identification of months in which agreed upon service levels were
not achieved; and
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(b) Average transaction processing time per week, the fastest and slowest individual
transaction processing time per week, the percent of transactions processed that meet
the service levels stated herein, and identification of weeks in which agreed upon service
levels are not met.

The City retains the right to use a Third Party to validate Supplier's performance in
meeting agreed upon service levels.

Training
. The Contractor shall provide a training plan in accordance with Schedule A.

The City reserves the right to video and/or audio tape any and all training sessions,
whether held at the City or the Contractor's site, or via teleconference. Use of such
training tapes shall be strictly for City staff training purposes.

Warranties, Representations and Covenants

The City shall have the right to discontinue use of the Services for any reason and shall
receive a full refund of all payments, for a period of ninety (90) calendar days after the
Services Commencement Date (the “Warranty Period”).

Services Warranty. The Contractor represents and warrants that the Services provided
to the City under this Agreement shall conform to, be performed, function, and produce
results substantially in accordance with the Documentation. The Contractor shall offer
the City warranty coverage equal to or greater than that offered by the Contractor to any
of its customers.

The Contractor’s obligations for breach of the Services Warranty shall be limited to using
its best efforts, at its own expense, to correct or replace that portion of the Services
which fails to conform to such warranty, and, if the Contractor is unable to correct any
breach in the Services Warranty by the date which is sixty (60) calendar days after the
City provides notice of such breach, City may, in its sole discretion, either extend the
time for the Contractor to cure the breach or terminate this Agreement and receive a full
refund of all amounts paid to the Contractor under this Agreement.

Disabling Code Warranty. The Contractor represents, warrants and agrees that the
Services do not contain and City will not receive from the Contractor any virus, worm,
trap door, back door, timer, clock, counter or other limiting routine, instruction or design,
or other malicious, illicit or similar unrequested code, including surveillance software or
routines which may, or is designed to, permit access by any person, or on its own, to
erase, or otherwise harm or modify any City system or Data (a "Disabling Code").

In the event a Disabling Code is identified, Contractor shall take all steps necessary, at
no additional cost to City, to: (a) restore and/or reconstruct any and all Data lost by the
City as a result of Disabling Code; (b) furnish to City a corrected version of the Services
without the presence of Disabling Codes; and, (c) as needed, re-implement the Services
at no additional cost to the City. This warranty shall remain in full force and effect as
long as this Agreement remains in effect.
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2.8.6

Intellectual Property Warranty. The Contractor represents, warrants and agrees that:
Contractor has all Intellectual Property Rights necessary to provide the Services to the
City in accordance with the terms of this Agreement; the Contractor is the sole owner or
is a valid licensee of all software, text, pictures, audio, video, logos and copy that
provides the foundation for provision of the Services, and has secured all necessary
licenses, consents, and authorizations with respect to the use of these underlying
elements; the Services do not and shall not infringe upon any patent, copyright,
trademark or other proprietary right or violate any trade secret or other contractual right
of any Third Party; and there is currently no actual or threatened suit against the
Contractor by any Third Party based on an alleged violation of such right. This warranty
shall survive the expiration or termination of this Agreement.

Warranty of Authority. Each party represents and warrants that it has the right to enter
into this Agreement. The Contractor represents and warrants that it has the unrestricted
right to provide the Services, and that it has the financial viability to fulfill its obligations
under this Agreement. The Contractor represents, warrants and agrees that the
Services shall be free and clear of all liens, claims, encumbrances or demands of Third
Parties. The Contractor represents and warrants that it has no knowledge of any
pending or threatened litigation, dispute or controversy arising from or related to the
Services. This warranty shall survive the expiration or termination of this Agreement.

Third Party Warranties and Indemnities. The Contractor will assign to the City all Third
Party warranties and indemnities that the Contractor receives in connection with any
products provided to the City. To the extent that the Contractor is not permitted to
assign any warranties or indemnities through to the City, the Contractor agrees to
specifically identify and enforce those warranties and indemnities on behalf of the City to

the extent the Contractor is permitted to do so under the terms of the applicable third
party agreements.

Date/Time Change Warranty. The Contractor represents and warrants to the City that
the Services provided will accurately process date and time-based calculations under
circumstances of change including, but not limited to: century changes and daylight
saving time changes. The Contractor must repair any date/time change defects at the
Contractor’'s own expense.

Most Favoured Customer Warranty. The Contractor represents and warrants and
agrees that the Services and other fees stated herein are and shall be the lowest fees
the Contractor charges any of its other customers. In any case where the City fees are
found to be higher, then the Contractor will provide the City with a retroactive refund for
any overpayment.

The warranties set forth above are in lieu of all other warranties, express or implied, with
regard to the services pursuant to this agreement, including, but not limited to, any
implied warranties of merchantability and fithess for a particular purpose.

Errors and Omissions: Correction. The Contractor shall be responsible for the
professional quality, technical accuracy, and the coordination of all designs, drawings,
statement of work, and other services furnished by or on behalf of the Contractor under
this Agreement. The Contractor, without additional compensation, shall correct or revise
any errors or omissions in the designs, drawings, statement of work, and/or other
Contractor services immediately upon notification by the City. The obligation provided
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for in this section with respect to any acts or omissions during the Term of this
Agreement shall survive any termination or expiration of this Agreement and shall be in
addition to all other obligations and liabilities of the Contractor.

Software Upgrades and Enhancements

The Contractor shall supply:

@) at no additional cost updated versions of the Software to operate on upgraded
versions of operating systems, upgraded versions of firmware, or upgraded
versions of web browsers;

(b) at no additional cost interface modules that are developed by the Contractor for
interfacing the Software to other Software products; and

(©) at no additional cost updated versions of the Software that encompass
improvements, extensions, maintenance updates, error corrections, or other
changes that are logical improvements or extensions of the original Software
supplied to the City.

Unless otherwise mutually agreed to in writing, the Contractor shall maintain any and all
Third Party Software products at their most current version and at no additional charge.
However, the Contractor shall not maintain any Third Party Software versions, including
one version back, if any such version would prevent the City from using any functions, in
whole or in part, or would cause deficiencies in the system. If implementation of an
upgrade to a Third Party Software product requires personnel in addition to the staff
proposed in the Response for the Hosted Services, the City and the Contractor shall
discuss whether to implement such an upgrade and, if mutually agreed upon in writing,
any additional charges to be paid by the City for such upgrade. Any additional costs that

are charged by a Third Party Software manufacturer for an upgrade to a Third Party
Software product that is not covered by such product’s maintenance agreement shall be
charged to and paid for by the Contractor.

Enhancements

The Contractor shall provide the City with all Enhancements and associated
documentation that are provided as general releases to the Software, in whole or in part,
as part of the Services. Such Documentation shall be adequate to inform the City of the
problems resolved including any significant differences resulting from the release which
are known by the Contractor. The Contractor warrants that each such Enhancement
general release shall be tested and perform according to the requirements
Specifications. The Contractor agrees to correct corrupted Data that may result from
any system deficiency introduced by the Enhancement at no cost to the City.
Enhancements to correct any Deficiency shall be provided to the City at no additional
cost and without the need for a work order. Should the Contractor not be able to correct
the hosted system so that it complies with the specifications in the Statement of Work
and/or Service Level Agreement (SLA), to the City’s reasonable satisfaction in a timely
manner, the City may terminate this Agreement.

TIME

Time is of the essence.
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TERM

The Contractor will provide the Services for the period commencing on (Start Date) and
terminating on (End Date) (the “Term”).

The parties may extend the Term by mutual agreement for up to nine (9) one (1) year
periods. If the Term is extended, the provisions of the Agreement will remain in force
except where amended in writing by the parties.

Any additional Services acquired by the City will be co-terminus with the Term of the
initially acquired Services.

PERSONNEL
Personnel

The Contractor agrees at all times to maintain an adequate staff of experienced and
qualified employees for efficient performance under this Agreement. The Contractor
agrees that, at all times, the employees of the Contractor furnishing or performing any
services shall do so in a proper, workmanlike, and dignified manner.

The Contractor agrees that all persons working for or on behalf of the Contractor whose
duties bring them upon the City’s premises shall obey the rules and regulations that are
established by the City and shall comply with the reasonable directions of the City’s
officers. The City may, at any time, require the removal and replacement of any of the
Contractor's employees for good cause.

The Contractor shall be responsible for the acts of its employees and agents while on
the Client's premises. Accordingly, the Contractor agrees to take all necessary
measures to prevent injury and loss to persons or property located on the City's
premises. The Contractor shall be responsible for all damages to persons or property
caused by Vendor or any of its agents or employees. The Contractor shall promptly
repair, to the specifications of the City, any damage that it, or its employees or agents,
may cause to the City’s premises or equipment; on the Contractor’s failure to do so, the
City may repair such damage and the Contractor shall reimburse the City promptly for
the cost of repair.

The Contractor agrees that, in the event of an accident of any kind, the Contractor will
immediately notify the City’s contact person and thereafter, if requested, furnish a full
written report of such accident.

The Contractor shall perform the services contemplated in the Agreement without
interfering in any way with the activities of the City’s staff or visitors.

The Contractor and its employees or agents shall have the right to use only those
facilities of the City that are necessary to perform services under this Agreement and
shall have no right to access any other facilities of the City. The City shall also extend
parking privileges to properly identified members of the Contractor’s full-time staff on the
same basis as they are extended to City staff.
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5.1.7 The City shall have no responsibility for the loss, theft, disappearance of, or damage to
equipment, tools, materials, supplies, and other personal property of the Contractor or its
employees, subcontractors, or material-men.

Sub-Contractors and Assignment

The Contractor will not engage any personnel or sub-contractors, or sub-contract or
assign its obligations under this Agreement, in whole or in part, without the prior written
approval of the City and any attempt to do so shall be void and without further effect.

Sub-contractor Disclosure: The Contractor shall identify all of its strategic business
partners related to the Services provided under this Agreement, including but not limited
to all sub-contractors or other entities or individuals who may be a party to a joint venture
or similar agreement with the Contractor, and who shall be involved in any application
development and/or operations.

Agreements with Sub-Contractors

The Contractor will preserve and protect the rights of the City with respect to any
Services performed under sub-contract and incorporate the terms and conditions of this
Agreement into all sub-contracts as necessary to preserve the rights of the City under
this Agreement. The Contractor will be as fully responsible to the City for acts and
omissions of sub-contractors and of persons directly or indirectly employed by them as
for acts and omissions of persons directly employed by the Contractor.

Separation of Duties and Non-Disclosure

The Contractor shall enforce separation of job duties, require commercially reasonable
non-disclosure agreements, and limit staff knowledge of the City’s data to that which is
absolutely necessary to perform job duties.

Right to Remove Personnel

The City shall have the right at any time to require that the Contractor remove from
interaction with the City any Contractor representative who the City believes is
detrimental to its working relationship with the service provider. The City shall provide
the Contractor with notice of its determination, and the reasons it requests the removal.
If the public jurisdiction signifies that a potential security violation exists with respect to
the request, the service provider shall immediately remove such individual. The
Contractor shall not assign the person to any aspect of the contract or future work orders
without the City’s consent.

LIMITED AUTHORITY
Agent of City

The Contractor is not and this agreement does not render the Contractor an agent or
employee of the City, and without limiting the above, the Contractor does not have
authority to enter into any contract or reach any agreement on behalf of the City, except
for the limited purposes as may be expressly set out in this agreement, or as necessary
in order to provide the Goods and Services. The Contractor will make such lack of
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authority clear to all persons with whom the Contractor deals in the course of providing
the Goods and Services.

Independent Contractor

The Contractor is an independent Contractor. This agreement does not create the
relationship of employer and employee, a partnership, or a joint venture. The City will
not control or direct the details, means or process by which the Contractor performs the
Goods and Services. The Contractor will determine the number of days and hours of
work required to properly and completely perform the Goods and Services. The
Contractor is primarily responsible for performance of the Goods and Services and may
not delegate or assign any Services to any other person except as provided for in this
agreement. The Contractor will be solely liable for the wages, fringe benefits, work
schedules and work conditions of any partners, employees or sub-contractors.

FEES AND PAYMENT
Fees

The City will pay to the Contractor the fees as set out in Schedule B (the “Fees”).
Payment by the City of the Fees will be full payment for the Services and the Contractor
will not be entitled to receive any additional payment from the City.

Fees for a particular SaaS server will begin to accrue when the SaaS server is
associated with the City’s account.

Payment

The City shall pay for the implementation services, deliverables, initial software and

subscription fee, and annual subscription fee as follows:

(@) The Contractor will submit a monthly invoice (the “Invoice”) to the City
requesting payment of the portion of the Fees relating to the Services provided in
the previous month, and including the following information:

(1) an invoice number;

(2) the Contractor's name, address and telephone number;

(3) the City's reference number for the Services, PO #

(4) date(s) of fulfillment and/or date(s) of training and/or date(s) of Transition
Assistance;

(5) Contractor’s list price per unit for each item, applicable discounts, City’s price
per unit for each item, and extended price;

(6) taxes (if any);

(7) other applicable charges (if any);

(8) payment terms including any available prompt payment discounts;

(9) grand total of the Invoice; and

(10) Contractor’s representative Name, Title, Location and Department.

if the City reasonably determines that any portion of an Invoice is not payable

then the City will so advise the Contractor;

the City will pay the portion of an Invoice which the City determines is payable

within 30 days of the receipt of the Invoice, except the City may hold back from

payments 10% of the amount the City determines is payable to the Contractor

until such time as the Contractor provides its Final Report to the City;
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(d) all Fees are payable in Canadian dollars; and
(e) no interest will be payable on any overdue accounts.

Payment Schedule

Implementation and Licensing fees will be paid quarterly with invoicing to occur at the
end of the last month of each quarter. Additional fees or ad hoc services will be invoiced
in accordance with negotiated arrangements for each service provided.

Invoicing

Invoices will be submitted by the Contractor by mail to: surreyinvoices@surrey.ca.

Name: City of Surrey — Parks, Recreation & Culture Department
Address: 13450 - 104th Avenue
Surrey, British Columbia V3T 1Vv8

Invoices and supporting documentation shall be prepared at the sole expense and
responsibility of the Contractor. The City will not compensate the Contractor for any
costs incurred for Invoice preparation. The City may request, in writing, changes to the
content and format of the Invoice and supporting documentation at any time. The City
reserves the right to request additional supporting documentation to substantiate costs at
any time.

Records

The Contractor will prepare and maintain proper records related to the Services,
including records, receipts and invoices relating to Disbursements. On request from the
City, the Contractor will make the records available open to audit examination by the City
at any time during regular business hours during the time the Contractor is providing the
Services and for a period of six years after the Services are complete.

Resolution and Response Time Warranty

7.6.1 The Contractor warrants that all resolution and response times delineated below shall be
adhered to as follows, as determined by the City’s project manager.

Service Level Service Standard Penalty

Level 1: A “Critical” or “Level | The Contractor must | For not adhering to Response
1” error renders the software | respond to critical problems | to First Call Time Limit, the
completely unusable or nearly | by ensuring that appropriate | City shall assess a 10%, per
unusable or introduces a high | managerial personnel are | incident, penalty, based on
degree of operational risk. No | made aware of the problem | the value of the annual
workaround is available that | and that they actively track | support contract.

would effectively meet the | and expedite a resolution.
classification of a level 2 or For not adhering to the
lower. Until this error is| The Contractor must assign | Resolution Time Limit, the
resolved, the software usage is | Support or development | City shall assess a 10%, per
essentially halted. | personnel at the appropriate | day, penalty, based on the
level to the problem for the | value of the annual support
problem’s expeditious | contract.
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resolution

Response to First Call Time
Limit — within two (2) hours.

Resolution Time Limit —
Contractor shall use best
efforts to resolve within one
(1) day.

If the Contractor and City
staff are working to resolve a
Level 1 support issue at the
time that normal support
hours end, the Contractor’s
support representatives
must continue to work past
the normal support hours to
provide what assistance is
needed at no additional cost
to the City.

Level 1 penalty is to be
applied against the support
fees payments.

Level 2: A “High” or “level 2”
error renders the software
consistently unavailable or
obstructed, and causes a
moderate level of hindrance or
risk. Workarounds may be
available, but use of the
software or performance is
acutely degraded and causes
continuing operational risk. A
moderate number of users are
significantly  impacted, but
overall the software is
operational and functional.

Response to First Call Time
Limit — within four (4)
business hours.

Resolution Time Limit — the
Contractor shall use its best
efforts to resolve within two
(2) business days.

For not adhering to Response
to First Call Time Limit, the
City shall assess a 7.5%, per
incident, penalty, based on
the value of the annual
support contract.

For not adhering to the
Resolution Time Limit, the
City shall assess a 7.5%, per
day, penalty, based on the
value of the annual support
contract.

Level 2 penalty is to be
applied against the support
fees payments.

Level 3: A “Low” or “Severity
3" error has a small degree of

significance, or is a minor
operational or configuration
issue, or is a “one off” case. A
“one off” case occurs when the
error occurs infrequently and
cannot be replicated easily.
These are errors that do not
impact the daily use of the
software. A low error is
something does not affect
normal use, and can be

Response to First Call Time
Limit — within one business
day.

Resolution Time Limit — the
Contractor shall use its best
efforts to resolve within three
(3) business days.

For not adhering to Response
to First Call Time Limit, the
City shall assess a 5%, per
incident, penalty, based on
the value of the annual
support contract.

For not adhering to the
Resolution Time Limit, the
City shall assess a 5%, per
day, penalty, based on the
value of the annual support
contract.
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accepted for a period of time,
but user would eventually want Level 3 penalty is to be
to be fixed. applied against the support

fees payments.

7.7

Non-Residents

If the Contractor is a non-resident of Canada and does not provide to the City a waiver of
regulation letter, the City will withhold and remit to the appropriate governmental authority
the greater of:

€)] 15% of each payment due to the Contractor; or

(b) the amount required under applicable tax legislation.

CITY RESPONSIBILITIES
City Information

The City will, in co-operation with the Contractor, make efforts to make available to the
Contractor information which the City has in its files that relate to the delivery of the
Services. The Contractor will review any such material upon which the Contractor
intends to rely and take reasonable steps to determine if that information is complete or
accurate. The Contractor will assume all risks that the information is complete and
accurate and the Contractor will advise the City in writing if in the Contractor’s judgment
the information is deficient or unreliable and undertake such new surveys and
investigations as are necessary.

City Decisions

The City will in a timely manner make all decisions required under this agreement,
examine documents submitted by the Contractor and respond to all requests for
approval made by the Contractor pursuant to this Agreement.

Notice of Defect

If the City believes in good faith that some portion of the Services has not been
completed satisfactorily, the City may require the Contractor to correct such work prior to
the City making any payment. In such event, the City will provide the Contractor with an
explanation of the concern and the remedy that the City expects. The City may withhold
from any payment that is otherwise due, an amount that the City in good faith finds to be
under dispute, of if the Contractor does not provide a sufficient remedy. The City may
retain the amount equal to the cost to the City for otherwise correcting or remedying the
work not properly completed.

INTELLECTUAL PROPERTY INFRINGEMENT INDEMNIFICATION

Contractor shall indemnify, defend and hold City harmless from any and all actions,
proceedings, or claims of any type brought against City alleging that the Services and/or
Documentation or City's use of the Services and/or Documentation constitutes a
misappropriation or infringement upon any patent, copyright, trademark, or other
proprietary right or violates any trade secret or other contractual right of any Third Party.
Contractor agrees to defend against, and hold City harmless from, any claims and to pay
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all litigation costs, all reasonable attorneys' fees, settlement payments and all judgments,
damages, costs or expenses awarded or resulting from any claim. City shall, after
receiving notice of a claim, advise Contractor of it. City’'s failure to give Contractor timely
notification of said claim shall not effect Contractor’s indemnification obligation unless
such failure materially prejudices Contractor’s ability to defend the claim. City reserves
the right to employ separate counsel and participate in the defense of any claim at its
own expense.

If the Services and/or Documentation, or any part thereof, is the subject of any claim for
infringement of any patent, copyright, trademark, or other proprietary right or violates any
trade secret or other contractual right of any Third Party, or if it is adjudicated by a court
of competent jurisdiction that the Services and/or Documentation, or any part thereof,
infringes any patent, copyright, trademark, or other proprietary right or violates any trade
secret or other contractual right of any Third Party, and City's use of the Services and/or
Documentation, or any part of it, is enjoined or interfered with in any manner, Contractor
shall, at its sole expense and within thirty (30) calendar days of such injunction or
interference, either: (@) procure for City the right to continue using the Services and/or
Documentation free of any liability for infringement or violation; (b) modify the Services
and/or Documentation, or parts thereof, with non-infringing Services and/or
Documentation of equivalent or better functionality that is reasonably satisfactory to City;
or (c) replace the Services and/or Documentation, or parts thereof, with non-infringing
Services and/or Documentation of equivalent or better functionality that is reasonably
satisfactory to City.

Contractor shall have no obligation to indemnify City for a claim if: (a) City uses the
Services in a manner contrary to the provisions of this Agreement and such misuse is
the cause of the infringement or misappropriation; or (b) City's use of the Services in
combination with any product or system not authorized, approved or recommended by
Contractor and such combination is the cause of the infringement or misappropriation.

No limitation of liability set forth elsewhere in this Agreement is applicable to the
Intellectual Property Infringement Indemnification set forth herein.

INSURANCE AND DAMAGES
Indemnity

The Contractor will indemnify and save harmless the City and all of its elected and
appointed officials, officers, employees, servants, representatives and agents
(collectively the “Indemnitees”), from and against all claims, demands, causes of action,
suits, losses, damages and costs, liabilities, expenses and judgments (including all
actual legal costs) for damage to or destruction or loss of property, including loss of use,
and injury to or death of any person or persons which any of the Indemnitees incur,
suffer or are put to arising out of or in connection with any failure, breach or
non-performance by the Contractor of any obligation of this agreement, or any wrongful
or negligent act or omission of the Contractor or any employee or agent of the
Contractor.

10.1.2 City hereby agrees to indemnify and hold Contractor and its affiliates, sub-contractors
and agents (and each of their respective shareholders, officers, directors, employees
and Contractors) harmless from and against any and all third party claims and resulting
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losses and damages including, but not limited to, reasonable legal fees, fines and
expenses, resulting from, relating to or arising out of (i) any breach of the terms and
conditions of this Agreement by City or (ii) the negligence or willful misconduct of the City
or its directors, officers, employees, contractors, or agents.

Survival of Indemnity
The indemnity described in sections 10.1.1 and 10.1.2 will survive the termination or
completion of this Agreement and, notwithstanding such termination or completion, will

continue in full force and effect for the benefit of the Indemnitees.

Limitation of Liability

In no event shall either party be liable for any loss of data, reprocurement costs, loss of
profits, loss of use or for any other consequential, indirect, exemplary, special or
incidental damages arising under or in connection with this Agreement, even if the other
party has been advised of the possibility of such damages.

Contractor's Insurance Policies

The Contractor will, without limiting its obligations or liabilities and at its own expense,
provide and maintain throughout this agreement the following insurances in forms and
amounts acceptable to the City from insurers licensed to conduct business in Canada:

(@) commercial general liability insurance on an occurrence basis, in an amount not
less than three million ($5,000,000) dollars inclusive per occurrence against
death, bodily injury and property damage arising directly or indirectly out of the
work or operations of the Contractor, its employees and agents. The insurance
will include cross liability and severability of interests such that the coverage shall
apply in the same manner and to the same extent as though a separate policy
had been issued to each insured. The insurance will include, but not be limited
to: premises and operators’ liability, broad form products and completed
operations, owners and Contractors protective liability, blanket contractual,
employees as additional insureds, broad form property damage, non-owned
automobile, contingent employers liability, personal injury, and incidental medical
malpractice. The City will be added as additional insured; and
professional errors and omissions insurance in an amount not less than one
million ($2,000,000) dollars insuring all professionals providing the Services from
liability resulting from errors or omissions in the performance of the Services, with
a 12 month maintenance period.

