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February 16, 2017

Sheriff Rick Oliver

Yadkin County Sheriff's Office
210 E Hemlock St.
Yadkinville, NC 27055

RE: Extension to Maintenance and Support Agreement # 003751-002
LSS-R & Printer

Dear Sherlff Oliver:

By means of this letter, MorphoTrak, LLC (*MorphoTrak” or “Seller”) hereby extends Yadkin County
Sheriff's maintenance and support agreement as referenced above. Enclosed are two (2) copies of the
updated Exhibit A Description of Covered Products, Exhibit B Support Plan, and Exhibit C Support Plan
Options and Pricing Worksheeat for the period January 1, 2017 through June 30, 2017. Pursuant to
Section 3.2 of the original agreement as referenced above, all terms and conditions shall remain in full

force and effect.

Please indicate acceptance of this extension by signing the acceptance block below and return two
copies to my attention at MorphoTrak, LLC at 5515 E. La Palma Avenue, Suite 100, Anaheim,
California 92807 or fax it to my atlention at 714-237-0050 on or before April 30, 2017, Failure to
return this fully executed letter on or before Aprit 30, 2017 will result in a lapse in maintenance, which will
be subject to a 10% recertification and reimplementation fee.

If you have any questions or need further clarification, please contact me directly at (714) 238-2042 or e~
mail pancy.nardi@morpho.com

Sincere!y.

Nancy Nardi ~
Contracts Administration Specialist
MorphoTrak, LLC

Accepted by:
MORPHOTRAK, LLC YADKIN COUNTY SHERIFF'S OFFICE

7 ,,%
Signed by: / ) WQE '/7’;4 Signed by: ,/ / /7""/ / o J/Iﬁ /f
Printed Name:_ Walt Sceti Printed Name: /. L’ L A /é] :‘f/}c’ AR

Title: Vice President Title: _<. ‘)ﬁé;&;ﬁ"z" _ / 01/}17[)7 /)/ijh\

Date: (}/(':;" ?/ ;7(‘3/ 7 Date: t; /)2‘} /Q-J’/ 7




MAINTENANCE AND SUPPORT AGREEMENT NO. 003751-002 REV1
Exhibit B SUPPORT PLAN

This Support Plan s a Statement of Work that provides a description of the support to be performed.

1. Services Provided. The Services provided are based on the Severity Levels as defined herein.
Each Severity Level defines the actions that will be taken by Seller for Response Time, Target Resolution
Time, and Resolution Procedure for reported errors.  Because of the urgency involved, Response Times
for Severity Levels 1 and 2 are based upon volce contact by Customer, as opposed to written contact by
facsimile or letter. Resolution Procedures are based upon Seller's procedures for Service as described
below.

Total System Failure - occurs when the System is  [Telephone respanse

Eot functioning and there Is no workaround; such  within 1 hour of initial hours of initial
s a Central Server is down or when the workfiow  voice notification olification

of an entire agency s not functioning.

2 Critical Failura - Critical process fallure ocours T elephone response Resolve within 7
when a crucial element in the System that does not within 3 Standard tandard
prohibit continuance of basic operations is not Business Hourg of usiness Days of
functioning and there is usually no suitable work-  nitial voice nitial notification

round. Note that this may not be applicable to  potification
__Intermitient problems,

3 Non-Critical Failure -~ Non-Gritical part or Telephone response  Resolve within
component failure occurs when a System within 6 Standard 180 days ina
compornent is not functioning, but the System is still Business Hours of  Beller-determined
useable for its intended purpose, or there is 2 nitiat notification Patch or
reasonable workaround, Releass,

4 nconvenience - An ihconvenience occurs when  [Telephone response jat Seller's

ystem causes a minor distuption in the way tasks within 2 Standard iscration, may
re performed but does not stop workflow. Business Days of in a fulure
. ) initial notification elease.
§ ustomer request for an enhancemient to Systern  Determined by f accepted by

nctionality is the responsibility of Selier's Product
anagemaent.

Seller's Product
Management.

eller's Product
anagement, a

eloase date will
e provided with
fee schadule,
en
ppropriate.

