
















































































































































































STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052-PART 3
EXHIBIT E
IMPLEMENTATION SERVICES

Processes will be documented, training established, and the application will be ready for
Implementation in accordance with the State’s schedule unless there are delays caused by the
State, its agents, or other delays outside of Vendor’s reasonable control.

Implementation shall be piloted in one area/office to refine the training and Implementation
approach, or the State shall choose a one-time statewide Implementation.

1.2.2 Change Management and Training

Vendor’s change management and training services shall be focused on developing change
management and training strategies and plans. Its approach relies on State resources for the
execution of the change management and end user training,

2. IMPLEMENTATION METHODOLOGY

Vendor team shall provide the consulting services for the Contract. Its approach includes but is not
limited to the following:

Vendor will use the Taskforce Methodology to manage every aspect of our project delivery and
services. This approach ensures that at all times staffing is adequate in number, fully knowledgeable
of the project, well-prepared for a smooth transition to new personnel if/when needed, and is able to
perform satisfactorily as determined jointly by Vendor and DRED.

The below table describes the various teams and their roles and responsibilities during various stages
of a reservation system project.
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Project Manager The Project Manager participates in and manages the implementation activities of Vendor

project teams and will act as the liaison with the DRED project manager and stakeholders.

Responsibilities include but are not limited to the following:

= Analyze requirements and create of the Project Plan

s Create weekly updates of the project plan and status report.

= Host scheduled status reviews and specific conference calls with the project team |
members,

= Host weekly internal status meetings with the Vendor project team

s Train Parks, Agency Management, Trainers and Field Staff

s Perform internal training: Help Desk, Inventory, and Product Support work with the
Vendor Inventory Team to identify and create data collection tools for the project.

s Work with DRED Project Team Members to determine agency access requirements for
AWO

s Coordinate all other teams within Vendor’s and ensure the project stays on track and
within scope

= Analyze and confirm data to be converted (Park, Site, Reservation and Customer data) |

s Ensure that information is distributed throughout State Parks to all field, management and
financial staff with updates from time to time.

Client Management | Vendor’s Client Service Manager will work with the Implementation Team to coordinate the

project, and will be a point of contact with DRED in regards to escalations. Generally, during

the transition to AWO, the responsibilities of the Client Service Manager change as the

project moves through the various stages. Your Client Service Manager is involved in the

transition project from the beginning and works with the Implementation Team as the project

progresses through implementation, and then resumes primary project responsibility once the

project is implemented. New Hampshire’s Client Manager will represent New Hampshire’s

interests internally ensuring the delivery of contractual obligations as well as the highest

levels of service.

Responsibilities include but are not limited to:

s Act as ongoing liaison with you and coordinator for the continuing operational phase of
the project, throughout the term of the contract.

= Attend all weekly internal project meetings

s Attend all weekly status calls with your Project Team

s Participate in discussions in and around policies and procedures

s Understand and interpret contract requirements (ensuring that the Project

s Plan and associated activities are meeting contractual requirements).

Database Architect | The Database Architect is responsible for all data conversion and importing that is required |

from the current system into the AWO system (Park, Site, Reservation and Customer Data).

The Database Architect works closely with the Implementation Team to identify

requirements for conversion and a Quality Assurance Plan for conversion of data.

Vendor is already supporting DRED with its AWO application; hence Data conversion will not

be required however Vendor’s Database Architects who support ongoing design requirements.
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Training

= Creates and customizes reservations Training Plan (initial and refresher courses). ;

= Schedules and conducts call center training sessions. |
s Evaluates and certifies trainees for work on line. ‘
= Oversees field training.

s Refines Training Plan based on feedback from call center and field trainees.