Insurance Requirements

The Contractor will provide the City with evidence of the required insurance prior to the
commencement of this Agreement. Such evidence will be in the form of a completed
certificate of insurance acceptable to the City. The Contractor will, on request from the
City, provide certified copies of all of the Contractor's insurance policies providing
coverage relating to the Services, including without limitation any professional liability
insurance policies. All required insurance will be endorsed to provide the City with thirty
(30) days advance written notice of cancellation or material change restricting coverage.
To the extent the City has an insurable interest, the builder's risk policy will have the City
as first loss payee. The Contractor will be responsible for deductible amounts under the
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11.2

insurance policies. All of the Contractor's insurance policies will be primary and not
require the sharing of any loss by the City or any insurer of the City.

Contractor’s Responsibilities

The Contractor acknowledges that any requirements by the City as to the amount of
coverage under any policy of insurance will not constitute a representation by the City
that the amount required is adequate and the Contractor acknowledges and agrees that
the Contractor is solely responsible for obtaining and maintaining policies of insurance in
adequate amounts. The insurance policy coverage limits shall not be construed as
relieving the Contractor from responsibility for any amounts which may exceed these
limits, for which the Contractor may be legally liable.

Additional Insurance

The Contractor shall place and maintain, or cause any of its sub-contractor to place and
maintain, such other insurance or amendments to the foregoing policies as the City may
reasonably direct.

Waiver of Subrogation

The Contractor hereby waives all rights of recourse against the City for loss or damage
to the Contractor's property.

TERMINATION
By the City

The City for any reason may with 90 days written notice to the Contractor terminate this
agreement before the completion of the Term, such notice to be determined by the City
at its sole discretion. Upon receipt of such notice, the Contractor will perform no further
Services other than the work which is reasonably required to complete the Services.
Despite any other provision of this agreement, if the City terminates this agreement
before the completion of all the Services, the City will pay to the Contractor all amounts
owing under this agreement for Services provided by the Contractor up to and including
the date of termination, plus reasonable termination costs in the amount as determined
by the City in its sole discretion. Upon payment of such amounts no other or additional
payment will be owed by the City to the Contractor, and, for certainty, no amount will be
owing on account of lost profits relating to the portion of the Goods and Services not
performed or other profit opportunities.

Termination for Cause

11.2.1 The City may terminate this agreement for cause as follows:

(a) If the Contractor is adjudged bankrupt, or makes a general assignment for the
benefit of creditors because of its insolvency, or if a receiver is appointed
because of its insolvency, the City may, without prejudice to any other right or
remedy the City may have, terminate this Agreement by giving the Contractor or
receiver or trustee in bankruptcy written notice; or

(b) If the Contractor is in breach of any term or condition of this Agreement, and such
breach is not remedied to the reasonable satisfaction of the City within 5 days
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after delivery of written notice from the City to the Contractor, then the City may,
without prejudice to any other right or remedy the City may have, terminate this
Agreement by giving the Contractor further written notice.

11.2.2 If the City terminates this Agreement as provided by this Section, then the City may:

(a) enter into contracts, as it in its sole discretion sees fit, with other persons to
complete the Services;

(b) withhold payment of any amount owing to the Contractor under this Agreement
for the performance of the Services;

(©) set-off the total cost of completing the Services incurred by the City against any
amounts owing to the Contractor under this Agreement, and at the completion of
the Services pay to the Contractor any balance remaining; and

(d) if the total cost to complete the Services exceeds the amount owing to the
Contractor, charge the Contractor the balance, which amount the Contractor will
forthwith pay.

Curing Defaults

If either party is in default of any of its obligations under this Agreement, then either party
may without terminating this Agreement, upon fourteen (14) days written notice to the
defaulting party, remedy the default and set-off all costs and expenses of such remedy
against any amounts owing to the defaulting party. Nothing in this Agreement will be
interpreted or construed to mean that the non-defaulting party has any duty or obligation
to remedy any default of the defaulting party. Parties agree to act reasonably and
diligently to remedy issues.

APPLICABLE LAWS

Applicable Laws

This Agreement will be governed by and construed in accordance with the laws of the
Province of British Columbia. The City and the Contractor accept the jurisdiction of the
courts of British Columbia and agree that any action under this Agreement be brought in
such courts.

Codes and By-Laws

The Contractor will provide the Services in full compliance with all applicable laws and
regulations.

Interpretation of Laws

The Contractor will, as a qualified and experienced professional, interpret laws and
regulations applicable to the performance of the Services. If an authority having
jurisdiction imposes an interpretation which the Contractor could not reasonably have
verified or foreseen prior to entering into this Agreement, then the City will pay the
additional costs, if any, of making alterations so as to conform to the required
interpretation.
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DATA PRIVACY

The Contractor will use City Data only for the purpose of fulfilling its duties under this
Agreement and for City’s sole benefit, and will not share such Data with or disclose it to
any Third Party without the prior written consent of City or as otherwise required by law.
By way of illustration and not of limitation, Contractor will not use such Data for
Contractor’s own benefit and, in particular, will not engage in “data mining” of City Data
or communications, whether through automated or human means, except as specifically
and expressly required by law or authorized in writing by City.

All City Data will be stored on servers located solely within Canada.

The Contractor will provide access to City Data only to those Contractor employees,
contractors and subcontractors who need to access the Data to fulfill Contractor
obligations under this Agreement. The Contractor will ensure that, prior to being granted
access to the Data, Contractor staff who perform work under this Agreement have all
undergone and passed criminal background screenings; have successfully completed
annual instruction of a nature sufficient to enable them to effectively comply with all Data
protection provisions of this Agreement; and possess all qualifications appropriate to the
nature of the employees’ duties and the sensitivity of the Data they will be handling.

To assist the City in meeting its confidentiality and disclosure of information obligations,
the Contractor will implement, maintain, and use appropriate and sufficient
administrative, technical, and physical security measures to protect the confidentiality
and integrity of all electronically maintained or transmitted City data. Contractor will
protect said data according to commercially acceptable standards and no less rigorously
than it protects its own confidential information.

CONFIDENTIALITY AND DISCLOSURE OF INFORMATION
No Disclosure

Except as provided for by law or otherwise by this Agreement, the Contractor and the
City will keep strictly confidential any information supplied to, obtained by, or which
comes to the knowledge of the Contractor and the City as a result of the performance of
the Services and this Agreement, and will not, without the prior express written consent
of the Contractor and the City, publish, release, disclose or permit to be disclosed any
such information, (the “Confidential Information”) to any person or corporation, either
before, during or after termination of this Agreement, except as reasonably required to
complete the Services.

Return of Property and City Data

The Contractor agrees to return to the City all of the City’s property including any and all
Data at the completion of this Agreement, including any and all copies and/or originals of
reports provided by the City.
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SECURITY
Security

The Contractor shall disclose its non-proprietary security processes and technical
limitations to the City such that adequate protection and flexibility can be attained
between the City and the Contractor. For example: virus checking and port sniffing —
the City and the Contractor shall understand each other’s roles and responsibilities. The
Contractor and the City recognize that security responsibilities are shared. The
Contractor is responsible for providing a secure application services and/or infrastructure
within the context of the services being provided to the City. The City is responsible for
securing City owned and operated infrastructure.

Access to Data, Security Logs and Reports

The Contractor shall provide reports to the City in a format as specified in the service
level agreement (SLA) agreed to by both the Contractor and the City. Reports shall
include latency statistics, user access, user access IP address, user access history and
security logs for all City files related to this Agreement.

Import and Export of Data

The City shall have the ability to import or export data in piecemeal or in entirety at its
discretion without interference from the Contractor. This includes the ability for the City
to import or export data to/from other service providers.

Data Ownership

All Data shall become and remain the property of the City.

Data Protection

Protection of personal privacy and Data shall be an integral part of the business
activities of the service provider to ensure there is no inappropriate or unauthorized use
of City information at any time. To this end, the Contractor shall safeguard the
confidentiality, integrity and availability of Data and comply with the following conditions:
(a) The Contractor shall implement and maintain appropriate administrative,
technical and organizational security measures to safeguard against
unauthorized access, disclosure or theft of Personal Information and Data. Such
security measures shall be in accordance with recognized industry practice and
not less stringent than the measures the Contractor applies to its own Personal
Information and Data of similar kind,;
Without limiting the foregoing, the Contractor warrants that all City Data will be
encrypted in transmission (including via web interface) using Transport Layer
Security (TLS) at an encryption level equivalent to or stronger than 128-bit AES
encryption. Further, the Contractor warrants that all City Data will be encrypted
while in storage at an encryption level equivalent to or stronger than 256-bit AES
encryption;
At no time shall any Data or processes — that either belong to or are intended for
the use of the City or its officers, agents or employees — be copied, disclosed or
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retained by the Contractor or any party related to the Contractor for subsequent
use in any transaction that does not include the City;

The Contractor shall not use any information collected in connection with the
service issued from this agreement for any purpose other than fulfilling the
service;

All facilities used to store and process City Data will implement and maintain
administrative, physical, technical, and procedural safeguards and best practices
at a level sufficient to secure such City Data from unauthorized access,
destruction, use, modification, or disclosure. Such measures will be no less
protective than those used to secure Contractor’s own data of a similar type, and
in no event less than reasonable in view of the type and nature of the Data
involved; and

The Contractor shall at all times use industry-standard and up-to-date security
controls, technologies and procedures including, but not limited to firewalls,
strong authentication, anti-malware protections, intrusion detection and
prevention, regular patch management and vulnerability scanning, security event
logging and reporting, and transport and storage encryption in providing the
Services under this Agreement.

Prior to the effective date of this Agreement, the Contractor will at its expense conduct or

have conducted the following and thereafter, the Contractor will at its expense conduct

or have conducted the following at least once per year, and immediately after any actual

or reasonably suspected Data Breach:

(a) Audit of Contractor’s security policies, procedures and controls;

(b) Certification under (SOC) 2 Type 2 attestation, ISO/IEC 27001/27002/27018,
CSA STAR Level 2 certification, or equivalent third party certification;

(©) A vulnerability scan, performed by a City-approved third party, of Contractor's
systems and facilities that are used in any way to deliver Services under this
Agreement; and

(d) A formal penetration test, performed by a process and qualified personnel
approved by the City, of Contractor’'s systems and facilities that are used in any
way to deliver Services under this Agreement.

The Contractor will provide City the reports or other documentation resulting from the
above audits, certifications, scans and tests within seven (7) business days of the
Contractor’s receipt of such results.

Based on the results of the above audits, certifications, scans and tests, the Contractor
will, within thirty (30) calendar days of receipt of such results, promptly modify its security
measures in order to meet its obligations under this Agreement, and provide the City
with written evidence of remediation.

15.5.4 The City may require, at its expense, that the Contractor perform additional audits and
tests, the results of which will be provided to the City within seven (7) business days of
the Contractor’s receipt of such results.

15.6 Data Destruction
15.6.1 The Contractor acknowledges and agrees that, upon termination or expiry of this

Agreement, or at any time during the term of this Agreement at the City's request, all
City data in the possession of the Contractor shall be destroyed using a “Purge” or
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“Destroy” method, as defined by NIST Special Publication 800-88, such that ensures
that data recovery is infeasible.

The Contractor must provide the City with a backup of all Data prior to performing data
destruction unless otherwise instructed by the City in writing. The Contractor must
receive confirmation from the City that all Data to be destroyed has been received.

The Contractor agrees to provide a “Certificate of Sanitization/Disposition” within a
reasonable period of performing Data Destruction for each piece of media that has been
sanitized which includes, at a minimum, the following information:

Type of Media Sanitized;

Description of Sanitization Process and Method Used;

Tool Used for Sanitization;

Verification Method;

Date of Sanitization; and

Signature of Contractor.

SECURITY INCIDENT OR DATA BREACH RESPONSE

When either a Security Incident or a Data Breach is suspected, investigation is required
to commence without delay. If the Contractor becomes aware of a suspected Security
Incident or suspected Data Breach, the Contractor will inform the City Clerk immediately
(unless a Data Breach is conclusively ruled out, in which case notification must be within
24 hours) by contacting the City’s 24x7 IT on-call staff at 604-591-4444 and selecting the
option for critical services.

If a Data Breach is confirmed, immediate remedial action is required; the Contractor
must notify the City Clerk immediately by contacting the City's 24x7 IT on-call staff as
described above.

Immediately upon becoming aware of any suspected Security Incident, the Contractor
shall fully investigate the Security’s Incident’s circumstances, extent and causes. The
Contractor must then report the results to City Clerk and continue to keep City Clerk
informed on a daily basis of the progress of its investigation until the issue has been
effectively resolved.

Oral reports by the Contractor regarding Security Incidents and Data Breaches will be
reduced to writing and supplied to the City Clerk as soon as reasonably practicable, but
in no event more than forty-eight (48) hours after the oral report.

For any confirmed Security Incident, the Contractor's report discussed herein shall
identify: (i) the nature of the incident, (ii) the cause or suspected cause of the incident,
(i) what the Contractor has done or shall do to mitigate the incident. and (iv) what
corrective action Contractor has taken or shall take to prevent future similar incidents.

For an actual or suspected Data Breach, the Contractor’'s report discussed herein shall
identify: (i) the nature of the unauthorized use or disclosure, (ii) the Data used or
disclosed, (iii) who made the unauthorized use or received the unauthorized disclosure
(if known), (iv) what Contractor has done or shall do to mitigate any deleterious effect of
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the unauthorized use or disclosure, and (v) what corrective action Contractor has taken
or shall take to prevent future similar unauthorized use or disclosure.

Contractor, at its expense, shall cooperate fully with City’s investigation of and response
to any Data Breach, including allowing the City to participate as is legally permissible in
the breach investigation.

Contractor will not provide notice of the Data Breach directly to the persons whose Data
were involved, regulatory agencies, or other entities, without prior written permission
from City.

Notwithstanding any other provision of this Agreement, and in addition to any other
remedies available to City under law or equity, Contractor will promptly reimburse City in
full for all costs incurred by City in any investigation, remediation or litigation resulting
from any Data Breach, including but not limited to providing notification to Third Parties
whose Data were compromised and to regulatory bodies, law enforcement agencies or
other entities as required by law or contract; establishing and monitoring call center(s),
and credit monitoring and/or identity restoration services to assist each person impacted
by a Data Breach in such a fashion that, in City’'s sole discretion, could lead to identity
theft; and the payment of legal fees and expenses, audit costs, fines and penalties, and
other fees imposed by regulatory agencies, courts of law, or contracting partners as a
result of the Data Breach.

INTELLECTUAL PROPERTY RIGHTS

Intellectual Property is owned by the applicable content owner and, except as expressly
set out herein, this Agreement does not grant either party any rights, implied or
otherwise, to the other’s Intellectual Property. For greater certainty:

(a) The City acknowledges that the Contractor retains all right, title and interest in the
Intellectual Property. The City acknowledges that it does not, by virtue of
receiving a license to use the Intellectual Property, acquire any proprietary rights
therein, other than the limited rights granted in this Agreement. The Contractor
warrants that it is the sole owner of the Intellectual Property; and
The Contractor acknowledges that the City retains all right, title and interest in the
City’s Intellectual Property. The Contractor acknowledges that it does not, by
virtue of receiving a license to use the City's Intellectual Property in order to
customize the Intellectual Property, acquire any proprietary right to the City's
Intellectual Property, other than the limited rights granted under this Agreement.
The City warrants that it owns the Intellectual Property that it provides to the
Contractor for the purpose of customizing the Intellectual Property.

Neither party may transfer or assign its rights and obligations under this Agreement
without first obtaining the other party’s prior written consent.

Upon termination or expiry of this Agreement the Contractor shall remove the City's
Intellectual Property from the software.

PROTECTION OF PERSONAL INFORMATION
Refer to Appendix 6 — Privacy Protection Schedule.
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RESPONSE TO LEGAL ORDERS, DEMANDS OR REQUESTS FOR DATA

Except as otherwise expressly prohibited by law, the Contractor will:

@) If required by a court of competent jurisdiction or an administrative body to
disclose City Data, Contractor will notify City in writing immediately upon
receiving notice of such requirement and prior to any such disclosure;

(b) Consult with City regarding its response;

(© Cooperate with City’'s reasonable requests in connection with efforts by City to
intervene and quash or modify the legal order, demand or request; and

(d) Upon City’s request, provide City with a copy of its response.

If City receives a subpoena, warrant, or other legal order, demand or request seeking
City Data maintained by Contractor, City will promptly provide a copy to Contractor.
Contractor will supply City with copies of Data required for City to respond within forty-
eight (48) hours after receipt of copy from City, and will cooperate with City’s reasonable
requests in connection with its response.

DATA RETENTION AND DISPOSAL

City Records fall under the City’s retention policies, not the Contractors. The Corporate
Records program is governed by the Corporate Records By-law, 2010, No. 17002,
adopted by Council on March 22, 2010.

DATA TRANSFER UPON TERMINATION OR EXPIRATION

Upon termination or expiration of this Agreement, Contractor, or a new owner (s) in the
event of a merger, takeover or new partnership, will ensure that all City Data are
securely transferred to City, or a Third Party designated by City, within ten (10) calendar
days of any such event, all as further specified in the technical specifications attached as
APPENDIX 1-A. Contractor will ensure that such migration uses facilities and methods
that are compatible with the relevant systems of City, and that City will have access to
City Data during the transition. In the event that it is not possible to transfer the
aforementioned Data to City in a format that does not require proprietary software to
access the Data, Contractor shall provide City with an unlimited use, perpetual license to
any proprietary software necessary in order to gain access to the Data.

Contractor will provide a fully documented service description and perform and
document a gap analysis by examining any differences between its Services and those
to be provided by its successor.

Contractor will provide a full inventory and configuration of servers, routers, other
hardware, and software involved in service delivery along with supporting
documentation, indicating which if any of these are owned by or dedicated to City.

Contractor shall implement its contingency and/or exit plans and take all necessary
actions to provide for an effective and efficient transition of service with minimal
disruption to City. Contractor will work closely with its successor to ensure a successful
transition to the new service and/or equipment, with minimal downtime and effect on
City, all such work to be coordinated and performed no less than ninety (90) calendar
days in advance of the formal, final transition date.
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INTERRUPTIONS IN SERVICE; SUSPENSION AND TERMINATION OF SERVICE,;
CHANGES TO SERVICE

Notwithstanding the Force Majeure provisions contained herein, the Contractor shall be
responsible for providing disaster recovery Services if the Contractor experiences or
suffers a disaster. The Contractor shall take all necessary steps to ensure that City shall
not be denied access to the Services for more than five (5) hours in the event there is a
disaster impacting any Contractor infrastructure necessary to provide the Services. The
Contractor shall maintain the capability to resume provisions of the Services from an
alternative location and via an alternative telecommunications route in the event of a
disaster that renders the Contractor’s primary infrastructure unusable or unavailable. If
the Contractor fails to restore the Services within five (5) hours of the initial disruption of
service, the City may declare Contractor to be in default of this Agreement and the City
may seek alternate services, which would have otherwise been provided under this
Agreement, from third parties. The Contractor shall reimburse the City for all costs
reasonably incurred by the City in obtaining such alternative services, with payment to
be made within thirty (30) calendar days of the City’s written request for such payment.

In the event of a service outage, the Contractor will refund or credit City, at City's
election, the pro-rated amount of fees corresponding to the time Services were
unavailable.

From time to time it may be necessary or desirable for either the City or Contractor to
propose changes in the Services provided. Such changes shall be made to any
software used by the Contractor to provide the Services that simply improve the speed,
efficiency, reliability, or availability of existing Services and do not alter or add

functionality, and such Enhancements will be implemented by the Contractor on a
schedule no less favorable than provided by the Contractor to any other customer
receiving comparable levels of Services.

The Contractor will provide the City with thirty (30) calendar days prior notice of any
times that the Services will be unavailable due to non-emergency maintenance or
Enhancements. The Contractor will schedule any such times that the Services will be
unavailable during the hours of 12:00a.m. and 4:00a.m. Pacific Standard Time (PST). In
the event of unscheduled and unforeseen times that the Services will be unavailable for
any reason, except as otherwise prohibited by law, the Contractor will immediately notify
the City and cooperate with the City’s reasonable requests for information regarding the
Services being unavailable (including causes, effect on Services, and estimated
duration).

The City may suspend or terminate (or direct the Contractor to suspend or terminate) an
end user’'s access to Services in accordance with the City’s policies. The City will
assume sole responsibility for any claims made by end user regarding the City's
suspension/termination or directive to suspend/terminate such Services.

The Contractor may suspend access to Services by the City immediately in response to
an act or omission that reasonably appears to jeopardize the security or integrity of
Contractor’'s Services or the network(s) or facilities used to provide the Services.
Suspension will be to the minimum extent, and of the minimum duration, required to
prevent or end the security issue. The suspension will be lifted immediately once the
breach is cured. The Contractor may suspend access to Services by the City in
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response to a material breach by the City of any terms of use the City has agreed to in
connection with receiving the Services. The Contractor will immediately notify the City of
any suspension of the City access to Services.

The Contractor may suspend access to Services by the City in response to an act or
omission that poses a significant threat to the security or integrity of the Contractor’s
Services or the network(s) or facilities used to provide the Services. The Contractor will
provide City with at least fifteen (15) business days advance written notice of intent to
suspend and justification for suspension. The City will have fifteen (15) business days to
review and respond to such notice, and to correct any such action or omission prior to
suspension. If the City’s response resolves the issue to the parties’ mutual satisfaction,
suspension will not occur. If the City is unable to resolve the issue within the stated
timeframe, then suspension will be to the minimum extent, and of the minimum duration,
required to prevent or end the security issue. Any such suspension will be lifted
immediately once the breach is cured.

RIGHTS AND LICENSE IN AND TO CITY DATA

The parties agree that as between them, all rights, in and to City Data shall remain the
exclusive property of the City, and the Contractor has a limited, nonexclusive license to
access and use these Data as provided in this Agreement solely for the purpose of
performing its obligations hereunder.

All City Data created and/or processed by the Services is and shall remain the property
of the City and shall in no way become attached to the Services, nor shall Contractor
have any rights in or to the Data of the City.

This Agreement does not give a party any rights, implied or otherwise, to the other’s
Data, content, or intellectual property, except as expressly stated in the Agreement.

The City retains the right to use the Services to access and retrieve City Data stored on
Contractor’s Services infrastructure at any time at its sole discretion.

The Contractor shall agree to support the City to conduct a Data export annually for
archiving purposes.

ESCROWING OF SOURCE CODE OF LICENSED SOFTWARE

The Contractor shall place Source Code for the Software licensed by the City in escrow
with an independent third-party (with whom a separate Escrow Agreement will be
entered into by City at no additional cost to the City). The Source Code shall be kept
current with the latest releases of the Software. The Source Code shall revert to the City
for the City’s use if the Contractor files for bankruptcy or protection from creditors in a
court of law. The City shall then have full rights to use Source Code for any purposes
other than resale if City terminates for cause, if the Contractor discontinues support or is
acquired.

The Contractor will provide appropriate Source Code to the City in a timely manner in the
event that the Contractor goes out of business or no longer supports the Software being
licensed. The same applies if the Contractor is merged or acquired and the Software is
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no longer supported. Once the City obtains the Source Code, it will be a perpetual
license, and there will be no additional fees due, even if additional licenses are deployed.

Escrow Fees. All fees and expenses charged by an escrow agent will be borne by the
Contractor.