141 Reporting-a_Problem, Customer shall assign an inltial Severity Level for each error
reported, elther verbally or In wrlling, based upon the deflnitions fisted above. Because of the urgency
tnvolved, Severity Level 1 or 2 problems must be reporfed verbally to the Seller's call intake center.
Seller will notify the Customer i Seller makes any changes in Severily Level {up or down) of any
Customer-reported problem.

1.2 Seller Response. Seller will use best efforts to provide Customer with a resolution within
the appropriate Target Resolution Time and in accordance with the assigned Severity Lavel when
Customer allows timely access io the System and Seller diagnostics indicate that a Residual Error is
prasent in the Software, Target Resclution Times may not apply if an efror cannot be reproduced on a
regutar basis on either Sellers or Customer's Systems, Should Customer report an error that Seller
cannot reproduce, Seller may snable a detall error captureflogging process to moniter the System. If
Seller is unable to corrent the reported Resldual Error within the spatified Target Resolution Time, Seller
will escalate its procedure and assign such personngl or designee to correct such Residual Error
promptly. Should Seller, in its sole discration, determine that such Residuat Error I8 not present in ifs
Release, Seller will verify. (a) the Software operates in conformily 10 the System Specifications, (b) the
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Software is being used in a manner for which it was intended or designed, and (¢) the Software is used
only with approved hardware or software. The Target Resolution Time shall not commence until such
time as the verification procedures are completed.

1.3 Error Correction Status Report, Seller will provide verbal status reporis on Severity Level
1 and 2 Residual Errors, Written status reports on outstanding Residual Errors will be provided to System
Adminisirator on a manthly basis.

2. Customer Responsibility.

24 Customer is responsible for running any installed anti-virus software.

2.2 Operating System (05"} Upgrades. Unless otherwise stated herein, Customer Is
respongible for any O5 upgrades to its System. Before instaling any OS upgrade, Customer should
contact Selier fo verify that a given OS upgrade Is appropriate.

3 Seller Re sibility,

3.1 Anfi-virus software. At Customer’s request, Seller will make every reasonable effort {o
test and verify specific anti-virus, anti-worm, or anti-hacker patches against a replication of Customer's
application. Seller will respond to any reported problem as an escalated support call.

3.2 Customer Notifications. Seller shall provide access to (a) Field Changes; (b) Customer
Alert Bulleting; and (¢} hardware and firmware updates, as released and if applicable.

3.3 Account Reviews. Selier shall provide annual account reviews to include (a) service
history of site; {b) downtime analysis; and (¢} service trend analysis.

34 Remofe installation. At Customer's request, Seller will provide remote installation advice
or assistance for Updates.

5 oftware Release Compatibilify. At Cuslomer's request, Selier will provide: (a) current
{ist of compatible hardware operating systern releases, if applicable; and (b) a list of Seller's Software
Supplemental or. Standard Releases. ,

3.6 On-Site Correction. Unless otherwise siafed herein, all suspected Residual Errors will be
investigaled and corrected from Seller's facilities. Selier shall decide whethar on-site corraction of any
Residual Error Is required and will take appropriate action,

. I._County, State for Federal Mandated Changes. (Applies to Software and
interfaces fo those Products) Unless otherwise stated herein, compliance to local, county, state andfor
federally mandated changes, including but not limited fo IBR, UCR, ECARS, NCIC and state interfaces
are not part of the covered Services.

(The below listed terms are applicable only when the Maintenance and Supponf' Agreement includes
Equlpmeant which is shown on the Description of Covered Products, Exhibit A to the Mainfenance and
Support Agreement)

5. On-site Product Technical Support Services, Seller shall furnish labor and parts required due to
narmal wear to restore the Equipment to goad eperating condition.

N Seller Response, Seller will provide talephone and on-she reépnnsa to Central Site,
defined as the Customer's primary data processing faclity, and Remote Site, defined as any slie outside
the Central Site, as shown in Support Plan Options and Pricing Workshest, :

52 Al Customer's request, Seller shall provide continucus effort to repair a reported problem
beyond the PPM. Provided Customer gives Seller access to the Equipment before the end of the PPM,
Sellar shall extend a two (2) hour grace period beyond PPM at no charge. Following this grace period,
any additional on-site labor support shall be Invoiced on a time and material basis at Ssller's then current
rates for professional services,
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