Product
Management
Finance

Product
Management,
Development and
Quality Assurance

| Product Management, Development and Quality Assurance teams work in conjunction to

Involved in all financial discussions and identification of accounting and reportmg [

requirements. Their responsibilities include but are not limited to the following:

s Determine the financial model(s) that will be used for State Parks

s Determine the reporting requirements for financial transactions |

» Provide subject matter experts for all aspects of financial set up, distribution and credit |
card processing discussions with the client. f

s Handle distribution of funds and the posting process f

s Participate in implementations of the accounting structure and the accounting codes

= Create and distribute refund/financial procedures

s Identify and implement necessary invoicing procedures

s Participate in all internal status meetings and select calls with agency in regards to
financial information

determine, develop and test all changes that are required as part of the project scope. All
development efforts are coordinated and tracked in a separate project plan, managed by a
designated Project Manager within the development department. Representatives from these
departments attend the weekly internal project status meetings to update the project team on
the progress being made. -

d

Quality Assurance

s Ensure application of continuous learnmgprocess 1mprovement practlces
s Observe, report and advise on all of the key customer -facing deliverables of the
organization including
Oversee implementation/conversion deliverables and satisfaction levels.
Jointly monitor sessions with agency liaisons and field personnel.
Conduct consumer and field satisfaction surveys.
o  Conduct quality testing of the public websites and IVR testing.

(el eRNe]

Technology
Operations (Tech-
Ops) / Database
Administration

(DBA)

!
|
The Tech-Ops and DBAs are responsible for all database and hardware/networking |
components associated with the implementation of State Parks into the AWO system. These ;
duties include but are not limited to: |
= Tech Ops: Tech Ops is responsible for determining any system requirements required ,
from the client end in order for a successful go-live. If required, this includes the setup of 5
VPN connectivity from park locations and central offices plus any additional '
requirements for communications to the central database.
= DBAs: The DBAs are responsible for maintaining the data integrity and security levels
associated with the BSP information in the AWO database. The DBAs are also
responsible for running any scripts required against the database.
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Inventory The Vendor Outdoors Inventory Department is responsible for all data entry aspects related to ;

inventory information. The Inventory department leads the data collection discussions and |

assists in the gathering of information. Other responsibilities of the Inventory department

include but are not limited to:

= Review/validation of data conversion, data collection process from the park locations
Ensure that the data conversion activities are complete ;

» Create all maps ‘

s Ensure appropriate sign-off from park locations that park / site and map data is correct

» Provide Weekly or Daily updates for the client concerning the status of data conversion,
collection, correction and approval. l

s Create and distribute any new procedural documentation for State Parks as it relates to
working with the Inventory Team during the project and post - implementation

Product Support » For cases not 1mmed1ately resolvable provides advanced investigation into issues or data
concerns as well as providing a front line diagnosis of defects to be addressed by our !
development team. ‘
Customer Service Customer Service Team is trained and familiar with all aspects of the State Parks ﬁeld
locations in regards to facility information, policies, fees and business rules. Our Customer ‘
Service team has proven its worth time and time again, assisting everyone from frustrated .
campers to hundreds of customers impacted by floods and related Facility closings. !
= Works directly with your customers to resolve payment and refund issues to provide top

customer service.
» The Customer Service Manager assists in creating procedural documentation for State
Parks.

Call Center Vendor’s network of 4 nation-wide call centers employing hundreds of agents is the most |
experienced camping and recreation related agents in the industry from our agents, floor .
supervisors and queue managers to our national call monitoring team. 5
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1. SECURITY

Vendor shall ensure that appropriate levels of security are implemented and maintained in order to protect
the integrity and reliability of the State’s Information Technology resources, information, and services.
Security requirements are defined in Exhibit H- Priority Responses Vendor shall provide the State
resources, information, and Services on an ongoing basis, with the appropriate infrastructure and security
controls to ensure business continuity and to safeguard the confidentiality and integrity of State networks,
Systems and Data.

PCI Compliance is a critical component of this project. Requirements and deliverables for PCI
compliance are described in Exhibit A, Project Deliverables, Exhibit B, Price, Payment and Transaction
Schedule, and Exhibit H, Priority Responses. It is the State’s responsibility to monitor
ReserveAmerica’s PCI compliance status. The contract includes requirements for the submission of a
PCI Attestation document which includes confirmation of vulnerability and penetration tests. If these
documents are not received in accordance with contract the State shall allow a 30 day cure period before
declaring ReserveAmerica in default in accordance with Part 2 — Section 13.1 Termination for Default.
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In the event enhancements to the AWO system requires testing these provisions shall apply:

1. TESTING AND ACCEPTANCE

Vendor’s AWO is already in use at New Hampshire Parks; therefore, there will be no need for acceptance
testing. The State team is trained to use AWO and is familiar with its various modules and their functionality.
There will be no down-time in terms of implementation, set-up and testing.