WORKERS' COMPENSATION BOARD, AND OCCUPATIONAL HEALTH AND
SAFETY

The Contractor will, at its own expense, procure and carry full Workers' Compensation
Board coverage for itself and all workers, employees, servants and others engaged in
the supply of the Goods and Services. The City has the unfettered right to set off the
amount of the unpaid premiums and assessments for the Workers' Compensation Board
coverage against any monies owning by the City to the Contractor. The City will have
the right to withhold payment under this Agreement until the Workers' Compensation
Board premiums, assessments or penalties in respect of the Goods and Services have
been paid in full.

The Contractor will provide the City with the Contractor's Workers' Compensation Board
registration number and a letter from the Worker's Compensation Board confirming that
the Contractor is registered in good standing with the Workers' Compensation Board.

The Contractor agrees that it is the prime contractor for the Services for the purposes of
the Workers Compensation Act. The Contractor will have a safety program in place that
meets the requirements of the Workers' Compensation Board Occupational Health and
Safety Regulation and the Workers Compensation Act. As prime contractor, the
Contractor will be responsible for appointing a qualified coordinator for insuring the
health and safety activities for the location of the Services. That person will be the
person so identified in this Agreement, and the Contractor will advise the City
immediately in writing if the name or contact number of the qualified coordinator
changes.

Without limiting the generality of any other indemnities granted by the Contractor in this
Agreement, the Contractor will indemnify and save harmless the Indemnitees from and
against all claims, demands, causes of action, suits, losses, damages, costs, liabilities,
expenses, judgments, penalties and proceedings (including all actual legal costs) which
any of the Indemnitees incur, suffer or are put to arising out of or in any way related to
unpaid Workers' Compensation Board assessments owing from any person or
corporation engaged in the performance of this Agreement or arising out of or in any way
related to the failure to observe safety rules, regulations and practices of the Workers'
Compensation Board, including penalties levied by the Workers' Compensation Board.

The Contractor will ensure compliance with and conform to all health and safety laws,
by-laws or regulations of the Province of British Columbia, including without limitation the
Workers Compensation Act and Regulations pursuant thereto.

The City may, on twenty-four (24) hours written notice to the Contractor, install devices
or rectify any conditions creating an immediate hazard existing that would be likely to
result in injury to any person. However, in no case will the City be responsible for
ascertaining or discovering, through inspections or review of the operations of the
Contractor or otherwise, any deficiency or immediate hazard.
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DISPUTE RESOLUTION
Dispute Resolution Procedures

The parties will make reasonable efforts to resolve any dispute, claim, or controversy
arising out of this Agreement or related to this Agreement (“Dispute”) using the dispute
resolution procedures set out in this section 26.

@) Negotiation
The parties will make reasonable efforts to resolve any Dispute by amicable
negotiations and will provide frank, candid and timely disclosure of all relevant
facts, information and documents to facilitate negotiations.

Mediation

If all or any portion of a Dispute cannot be resolved by good faith negotiations
within 30 days, either party may by notice to the other party refer the matter to
mediation. Within 7 days of delivery of the notice, the parties will mutually appoint a
mediator. If the parties fail to agree on the appointment of the mediator, then either
party may apply to the British Columbia International Commercial Arbitration
Centre for appointment of a mediator. The parties will continue to negotiate in
good faith to resolve the Dispute with the assistance of the mediator. The place of
mediation will be Surrey, British Columbia. Each party will equally bear the costs
of the mediator and other out-of-pocket costs, and each party will bear its own costs
of participating in the mediation.

Litigation
If within 90 days of the request for mediation the Dispute is not settled, or if the
mediator advises that there is no reasonable possibility of the parties reaching a
negotiated resolution, then either party may without further notice commence
litigation.

JURISDICTION AND COUNCIL NON-APPROPRIATION

Nothing in this Agreement limits or abrogates, or will be deemed to limit or abrogate, the
jurisdiction of the Council of the City in the exercise of its powers, rights or obligations
under any public or private statute, regulation or by-law or other enactment.

The Contractor recognizes and agrees that the City cannot make financial commitments
beyond the City's current fiscal year. The City will annually make bonafide requests for
appropriation of sufficient funds to cover all payments covered by this Agreement. If City
Council does not appropriate funds, or appropriates insufficient funds, the City will notify
the Contractor of its intention to terminate or reduce the services so affected within 90
days after the non-appropriation becomes final. Such termination shall take effect 90
days from the date of notification, shall not constitute an event of default and shall
relieve the City, its officers and employees, from any responsibility or liability for the
payment of any further amounts under this Agreement.
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GENERAL

Entire Agreement

This Agreement, including the Appendices and any other documents expressly referred
to in this Agreement as being a part of this Agreement, contains the entire agreement of
the parties regarding the provision of the Services and no understandings or
agreements, oral or otherwise, exist between the parties except as expressly set out in
this Agreement. This Agreement supersedes and cancels all previous agreements
between the parties relating to the provision of the Services.

Amendment

This Agreement may be amended only by agreement in writing, signed by both parties.
Contractor’s Terms Rejected

In the event that the Contractor issues an invoice, packing slip, sales receipt, or any like
document to the City, the City accepts the document on the express condition that any
terms and conditions in it which constitute terms and conditions which are in addition to
or which establish conflicting terms and conditions to those set out in this Agreement are
expressly rejected by the City.

Survival of Obligations

All of the Contractor's obligations to perform the Services in a professional and proper
manner will survive the termination or completion of this Agreement.

Cumulative Remedies

The City’s remedies under this Agreement are cumulative and in addition to any right or
remedy which may be available to the City at law or in equity.

Notices

Any notice, report or other document that either party may be required or may wish to
give to the other must be in writing, unless otherwise provided for, and will be deemed to
be validly given to and received by the addressee, if delivered personally, on the date of
such personal delivery, if delivered by facsimile, on transmission, or if by mail or email,
five calendar days after posting. The addresses for delivery will be as follows:

(a) The City: City of Surrey — Parks, Recreation & Culture Department
13450 - 104" Avenue
Surrey, British Columbia, Canada, V3T 1V8

Attention:
Fax:
E-mail:
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The Contractor: [Company Name]
[Street Address], [City], [Province/State] [Postal or Zip
Code]

Attention: [Contact Name/PositionTitle]
Fax:
E-mail:

Unenforceability

If any provision of this Agreement is invalid or unenforceable, it will be severed from the
Agreement and will not affect the enforceability or validity of the remaining provisions of
the Agreement.

Headings

The headings in this Agreement are inserted for convenience of reference only and will
not form part of nor affect the interpretation of this Agreement.

Singular, Plural and Gender

Wherever the singular, plural, masculine, feminine or neuter is used throughout this
Agreement the same will be construed as meaning the singular, plural, masculine,
feminine, neuter or body corporate where the context so requires.

Waiver

No waiver by either party of any breach by the other party of any of its covenants,
obligations and agreements will be a waiver of any subsequent breach or of any other
covenant, obligation or agreement, nor will any forbearance to seek a remedy for any
breach be a waiver of any rights and remedies with respect to such or any subsequent
breach.

Signature

This Agreement may be executed in or one or more counterparts all of which when taken
together will constitute one and the same agreement, and one or more of the counterparts
may be delivered by fax or PDF email transmission.

Force Majeure

Neither party shall be liable to the other for failure or delay of performance hereunder
due to causes beyond its reasonable control. Such delays include, but are not limited to,
earthquake, flood, storm, fire, epidemics, acts of government, governmental agencies or
officers, war, riots, or civil disturbances. The non-performing party will promptly notify
the other party in writing of an event of force majeure, the expected duration of the
event, and its anticipated effect on the ability of the party to perform its obligations, and
make reasonable effort to remedy the event of force majeure in a timely fashion.

The performing party may terminate or suspend its performance under this Agreement if
the non-performing party fails to perform its obligations under this Agreement for more
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than fifteen (15) consecutive calendar days. City's payment obligations shall be
suspended automatically if it is denied access to the Services for more than five (5)
hours in any twenty-four (24) hour period.

28.13 Enurement

This Agreement shall enure to the benefit of and be binding upon the respective
successors and permitted assigns of the City and the Contractor.

IN WITNESS WHEREOF the parties hereto have executed this agreement on the day and year
first above written.

CITY OF SURREY
by its authorized signatory:

LINDA HEPNER
Mayor

JANE SULLIVAN
City Clerk

<<INSERT NAME OF CONTRACTOR>>
I/We have the authority to bind the Consultant.

(Legal Name of Contractor)

(Signature of Authorized Signatory) (Signature of Authorized Signatory)

(Print Name and Position of Authorized Signatory) (Print Name and Position of Authorized Signatory)
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Inst. for Tech. Req.

		INSTRUCTIONS FOR TECHNICAL REQUIREMENTS RESPONSE MATRIX SCHEDULE C-3-1

		Complete the following information:

		Legal Name of Proponent:

		Contact:

		Phone:

		E-mail:



		Type of Deployment

		Please indicate which of the following modes of hosting you recommend for your solution:										and/or





		When describing your solution(s) and answering questions, please ensure that the responses apply to the above selected option.  If you wish to propose more than one option, please submit a separate response matrix for each option.





		The Proponent should not provide a written narrative that simply states that the proposed PRMS solution will meet or exceed the specified requirements.  Instead, the Proponent should provide a written narrative that shows that the Proponent understands the technical and functional requirements of this RFP and how the Proponent's proposed solution meets those requirements.








		Guide to Technical Requirements Document

		Number 		Each Requirement will have a reference number listed in the number column

		Requirement		Definition of the requirement

		Elaboration		Additional Response information required.

		Response Codes		C		Compliant - The functionality is currently available and does not require workarounds or integration to other systems.

				E		Compliant with Exceptional Capability - The functionality is currently availale to exceed the stated requirement.  Proponent to provide details of exceptional capability.

				F		Future Version - The functionality is not currently available but is on the product roadmap and will be included in a future release of the product.  Proponent to provide details of product version of release date.

				N/A		The requirement is not applicable, for example if it is aimed specifically for a Client-Server solution and the Vendor is putting forth a SAAS system.

				S		Compliant with Shortcomings - The functionality is currently available but requires modification of software configuration, workarounds or integration with another system.  Proponent to provide details of limitations.

				U		Unmet - The response was omitted or the functionality is unable to be met by the proponent.



On-Premise

Software-as-a-Service



Category-BusContinuityRecovery

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement (Explain)		Ability to Meet Weight (Explain)

		7001		Explain your overall business continuity plan.


		If possible, address the following questions:

 • Does your BCP have defined purpose and scope, aligned with relevant dependencies?
 • Is your BCP accessible to and understood by those who will use them?
 • Is your BCP Owned by a named person(s) who is responsible for their review, update, and approval?
 • Does your BCP have defined lines of communication, roles, and responsibilities?
 • Does your BCP have detailed recovery procedures, manual work-around, and reference information?
 • Does your BCP have a method for plan invocation?

		Highly Desirable		Business Continuity & Recovery		Cloud / Hybrid								Yes

		7002		Explain your business continuity plan testing methodology and implementation.				Desirable		Business Continuity & Recovery		Cloud / Hybrid								No

		7003		Explain how your datacenter utilities services and environmental conditions are secured, monitored, maintained, and tested for continual effectiveness; and if they provided automated fail-over or other redundancies in the event of planned or unplanned disruptions.				Desirable		Business Continuity & Recovery		Cloud / Hybrid								Membership

		7004		Explain your datacenter's physical protection against damage from natural causes and disasters, as well as deliberate attacks including fire, flood, atmospheric electrical discharge, solar induced geomagnetic storm, wind, earthquake, tsunami, explosion, nuclear accident, volcanic activity, biological hazard, civil unrest, mudslide, tectonic activity, and other forms of natural or man-made disasters.

				Desirable		Business Continuity & Recovery		Cloud / Hybrid								Programs

		7005		Explain your datacenter's location(s) and if the location was selected for the purpose of limiting environmental and man-made (including security) risks.				Desirable		Business Continuity & Recovery		Cloud / Hybrid								POS

		7006		Explain if you have a defined and documented method for determining the impact of any disruption to the organization (cloud provider, cloud consumer) and if it includes some or all of the following provisions (identify each):

 • Identify critical products and services
 • Identify all dependencies, including processes, applications, business partners, and third party service providers
 • Understand threats to critical products and services
 • Determine impacts resulting from planned or unplanned disruptions and how these vary over time
 • Establish the maximum tolerable period for disruption
 • Establish priorities for recovery
 • Establish recovery time objectives for resumption of critical products and services within their maximum tolerable period of disruption
 • Estimate the resources required for resumption				Desirable		Business Continuity & Recovery		Cloud / Hybrid								Rentals

		7007		Explain how your organization prioritizes restoration of services and how that prioritization applies to a municipality's data being restored and brought online during an outage incident.
		Examples:
In a major host outage, are other cities' services brought up before ours? 
or
Are specific services for our city brought up in a certain order like program registration first, point of sale second, etc.?		Desirable		Business Continuity & Recovery		Cloud / Hybrid								Global





Category - Change Management

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7008		Explain your change management, release, and testing policies as they apply to both internal developers within the organization and external business partners, and if the policies differ.		Example:
ITIL Service Management best practices		Desirable		Change Management		Cloud / Hybrid

		7009		Explain your how your change management and testing processes establish baselines, and release standards, and your overall focus on system availability, confidentiality, and integrity of systems and services.		Example:
ITIL Service Management best practices		Desirable		Change Management		Cloud / Hybrid





Category - Compliance

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7011		System should allow compliance with FoIPPA		FoIPPA (Freedom of Information and Protection of Privacy Act)		Mandatory		Compliance		Security

		7012		System provides functionality controls to allow municipality to remain compliant with CASL including opt-in details recorded in the database		CASL (Canada Anti-Spam Legislation)		Mandatory		Compliance		Security

		7013		Provide evidence that host is certified and compliant to latest PCI DSS standards (if system is hosted)		PCI DSS (Payment Card Industry Data Security Standard)		Mandatory		Compliance		Cloud / Hybrid

		7014		Provide evidence that system is certified and compliant to latest PA-DSS standards		PA-DSS (Payment Application Data Security Standard)		Mandatory		Compliance		Payment Processing

		7015		System has flexibility to retain data at municipal required retention levels		Example: 
2 years, 7 years, indefinitely		Highly Desirable		Compliance		Data Integrity/Formatting

		7010		Explain if you perform annually (or more frequently) independent reviews and assessments of your organization against established policies, standards, procedures, and compliance obligations.				Desirable		Compliance		Cloud / Hybrid

		7016		Explain system's ability to comply with disabilities regulations such as ADA in support of disabled staff and customers		ADA (Americans with Disabilities Act)		Desirable		Compliance		Public Access



&P&F&A	




Category - Customer&Acct Config

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7017		Manage documents associated with a customer - including ability to add, edit, and delete documents		Example:
Photos, MCFD documents, insurance, immunizations.		Desirable		Customer & Account Configuration		Document Management





Category - Database&DataRelated

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7019		Explain how your software supports extracting data and what frequency and volume of data extracts are supported		Example:
Customer information, usage metrics
Frequency of data extras (real time, scheduled, batch etc.)
Format of available extracted data 		Highly Desirable		Database and Data Related		Integration

		7021		System should include data dictionary for 3rd party reporting tools				Highly Desirable		Database and Data Related		Reports

		7022		System supports data and query exports in multiple formats including XLS, CSV, TXT, XML, .DOC, .PDF, .XML.  Please detail any additional formats available.
				Highly Desirable		Database and Data Related		Integration

		7026		Create customizable fields to record additional  information that can be used and/or reported on				Highly Desirable		Database and Data Related		Data Integrity/Formatting

		7018		Data input and output integrity routines shall be implemented for application interfaces and databases to prevent manual or systematic processing errors, corruption of data, or misuse.		Example:
Reconciliation and edit checks		Desirable		Database and Data Related		Data Integrity/Formatting

		7020		System provides ability to access and manipulate data directly by staff		Example: 
Direct SQL queries, ability to download data dumps in timeframes and frequencies determined by customer		Desirable		Database and Data Related		Cloud / Hybrid

		7023		System supports multiple data exchange methodologies including Native API, web service, messaging. Please explain any additional formats.		Example:
Native API, Web Service, Messaging, ETL		Desirable		Database and Data Related		Integration

		7025		System supports data import in multiple formats including XLS, CSV, TXT, XML, JSON. Please detail the formats available.				Desirable		Database and Data Related		Integration

		7024		System allows data anonymization for other environments (test/training/etc.)				Nice to have		Database and Data Related		Security





Category - Datacenter Security

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7027		Explain what physical security perimeters are implemented to safeguard sensitive data and information systems.		Example:
Fences, walls, barriers, guards, gates, electronic surveillance, physical authentication mechanisms, reception desks, and security patrols		Mandatory		Datacenter Security		Cloud / Hybrid

		7028		Explain what authorizations are required to be obtained prior to relocation or transfer of hardware, software, or data to an offsite premise.				Mandatory		Datacenter Security		Cloud / Hybrid

		7029		Explain what policies and procedures are established for the secure disposal of equipment (by asset type) used outside the organization's premises and if this includes a wiping solution or destruction process that renders recovery of information impossible.				Mandatory		Datacenter Security		Cloud / Hybrid





Category - Documentation

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7030		Documentation including information system documentation shall be made available to authorized personnel including the following:

 • Configuring, installing, and operating the information system
 • Effectively using the system’s security features
 • Detailed requirements review		Example:
Administrator and user guides, product guide, architectural diagrams		Desirable		Documentation		Equipment





Category - FacilitySpaceReserv

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7031		Audit trail information is collected and maintained showing when data is entered/changed and which staff member made the change. Each change should be stored not just the most recent.  				Highly Desirable		Facility space reservations		Equipment





Category-InfrastructureHardware

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7033		Explain what on premise desktop-side hardware and peripherals your software supports.
		Example: 
Physical desktops and peripherals (pinpads, scanners, printers, cash drawers gate kickers etc.)		Highly Desirable		Infrastructure - Hardware		Equipment

		7035		Explain your Integration/operability with Card Scanning hardware and tools for membership pass cards, one cards, barcode/coupons, and gift cards				Highly Desirable		Infrastructure - Hardware		Equipment

		7038		System supports IP based hardware and peripherals.		Example: 
Pinpads, scanners, gate kickers		Highly Desirable		Infrastructure - Hardware		Payment Processing

		7180		System allows for multiple gate kickers to operate multiple gates from 1 workstation.  Explain any limitations on the number of gatekickers that may be connected to 1 PC and the types of connections supported.		Example:
System is limited to 3 gate kickers per workstation.  Supported connections include Serial, USB, Ethernet, Wi-Fi etc.		Highly Desirable		Infrastructure - Hardware		Equipment

		7032		Explain what on premise server-side hardware your software supports.		Example: 
Physical servers, networking equipment, phone systems		Desirable		Infrastructure - Hardware		Equipment

		7041		System is compatible with server hardware virtualization Infrastructure		Example: 
VMWare, Hyper-V		Desirable		Infrastructure - Hardware		Self-Hosted

		7034		Explain your policy on staying current with new third-party hardware  		Example: 
Desktops, peripherals		Nice to have		Infrastructure - Hardware		Equipment

		7040		System allows processing payments using wireless pinpads				Nice to have		Infrastructure - Hardware		Payment Processing

		7043		Ability to use POS on tablet device (mobile POS)		Example: 
staff serves customers line-up with tablet to help reduce  bottle-neck during busy times.		Nice to have		Infrastructure - Hardware		Public Access

		7036		System is compatible with desktop hardware virtualization Infrastructure		Example: 
VDI, XenDesktop, XenApp		Optional		Infrastructure - Hardware		Equipment

		7037		System supports Bluetooth connected hardware and peripherals				Optional		Infrastructure - Hardware		Equipment

		7039		Explain if System supports voice recognition commands for staff and/or customers (mobile app included)				Optional		Infrastructure - Hardware		Payment Processing

		7042		Explain Systems support for point of sale via RFID cards				Optional		Infrastructure - Hardware		Equipment

		7044		Automatic change dispensing (like at Safeway); system detects bill value/amount and dispenses change.				Optional		Infrastructure - Hardware		Equipment

		7181		Ability for one gate kicker to be activated from multiple computers				Optional		Infrastructure - Hardware		Equipment





Category-InfrastructureSoftware

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7048		System provides SMS text messaging services or is capable of interfacing with VOIP/Phone systems or external third-party systems to send text messages				Highly Desirable		Infrastructure - Software		Payment Processing

		7049		Identify any software components that must be deployed to the desktop or mobile devices (staff or end users)		Example:
Plug-ins, Java, Software		Highly Desirable		Infrastructure - Software		Integration

		7050		Identify web browsers and versions your mobile System is compatible or NOT compatible with				Highly Desirable		Infrastructure - Software		Equipment

		7051		Identify web browsers and versions your online System is compatible or NOT compatible with				Highly Desirable		Infrastructure - Software		Integration

		7046		Explain what on premise server-side software your system supports
		Example: 
Operating systems, database software/versions, external third-part applications		Desirable		Infrastructure - Software		Self-Hosted

		7047		System has ability to create multiple environments. 		Example: 
Development; Testing; Training; Disaster Recovery; Production		Desirable		Infrastructure - Software		Data Integrity/Formatting

		7045		Explain your policy on staying current with new third-party applications 		Example: 
Operating systems, web browsers, database software		Nice to have		Infrastructure - Software		Integration





Category - Integrations

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7052		Ability to integrate Web Application with Google analytics (or equivalent services)
				Highly Desirable		Integrations		Equipment

		7053		Explain the ability to integrate with building automation systems, such as Surrey's lighting system Skylogix.		Example:
1. Lighting Controls (Skylogix)
2. Physical security controls and gate access, and ability to deny access based on frozen/suspended accounts
3. HVAC systems 
4. Sound systems		Desirable		Integrations		Equipment

		7054		Explain how your software supports natively and/or through Application Programming Interface (API) read/write access for integration with third-party software, hardware, and systems. 		Third-Party Application/Type List:
1. Enterprise Resource Planning (ERP)
2. Customer Relationship Management (CRM)
3. Content Management Systems (CMS) 
4. Business Intelligence (BI) and Performance Management (PM) 
5. Enterprise Content Management (ECM)
6. Closed-circuit television (CCTV) Security Systems
7. Staff Scheduling
8. The Red Cross
9. Geographic Information Systems (GIS) and other third-party mapping technologies like Google, BING, etc.
10. Inventory and Asset Management Systems
11. Open Data initiatives
12. Health Insurance Companies
13. Enterprise Service Bus (middleware)
14. Notification service (Google, Apple)
15. Social media (Facebook, Twitter, etc.)
16. Real-time chat services
17. External web services
18. Activity Tracking Hardware & Software (Fitbit, Nike + Running, etc.)
19. Theatre Manager

		Desirable		Integrations		Integration

		7055		Provide detailed documentation and manuals for your API		Example:
1. Enterprise Resource Planning (ERP)
2. Customer Relationship Management (CRM)
3. Content Management Systems (CMS) 
4. Business Intelligence (BI) and Performance Management (PM) 
5. Enterprise Content Management (ECM)
6. Closed-circuit television (CCTV) Security Systems
7. Staff Scheduling
8. The Red Cross
9. Geographic Information Systems (GIS) and other third-party mapping technologies like Google, BING, etc.
10. Inventory and Asset Management Systems
11. Open Data initiatives
12. Health Insurance Companies
13. Enterprise Service Bus (middleware)
14. Notification service (Google, Apple)
15. Social media (Facebook, Twitter, etc.)
16. Real-time chat services
17. External web services
18. Call-center technology
19. E-mail marketing software

		Desirable		Integrations		Integration

		7057		Ability for system to integrate with and update social media streams		Example:
Facebook, Twitter, Instagram, Face Time, notification that 10 people in your area have registered for an event
or
Push out notification to a specific Facebook group		Desirable		Integrations		Cloud / Hybrid

		7056		Explain your ability to leverage IOT with respect to items such as exercise equipment or other peripheral devices		IOT (Internet Of Things)		Nice to have		Integrations		Cloud / Hybrid





Category - Licensing

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7061		Describe any rights the vendor assumes with respect to the System or data placed within the System for all hosting models (Self, Hybrid, Cloud)				Highly Desirable		Licensing		Cloud / Hybrid

		7058		Explain System licensing model(s) for self-hosted implementations.		Example: 
User based, location based, enterprise based, revenue based		Desirable		Licensing		Contract Terms

		7059		Explain System licensing model(s) for cloud hosted, hybrid implementations.		Example: 
User based, location based, enterprise based, revenue based		Desirable		Licensing		Contract Terms

		7060		Describe any additional licenses required with System and associated System options		Example:
Database, report customization, required third-party applications		Desirable		Licensing		Contract Terms

		7062		Explain licensing requirements for hosting multiple environments including those surrounding testing, development, and disaster recovery environments		Are there any licensing requirements, restrictions, or allowances for multiple environments and specific uses. Some companies allow unlimited development or test environment for example.		Desirable		Licensing		Contract Terms





Category - Ops & Sustainment

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7065		Explain how your System handles staff authentication scenarios including password resets and self-service capabilities (ability to change passwords without service-desk support) and support for multi-factor authentication		Multi-factor authentication 
		Highly Desirable		Operations & Sustainment		Security

		7066		Describe helpdesk support hours with critical response escalations, knowledge base, user forums, and other User Group opportunities. 				Highly Desirable		Operations & Sustainment		Reports

		7069		Ability to create custom reports (against all fields) and share report template with other municipalities		Custom reports can be imported/exported		Highly Desirable		Operations & Sustainment		Reports

		7071		Describe how system behaves with record contention and what staff will see		Example:
Two staff members updating the same account at the same time		Highly Desirable		Operations & Sustainment		Data Integrity/Formatting

		7072		Describe how system behave with record contention and what customers will see		Example:
4 customers attempting to register for a course with only 1 slot left at the same time		Highly Desirable		Operations & Sustainment		Data Integrity/Formatting

		7077		Ability to override any maximums or minimums specified in the system or restrict functionality with security and authority controls in place		Example:
One staff unable to perform a refund can get an override from a supervisor
OR
If you set a maximum age for a specific program, staff should be able to override this maximum for a specific registrant
OR
If you set a minimum period of rental, staff should be able to override this for a specific rental booking		Highly Desirable		Operations & Sustainment		Data Integrity/Formatting

		7064		Explain what ability system provides to trigger email or other alert notifications				Desirable		Operations & Sustainment		Marketing

		7068		Explain how your System handles customer authentication scenarios including password resets and self-service capabilities (ability to change passwords without service-desk support)				Desirable		Operations & Sustainment		Data Integrity/Formatting

		7070		System allows the inclusion of customized documentation into the internal help system		To allow municipalities to include their own custom documentation and processes into the System so all documentation and procedures are in one location		Desirable		Operations & Sustainment		Public Access

		7073		System operates in real-time and does not require scheduled batch processing		Example:
Upon the completion of a program registration, the rosters, client accounts, all financials, schedules, statistics, reports, and other related details are updated automatically.		Desirable		Operations & Sustainment		Data Integrity/Formatting

		7074		System can synchronize between multiple environments				Desirable		Operations & Sustainment		Marketing

		7075		Multiple search methodologies - type ahead, auto complete, fuzzy search - enabled in all searches within the application				Desirable		Operations & Sustainment		Reports

		7078		Ability to import new fees and updates to fee amounts from another system, CSV, etc.				Desirable		Operations & Sustainment		Data Integrity/Formatting

		7081		Ability to export design content for inclusion in marketing tools and/or materials		Example:
Adobe InDesign and import to online web format without losing style (font, size), etc.		Desirable		Operations & Sustainment 		Cloud / Hybrid

		7082		Capability to provide self-service (ad-hoc) reporting for business SMEs (subject matter experts)				Desirable		Operations & Sustainment 		Cloud / Hybrid

		7083		Ability to customize front desk search results based on user (display and defaults) and option to save settings for that user for the next login		Example: One staff member may prefer course results returned in date order, another in alphabetical order.  Default to search for courses at a given location.

Move to Technical (added Surrey #1)		Desirable		Operations & Sustainment 		Cloud / Hybrid

		7063		Explain what ability system provides for creating custom workflows.		Example:
On new customer creation have system send definable information through integration to external marketing system
or
Ability to customize alerts and notifications to be sent based on certain activities such as alerting staff on a system change or flag that is set
or
Staff can view the required tasks for a customer who is on a predetermined fitness plan or personal training schedule. Examples include scheduling an initial orientation session, placing a reminder or check in phone call or booking a personal training appointment.
		Nice to have		Operations & Sustainment		Data Integrity/Formatting

		7067		Explain ability, process/methodology, restrictions, and limitations for migrating existing Class software data into new System and provide details on effort required to facilitate data migration.  
		Data quality assurance		Nice to have		Operations & Sustainment		Data Integrity/Formatting

		7076		Ability to sign-out as one staff member then sign-in as another without needing to close entire application down		For shared desktops		Nice to have		Operations & Sustainment		Security

		7079		Ability for administrators to define default field element behaviour and layouts for staff or security groups				Nice to have		Operations & Sustainment		Cloud / Hybrid

		7080		System provides internal documentation and online-help for staff and customers
				Nice to have		Operations & Sustainment 		Cloud / Hybrid





Category - ProgramConfiguration

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7084		Describe system's ability to centrally manage POS screen so different screens can be pushed out to networked workstation, eliminating any need to visit the physical workstation to setup the screen.				Desirable		Program Configuration		Cloud / Hybrid

		7085		System wide spell/grammar check using Canadian spellings				Desirable		Program Configuration		Data Integrity/Formatting

		7086		Describe restrictions related to ability to undo functions within system		Example:
Ability to undo a course cancellation or undo customer information changes		Desirable		Program Configuration		Data Integrity/Formatting

		7087		Describe any limitations on number of characters in all text fields - title, description, etc.				Desirable		Program Configuration		Data Integrity/Formatting





Category - Reports

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7088		Provide samples of standard reports available and description of purpose/use case of the report itself				Desirable		Reports		Cloud / Hybrid

		7089		Explain system's ability to create centralized dashboards including real-time statistics				Nice to have		Reports		Cloud / Hybrid





Category - Risk Management

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7106		Explain how you protect against cyber attacks, virus threats, malware, or hacking.
				Mandatory		Risk Management		Cloud / Hybrid

		7107		Explain if network traffic is screened and describe any network intrusion detection and prevention in place.				Mandatory		Risk Management		Cloud / Hybrid

		7108		Explain how user permissions are validated, tracked, and audited on a regular basis. 				Mandatory		Risk Management		Cloud / Hybrid

		7109		Explain how the vendor or subcontractors will notify a municipality in the event of a security breach, including timelines and communication channels.				Mandatory		Risk Management		Cloud / Hybrid

		7110		Explain how the vendor or subcontractors will notify a municipality if law enforcement requests access to their data and what restrictions are there on the use and disclosure of the data.				Mandatory		Risk Management		Cloud / Hybrid

		7111		Explain how security incident information will be made available to all affected customers and providers.		Example:
Portals, newsletters		Mandatory		Risk Management		Payment Processing

		7112		Explain if policies and procedures are established, and supporting business processes and technical measures implemented, to prevent the execution of malware on organizationally-owned or managed user end-point devices and IT infrastructure network and systems components.		Example: 
Issued workstations, laptops, and mobile devices, servers and network equipment.		Mandatory		Risk Management		Cloud / Hybrid

		7113		Explain if policies and procedures are established, and supporting processes and technical measures implemented, for timely detection of vulnerabilities within organizationally-owned or managed applications, infrastructure network and system components to ensure the efficiency of implemented security controls. 
		Example:
Network vulnerability assessment, penetration testing		Mandatory		Risk Management		Cloud / Hybrid

		7098		Describe ability to maintain full access to data when contract expires, system provider is acquired, or terminates business operation including data export capabilities.				Highly Desirable		Risk Management		Cloud / Hybrid

		7099		Explain your disaster recovery options in the event of cloud outage		RTO (Recovery Time Objective)
RPO (Recovery Point Objective)
		Highly Desirable		Risk Management		Cloud / Hybrid

		7100		System's payment processing system deposits settlements directly into municipal bank account every night.				Highly Desirable		Risk Management		Cloud / Hybrid

		7102		Explain your Quality of Service guarantees including those related to service availability, performance response time and latency, reliability, recoverability, retention, disposal, archiving, and sequencing				Highly Desirable		Risk Management		Cloud / Hybrid

		7105		What security certifications exist for physical and logical security of the service and supporting systems and provide copies of your certifications		Example: 
SAS 70 Type II, ISO-27001, SSAE 16		Highly Desirable		Risk Management		Cloud / Hybrid

		7090		Explain if any formal disciplinary or sanction policy is established for employees who have violated security policies and procedures. Also detail if employees are made aware of what action might be taken in the event of a violation, and if disciplinary measures are stated in the policies and procedures.				Desirable		Risk Management		Cloud / Hybrid

		7091		Explain if all organizationally-owned assets are returned within an established period upon termination of workforce personnel and/or expiration of external business relationships (third party or subcontractors).				Desirable		Risk Management		Cloud / Hybrid

		7092		Explain if all employment candidates, contractors, and third parties are subjected to background verification proportional to the data classification to be accessed, the business requirements, and acceptable risk, pursuant to local laws, regulations, ethics, and contractual constraints.				Desirable		Risk Management		Cloud / Hybrid

		7093		Explain if non-disclosure or confidentiality agreements reflecting the organization's needs for the protection of data and operational details are identified, documented, and reviewed at planned intervals.				Desirable		Risk Management		Privacy

		7094		Explain if access to, and use of, audit tools that interact with the organization's information systems are appropriately segmented and restricted to prevent compromise and misuse of log data.				Desirable		Risk Management		Cloud / Hybrid

		7095		Explain if access to our own developed applications, program, or object source code, or any other form of intellectual property (IP), and use of proprietary software are appropriately restricted following the rule of least privilege based on job function as per established user access policies and procedures.
				Desirable		Risk Management		Cloud / Hybrid

		7096		Explain Systems capability for managing data retention policies.
		Example:
1. Archiving select data
2. Migrating select data to secondary/alternate storage
3. Identifying and/or purging old "stale" data		Desirable		Risk Management		Cloud / Hybrid

		7097		Explain system upgrade and patch strategy				Desirable		Risk Management		Contract Terms

		7101		Explain what penalties and remedies are in place if SLA and/or agreed Quality of Performance metrics are breached				Desirable		Risk Management		Cloud / Hybrid

		7103		Explain any known incompatibilities with System as evidenced in previous deployments		Example: 
Incompatibilities with certain installed third-party applications, browsers, hardware, integrations, etc.		Desirable		Risk Management		Integration

		7104		Disclose your related partner companies including third-party vendors and subcontractors and what services they provide				Desirable		Risk Management		Cloud / Hybrid

		7114		Explain your best-case scenario RTO and RPO options for cloud/hybrid disaster recovery scenarios		RTO (Recovery Time Objective)
RPO (Recovery Point Objective)
		Desirable		Risk Management		Cloud / Hybrid





Category - Security

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7136		Explain System staff-authentication capabilities such as password complexity requirements, account expiration handling, and ability to simplify the authentication process i.e. active directory integration.				Mandatory		Security		Security

		7143		If a multi-tenant environment exists, what technologies are utilized to provide network traffic separation.		Example: 
VLAN, VPN. 		Mandatory		Security		Cloud / Hybrid

		7144		Explain how access is granted to administrators and users to hosted backend		Example:
What kinds of controls are in place to verify access requests before granting access to backend systems such as database servers or administrative consoles		Mandatory		Security		Cloud / Hybrid

		7145		Explain security capabilities for maintaining confidentiality, integrity, and non-repudiation.				Mandatory		Security		Cloud / Hybrid

		7146		Explain the encryption capabilities offered, how the encryption keys are managed and who is the owner of the encryption keys.				Mandatory		Security		Security

		7147		Explain what are the processes and timelines to receive access to user log files if requested.				Mandatory		Security		Cloud / Hybrid

		7148		If System stores accounts locally within the database, explain how passwords are stored in the database, what kind of encryption is used, and if it is decryptable
		Example:
Clear text, HASH without salt, HASH with salt, other		Mandatory		Security		Security

		7149		Explain if forensic procedures, including chain of custody, are followed for the presentation of evidence to support potential legal action subject to the relevant jurisdiction after an information security incident. 				Mandatory		Security		Cloud / Hybrid

		7116		Provide, if possible, network architecture diagrams and clearly identify high-risk environments and data flows that may have legal compliance impacts.				Highly Desirable		Security		Cloud / Hybrid

		7117		Provide, if possible, detailed information on technical measures implemented to apply defense-in-depth techniques in detecting and responding to network-based or system attacks		Example:
Protections against MAC spoofing, ARP poisoning, Distributed Denial-of-Service (DDoS)		Highly Desirable		Security		Cloud / Hybrid

		7118		Explain logical and physical segmentation of network traffic between trusted and untrusted sites/hosts and detail how often these configurations are audited, reviewed, and if detailed documentation and justification is available				Highly Desirable		Security		Cloud / Hybrid

		7119		Describe your organization's security policy and measures in place to ensure protection against external data breaches 		Example:
BYOD mobile device policy and any security impact it may have on system and protection from staff bringing in external USB sticks		Highly Desirable		Security		Cloud / Hybrid

		7120		Explain your policy and practices for hardening operating systems (desktop and server environment).
				Highly Desirable		Security		Cloud / Hybrid

		7121		Explain what policies and procedures are established, and supporting business processes and technical measures implemented, to protect wireless network environments, including the following:
 • Are perimeter firewalls implemented and configured to restrict unauthorized traffic?
 • Are security settings enabled with strong encryption for authentication and transmission, replacing vendor default settings (e.g., encryption keys, passwords, and SNMP community strings)?
 • Is user access to wireless network devices restricted to authorized personnel?
 • Is there a capability to detect the presence of unauthorized (rogue) wireless network devices for a timely disconnect from the network?				Highly Desirable		Security		Cloud / Hybrid

		7125		System supports the following password management features:

• Passwords that are not displayed in clear text when they are being entered
• Configurable passwords expiry that allows for definable expiration timeframes including but not limited to 30, 60, 90 and 120 day expiry
• Passwords that are either encrypted, or hashed and salted if store in the application or application database
• Password strength and complexity can be configured to require definable amount of characters (15 character passwords permitted) and the use of numbers, upper case characters, special characters and any combination of
• First-time passwords to be set to a unique value for each user and changed immediately after the first use.
• Prevention of the reuse of a configurable number of previous passwords 
				Highly Desirable		Security		Security

		7127		System disables inactive accounts after a configurable period of time.				Highly Desirable		Security		Security

		7132		Granular role-based security management for individual and groups of staff				Highly Desirable		Security		Security

		7133		Describe system's ability to track activity and history for audit purposes		Examples:
System can track price changes, discounts, order voids, login attempts/failures, time clock changes, removing items from orders, security overrides, price overrides, and other theft prevention auditing capabilities.		Highly Desirable		Security		Security

		7135		Granular role-based security management for individuals or groups of customers				Highly Desirable		Security		Security

		7137		System automatically lock accounts after a set or definable login failure threshold
				Highly Desirable		Security		Security

		7142		Describe the security architecture for the service.				Highly Desirable		Security		Cloud / Hybrid

		7151		Ability for system to encrypt data during transmission with a minimum of 128-bit AES encryption using TLS version 1.2 or greater.		Example:                                                                   What data, if any is encrypted during transmission?		Highly Desirable		Security		Security

		7152		If upon notification of a security breach are customers and/or other external business partners impacted by the security breach given the opportunity to participate as is legally permissible in a forensic investigation?
				Highly Desirable		Security		Data Integrity/Formatting

		7115		Ability to synchronize clock for all relevant information processing systems to facilitate log tracing and reconstitution of activity timelines.				Desirable		Security		Data Integrity/Formatting

		7123		System create a security audit log for the following security events:

• Successful logon
• Failed logon attempt
• Authorized data access attempt
• Unauthorized data access attempt
• System change
• Data change				Desirable		Security		Cloud / Hybrid

		7124		Ability to include the following information in system security audit log:

• User ID
• User Action 
• Date & Time 
• Data Access
• Data Deletion
• Data Modification 
• Data Output / Export
• Application Configuration Change
• Application Start-up / Shutdown
• User Role
• User Permissions
• User IP Address
• User Group
 				Desirable		Security		Security

		7126		System should encrypt data while at rest with a minimum of 128-bit AES encryption or greater.				Desirable		Security		Security

		7128		Explain if points of contact for applicable regulation authorities, national and local law enforcement, and other legal jurisdictional authorities are maintained and regularly updated to ensure direct compliance liaisons have been established and to be prepared for a forensic investigation requiring rapid engagement with law enforcement.				Desirable		Security		Security

		7129		Ability to manage accounts either directly in the System or through integration with external authentication schemes				Desirable		Security		Security

		7130		Ability to restrict access by individual or groups of municipal or 3rd party staff, to data specific to a 1 or more facilities		Example:                                                                    Staff can access data relating to the pool but not the arena		Desirable		Security		Security

		7131		Explain your system's support for single sign-on and federated accounts capabilities supporting various authentication schemes.		Example:                                                             Built-in/native, OAuth2, SAML2-compliant/WSFed, Active Directory		Desirable		Security		Security

		7138		Ability for system to automatically unlock customer accounts after a set or definable time-out period				Desirable		Security		Public Access

		7140		Explain if System interface and data/information transmission is secured and/or encrypted		Does hosted application use SSL or encryption, is data transmission and integration points securable, etc.		Desirable		Security		Security

		7141		Describe the physical security of the facility(ies) hosting the service.		
		Desirable		Security		Equipment

		7150		Mechanisms shall be put in place to monitor and quantify the types, volumes, and costs of information security incidents.				Desirable		Security		Security

		7153		Ability to allow/restrict access to certain customer information fields to specific security roles or staff members				Desirable		Security		Security

		7154		Ability to support biometric technology such as fingerprint scanning and/or Iris scanning for customer  validation i.e. lockers, membership pass validation etc.				Desirable		Security 		Equipment

		7122		Ability to limit access to POS items by time and day; set by system administrator.		Example:
PLU item is only valid between '3:00 pm' to '4:30 pm' or has a set expiry date or time for promotional purposes.		Nice to have		Security		Data Integrity/Formatting

		7134		Ability to secure System or areas of System on shared computers		Example: 
Kiosks, unsupervised computers, or multiple-staff accessible computers		Nice to have		Security		Cloud / Hybrid

		7139		System should allow restriction of payment methods available for each staff member		Example: 
Allow summer staff to take debit but not credit card payments		Optional		Security		Payment Processing





Category - SLA

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7155		Describe your standard system SLA including uptime guarantees, performance guarantees, liabilities, and other related information.				Desirable		Service Level Agreement		Contract Terms

		7156		Explain if your standard SLA agreement between providers and customers (tenants) incorporates at least the following mutually-agreed upon provisions and/or terms:
 • Scope of business relationship and services offered 
 • Information security requirements, provider and customer (tenant) primary points of contact for the duration of the business relationship
 • Notification and/or pre-authorization of any changes controlled by the provider with customer (tenant) impacts
 • Timely notification of a security incident (or confirmed breach) to all customers (tenants) and other business relationships impacted (i.e., up- and down-stream impacted supply chain)
 • Assessment and independent verification of compliance with agreement provisions and/or terms (e.g., industry-acceptable certification, attestation audit 
report, or equivalent forms of assurance) without posing an unacceptable business risk of exposure to the organization being assessed
 • Expiration of the business relationship and treatment of customer (tenant) data impacted
 • Customer (tenant) service-to-service application (API) and data interoperability and portability requirements for application development and information exchange, usage, and integrity persistence
				Desirable		Service Level Agreement		Contract Terms

		7157		Explain if you have a process for consistent review of service agreements (e.g., SLAs) between providers and customers (tenants) across the relevant supply chain (upstream/downstream) and if reviews are performed at least annually to identity non-conformance to established agreements.				Desirable		Service Level Agreement





Category - User Experience

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7159		System provides a self-service option for printing receipts online or having receipts emailed to them from counter.				Highly Desirable		User Experience		Public Access

		7158		System can be used in different functional areas within the core business.		Example: 
skate shop, theatre, pro shop, equipment rentals, gift cards, locker rentals, garbage tags, etc.		Desirable		User Experience

		7161		Ability to automatically validate and format text input based on configurable requirements. 		Example: 
E-mail addresses, Street Addresses, Phone Numbers, Postal Codes, and handle case sensitivity

Vendor should describe other features of System that help improve data entry efficiency. 		Desirable		User Experience		Data Integrity/Formatting

		7162		Mobile apps have consistent User Interface between platforms		Example:
Android, iPhone, Blackberry, Windows Phone		Desirable		User Experience		Public Access

		7163		Ability to customize application views and interfaces system wide				Desirable		User Experience		Data Integrity/Formatting

		7164		Ability to customize application views and interfaces for an individual staff member				Desirable		User Experience		Data Integrity/Formatting

		7165		System allows data entry utilizing default values for specified fields and/or data import capabilities				Desirable		User Experience		Integration

		7166		Reporting services are mobile-friendly		Example:                                                                     Native app or responsive design		Desirable		User Experience		Reports

		7167		Describe the capabilities of staff mobile application/interfaces.
		Examples:
1. Validate memberships
2. Allocate building space
3. Manage class rosters and attendance
4. Review current schedules		Desirable		User Experience		Customer Information

		7168		System has ability to change language options for customer facing interfaces				Desirable		User Experience		Public Access

		7169		System interface has configurable hotkeys/key combinations 				Desirable		User Experience		Data Integrity/Formatting

		7170		System has mobile application that supports Android, Blackberry, iOS, and Windows, or provide a responsive HTML5/CSS3 website interface				Desirable		User Experience		Public Access

		7171		Vendor should provide training options for staff including on-site and online options		Describe training strategy available, including timelines, training required by role, etc.		Desirable		User Experience		Public Access

		7160		Describe system's ability for messaging staff or groups of staff		Example: 
Customer inquires about preschool so front counter staff sets alert for the preschool coordinator to contact them which is visible the next time they login.		Nice to have		User Experience		Public Access





Category - Web Application

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7173		Web application provides ability to completely customize the "look and feel" of the website where all changes are supported through upgrade (for example: through cascading style sheets)		Example:
Customizing the web interface to match the look and feel of Surrey.ca		Highly Desirable		Web Application		Public Access

		7172		Ability to link to external web services or URLs on Web Application		Example:
Customizing the web interface to provide a link for a course or facility, to a Google map or to TransLink's website for direction information		Desirable		Web Application		Public Access

		7174		Customer accounts can be created and activated immediately or upon later user approval, depending on pre-determined system parameters (set by system administrator)				Desirable		Web Application		Customer Account Management

		7177		Explain how your Web Application allows customers to upload documents				Desirable		Web Application		Document Management

		7175		Web application allows customer to validate their street address against external database 		Examples: 
Municipality's GIS addressing system, and/or Canada Post		Nice to have		Web Application		Integration

		7176		Ability for customers to update and access account information details which can be restricted by system administrator		Example:
Update account fields, components, details
Access usage statistics, attendance, attended course history		Nice to have		Web Application		Customer Account Management

		7178		Ability for website portal to include a self-service search tool where customers can enter questions and the system will provide suggested responses and answers to other similar questions				Optional		Web Application		Public Access





Category - Payment Processing

		City of Surrey - PRC Management System

		Technical Requirements Response Form Schedule C-3-1

		Requirement Description and Example								Categories				Proponent Response

		Req. #		Requirement		Elaboration		Weight		Category		Theme		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		7179		System allows the city to use their existing Moneris merchant accounts to process debit, credit and EFT transactions.  Describe any limitations on number of merchant accounts.				Highly Desirable		Payment Processing		Payment Processing
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																		C - Compliant

																		E - Compliant with Exceptional Capability

																		F - Future Version

																		N/A - Not Appicable

																		S - Compliant with Shortcomings

																		U - Unmet
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On-Premise Financial Proposal

				SCHEDULE C-5 - ON-PREMISE SOLUTION FINANCIAL PROPOSAL

				LEGAL NAME OF PROPONENT:

				AUTHORIZED SIGNATURE:

				PRINTED NAME:

				DATE:

		Instructions to Vendor:

		1		To be considered responsive to this RFP, you must complete either the On Premise Financial Proposal worksheet or the SaaS Financial Proposal worksheet. You may provide an alternate financial proposal if it still accomplishes the work anticipated. If provided it must be in addition to the On Premise or SaaS Financial Proposal.

		2		Provide pricing details below to meet full compliance of the objectives and scope as defined in the RFP,  the functional and technical responses, and include the deliverables cited in the management response (or their equivalent).

		3		Time Schedule (Schedule C-4) and Other Assumptions:
--  The desired schedule is to start the project on February 2016, and to complete implementation and stabilization by September 30, 2016.
-- If the Proponent puts forward an alternate schedule, include the proposed schedule and any explanatory notes and assumptions below.
-- Configuration and customization to be performed by Proponent, as well as support for data conversion and interfaces.
-- Testing - minimum of two preproduction environments for unit testing, system testing and user acceptance testing.
-- Training will be conducted in the TEST environment prior to go-live.

		4		This shall include everything necessary to complete system implementation.

		5		Services shall be priced on a firm hourly basis all-inclusive, with an estimated number of hours.

		6		List any pricing assumptions and/or notes below the spreadsheet.

		7		Provide pricing to initially support 500 users.

		8		Prices shall not include GST and PST, where applicable.

		9		All prices should be in Canadian dollars.

		10		Please indicate payment terms:  A cash discount of _______ % will be allowed if invoices are paid within _____ days, or the ____ day of the month following, or net 30 days, on a best effort basis. Pricing proposal shall not reflect any such discounts.

		COST SUMMARY FOR A ON PREMISE SOLUTION - Cost should be rolled up from "detail" listed below.

		Project Component				PHASE or
TYPE		QUANTITY
(if applicable)		UNIT COST
(if applicable)		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025

		a		System Costs		Implementation

		b		Service Costs		Implementation

		c		Training Costs		Implementation

		d		Recurring/Maintenance Costs		Annual

		e		License Costs		Annual

		f		Implementation Costs		Implementation

		g		Integration Costs		Implementation

				(add additional project components as appropriate)

				TOTAL:								$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

		SYSTEM COSTS DETAIL (a) - add other costs if applicable

				Item		Total		Notes

				Application Software Modules (including documentation)

				TOTAL:		$   - 0

		SERVICES COSTS DETAIL (b) - add other costs if applicable

				Item		Qty (if applic)		Unit Cost		Total		Notes

				Implementation Planning						0

				Design Specification						0

				Configuration						0

				Data Conversion						0

				Installation Assistance						0

				Project Management						0

				Testing						0

				Fit/Gap Analysis						0

				Travel						0

				Written Materials						0

				TOTAL						$   - 0

		TRAINING COSTS DETAIL  (c) - add other costs if applicable

		Detail all classes available including different levels of user training and administrator training if available.

				Item		Qty (if applic)		Unit Cost		Total		Notes

				End User Training						0

				Administrator Training						0

				Training Plans & Materials						0

										0

				TOTAL:						$   - 0

		RECURRING (Maintenance) COSTS DETAIL ( d, e, & f) - add other costs if applicable

		If multiple options are available, please describe and provide different estimates in the table below.

				Item		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025		TOTAL

				Annual Maintenance Support																						$   - 0

				Annual License Fees for 800 users																						$   - 0

				Applicable Taxes																						$   - 0

																										$   - 0

																										$   - 0

				TOTAL:		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

		ADD'L LABOUR COSTS - For information only.  Not to be included in evaluation portion (g)

		Please document any cost information not covered in the tables above.  Add any other Labor Costs not included in the list.

				Item		Labour Rate		Notes

				Project Mgmt

				Software Engineer

				Sr. Support Engineer

				Other:

				Other:

				Other:

				Training Specialist

		FUTURE SERVICES COST - For information only.  Not to be included in evaluation portion (h)

		Although customization of the software (code modifications), data conversion,  and interface development are not part of this implementation in the scope of the RFP, these services may be required in the future.  Please provide bill-rated for each service below.

				Service		Bill Rate

				Data Conversion

				Modifications

				Integration Development

		PRICING ASSUMPTIONS AND ADDITIONAL NOTES:
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CITY OF SURREY - PARKS, RECREATION & CULTURE DEPARTMENT

Chuck C. Collins:
This statement is in conflict with other sections of the RFP.  Consider removing/re-wording
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SaaS Financial Proposal

				SCHEDULE C-5 - SOFTWARE as a SERVICE SOLUTION FINANCIAL PROPOSAL

				LEGAL NAME OF PROPONENT:

				AUTHORIZED SIGNATURE:

				PRINTED NAME:

				DATE:

		Instructions to Proponent:

		1		To be considered responsive to this RFP, you must complete either the On Premise Financial Proposal worksheet or the SaaS Financial Proposal worksheet.  You may provide an alternate financial proposal if it still accomplishes the work anticipated. If provided it should be in addition to the On Premise or SaaS Financial Proposal.

		2		Provide pricing details below to meet full compliance of the objectives and scope as defined in the RFP,  the functional and technical responses, and include the deliverables cited in the management response (or their equivalent).

		3		Time Schedule (Schedule C-4) and Other Assumptions:
-- The desired schedule is to start the project on February 2016, and to complete implementation and stabilization by September 30, 2016.
-- If the Proponent puts forward an alternate schedule, include the proposed schedule and any explanatory notes and assumptions below.
-- Configuration and customization to be performed by Proponent, as well as support for data conversion and interfaces.
-- Testing - minimum of two preproduction environments for unit testing, system testing and user acceptance testing.
-- Training will be conducted in the TEST environment prior to go-live.

		4		This shall include everything necessary to complete system implementation.

		5		Services shall be priced on a firm hourly basis all-inclusive, with an estimated number of hours.

		6		List any pricing assumptions and/or notes below the spreadsheet.

		7		Provide pricing to initially support approx. 500 users.

		8		Prices shall not include GST and PST, where applicable.

		9		All prices should be in Canadian dollars.

		10		Please indicate payment terms:  A cash discount of _______ % will be allowed if invoices are paid within _____ days, or the ____ day of the month following, or net 30 days, on a best effort basis. Pricing proposal shall not reflect any such discounts.

		COST SUMMARY FOR A HOSTED SOLUTION - Cost should be rolled up from "detail" listed below.

		Project Component				PHASE or
TYPE		QUANTITY
(if applicable)		UNIT COST
(if applicable)		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025

		a		System Costs		Implementation

		b		Service Costs		Implementation

		c		Training Costs		Implementation

		d		Recurring/Maintenance Costs		Annual

		e		License Costs		Annual

		f		Vendor Hosting		Annual

				(add additional project components as appropriate)

				TOTAL:								$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

		SYSTEM COSTS DETAIL (a) - add other costs if applicable

				Item		Total		Notes

				Vendor Hosting Fee setup

				TOTAL:		$   - 0

		SERVICES COSTS DETAIL (b) - add other costs if applicable

				Item		Qty (if applic)		Unit Cost		Total		Notes

				Implementation Planning						0

				Design Specification						0

				Configuration						0

				Data Conversion						0

				Installation Assistance						0

				Project Management						0

				Testing						0

				Travel						0

				Written Materials						0

										0

										0

				TOTAL:						$   - 0

		TRAINING COSTS DETAIL  (c) - add other costs if applicable

		Detail all classes available including different levels of user training and administrator training if available.

				Item		Qty (if applic)		Unit Cost		Total		Notes

				End User Training						0

				Administrator Training						0

				Training Plans & Materials						0

										0

				TOTAL:						$   - 0

		RECURRING (Maintenance) COSTS DETAIL ( d, e, & f) - add other costs if applicable

		If multiple options are available, please describe and provide different estimates in the table below.

				Item		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025		Notes

				Maintenance Support

				License Fees

				Annual Vendor Hosting

				TOTAL:		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

		ADD'L LABOUR COSTS - For information only.  Not to be included in evaluation portion (g)

		Please document any cost information not covered in the tables above.  Add any other Labor Costs not included in the list.

				Item		Labour Rate		Notes

				Project Mgmt

				Software Engineer

				Sr. Support Engineer

				Other:

				Other:

				Other:

				Training Specialist

		FUTURE SERVICES COST - For information only.  Not to be included in evaluation portion (h)

		Additional customization of the software (code modifications), data conversion, and interface development that are not part of this implementation in the scope of the RFP may be required in the future.  Please provide bill-rated for each service below.

				Service		Bill Rate

				Data Conversion

				Modifications

				Integration Development

		PRICING ASSUMPTIONS AND ADDITIONAL NOTES:
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On-Premise Financial Proposal

				SCHEDULE C-5 - ON-PREMISE SOLUTION FINANCIAL PROPOSAL

				LEGAL NAME OF PROPONENT:

				AUTHORIZED SIGNATURE:

				PRINTED NAME:

				DATE:

		Instructions to Vendor:

		1		To be considered responsive to this RFP, you must complete either the On Premise Financial Proposal worksheet or the SaaS Financial Proposal worksheet. You may provide an alternate financial proposal if it still accomplishes the work anticipated. If provided it must be in addition to the On Premise or SaaS Financial Proposal.

		2		Provide pricing details below to meet full compliance of the objectives and scope as defined in the RFP,  the functional and technical responses, and include the deliverables cited in the management response (or their equivalent).

		3		Time Schedule (Schedule C-4) and Other Assumptions:
--  The desired schedule is to start the project on February 2016, and to complete implementation and stabilization by September 30, 2016.
-- If the Proponent puts forward an alternate schedule, include the proposed schedule and any explanatory notes and assumptions below.
-- Configuration and customization to be performed by Proponent, as well as support for data conversion and interfaces.
-- Testing - minimum of two preproduction environments for unit testing, system testing and user acceptance testing.
-- Training will be conducted in the TEST environment prior to go-live.

		4		This shall include everything necessary to complete system implementation.

		5		Services shall be priced on a firm hourly basis all-inclusive, with an estimated number of hours.

		6		List any pricing assumptions and/or notes below the spreadsheet.

		7		Provide pricing to initially support <<INSERT NUMBER>> users.

		8		Prices shall not include GST and PST, where applicable.

		9		All prices should be in Canadian dollars.

		10		Please indicate payment terms:  A cash discount of _______ % will be allowed if invoices are paid within _____ days, or the ____ day of the month following, or net 30 days, on a best effort basis. Pricing proposal shall not reflect any such discounts.

		COST SUMMARY FOR A ON PREMISE SOLUTION - Cost should be rolled up from "detail" listed below.

		Project Component				PHASE or
TYPE		QUANTITY
(if applicable)		UNIT COST
(if applicable)		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025

		a		System Costs		Implementation

		b		Service Costs		Implementation

		c		Training Costs		Implementation

		d		Recurring/Maintenance Costs		Annual

		e		License Costs		Annual

		f		Implementation Costs		Implementation

		g		Integration Costs		Implementation

				(add additional project components as appropriate)

				TOTAL:								$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

		SYSTEM COSTS DETAIL (a) - add other costs if applicable

				Item		Total		Notes

				Application Software Modules (including documentation)

				TOTAL:		$   - 0

		SERVICES COSTS DETAIL (b) - add other costs if applicable

				Item		Qty (if applic)		Unit Cost		Total		Notes

				Implementation Planning						0

				Design Specification						0

				Configuration						0

				Data Conversion						0

				Installation Assistance						0

				Project Management						0

				Testing						0

				Fit/Gap Analysis						0

				Travel						0

				Written Materials						0

				TOTAL						$   - 0

		TRAINING COSTS DETAIL  (c) - add other costs if applicable

		Detail all classes available including different levels of user training and administrator training if available.

				Item		Qty (if applic)		Unit Cost		Total		Notes

				End User Training						0

				Administrator Training						0

				Training Plans & Materials						0

										0

				TOTAL:						$   - 0

		RECURRING (Maintenance) COSTS DETAIL ( d, e, & f) - add other costs if applicable

		If multiple options are available, please describe and provide different estimates in the table below.

				Item		2016		2017		2018		2019		2020		2021		2022		2023		2024		2025		TOTAL

				Annual Maintenance Support																						$   - 0

				Annual License Fees for 800 users																						$   - 0

				Applicable Taxes																						$   - 0

																										$   - 0

																										$   - 0

				TOTAL:		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0		$   - 0

		ADD'L LABOUR COSTS - For information only.  Not to be included in evaluation portion (g)

		Please document any cost information not covered in the tables above.  Add any other Labor Costs not included in the list.

				Item		Labour Rate		Notes

				Project Mgmt

				Software Engineer

				Sr. Support Engineer

				Other:

				Other:

				Other:

				Training Specialist

		FUTURE SERVICES COST - For information only.  Not to be included in evaluation portion (h)

		Although customization of the software (code modifications), data conversion,  and interface development are not part of this implementation in the scope of the RFP, these services may be required in the future.  Please provide bill-rated for each service below.

				Service		Bill Rate

				Data Conversion

				Modifications

				Integration Development

		PRICING ASSUMPTIONS AND ADDITIONAL NOTES:
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Chuck C. Collins:
This statement is in conflict with other sections of the RFP.  Consider removing/re-wording



Sheet3

		






Inst. for Func. Req.

		INSTRUCTIONS FOR FUNCTIONAL REQUIREMENTS RESPONSE MATRIX SCHEDULE C-3-2

		Complete the following information:

		Legal Name of Proponent

		Contact:

		Phone:

		E-mail:



		The Proponent should detail how it will meet all of the requiremnts defined in this matrix.  The Software requirements should be met with the proposed commercially available PRMS software.  For each requirement identified in the Functional Requirements Response Matrix, the Proponent should provide a summary of any COTS products that will be used to meet the requirements.



		Type of Deployment

		Please indicate which of the following modes of hosting you recommend for your solution:						and/or





		When describing your solution(s) and answering questions, please ensure that the responses apply to the above selected option.  If you wish to propose more than one option, please submit a separate response matrix for each option.





		Guide to Specifications

		Req. Number 		Each Requirement will have a reference number listed in the number column

		Weight		Mandatory		Represents functions or features that are necessary to achieve project objectives.

				Desired		Represents desired functions or features that would be very useful in achieving project objectives.

		Requirement		Basic use of the requirement

		Elaboration		Brief description of desired features or functionality requiring additional information in support of the requirement.

		Response Codes		C		Compliant - The functionality is currently available and does not require workarounds or integration to other systems.

				E		Compliant with Exceptional Capability - The functionality is currently availale to exceed the stated requirement.  Proponent to provide details of exceptional capability.

				F		Future Version - The functionality is not currently available but is on the product roadmap and will be included in a future release of the product.  Proponent to provide details of product version of release date.

				N/A		The requirement is not applicable, for example if it is aimed specifically for a Client-Server solution and the Vendor is putting forth a SAAS system.

				S		Compliant with Shortcomings - The functionality is currently available but requires modification of software configuration, workarounds or integration with another system.  Proponent to provide details of limitations.

				U		Unmet - The response was omitted or the functionality is unable to be met by the proponent.

		Comments		Provide further information explaining response, particularly if modified, or next release has been indicated.



On-Premise

Software-as-a-Service



Category - Global

		City of Surrey - PRC Management System

		Response Form Schedule C-3-2 Functional Requirements

		Requirement Description and Example								Categories								Proponent Response



		Req. #		Requirement		Elaboration		Weight		Category		Subsection Order		Subsection		Business Process Timeline		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		1001		Ability to set appropriate tax rate on items		Staff is able to select which tax applies swimming lessons, merchandize, rental, etc		Mandatory		Global		1		Fees and Charges		1 - Setup

		1002		System allows for multiple tax rates to be applied to an item or service		GST 5%; PST 7%		Mandatory		Global		1		Fees and Charges		1 - Setup

		1003		System must calculate and apply all taxes automatically		When a staff sells a service, the appropriate taxes are charged and allocated to the Tax GL		Mandatory		Global		1		Fees and Charges		4 - Sales

		1004		Staff can perform a fee override		Managers can override a fee with security permission		Highly Desirable		Global		1		Fees and Charges		4 - Sales

		1005		Staff can update multiple fees by percentage and/or by dollar amount, based on an effective date		Example: Add 3% to the current fees to all programs or contracts starting next year		Desirable		Global		1		Fees and Charges		1 - Setup

		1006		System allows for the item fee to include or exclude any specified tax(es)		Example: One item could be set at $5, including all taxes; another item is set to $10 plus tax		Desirable		Global		1		Fees and Charges		1 - Setup

		1007		System can alert staff on Past Due customer's accounts on account access				Desirable		Global		1		Fees and Charges		5 - Delivery/Modification

		1008		When processing post-dated payments, the system has the ability to automatically apply a fee on declined payments		Credit card payment gets declined, customer is charged $5 service fee		Desirable		Global		1		Fees and Charges		5 - Delivery/Modification

		1009		Ability to manually or automatically set US exchange rate by effective date				Nice to have		Global		1		Fees and Charges		1 - Setup

		1010		Vendor to describe how the system would handle a legislated tax change 		Example, how would you handle the GST going from 5% to 7%? 		Nice to have		Global		1		Fees and Charges		1 - Setup

		1011		System can automatically charge interest on overdue accounts		1% is applied to all outstanding account balanced over 30 days		Nice to have		Global		1		Fees and Charges		5 - Delivery/Modification

		1012		System must support rounding of cash payments		Penny rounding legislation		Mandatory		Global		2		Payment/Refund		4 - Sales

		1013		System must produce a receipt for every payment listing all transactions on the receipt		Customers can purchase multiple items/services and one receipt is generated when the payment is made		Mandatory		Global		2		Payment/Refund		4 - Sales

		1014		Vendor to describe how they handle discounts		2 for the price of 1, 25% discount, etc		Highly Desirable		Global		2		Payment/Refund		4 - Sales

		1015		System can accept  payments to be taken over the phone		Credit cards payments, EFT should be accepted over the phone/call centre		Highly Desirable		Global		2		Payment/Refund		4 - Sales

		1016		System can void a payments 		Credit Card payment can be voided on the day of the transaction		Highly Desirable		Global		2		Payment/Refund		4 - Sales

		1017		System allows price adjustments with the ability to adjust by a flat dollar amount or a percentage amount and adjustments can be applied on individual items or the entire transaction		Example: Coupons, discounts, pricing errors		Desirable		Global		2		Payment/Refund		1 - Setup

		1018		System can allow for a receivable to be split between multiple customers/groups		Example: multiple payers on one receipt (mom and dad pay 50/50; partial payment using subsidy or any other funds from a 3rd party)		Desirable		Global		2		Payment/Refund		4 - Sales

		1019		System to refund by method of payment, or some alternatives		Vendor to describe methods of payment where this is available and any restriction ie EFT Refunds		Desirable		Global		2		Payment/Refund		5 - Delivery/Modification

		1020		System can allow partial refund		Example: Refund $25 from a $75 credit balance leaving $50 credit on the account		Desirable		Global		2		Payment/Refund		5 - Delivery/Modification

		1021		Staff can process mass refunds		Example: In case class or activity is canceled, refund money to all customers registered for this class or activity at once		Desirable		Global		2		Payment/Refund		5 - Delivery/Modification

		1022		System can limit refund amounts by tender types
		Example: prohibit cash refunds over $25		Desirable		Global		2		Payment/Refund		5 - Delivery/Modification

		1023		Staff can input a payment reference/information can be entered during transaction processing 		Example: customer cheque number		Nice to have		Global		2		Payment/Refund		4 - Sales

		1024		System can limit payment type by customer account type 		Example: Don't take cheques from individuals but do from organizations		Optional		Global		2		Payment/Refund		2 - Programming

		1025		System must support post dated payments		Vendor to list which payment types are supported for post dated payments		Mandatory		Global		3		Scheduled Payments		4 - Sales

		1026		Staff can setup various payment plans				Highly Desirable		Global		3		Scheduled Payments		4 - Sales

		1027		System should allow automatic processing of pre-authorized payments		System applies payments when they are due and notifies on declined payments		Highly Desirable		Global		3		Scheduled Payments		4 - Sales

		1028		Staff can amend individual or multiple future payments		Example: Ability to modify and/or cancel post dated payments and/or dates		Highly Desirable		Global		3		Scheduled Payments		5 - Delivery/Modification

		1029		System allows to pay a charge without it being due				Desirable		Global		3		Scheduled Payments		5 - Delivery/Modification

		1030		Staff or customers can update post dated payments information, including credit card and/or bank account information 		Client is notified that the credit card on file is expired, they can login to the account and update the payment information		Desirable		Global		3		Scheduled Payments		5 - Delivery/Modification

		1031		System can limit a person's annual LAP registration discounts based on their age		City policy stipulates that LAP children can receive up to $300 annual registration discount and LAP adult receive up to $150 annual registration discount		Highly Desirable		Global		4		Leisure Access Program (LAP)		1 - Setup

		1032		System can have separate LAP discount limits for POS, Memberships and Registered Programs		City policy stipulates that LAP children can receive up to $300 annual registration discount and LAP adult receive up to $150 annual registration discount, free drop-in admission for children and youth, 75% discount on drop-in admissions for adults		Highly Desirable		Global		4		Leisure Access Program (LAP)		1 - Setup

		1033		System can set different LAP discounts limits based on age (seniors/adults/children)				Highly Desirable		Global		4		Leisure Access Program (LAP)		1 - Setup

		1034		System can set multiple LAP percentage discount limits based on type of service		75% discount on registered programs, 100% discount on passes		Highly Desirable		Global		4		Leisure Access Program (LAP)		1 - Setup

		1035		System can allow LAP discounts on members and non-member rates		Example: A course has a member  and non-member fee; The 75% LAP discount may or may not apply to the member fee		Highly Desirable		Global		4		Leisure Access Program (LAP)		1 - Setup

		1036		Staff or customer can review LAP transactions for an account		Ie apply annual maximum, view history, withdrawals and cancelations		Highly Desirable		Global		4		Leisure Access Program (LAP)		2 - Programming

		1037		Staff can maintain LAP status for the entire family from one screen		All LAP information from one family are grouped in one screen		Highly Desirable		Global		4		Leisure Access Program (LAP)		2 - Programming

		1038		Staff or customers may choose to apply or not apply the LAP discount on a registration		Customers specifically save subsidy for expensive summer camp registrations and need to have the option to apply it when appropriate for their needs		Highly Desirable		Global		4		Leisure Access Program (LAP)		4 - Sales

		1039		System can apply the LAP discounts using the revenue GL of the item being sold		When a LAP customer registers for a swimming program, the 75% subsidy is taken from the Revenue GL for the swimming program		Highly Desirable		Global		4		Leisure Access Program (LAP)		4 - Sales

		1040		System can automatically apply LAP discount on a drop-in transaction		LAP customer wants to purchase a drop-in admission, the 75% discount is automatically applied on the transaction 		Highly Desirable		Global		4		Leisure Access Program (LAP)		4 - Sales

		1041		Staff can apply an price adjustment and the LAP discount on a transaction				Highly Desirable		Global		4		Leisure Access Program (LAP)		4 - Sales

		1042		System can charge an administration fee when staff grant LAP to a customer		City of Surrey charges $14 Admin Fee in POS at time of activation		Highly Desirable		Global		4		Leisure Access Program (LAP)		4 - Sales

		1043		Staff can control,  activate or de-activate, who on a customer's account is eligibility for LAP		Parents and children are eligible, but not grand parents on the same account		Highly Desirable		Global		4		Leisure Access Program (LAP)		5 - Delivery/Modification

		1044		Staff can adjust the LAP term on an account, extend or suspend		LAP is usually for one year after being approved, but it can be extended or suspended		Highly Desirable		Global		4		Leisure Access Program (LAP)		5 - Delivery/Modification

		1045		Staff can customize the name of the subsidy program in the system 		Subsidy is called Leisure Access Program in the City of Surrey		Desirable		Global		4		Leisure Access Program (LAP)		1 - Setup

		1046		Customers can apply for LAP online 		Customer fills in an online questionnaire, that is reviewed by staff for approval		Nice to have		Global		4		Leisure Access Program (LAP)		4 - Sales

		1047		System can be setup to capture additional customer information through  fields/attributes/text boxes can be set required or optional		Examples: When registering for a program, the stfaff/system asks the customer about Health information, allergies		Highly Desirable		Global		5		User Accounts		1 - Setup

		1048		System can set some specified customer information required and ensure value entered is valid		Example: last name must be entered and must be at least 2 letters		Highly Desirable		Global		5		User Accounts		2 - Programming

		1049		System is able to capture and store photos of each customer		Staff take a picture of the customer, this photo is printed on the card and/or displayed on the screen when the customer check-in		Highly Desirable		Global		5		User Accounts		3 - Marketing

		1050		System should prompt for required customer information at the time of transaction with the customer		Photos of children, certifications, ParQs, etc		Highly Desirable		Global		5		User Accounts		4 - Sales

		1051		Customers can to reset their own passwords online				Highly Desirable		Global		5		Online/Mobile		5 - Delivery/Modification

		1052		System can be configured to request information context sensitive manner, allowing additional fields/questions to be presented based on previous answers 		"Do you have allergies?" If yes, then "What allergies?"  		Desirable		Global		5		User Accounts		1 - Setup

		1053		System can capture a customer's preferred name in addition to a legal name in a searchable field				Desirable		Global		5		User Accounts		1 - Setup

		1054		System can control access to sensitive information		Only some staff can view or edit medical information, allergies, etc		Desirable		Global		5		User Accounts		1 - Setup

		1055		System can capture emergency contact name, phone numbers and relationship to customer				Desirable		Global		5		User Accounts		3 - Marketing

		1056		System can prompt for update of stale dated customer information at the time of transaction with the customer				Desirable		Global		5		User Accounts		4 - Sales

		1057		Staff can set expiry date for customer alerts, with the option to have them automatically removed upon expiry				Desirable		Global		5		User Accounts		4 - Sales

		1058		System can alert customer of outstanding balance when they login to their online account				Desirable		Global		5		User Accounts		5 - Delivery/Modification

		1059		Vendor to describe the tools available in the system for managing accounts and validation to avoid duplicate account entries/redundancy				Desirable		Global		5		User Accounts		5 - Delivery/Modification

		1060		Staff can merge duplicate customer accounts				Desirable		Global		5		User Accounts		5 - Delivery/Modification

		1061		System can accept credentials (membership card/alternate key) from another system as an identifier for a customer		Example: customer can use library card to scan in at the recreation centre		Desirable		Global		5		User Accounts		5 - Delivery/Modification

		1062		Staff can freeze a customer or customer account		Prevents customers from entering the facility		Desirable		Global		5		User Accounts		5 - Delivery/Modification

		1063		System can prevent online transactions for specified customers		Staff can deactivate online access to some customers		Desirable		Global		5		User Accounts		5 - Delivery/Modification

		1064		Staff can remove view of unwanted or redundant customer information fields 		Example: religion, ethnicity fields should be not be displayed/enabled		Nice to have		Global		5		User Accounts		1 - Setup

		1065		Customer can utilize common account log ins (Facebook, Twitter, Google+, etc)				Nice to have		Global		5		Online/Mobile		4 - Sales

		1066		System can split revenue from one item to one or more GL accounts		When customer registers for a program,10% of the revenue goes to GL1 and 90% goes to GL2		Highly Desirable		Global		6		GL Management		1 - Setup

		1067		System can allocate POS item revenue based on where the item is sold 		Example: Goggles can be sold at multiple locations; Revenue from goggles sale should be recorded by location without having to create a POS Item/GL account for each location where goggles are sold		Highly Desirable		Global		6		GL Management		1 - Setup

		1068		System to accept multiple GL accounts inputted in multiple formats		Chart of Accounts must accommodate municipal Financial System; GL account format - include numbers, spaces, periods (100.40000.50000.1001061.505009)		Highly Desirable		Global		6		GL Management		1 - Setup

		1069		Staff can perform journal entries		Ie allow transfers between GL accounts, allow amendments to customer account balance		Desirable		Global		6		GL Management		1 - Setup

		1070		System can segregate different types of deposits to be held in different GL accounts 		Example: damage deposits for different spaces, key deposit; deposits are fully or partially refundable and can not be used as a form of payment		Desirable		Global		6		GL Management		4 - Sales

		1071		Staff can post a debit or credit adjustment to an accounts balance		Example: Ability to write off the balance for a customer		Desirable		Global		6		GL Management		6 - Post-Delivery

		1072		Vendor to describe what methods of deferral are available for revenue recognition?		Allow deferral of revenue based on date of event, fiscal year end, financial period, etc		Highly Desirable		Global		7		Revenue recognition		1 - Setup

		1073		Staff can link payments to specific receivables		Example: Customer has booked three facilities for a total of $300; Customer wants to pay for the first booking and the last booking but not the second because they only have $200 available; The System correctly links the payment to the appropriate receivables		Highly Desirable		Global		7		Revenue recognition		5 - Delivery/Modification

		1074		System can allow to recognize revenue loss when fees are altered because of applied subsidy, discounts, promotions, complimentary passes, etc				Desirable		Global		7		Revenue recognition		6 - Post-Delivery

		1075		System can keep track of all batches (all money accounted for during selected period of time) exported to the Financial system				Desirable		Global		7		Revenue recognition		6 - Post-Delivery

		1076		System can close an accounting period, preventing any financial transaction from being processed in that time period		Example: 7 days after the end of the month, close the last month's accounting period, preventing any back-dated transactions from being posted in that time period		Desirable		Global		7		Revenue recognition		6 - Post-Delivery

		1077		Each customer may be linked to more than one customer user group		Bob may be associated with his family members and also with the soccer team he coaches and as an employee where he works		Highly Desirable		Global		8		Account Groups		1 - Setup

		1078		Staff can link customer accounts to create customer user groups		Associate two or more individuals as a family, organization, team, etc 		Highly Desirable		Global		8		Account Groups		4 - Sales

		1079		Staff can move a customer between customer user group accounts		Couples who have split up, adult children no longer associated with parents' account		Desirable		Global		8		Account Groups		2 - Programming

		1080		Staff can remove a customer from a customer user group account		Deceased family members or individuals no longer associated with an organization		Desirable		Global		8		Account Groups		2 - Programming

		1081		Capture a customer's organizational positions/titles with associated date range		John was president of the club in 2014 but Jack became president in 2015		Desirable		Global		8		Account Groups		2 - Programming

		1082		Deactivate/reactive customers within a customer user group, keep archived historical data related to customer				Desirable		Global		8		Account Groups		4 - Sales

		1083		Staff should ensure at least one individual over a specified age is part of every customer group and is the main contact on the account		When setting up a family account, at least one person 12 or older needs to be on the account		Desirable		Global		8		Account Groups		4 - Sales

		1084		Customers can perform multiple transactions (registrations, point of sale, etc) for one or more individuals in the customers user group		A parent can register their child for programs		Desirable		Global		8		Account Groups		4 - Sales

		1085		System can control which customers in a customer user group can perform registrations, access credits and perform other functions		Parent in a family to receive refund		Nice to have		Global		8		Account Groups		4 - Sales

		1086		Vendor to describe the process for publishing a recreation guide from the system using InDesign				Highly Desirable		Global		9		Reporting		3 - Marketing

		1087		Staff are able to create new reports and save for future use		Be able to modify a base report or create a whole new one that sorts and displays data in different ways as required by different areas of the business;  Variations on a class lists would include: Class lists with levels numbers, Class lists without last names or phone numbers for privacy, Class lists with the amount each person paid, etc;		Highly Desirable		Global		9		Reporting		5 - Delivery/Modification

		1088		System has the ability to group custom reports into sections		There may be a large number of custom reports, grouping them by location or report type or primary user makes them easier to find when running them		Desirable		Global		9		Reporting		5 - Delivery/Modification

		1089		System can produce a calendar of event in a facility		Including maintenance and  what needs to be completed today, daily calendar format listing events, required setup/takedown and other key notes		Desirable		Global		9		Reporting		5 - Delivery/Modification

		1090		Staff can access reports from a mobile device		Example: class list		Desirable		Global		9		Reporting		5 - Delivery/Modification

		1091		Staff have the ability to generate reports using multiple selections from multiple criteria when report is generated		Uses a base report where the end-user can change the parameters (ie facility/location) on the go		Desirable		Global		9		Reporting		5 - Delivery/Modification

		1092		Vendor to describe their ability to show a filtered/reduced view of reports so staff only need to see what is relevant to them				Nice to have		Global		9		Reporting		5 - Delivery/Modification

		1093		System can populate templates for newsletters, schedules and other pre-branded marketing from course description at time of creation by staff				Optional		Global		9		Reporting		3 - Marketing

		1094		System allows to "Bill To 3rd party" option as a method of payment		Example: For children registering into an activity which will be later billed to the Home School or Jump Start organization; Invoice will be generated and sent to the customer after space reservation is done		Highly Desirable		Global		10		3rd Party Billing/ Child Care Subsidy		4 - Sales

		1095		Ability to limit the amount of funds that can be billed to a 3rd party account		Maximum of $1000 can be billed to account X		Desirable		Global		10		3rd Party Billing/ Child Care Subsidy		4 - Sales

		1096		Ability to prevent or allow a 3rd party to go into a debit balance				Desirable		Global		10		3rd Party Billing/ Child Care Subsidy		4 - Sales

		1097		Ability to record a receipt of payment for 3rd Party invoices		Record payment of invoices from 3rd Party		Desirable		Global		10		3rd Party Billing/ Child Care Subsidy		5 - Delivery/Modification

		1098		Ability to generate an invoice for 3rd party organizations		Example: Jump Start, Home School organizations		Desirable		Global		10		3rd Party Billing/ Child Care Subsidy		6 - Post-Delivery

		1099		Ability for staff to customize the message content when sending communication to customer		Prior to emailing a rental contract, the staff can input additional information on the body of the email ("return this to me by Friday") 		Highly Desirable		Global		11		Customer Communication		3 - Marketing

		1100		System to send text message and/or email reminders (notifications) for pre-authorized, outstanding payments or on declined post-dated payment				Desirable		Global		11		Customer Communication		3 - Marketing

		1101		System to send customer feedback surveys after a service has been rendered		At the end of a program, the participant received a link to an online survey asking about their experience		Desirable		Global		11		Customer Communication		3 - Marketing

		1102		Customer can identify their preferred method of communication (text, email, etc)				Desirable		Global		11		Customer Communication		3 - Marketing

		1103		System to retain a payment communication history 		Late payment notice, NSF, etc		Nice to have		Global		11		Customer Communication		3 - Marketing

		1104		Vendor to explain how does the system provide a mechanism for staff to follow up with a customer when usage patterns change?		Example: Able to identify regular customers who has not been in lately		Nice to have		Global		11		Customer Communication		3 - Marketing

		1105		System to prompt for confirmation of preferences/mailing lists when the customer's email address is changed				Optional		Global		11		Customer Communication		3 - Marketing

		1106		All transactions and associated receipts should reference the staff member who processed the transaction for auditing purpose				Highly Desirable		Global		12		Record Retention		5 - Delivery/Modification

		1107		System to retain and retrieve transaction history by customer 		Including payment from 3rd party; available through a self-service portal		Highly Desirable		Global		12		Record Retention		6 - Post-Delivery

		1108		System to retain LAP applications and supporting documentation				Desirable		Global		12		Record Retention		6 - Post-Delivery

		1109		Staff can view customer transaction history				Desirable		Global		12		Record Retention		6 - Post-Delivery

		1110		System can display current service information and/or location wayfinding on TVs		upcoming courses, events and other material presented to customers without having to talk to staff		Highly Desirable		Global		13		Attendance		3 - Marketing

		1111		System accepts payment by Visa online or in person				Desirable		Global		14		Payment Method		4 - Sales

		1112		System accepts payment by MasterCard online or in person				Desirable		Global		14		Payment Method		4 - Sales

		1113		System accepts payment by American Express online or in person				Desirable		Global		14		Payment Method		4 - Sales

		1114		System accepts payment by gift cards online or in person				Desirable		Global		14		Payment Method		4 - Sales

		1115		System accepts payment by Cash in person				Desirable		Global		14		Payment Method		4 - Sales

		1116		System accepts payment by Cheque in person				Desirable		Global		14		Payment Method		4 - Sales

		1117		System accepts payment by Electronic Funds Transfer online in person		Also known as Electronic Money Transfer		Desirable		Global		14		Payment Method		4 - Sales

		1118		System accepts payment by Debit in person				Desirable		Global		14		Payment Method		4 - Sales

		1119		System can split a receivable between multiple payment types		Example: customer wants to put part of the fee on a credit card and pay the rest in cash		Desirable		Global		14		Payment Method		4 - Sales

		1120		Customer can access relevant information about their account online		Account history, account balance, current and pass registrations, swipe pass balance		Desirable		Global		16		Online/Mobile		2 - Programming

		1121		System can warn a customer when they are abandoning a shopping card with services left in cart		Customer closes their web browser with service in the cart, the system would warn the customer that this data would be lost		Desirable		Global		16		Online/Mobile		4 - Sales

		1122		Allow customers to view billing information on line				Desirable		Global		16		Online/Mobile		5 - Delivery/Modification

		1123		Customers can update specific account information online		Example: Allow update of phone number but not birthdate to avoid parents changing ages to allow registration for children or Add people to family		Desirable		Global		16		Online/Mobile		5 - Delivery/Modification

		1124		Customer can produce a customized, printable leisure guide at home 		Customer can select area of interest and a customized listing of available programs is generated and can be printed		Nice to have		Global		16		Online/Mobile		3 - Marketing

		1125		Customers can customize their view of the system based on preferences		Customer inputs some preferences and only those services fitting these preferences are displayed		Optional		Global		16		Online/Mobile		5 - Delivery/Modification

		1126		System has the ability to upsell during checkout		Example: Customer pays for skating lessons online and system asks if they would also like to rent skates/helmet		Desirable		Global		17		Marketing		3 - Marketing

		1127		Vendor to describe the capability of the system to administer a loyalty program		Points per dollar, points per usage, referral program, discount card, etc		Desirable		Global		17		Marketing		4 - Sales

		1128		Vendor to explain how the system can help with targeted marketing campaigns		Examples: by past usage, age, location		Nice to have		Global		17		Marketing		3 - Marketing

		1129		System can  limit what vouchers and coupons can be redeemable against				Nice to have		Global		17		Marketing		4 - Sales

		1130		System can market to customer based on current location		"You are near the Guildford Aquatics Centre - we have basketball on tonight, why not drop in?"		Optional		Global		17		Marketing		3 - Marketing

		1131		Customer can indicate newsletter topics they are interested in For newsletter communication management, customers can provide their preferences for what they are interested in		Example: fitness, arts, senior’s’		Optional		Global		17		Marketing		3 - Marketing

		1132		Customers can complete waivers and other forms online and the information is stored for subsequent transactions, with associated expiry dates where appropriate		PAR-Q, Medical Information and Waiver form		Desirable		Global		18		Document Management		3 - Marketing

		1133		Customer and/or staff able to upload documents to an account		Waivers, photo release forms, medical forms, custody documents, etc		Desirable		Global		18		Document Management		5 - Delivery/Modification

		1134		Staff can search by portion of name/address/etc (fuzzy search)				Highly Desirable		Global		19		User Interface		3 - Marketing

		1135		Staff or customer can link a gift card to account		Account X owns gift card 1234		Nice to have		Global				Gift Cards		4 - Sales







































































































































































































































Category - UnstructuredRecreat.

		City of Surrey - PRC Management System

		Response Form Schedule C-3-2 Functional Requirements

		Requirement Description and Example								Categories								Proponent Response



		Req. #		Requirement		Elaboration		Weight		Category		Subsection Order		Subsection		Business Process Timeline		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		2001		System must have physical access controls (gates, turnstiles, locked doors) triggered by pulse emitter/gate kicker		Example: Secured weight room only available to members with a specific membership, locker rooms and/or other premium services that require a specific service to access		Mandatory		Membership		1		Access Control		5 - Delivery/Modification

		2002		System should allow for customizable membership card layout (orientation, graphics, format, information, picture etc)				Highly Desirable		Membership		1		Access Control		1 - Setup

		2003		System can print a barcode on the customer card				Highly Desirable		Membership		1		Access Control		1 - Setup

		2004		System allows configured audio recordings to play upon a customer checking-in;  		ie valid swipe, invalid swipe, balance owed, birthday, type of scan (program, rental, drop-in, etc) etc		Highly Desirable		Membership		1		Access Control		1 - Setup

				Vendor to list the types of events that can trigger sounds in the System;				Highly Desirable		Membership				Access Control		1 - Setup

		2005		System has validation priority when customers check-in with a combination of memberships, punch passes, drop-in registrations, program registrations and rentals on their account		 Example: If the customer has both a pass and is registered for a program, the program is given priority upon entry without needing intervention from a staff		Highly Desirable		Membership		1		Access Control		1 - Setup

		2006		System allows a single ID card to access multiple locations				Highly Desirable		Membership		1		Access Control		5 - Delivery/Modification

		2007		System has a dynamic check-in screen to track which drop-in course are customer is going to attend		Example: When a customer scans their ID card, they can select which drop-in activity they are going to attend (drop-in swim, spin, etc)		Highly Desirable		Membership		1		Access Control		5 - Delivery/Modification

		2008		System allows a customer's previous ID card to be deactivated when they report it lost or stolen and assign a new number				Highly Desirable		Membership		1		Access Control		5 - Delivery/Modification

		2009		System can control a customer's access to locations based on service purchased, date, time and day of week				Highly Desirable		Membership		1		Access Control		5 - Delivery/Modification

		2010		System can scan and validate customer entries in the background while a staff member is using the application to serve another customer		For example: A customer entering the facility with a valid pass should be able to scan/validate their account without interrupting the transaction currently being processed by an employee working on the same computer		Highly Desirable		Membership		1		Access Control		5 - Delivery/Modification

		2011		System requires a customer to have an account to participate in drop-in classes		Example: Customer must set-up an account with the City of Surrey Recreation Management System in order to participate in drop-in swimming		Highly Desirable		Membership		1		Access Control		5 - Delivery/Modification

		2012		System can print a magnetic stripe on the cutomer card				Desirable		Membership		1		Access Control		1 - Setup

		2013		System can encode an RFID chip on the customer card				Desirable		Membership		1		Access Control		1 - Setup

		2014		System has an option to set a minimum time between scans to prevent a card from being scanned for X seconds or minutes after being used		Preventing double scans		Desirable		Membership		1		Access Control		1 - Setup

		2015		System can issue a complimentary guest pass with expiry		Example: For use with out of town visitors or VIP customers to allow them temporary access without requiring a customer account with optional payment		Desirable		Membership		1		Access Control		4 - Sales

		2016		System should display customer alerts on check-in 		Example: Balance due, last admission, expiration date approaching etc		Desirable		Membership		1		Access Control		5 - Delivery/Modification

		2017		System has age validation during drop-in		Example: must be a certain age in order to use the weight room		Desirable		Membership		1		Access Control		5 - Delivery/Modification

		2018		System can identify customers who no-show for drop-in programs and prevent further reservations				Desirable		Membership		1		Access Control		6 - Post-Delivery

		2019		Describe the ways that the system would allow the city to identify and maximize membership retention (promotions, discount codes etc to retain existing customers)		Membership retention is an important metric that is generally quite difficult to track and improve		Highly Desirable		Membership		2		Pass Sales		3 - Marketing

		2020		System allows membership suspension with option to suspend post-dated payment		Customers can suspend their pass for vacation		Highly Desirable		Membership		2		Pass Sales		5 - Delivery/Modification

		2021		System allows for membership extension 		Track duration of extension, reason and history of extensions per customer		Highly Desirable		Membership		2		Pass Sales		5 - Delivery/Modification

		2022		System allows for the cancellation or change membership extensions				Highly Desirable		Membership		2		Pass Sales		5 - Delivery/Modification

		2023		Systems allows for the cancellation or change membership suspensions				Highly Desirable		Membership		2		Pass Sales		5 - Delivery/Modification

		2024		Customers can elect to have their memberships automatically renewed along with providing a payment method to charge upon renewal				Highly Desirable		Membership		2		Pass Sales		5 - Delivery/Modification

		2025		System allows the configuration membership expiration dates				Desirable		Membership		2		Pass Sales		2 - Programming

		2026		Vendor to describe the  ability for Surrey to customize the pass sales workflow		Example: After sale requirement to complete a weight room orientation before being allowed access to the weight room		Desirable		Membership		2		Pass Sales		4 - Sales

		2027		System has membership pre-requisites for other memberships		Example: Seniors pass is required for shuffle board membership		Nice to have		Membership		2		Pass Sales		2 - Programming

		2028		System allows customers to renew memberships online		Business rules controlling which passes are available for online renewal should be enforced		Highly Desirable		Membership		3		Online/Mobile		4 - Sales

		2029		System allows customers to purchase memberships online		Business rules controlling which passes are available for online sale should be enforced		Highly Desirable		Membership		3		Online/Mobile		4 - Sales

		2030		Customers can check-in via mobile device		Ability for customers to display a digital ID card on their phone displaying information including: full name, birthdate, barcode, picture		Highly Desirable		Membership		3		Online/Mobile		5 - Delivery/Modification

		2031		System allows staff to control which products are available for sale/renewal online				Desirable		Membership		3		Online/Mobile		2 - Programming

		2032		System can advertise personal trainer/private lesson instructor availability				Desirable		Membership		3		Online/Mobile		3 - Marketing

		2033		System can suggest alternatives when drop-in courses are full				Desirable		Membership		3		Online/Mobile		3 - Marketing

		2034		System allows documents to be attached to a membership purchased online				Desirable		Membership		3		Online/Mobile		4 - Sales

		2035		Staff can validate customer passes/drop-in on a mobile device				Desirable		Membership		3		Online/Mobile		5 - Delivery/Modification

		2036		Customers can view their participation history online				Desirable		Membership		3		Online/Mobile		6 - Post-Delivery

		2037		Customers can share their participation in drop-in courses via social media				Nice to have		Membership		3		Online/Mobile		3 - Marketing

		2038		System can display min/max spaces but limit pre-registration 		Example: Out of 10 spots in a spin class allow 8 to be reserved in advance but keep 2 open for drop-in participants X minutes before the class starts		Highly Desirable		Membership		4		Drop-In / Flexible Registration		3 - Marketing

		2039		System allows drop-in purchase online/via mobile phone				Highly Desirable		Membership		4		Drop-In / Flexible Registration		4 - Sales

		2040		System allows for pre-reservation of drop-in courses at a set date/time		Example: Allow customers to register for drop-in programs at 9pm the day before the course		Highly Desirable		Membership		4		Drop-In / Flexible Registration		4 - Sales

		2041		System can supplement open spots in registered courses with drop-in participants when appropriate		Example: If you have 2 open spots in a 12 week long yoga class allow for customers to attend individual classes at the drop-in rate		Desirable		Membership		4		Drop-In / Flexible Registration		5 - Delivery/Modification

		2042		Staff have ability to sell a swipe pass				Highly Desirable		Membership		6		Swipe Passes		4 - Sales

		2043		System allows for the adjustment of the number of swipes remaining on a swipe pass		ie add a swipe when a pass is double scanned, extend the expiration date		Highly Desirable		Membership		6		Swipe Passes		5 - Delivery/Modification

		2044		System can control how family swipe pass redemption to  required a two family members to be participating		Assign business rules to limit the redemption of family passes ie at redemption it is a minimum of 1 adult, and 1 child		Desirable		Membership		6		Swipe Passes		1 - Setup

		2045		Staff can configure swipe pass expiration dates				Desirable		Membership		6		Swipe Passes		2 - Programming

		2046		System can rollover drop-in programs per: instructor, location, activity 		Create drop in programs by copying existing schedules based on instructor, location, activity, etc		Highly Desirable		Membership		7		Mass Modifications		2 - Programming

		2047		System can repeat modification		When changes are made to a drop-in program, replicate that change to other similar courses		Highly Desirable		Membership		7		Mass Modifications		5 - Delivery/Modification

												8

		2049		System can display drop-in activities on a calendar view for customers to search via public access				Desirable		Membership		8		User Interface		3 - Marketing

		2050		System allows a customer's previous ID card to be deactivated when they report it lost or stolen and assign a new number				Highly Desirable		Membership		9		Access Control		1 - Setup

		2051		System offers stepped pricing for multiple membership purchases		Example: First membership is full price, second 5% off, second 10% etc		Desirable		Membership		9		Marketing		4 - Sales

		2052		System can track equipment sign-out (what equipment, who borrowed it, when is it due back etc)				Highly Desirable		Membership		10		Equipment Rental		5 - Delivery/Modification

		2053		System can track scans in/out of a building/room		Allow for better tracking of fire code limits		Desirable		Membership		11		Attendance		5 - Delivery/Modification

		2054		System has manual attendance batch entry screen		Example: Take attendance each day of the course and then enter all days at the end		Desirable		Membership		11		Attendance		5 - Delivery/Modification

		2055		Vendor to explain how  the system would count and record the number of spectators?		Example: Swim meets, tournaments, events		Desirable		Membership		11		Attendance		5 - Delivery/Modification

		2056		System can limit check-ins based on space limits		ie yoga mats, spin bikes or fire code room capacity		Nice to have		Membership		11		Attendance		5 - Delivery/Modification

		2058		System can create private lesson schedules per instructor		Example: Instructor availability can be entered and lesson lengths recorded allowing their shift to be divided into available private lesson time slots		Desirable		Membership		12		Private Lessons / Personal Training		2 - Programming

		2059		System can track customer's personal training session schedules and remaining sessions 		Example: Allow customers to view their used/scheduled personal training sessions as well as a balance of how many sessions remain to be used		Desirable		Membership		12		Private Lessons / Personal Training		5 - Delivery/Modification

		2060		System can restrict how many consecutive private lessons can be booked online by a customer		Example: Prevent customers from booking X consecutive private lesson time slots		Nice to have		Membership		12		Private Lessons / Personal Training		2 - Programming

		2061		System has set a renewal rate, if renewed on or before expiry, which is different from the rate of a new pass				Desirable		Membership		13		Fees and Charges		4 - Sales

		2062		System has automated customer reminders for expiring memberships				Desirable		Membership		14		Customer Communication		3 - Marketing

		2063		System has automated alerts for missing documents after membership purchase		 (ie waiver)		Nice to have		Membership		14		Customer Communication		4 - Sales

		2064		System allows for withdrawals/cancellations with the flexibility to pro-rate the refund based on the service used, or set a cut-off date for withdrawals				Desirable		Membership		15		Withdrawals		5 - Delivery/Modification

		2065		System can connect customers looking for activity partners with others with similar interests (ie badminton partners)		Track level/ability, goals etc		Nice to have		Membership		16		Waitlist		3 - Marketing







































































































































































































































Category - POS

		City of Surrey - PRC Management System

		Response Form Schedule C-3-2 Functional Requirements

		Requirement Description and Example								Categories								Proponent Response



		Req. #		Requirement		Elaboration		Weight		Category		Subsection Order		Subsection		Business Process Timeline		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		3001		Staff must be able to sell a drop-in admission to a customer				Mandatory		POS		1		Drop-In / Flexible Registration		4 - Sales

		3002		Vendor to describe their cash out process				Highly Desirable		POS		2		Cash handling		6 - Post-Delivery

		3003		Staff can over tender		Example: Customer pays for gym drop-in and requests extra cash to pay for parking or to rent a locker		Desirable		POS		2		Cash handling		4 - Sales

		3004		System automatically opens cash drawer during transaction - should be able to set parameters on which transactions will open the cash drawer				Desirable		POS		2		Cash handling		5 - Delivery/Modification

		3005		System supports time or shift based cash outs 		Example: end of the shift, end of the day cash out		Desirable		POS		2		Cash handling		6 - Post-Delivery

		3006		System has ability to track cash balances for shared workstations/cashiers with two cash drawers (separate log-ins)		Example: Employee #1 uses cash drawer #1 and employee #2 uses cash drawer #2, but both cash drawers are connected to the same computer;  Computer is logged on with separate accounts		Nice to have		POS		2		Cash handling		5 - Delivery/Modification

		3007		System alerts staff to move excess cash to a safe when present limit is reached				Optional		POS		2		Cash handling		5 - Delivery/Modification

		3008		System tracks when staff need to swap bills for coins		Example: Employee runs out of quarters and needs to exchange a $5 bill for quarters;  Employee enters into the system that this exchange is occurring		Optional		POS		2		Cash handling		5 - Delivery/Modification

		3009		System integrates inventory with sales		Example: Customer buys a pair of blue goggles;  Inventory is reduced by 1		Desirable		POS		3		Inventory Control		4 - Sales

		3010		System allows for item barcode scanning and pass scanning at the same station		Not a one-or-the-other situation, should accommodate both at the same time		Desirable		POS		3		Inventory Control		4 - Sales

		3011		System can link to customer account for inventory item purchase history		Example: Mom purchases goggles for child;  On next visit child loses goggles and dad doesn't know size to buy, so employee looks up details of last goggle purchase		Desirable		POS		3		Inventory Control		5 - Delivery/Modification

		3012		Staff can set low inventory alerts for when items fall below a specified threshold		Example: Staff sells a pair of swimming goggle; Because the inventor is below the minimum threshold, the system sends an alert is sent to the merchandize ordering staff notifying them to order more swimming goggles		Desirable		POS		3		Inventory Control		5 - Delivery/Modification

		3013		System allows for the return of an item which adds the item back into inventory				Desirable		POS		3		Inventory Control		5 - Delivery/Modification

		3014		System has physical count worksheets for inventory control				Desirable		POS		3		Inventory Control		5 - Delivery/Modification

		3015		Staff can transfer inventory items between locations		Example: When item is moved from one location to another, item record can be updated to show it has been transferred		Desirable		POS		3		Inventory Control		5 - Delivery/Modification

		3016		System can track reduced inventory for items lost				Desirable		POS		3		Inventory Control		6 - Post-Delivery

		3017		Vendor to describe their process for tracking inventory control				Desirable		POS		3		Inventory Control		6 - Post-Delivery

		3018		System can  scan merchandise barcode labels		UPC and others		Nice to have		POS		3		Inventory Control		4 - Sales

		3019		Staff can set predictive low inventory alerts for busy times/seasons		Example: Notification is sent to staff notifying them to order more tennis balls in preparation for the upcoming tennis season		Nice to have		POS		3		Inventory Control		5 - Delivery/Modification

		3020		System can link UPC codes to each inventory item				Optional		POS		3		Inventory Control		1 - Setup

		3021		System has ability to link a storage location identifier to each inventory item		Example: Inventory item has bin or shelf number, facility, etc attached to record		Optional		POS		3		Inventory Control		1 - Setup

		3023		Staff can customize POS receipts				Desirable		POS		4		POS Setup		1 - Setup

		3024		Vendor to describe how they accommodate large volumes of items and item categories within a POS screen (ie drill-down screens)		If not, explain how system handles large volume of items or limitations in the system		Desirable		POS		4		POS Setup		1 - Setup

		3025		Staff can add picture(s) to items in POS				Desirable		POS		4		POS Setup		1 - Setup

		3026		Staff can use PLU codes to sell items				Desirable		POS		4		POS Setup		1 - Setup

		3027		Staff has ability to create an item without setting its price; Price is entered at time of transaction 		Donation amounts		Desirable		POS		4		POS Setup		1 - Setup

		3028		Vendor to describe self-service/kiosk options for ticket sales and program registration				Desirable		POS		4		POS Setup		4 - Sales

		3029		Vendor to describe the ability for Surrey to customize the POS sales workflow				Desirable		POS		4		POS Setup		4 - Sales

		3030		Staff can provide cost estimates without actually selling an item				Desirable		POS		4		POS Setup		4 - Sales

		3031		System has a visual order confirmation screen for customer		Example: Small screen faces customer to display the customers order, the price for each item, and the total amount for the transaction		Nice to have		POS		4		POS Setup		4 - Sales

		3032		System can have different POS screens for different staff (security levels) and different locations as well as different screens for public (self service options)				Optional		POS		4		POS Setup		1 - Setup

		3033		System can load and reload gift cards				Desirable		POS		5		Gift Cards		4 - Sales

		3034		System can manage gift card inventory by gift card numbers 				Desirable		POS		5		Gift Cards		4 - Sales

		3035		Staff can cancel specific gift card		In the event of theft, some gift cards would need to be cancelled		Desirable		POS		5		Gift Cards		5 - Delivery/Modification

		3036		Staff can customize the text on a gift card 		Example: "Only redeemable for services or merchandise”		Optional		POS		5		Gift Cards		4 - Sales

		3037		System has the ability to use time/day based pricing		Example: Value time swimming admission is less for a couple of hours in the middle of the day		Desirable		POS		6		Fees and Charges		2 - Programming

		3038		Vendor to explain how system can manage tax exemptions/overrides at point of sale		Example: Customer purchases an adult size t-shirt for large child who is still exempt from the clothing tax		Desirable		POS		6		Fees and Charges		4 - Sales

		3039		Staff can put a pre-authorized hold on credit card without settling		Example: skates rental deposit, pre-authorized hold similar to the credit card hold by hotels and gas stations		Desirable		POS		7		Payment/Refund		4 - Sales

		3040		Staff can modify transactions		Example: Customer places food order and then decides to change the order before the payment is taken		Desirable		POS		7		Payment/Refund		5 - Delivery/Modification

		3041		System can link sales to customer accounts at time of transaction				Desirable		POS		8		Revenue recognition		4 - Sales

		3042		System has ability to handle consignment purchases and have them linked to seller/artist account		Example: Artist has painting in art gallery and painting is sold by municipality on behalf of artist		Desirable		POS		8		Revenue recognition		4 - Sales

		3043		System can create/accept ticket sales		Example: Sell a ticket for an event which allows a single validated entry upon presentation of the ticket		Desirable		POS		9		Ticket Sales		5 - Delivery/Modification

		3044		System can sell tickets with assigned seats		Example: Tickets are printed for theatre show and have a specific seat assignment within the theatre		Nice to have		POS		9		Ticket Sales		4 - Sales

		3045		System can tie LAP to merchandise sale				Desirable		POS		10		Leisure Access Program (LAP)		4 - Sales

		3046		Staff can create sales bundles		Example: Buy swimming lesson and receive a discount on goggles; For pass sales, buy one, get a second pass at 25% discount		Desirable		POS		11		Marketing		2 - Programming

		3047		System has the ability to accept gratuity		Example: concession tips		Optional		POS		12		Payment Method		4 - Sales







































































































































































































































Category - StructuredRecreation

		City of Surrey - PRC Management System

		Response Form Schedule C-3-2 Functional Requirements

		Requirement Description and Example								Categories								Proponent Response



		Req. #		Requirement		Elaboration		Weight		Category		Subsection Order		Subsection		Business Process Timeline		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		4001		Staff can register a customer in a program				Mandatory		Programs		1		Registration		4 - Sales

		4002		System displays program price without having to register into the program				Highly Desirable		Programs		1		Registration		4 - Sales

		4003		Staff can limit maximum number of spots for registration in a course based on special requirements		Limit number of customers of a specific age, wheelchair accessible seats, etc		Desirable		Programs		1		Registration		2 - Programming

		4004		Staff can set online registration dates/times per customer type with registration priorities		Example: resident/non-resident, member/non-member		Desirable		Programs		1		Registration		2 - Programming

		4005		Staff can restrict the number of registrations allowed online		If a course has 25 spots, only 15 can be registered online		Desirable		Programs		1		Registration		2 - Programming

		4006		System alerts customer of scheduling conflict when registering		Example already registered for another course at the same time		Desirable		Programs		1		Registration		4 - Sales

		4007		Staff to override max registrants, age, grade and other registration restrictions with appropriate security permissions				Desirable		Programs		1		Registration		4 - Sales

		4008		System notifies customer of required equipment/resources for courses at time of registration				Desirable		Programs		1		Registration		4 - Sales

		4009		Vendor to describe how the system notifies staff of special needs/additional resources, medical conditions/allergies indicated by customer during registration				Desirable		Programs		1		Registration		5 - Delivery/Modification

		4010		Staff can automatically register all course registrants from a course in another session or from a waitlist				Nice to have		Programs		1		Registration		4 - Sales

		4011		System alerts customer of scheduling conflict when registering different family members		Two children registered for courses at the same time at different facilities		Nice to have		Programs		1		Registration		4 - Sales

		4012		Customer can download schedule of registered programs		For an individual and/or family		Nice to have		Programs		1		Registration		5 - Delivery/Modification

		4013		Staff can limit the number of registrations per type by customer 		Example: Each child can only be registered in one summer camp week or one aquatics course per set		Optional		Programs		1		Registration		4 - Sales

		4014		Customers must be able to process their own registrations through the web application				Mandatory		Programs		2		Online/Mobile		4 - Sales

		4015		System displays detailed program information through the web application including current available spots, instructors, fees, dates, times, ages, etc				Highly Desirable		Programs		2		Online/Mobile		3 - Marketing

		4016		System links all courses to calendar; Staff and customers have the ability to see all courses a customer has registered for in a calendar view				Desirable		Programs		2		Online/Mobile		4 - Sales

		4017		Vendor to describe which fields are available to define the audience or control registration in courses		Example: Age, gender, min or max capacity		Highly Desirable		Programs		3		Programming		2 - Programming

		4018		Staff can add or reduce classes to existing registration; System adds or subtracts additional fees as required				Highly Desirable		Programs		3		Programming		2 - Programming

		4019		System generates a unique ID for each course				Highly Desirable		Programs		3		Programming		2 - Programming

		4020		Staff can create customizable fields to record additional course information that can be used to group courses		Marketing attributes/tags, expense/revenue categories		Desirable		Programs		3		Programming		1 - Setup

		4021		Staff have ability to schedule course dates based on patterns (weekly, etc) or calendar dates				Desirable		Programs		3		Programming		2 - Programming

		4022		System defaults configuration settings for all courses in activity/section/etc Staff have the ability to break inheritance and change any setting at the course level				Desirable		Programs		3		Programming		2 - Programming

		4023		Staff can propagate a change made to one class within a course, to all class		Example: A course occurs at 4pm on Monday for 10 weeks, when it is updated to 3pm all weeks are changed		Desirable		Programs		3		Programming		2 - Programming

		4024		System has history of similar courses available to staff during configuration; 		Course cancelled in previous 3 seasons, are you sure you want to create another course at this time/day?		Desirable		Programs		3		Programming		2 - Programming

		4025		Vendor to describe what business intelligence tools can be leveraged during course configuration? 		Example: when adding a course, the system dynamically looks for a history of service delivery and provides a condifence estimate that the course will run		Desirable		Global				Access Control		5 - Delivery/Modification

		4026		System requires co-requisite registrations for specified courses		In order to register in after camp care you need to be registered in camp at the same time		Desirable		Programs		3		Programming		2 - Programming

		4027		System enforces a maximum number of registrants across multiple courses while courses remain separate (for marketing, class lists, etc)		Example: Multiple first-aid classes taught by the same instructor		Desirable		Programs		3		Programming		2 - Programming

		4028		Staff can create courses without booking a specified space or create a one-time use space		Bus trips have initial meeting space (in parking lot) then move off-site		Desirable		Programs		3		Programming		2 - Programming

		4029		Staff can book a course into space with or without dividing the space		Indicate portion of field/room/pool being used as note, specific details (temporary basis)		Desirable		Programs		3		Programming		2 - Programming

		4030		Staff have the ability to book multiple spaces for the same course		Example: Camp start in multipurpose room and then moves to the pool…		Desirable		Programs		3		Programming		2 - Programming

		4031		Staff have the ability to search for available space when creating a course				Desirable		Programs		3		Programming		2 - Programming

		4032		Staff have the ability to attach/link videos, photos to courses				Desirable		Programs		3		Programming		2 - Programming

		4033		Staff can assign one or more instructors to each course				Desirable		Programs		3		Programming		2 - Programming

		4034		Staff can attach documents/images of set up needed for courses				Desirable		Programs		3		Programming		4 - Sales

		4035		Staff should be able to manually enter completed prerequisites on a customer's account to grant them the eligibility to register for the next level course
		Passed the equivalent of level 5, eligible to register for level 6		Desirable		Programs		3		Programming		4 - Sales

		4036		Staff can combine courses after registration begins and generate appropriate notifications, adjust min/max registrants		A first aid and a CPR course are combined to be taught by a single instructor		Desirable		Programs		3		Programming		4 - Sales

		4037		System tracks setup/clean-up times and details, including those occurring within the course times		Room configuration changes, bulkhead moves, ice cleans		Desirable		Programs		3		Programming		5 - Delivery/Modification

		4038		System tracks equipment used by course		Projectors, etc 		Desirable		Programs		3		Programming		5 - Delivery/Modification

		4039		Vendor to describe what options are available for evaluations and grading of course participants		Alternatives to pass/fail, complete/incomplete		Nice to have		Programs		3		Programming		1 - Setup

		4040		System notifies staff of low registration (under minimum required) at a set time prior to course start				Nice to have		Programs		3		Programming		4 - Sales

		4041		System tracks instructor wages and other budgeting considerations to calculate minimum number of registrants required (break even point)				Optional		Programs		3		Programming		2 - Programming

		4042		Staff can mass copy courses by season, location, supervisor and any other criteria configured within the course				Highly Desirable		Programs		4		Mass Modifications		1 - Setup

		4043		Staff can duplicate a course with some modifications		Example: Swim kids 1 offered on Monday at 4:30pm and also on Tuesday at 6pm and again at 8pm		Highly Desirable		Programs		4		Mass Modifications		2 - Programming

		4044		Staff can mass cancel all classes for a time period		Example: pool fouling		Highly Desirable		Programs		4		Mass Modifications		5 - Delivery/Modification

		4045		Staff can mass move all classes for a time period		Example: pool fouling, moving swimming lessons for leisure pool to main pool		Desirable		Programs		4		Mass Modifications		5 - Delivery/Modification

		4046		System calculates course fees based on hours, number of classes, flat fee for a course, customer attributes		Soccer fee is set at $10/h; Soccer 1 schedule is 1 class of 1h = $10/person; Soccer 2 schedule is 4 class of 30 minutes = $20/person		Highly Desirable		Programs		5		Fees and Charges		1 - Setup

		4047		System has centrally managed course fees, may be applied to multiple courses, and be based on effective dates		System administrator can assign which fee belong to which activity/service		Highly Desirable		Programs		5		Fees and Charges		1 - Setup

		4048		System automatically credits customer for fees paid based on cancelled class(es)				Highly Desirable		Programs		5		Fees and Charges		5 - Delivery/Modification

		4049		System can calculate fees based on time of registration		Early bird or late registration charges different fees		Desirable		Programs		5		Fees and Charges		1 - Setup

		4050		System can apply automatic discounts for registering multiple children in eligible programs				Desirable		Programs		5		Fees and Charges		1 - Setup

		4051		Staff can apply additional fees to an activity		Example: supplies fees 		Desirable		Programs		5		Fees and Charges		2 - Programming

		4052		Staff can configure the amount of time a customer from the waitlist has to register (after notification) before the spot is given to the next customer on the waitlist		Example: A customer has 24 hours to register or the spot is given to the next customer		Highly Desirable		Programs		6		Waitlist		1 - Setup

		4053		Staff can add a customer to a waitlist				Highly Desirable		Programs		6		Waitlist		4 - Sales

		4054		Customer from the waitlist can register online, in person or through any other supported methods		When a waitlisted customer is notified that a spot is available for them, they can complete the registration online/in person…		Highly Desirable		Programs		6		Waitlist		4 - Sales

		4055		System notifies staff or customer of waitlist status for similar courses when registering, with ability to mass remove from waitlist(s)		Example: Waitlisted for 3:00pm swimming lesson, registers at 4:00pm;  Notified and given the ability to remove their hold on the waitlist spot		Desirable		Programs		6		Waitlist		4 - Sales

		4056		Staff have the ability to remove customer from waitlists				Desirable		Programs		6		Waitlist		4 - Sales

		4057		System automatically reserves spaces for those on the waitlist when a spot becomes available or the max # of registrants is increased				Desirable		Programs		6		Waitlist		5 - Delivery/Modification

		4058		System notifies the programmer when a certain number of customers on the waitlist is reached				Nice to have		Programs		6		Waitlist		4 - Sales

		4059		Customer indicates priority system for waitlist (customer indicates location, time, instructor, level, etc)		Example: Customer is on waitlist for 4 courses and gives the 4 their priority ranking if they become available		Optional		Programs		6		Waitlist		4 - Sales

		4060		Customer can process their own online withdrawals				Highly Desirable		Programs		7		Withdrawals		4 - Sales

		4061		System automatically adds additional administrative charge (withdrawal fee) based on timing of withdrawal		Charge for withdrawing less than 24 hours before the start of a course		Desirable		Programs		7		Withdrawals		5 - Delivery/Modification

		4062		Staff can prorate course fees returned when customer is withdrawn during course		If withdrawing after 2 classes of an 8 class course, customer is returned 75% of the course fee		Desirable		Programs		7		Withdrawals		5 - Delivery/Modification

		4063		Customer or staff  selects a reason for withdrawal from centrally maintained customizable list or entered at the time of withdrawal				Desirable		Programs		7		Withdrawals		5 - Delivery/Modification

		4064		System alerts staff member of registrations/withdrawals after course starts				Nice to have		Programs		7		Withdrawals		5 - Delivery/Modification

		4065		System distributes forms/documents to customers at the time of registration based on the course				Highly Desirable		Programs		8		Document Management		4 - Sales

		4066		System can electronically store waivers/forms/documents, capture e-signatures through public access				Highly Desirable		Programs		8		Document Management		5 - Delivery/Modification

		4067		System notifies a customer on the waitlist when a spot in the course becomes available  				Highly Desirable		Programs		9		Customer Communication		4 - Sales

		4068		System sends notification to customers as a reminder for their upcoming registered programs				Desirable		Programs		9		Customer Communication		3 - Marketing

		4069		System notifies customers and instructor of cancelled, changed courses or classes within a course				Desirable		Programs		9		Customer Communication		5 - Delivery/Modification

		4070		System notifies customer if they miss the first class of a course				Nice to have		Programs		9		Customer Communication		3 - Marketing

		4071		System provides customer with alternative options when notifying of cancelled classes  		ie "ballet is cancelled but you may also enjoy tap dancing" with links to register;  Alternatives may be selected by staff or based on configurable criteria		Nice to have		Programs		9		Customer Communication		3 - Marketing

		4072		Staff can complete report cards from an externally accessible website				Nice to have		Programs		9		Customer Communication		6 - Post-Delivery

		4073		System has ability to provide online report cards to customers		Example: Red cross swim kids report cards		Nice to have		Programs		9		Customer Communication		6 - Post-Delivery

		4074		System stores an audit trail of emails sent to customer and responses				Optional		Programs		9		Customer Communication		4 - Sales

		4075		System archives courses to prevent further changes;		No more registrations or withdrawals after the grades/attenance has been entered		Highly Desirable		Programs		10		Record Retention		6 - Post-Delivery

		4076		System stores registration and LAP history for customer, history is visible to staff and customer				Desirable		Programs		10		Record Retention		6 - Post-Delivery

		4077		System has the ability to search and/or filter a customer's registration history (show days, instructor, etc)				Desirable		Programs		10		Record Retention		6 - Post-Delivery

		4078		Customers have ability to authorize certain people to sign-in/sign-out a child from a program		Only those people will be permitted to sign-in/sign-out that child		Highly Desirable		Programs		11		User Accounts		5 - Delivery/Modification

		4079		Staff can set a different registration start date for returning families		If a child in a family was registered in a preschool course last year, they get to register for the course earlier than everyone else this year		Desirable		Programs		11		User Accounts		4 - Sales

		4080		Customer has ability to electronically sign in/out of courses		Example: Parents signing children in/out of childcare		Highly Desirable		Programs		12		Attendance		5 - Delivery/Modification

		4081		System allows for tracking of attendance for each class				Desirable		Programs		12		Attendance		5 - Delivery/Modification

		4082		Staff and customers can search for courses by time/facility/age, search using multiple sets of criteria simultaneously		Example: looking for courses for multiple children in a family		Highly Desirable		Programs		13		User Interface		3 - Marketing

		4083		System shows list of available services on a map		Google maps view of where services are offered		Desirable		Programs		14		Marketing		3 - Marketing

		4084		Staff can feature courses on the website		Example: Promote courses with low enrollment		Desirable		Programs		14		Marketing		3 - Marketing

		4085		System prorates fees if a customer registers after the activity has started		Customer starts a program half way, they pay half of the price		Desirable		Programs		15		Payment/Refund		4 - Sales

		4086		Customer can choose single day/class or any combination of days during registration in a course (online or in person registration)		Example flex-reg		Highly Desirable		Programs		16		Drop-In / Flexible Registration		4 - Sales

		4087		Customer can select a "seat" when registering for program 		Example: Choosing a specific bike for spin class		Desirable		Programs		16		Drop-In / Flexible Registration		4 - Sales

		4088		Staff can change status of instructors/contractors (active and inactive)				Desirable		Programs		17		Private Lessons / Personal Training		5 - Delivery/Modification

		4089		System tracks staff certifications/skills and notify of upcoming expirations		First aid certifications, etc		Nice to have		Programs		17		Private Lessons / Personal Training		5 - Delivery/Modification

		4090		System displays bio of instructors online				Optional		Programs		17		Private Lessons / Personal Training		3 - Marketing

		4091		Vendor to describe their ability to maintain and manage league scheduling				Optional		Programs		18		Leagues		5 - Delivery/Modification







































































































































































































































Category - Space Management

		City of Surrey - PRC Management System

		Response Form Schedule C-3-2 Functional Requirements

		Requirement Description and Example								Categories								Proponent Response



		Req. #		Requirement		Elaboration		Weight		Category		Subsection Order		Subsection		Business Process Timeline		Response Code		Ability to Meet Requirement		Ability to Meet Weight

		5001		System must be able to create a rental contract for a customer				Mandatory		Rentals		1		Rental Creation		4 - Sales

		5002		System assigns a unique booking number to each space reservation, this number should be searchable by staff				Highly Desirable		Rentals		1		Rental Creation		1 - Setup

		5003		System allows staff to repeat space reservation using a pattern		Example: every Tuesday and Thursday for 3 weeks		Highly Desirable		Rentals		1		Rental Creation		4 - Sales

		5004		System should allow space reservations over multiple days		campsites, boat slips etc where customers have the space reserved across midnight		Highly Desirable		Rentals		1		Rental Creation		4 - Sales

		5005		System should show fee breakdown per time reserved on contract		The rental total should be broken down to show the individual cost of each date/time booked on the contract;  This information is useful for customers to know the impact on their total bill in case they make changes to dates in the future		Highly Desirable		Rentals		1		Rental Creation		4 - Sales

		5006		System allows one space to be booked with multiple simultaneous users		Swimming lessons often share spaces		Highly Desirable		Rentals		1		Rental Creation		4 - Sales

		5007		System can limit the amount of time (days/hours) into the future that spaces can be booked by the public				Desirable		Rentals		1		Rental Creation		1 - Setup

		5008		System should allow reservation of a space without charging a fee		Example: admin bookings for internal use/meetings		Desirable		Rentals		1		Rental Creation		2 - Programming

		5009		System should have the ability to roll over holidays				Desirable		Rentals		1		Rental Creation		2 - Programming

		5010		System can close a space for maintenance with ability to repeat				Desirable		Rentals		1		Rental Creation		2 - Programming

		5011		System limits the amount of time (days/hours) into the future that spaces can be booked by staff				Desirable		Rentals		1		Rental Creation		2 - Programming

		5012		System can track and warn staff about conflicting space maintenance		One Zamboni serving multiple sheets of ice		Desirable		Rentals		1		Rental Creation		2 - Programming

		5013		Staff should be able to attach a list of requirements for a space so it prompts space reservation staff		Insurance requirements, restrictions on usage, etc		Desirable		Rentals		1		Rental Creation		4 - Sales

		5014		System allows the online acceptance of contract terms related to the policy and procedures that are relevant to space reservation		Notify/ display for acceptance in the form of 'I agree' button or digital signature		Desirable		Rentals		1		Rental Creation		4 - Sales

		5015		System should allow a time slot in a facility to be held during space reservation process while completing the space reservation		Example: While the booking is being entered into the system another customer or staff member should not be able to request the same space at the same time		Desirable		Rentals		1		Rental Creation		4 - Sales

		5016		System should notify staff member in designated workflow when approval is needed in order to complete a space reservation		Workflow, permissions based on business rules		Desirable		Rentals		1		Rental Creation		4 - Sales

		5017		System should allow a space to be held without a contract, payment or program with option to specify hold time limit

		Workflow item to hold a space while details are being finalized		Desirable		Rentals		1		Rental Creation		4 - Sales

		5018		Staff can to book directly from a map of the space they are reserving				Desirable		Rentals		1		Rental Creation		4 - Sales

		5019		System can create a quote for a rental without creating a contract				Desirable		Rentals		1		Rental Creation		4 - Sales

		5020		Staff should be able to select resources or add staffing costs to the space reservation				Desirable		Rentals		1		Rental Creation		5 - Delivery/Modification

		5021		System can track tentative/cancelled contracts				Desirable		Rentals		1		Rental Creation		5 - Delivery/Modification

		5022		System allows for set-up and clean-up time to be tracked				Desirable		Rentals		1		Rental Creation		5 - Delivery/Modification

		5023		System should allow for the collection and refund of deposits 		Refunds can be partial, full, no refunds		Desirable		Rentals		1		Rental Creation		6 - Post-Delivery

		5024		System should allow space reservation priority by group and time		Minor sports get priority booking at certain facilities		Nice to have		Rentals		1		Rental Creation		2 - Programming

		5025		System allows staff to know who/what customer user group is in what dressing room		Be able to assign the hockey team dressing rooms within the space reservation		Nice to have		Rentals		1		Rental Creation		5 - Delivery/Modification

		5026		System warns users of potential conflicts when booking spaces		Teen dance is next door to relaxation program		Optional		Rentals		1		Rental Creation		4 - Sales

		5027		System has facility relationships such as overlaps that are user defined and visible during the booking process		Example: Parent/Child relationships, shared spaces, room dividers, overlapping fields etc		Highly Desirable		Rentals		2		Facility/Space Setup		1 - Setup

		5028		System has the facility availability shared with all modules 		Example: creating a course that takes place in a space results in that space being automatically reserved and not available		Highly Desirable		Rentals		2		Facility/Space Setup		2 - Programming

		5029		System should identify/track/prevent usage conflicts in spaces that overlap with other spaces or that can be configured in different ways		Example: large room split in half or overlapping fields (soccer and baseball diamond partially overlapping)		Highly Desirable		Rentals		2		Facility/Space Setup		4 - Sales

		5030		Staff should be able to modify a facility setup/configuration				Highly Desirable		Rentals		2		Facility/Space Setup		5 - Delivery/Modification

		5031		System has option to assign amenities/attributes to facilities and spaces		Attach key attributes to spaces to allow customers to select the most relevant spaces for their needs		Desirable		Rentals		2		Facility/Space Setup		1 - Setup

		5032		System should provide map view layout for spaces available to reserve		Example: See map showing location of movable pool bulk heads or dynamic field configurations with overlapping soccer fields and baseball diamonds		Desirable		Rentals		2		Facility/Space Setup		2 - Programming

		5033		System can display different facility configurations at different days/times of the week		Extending 5031, if a pool is 50m Mon Wed Fri and 25/25 Tues/Thurs, it gives you ability to book based on set-up		Desirable		Rentals		2		Facility/Space Setup		2 - Programming

		5034		System allows facility fees to be charged based on business rules setup for each space;  Fees applied to specific days or time periods or for specific customer groups should apply per those rules and be over ridable based upon security permissions		Example: Prime, non-prime time, Commercial, non-profit		Highly Desirable		Rentals		3		Fees and Charges		1 - Setup

		5035		System can set certain items as discountable or not				Highly Desirable		Rentals		3		Fees and Charges		1 - Setup

		5036		System can collect and/or retain all or part of security deposits				Highly Desirable		Rentals		3		Fees and Charges		4 - Sales

		5037		System should allow a fee structure to be added to a customer user group and have those fees default when space reservations are made by that group		Option to override and add additional fees beyond the default selections		Desirable		Rentals		3		Fees and Charges		1 - Setup

		5038		System allows prime/non prime fees based on time and/or date and/or location		Example: Renting ice at a busy time is more expensive than in the middle of the night		Desirable		Rentals		3		Fees and Charges		1 - Setup

		5039		System should automatically add predefined additional fees; optional fees can be manually added by staff; and any fees can be manually changed or removed by staff		Option to include staffing costs such as security or lifeguards to a reservation		Desirable		Rentals		3		Fees and Charges		4 - Sales

		5040		System should be able to collect and remit regulator fees 		Example: Socan, resound and insurance		Desirable		Rentals		3		Fees and Charges		6 - Post-Delivery

		5041		System can charge for modifications/cancellations based on business rules		Example: Cancellations within 15 days costs X		Nice to have		Rentals		3		Fees and Charges		5 - Delivery/Modification

		5042		Staff should be able to roll over or copy existing space reservation with the option to modify resulting in a new space reservation				Highly Desirable		Rentals		4		Mass Modifications		4 - Sales

		5043		Staff should be able to perform mass edits based on user criteria for space reservations		Repeat modification/changes		Highly Desirable		Rentals		4		Mass Modifications		5 - Delivery/Modification

		5044		System allows staff to search within a contract in order to do modifications				Desirable		Rentals		4		Mass Modifications		5 - Delivery/Modification

		5045		Staff can make changes to a space reservation 				Highly Desirable		Rentals		5		Rental Modification		5 - Delivery/Modification

		5046		System should show the net difference when changes are made to a contract, along with date of contract change, all debits and credits, old total and new total		Amendment workflow/business process - option to see both		Desirable		Rentals		5		Rental Modification		5 - Delivery/Modification

		5047		System should allow notes to be added, retained and show the amendment date when contract is amended		Amendment process above		Desirable		Rentals		5		Rental Modification		5 - Delivery/Modification

		5048		System has the flexibility to change status of contracts				Desirable		Rentals		5		Rental Modification		5 - Delivery/Modification

		5049		System can complete/close contracts to prevent further changes				Desirable		Rentals		5		Rental Modification		6 - Post-Delivery

		5050		System should allow adjustments of booking usage time within contract and have impacted bookings adjusted automatically		Example: tournament starts earlier or later, change reflects in all dependent or associated events		Nice to have		Rentals		5		Rental Modification		5 - Delivery/Modification

		5051		Staff should be able to view space availability in calendar format		Example: similar to outlook calendar		Highly Desirable		Rentals		6		User Interface		1 - Setup

		5052		Staff can customize facility space reservation grid including colour coding		Option to customize colours for different customer types, event types etc		Desirable		Rentals		6		User Interface		1 - Setup

		5053		System allows multiple spaces to be viewed and booked from a single screen				Desirable		Rentals		6		User Interface		4 - Sales

		5054		System has calendar views that are user customizable allowing each staff member to customize how they want to view their screens;  Options such as date and time increments, which spaces are visible and the order they are listed in should be user defined				Nice to have		Rentals		6		User Interface		2 - Programming

		5055		System allows rental users into the facility using card scanner				Highly Desirable		Rentals		7		Access Control		5 - Delivery/Modification

		5056		System can control which spaces will be visible to the public online				Desirable		Rentals		8		Online/Mobile		1 - Setup

		5057		Customers can view details about rental spaces online		Open/close times, contact information (address/phone number), room details, amenities etc		Desirable		Rentals		8		Online/Mobile		3 - Marketing

		5058		Customer should be able to submit a space reservation request online that would trigger internal approval workflow and require staff to approve or reject the request
				Desirable		Rentals		8		Online/Mobile		3 - Marketing

		5059		Customers can search for spaces online based on relevant criteria ie keywords, location, features/amenities, availability, capacity etc				Desirable		Rentals		8		Online/Mobile		3 - Marketing

		5060		System should provide limited public access to reserve designated spaces

		Example: Picnic shelter or court reservations, 		Desirable		Rentals		8		Online/Mobile		4 - Sales

		5061		System should provide limited public access to modify existing reservations for designated spaces
		Example: soccer tournament, assign fields Flexibility to provide additional utilization details (locker room assignments etc)		Desirable		Rentals		8		Online/Mobile		4 - Sales

		5062		Customer can view current contract online				Desirable		Rentals		8		Online/Mobile		5 - Delivery/Modification

		5063		System allows detailed booking information available to be added directly to a customer's calendar				Nice to have		Rentals		8		Online/Mobile		5 - Delivery/Modification

		5064		System has online equipment reservation available either as part of a larger space reservation or individually 				Desirable		Rentals		9		Equipment Rental		5 - Delivery/Modification

		5065		System can charge a fee or allow equipment to be checked in/out without a cost				Desirable		Rentals		9		Equipment Rental		5 - Delivery/Modification

		5066		System can track sign in/out of equipment per customer				Desirable		Rentals		9		Equipment Rental		5 - Delivery/Modification

		5067		System allows equipment quantities to be tracked separately from rental attendance or other metrics		Example: If the expected attendance is 300, equipment should be able to be applied independently of that total		Desirable		Rentals		9		Equipment Rental		5 - Delivery/Modification

		5068		System can track the make, model or serial number of each piece of equipment				Optional		Rentals		9		Equipment Rental		5 - Delivery/Modification

		5069		System to suggest alternate spaces when a space is unavailable				Desirable		Rentals		10		Customer Communication		3 - Marketing

		5070		System automatically notifies waitlisted customers if space becomes available 				Desirable		Rentals		10		Customer Communication		4 - Sales

		5071		System automatically notifies all parties if event or facility is cancelled or closed		Example: Weather, maintenance issue etc		Desirable		Rentals		10		Customer Communication		5 - Delivery/Modification

		5072		Staff should be able to view all documents on a customer's account		Example: flexibility to see documents attached in different ways either at the account level or for each transaction/rental		Desirable		Rentals		11		Document Management		5 - Delivery/Modification

		5073		System should have a workflow to track what documents have been collected and what are outstanding		alerts sent based on a time parameter that will notify all parties(internal and external) connected to the space reservation that the following documents are outstanding and due		Desirable		Rentals		11		Document Management		5 - Delivery/Modification

		5074		System allows for either mandatory or optional payment at time of space reservation				Desirable		Rentals		12		Payment/Refund		4 - Sales

		5075		System can restrict cancellations based on business rules		Example: No cancellations with a week of the event		Desirable		Rentals		13		Withdrawals		5 - Delivery/Modification

		5076		Staff should be able to add a customer to a waitlist by space				Desirable		Rentals		14		Waitlist		4 - Sales

		5077		System should allow attendance to be entered and tracked for space reservation 		Attendance should be able to be entered remotely		Desirable		Rentals		15		Attendance		5 - Delivery/Modification

		5078		System has an audit trail of information that is collected and maintained showing when data is entered/changed and which staff member made the change, each change should be stored not just the most recent		Ensure audit trail is searchable and exportable as a larger theme		Desirable		Rentals		16		Record Retention		6 - Post-Delivery
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CITY OF SURREY TECHNICAL ARCHITECTURE & SOFTWARE STANDARDS

To be included in RFPs





1. Introduction

The City of Surrey strives to maintain standards and consistency for hardware and software in order to provide an agile and supportable environment.  This provides a known platform to test changes or additions to this environment enabling the delivery of business outcomes faster and more cost effectively.  The City’s current technical architecture and software standards are outlined below.  This information is used in the process of identifying the impact a new product or change may have on the environment.



2. General Information 

The City of Surrey has:

3,300 employees of which 2,100 are FTEs

173 Line of Business Applications	 325 Personal Desktop Applications

		70 sites

		2000 desktops

		50 Blackberries

		154 Colour Multi-function



		295 virtual servers

		190 workstations

		420 iPhones

		118 B&W laser printers



		21 ESX Hosts

		350 notebooks

		202 iPads

		3 colour laser printers



		75 physical servers

		50 rugged notebooks

		210 Rugged Tablets

		7 inkjet printers

30 label printers



		(15 file servers)

		

		

		12 colour wide format



		

		

		

		







3. Core Client Software


		Internet Explorer 11

		McAfee Anti-Virus

		Altiris Client Management 



		Quicktime Viewer 

		Adobe Reader

		Asset Management Suite 



		Adobe Shockwave/Flash

		Sun Java

		Cisco NAC Agent 



		Chrome

		

		







4. Technical Architecture & Software



		Hardware



		Desktops

		Dell Optiplex – 4 GB RAM



		Workstations

		Dell Precision – 8 GB RAM



		Notebooks

		Dell Latitude – 4 GB RAM



		

		Panasonic Toughbook – 4 GB RAM



		Tablets

		Motion, Panasonic, Dell Rugged – 4 GB



		Printers

		Xerox 



		

		HP Colour Laserjet 



		Wide Format Print

		HP, KIP



		Servers

		Dell PowerEdge, Cisco UCS



		PBX

		NEC Univerge 3C



		Voicemail

		NEC UM8700



		Online Meetings

		NEC CMM - Collaboration Meeting Manager









		Storage & Backups



		Network Storage

SAN, NAS

		NetApp FAS6210, FAS8040, FAS8020, FAS3220, FAS3210, FAS2240



		

		ONTAP 7 mode

ONTAP cluster mode



		Data Backups

		Disk to Disk Backups

· NetApp Snapvault/SnapMirror

· SnapMgr – Exchange

· SnapMgr – Virtual Infrastructure 

· Oracle RMAN

· COMMVAULT - Data Protection, Backup and Recovery









		Operating System



		Desktops

		Windows Windows 7 Enterprise  



		Workstations

		Windows Windows 7 Enterprise  



		Notebooks

		Windows Windows 7 Enterprise  



		Tablets

		Windows Windows 7 Enterprise / Windows 10 Enterprise



		

		iPad IOS 



		Smartphones

		Apple IOS



		

		Blackberry



		Servers

		Windows 2012 R2



		

		Windows 2008 R2



		

		Windows 2008 64 and 32 bit



		

		VMWare ESX Server 









		Office Automation



		Office Pro Plus 2010

		Microsoft

		Word



		

		

		Excel



		

		

		Powerpoint



		

		

		Outlook



		

		

		Publisher



		

		

		Access



		

		

		InfoPath












		
Communications



		Routers

		Cisco Nexus 7000



		IP address distribution

		DHCP



		E-mail 

		Exchange 2010



		Local Area Network

		100 Mbps to 1000 Mbps



		Data Centre

		10 Gbps



		Network operating system

		Windows 2012 



		Network protocol

		TCP/IP – IPv4



		Network topology

		Ethernet



		Network management

		SNMP - SolarWinds



		Fibre Channel Fabric

		Cisco MDS 9148



		Switches

		Cisco 3560X, Cisco 3850X, Cisco 4500



		

		Cisco Nexus 7000, 5000, 2000



		

		Wireless 802.11 a/g/n/ac

· Cisco 3502, 3702, 2602, 1524, 1522, 1242



		Internet 

		Two 100 Mbps Internet Services load balanced 



		

		100 Mbps full duplex



		Wide Area Network

		Large Remote Sites

· Telus MPLS 100 Mbps – 1 Gbps 



		

		Wireless point to point

· 36 – 108 Mbps using Redline AN50 & AN80



		

		Small Remote Sites

· Shaw Server Connect 

· Shaw SOHO or Telus ADSL



		Wins/DNS

		Name resolution



		Cabling

		Local Area Networks

· New Facilities - CAT6A using 1000 Base-T

· Existing Facilities - CAT5E using 100 Base-T









		Database Management System



		Oracle	

		12c R1



		

		11g R2



		Oracle Networking Client

		10 (Windows Vista clients)



		

		11 (Windows 7 clients)



		

		11g R2 (Windows 10 clients)



		

		11 (Server clients)



		MS SQL Server

		2014



		

		2012



		ESRI Spatial Database Engine

		10.2



		Sybase

		12.5



		MS Access

		2010



		MDAC 	

		2.8









		Business Application Portfolio Area

		Vendors

		Products



		Financials

		Unit 4

		Agresso Business World



		Human Resource & Payroll Mgmt

		Oracle

		PeopleSoft



		Land Management

		CSDC

		Amanda



		Tax, Utility and Cash Mgmt

		Tempest

		Tempest



		Recreation Mgmt & Facilities Booking

		Active Network

		Class



		Work and Asset Management

		Azteca / ESRI

		CityWorks



		Document and Records Management

		OpenText

		Enterprise Content Management

(ECM)



		Corporate Website

		OpenText

		Web Site Management



		Corporate Intranet 

		Microsoft / Dynamic Owl

		Sharepoint / Bonzai Intranet



		Geographic Information System

		ESRI

		ArcGIS



		Licensing and Enforcement

		Computronix

		POSSE



		Library Management System

		SirisiDynix

		Horizon



		Public Safety

Fire Dispatch and Records Management System

		FDM

		FDM CAD & RMS



		Web Application Deployment

		Microsoft

		IIS, .NET Framework



		

		Apache Foundation

		Tomcat, JSP



		

		City of Surrey

		http://stackshare.io/city-of-surrey 



		Enterprise Directory Services

		Microsoft

		Active Directory
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