In addition to this, Vendor is committed to providing an environment configured with the State’s business rules
and setting to allow DRED staff to conduct User Acceptance Testing (UAT) for any new functionality and
features introduced during the duration of the service contract to include but not limited to - Grid Scheduling,
Mobile Application, Post Camper visit survey, and daily cash reports.

Vendor shall bear all responsibilities for the full suite of Test Planning and preparation throughout the Project.
Vendor will also provide training as necessary to the State staff responsible for test activities. Vendor shall be
responsible for all aspects of testing contained in the Acceptance Test Plan including support, at no additional
cost, during User Acceptance Test conducted by the State and the testing of the training materials.

The Test Plan methodology shall reflect the needs of the Project and be included in the finalized Work Plan. A
separate Test Plan and set of test materials will be prepared for each Software function or module.

All Testing and Acceptance (both business and technically oriented testing) shall apply to testing the System
as a whole, (e.g., software modules or functions, and Implementation(s)). This shall include planning, test
scenario and script development, Data and System preparation for testing, and execution of Unit Tests,
System Integration Tests, Conversion Tests, Installation tests, Regression tests, Performance Tuning and
Stress tests, Security Review and tests, and support of the State during User Acceptance Test and
Implementation.

In addition, Vendor shall provide a mechanism for reporting actual test results vs. expected results and for the
resolution and tracking of all errors and problems identified during test execution. Vendor shall also correct
Deficiencies and support required re-testing.

1.1 Test Planning and Preparation

Vendor shall provide the State with an overall Test Plan that will guide all testing. Vendor provided,
State approved, Test Plan will include, at a minimum, identification, preparation, and Documentation
of planned testing, a requirements traceability matrix, test variants, test scenarios, test cases, test
scripts, test Data, test phases, unit tests, expected results, and a tracking method for reporting actual
versus expected results as well as all errors and problems identified during test execution.

As identified in the Acceptance Test Plan, and documented in accordance with the Work Plan and the
Contract, State testing will commence upon Vendor’s Project Manager’s Certification, in writing, that
Vendor’s own staff has successfully executed all prerequisite Vendor testing, along with reporting the
actual testing results, prior to the start of any testing executed by State staff. The State will be
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presented with a State approved Acceptance Test Plan, test scenarios, test cases, test scripts, test data,
and expected results.

The State will commence its testing within five (5) business days of receiving Certification from
Vendor that the State’s personnel have been trained and the System is installed, configured, complete,
and ready for State testing. The testing will be conducted by the State in an environment independent
from Vendor’s development environment. Vendor must assist the State with testing in accordance
with the Test Plan and the Work Plan, utilizing test and live Data to validate reports, and conduct
stress and performance testing, at no additional cost.

Testing begins upon completion of the Software configuration as required and user training according
to the Work Plan. Testing ends upon issuance of a letter of UAT Acceptance by the State.

1.2 Unit Testing

In Unit Testing, Vendor shall test the application components on an individual basis to verify that the
inputs, outputs, and processing logic of each application component functions without errors. Unit
testing is performed in either the development environment or a testing environment.

The goal is to find errors in the smallest unit of software before logically linking it into larger units.
If successful, subsequent testing should only reveal errors related to the integration between
application modules.

Vendor developer, who is responsible for a specific unit of work, will be responsible for conducting the
unit testing of their modules.

Activity Develop the scripts needed to unit test individual application modules, interface(s)
Description and conversion components.

Vendor Team For application modules, conversions and interfaces Vendor team will identify
Responsibilities - applicable test scripts and installation instructions, adapt them to the Project
specifics, test the process, and compare with the documented expected results.

Work Unit-Tested Modules that have been tested to verify that the inputs, outputs, and
Product processing logic of each application module functions without errors. Individual
Description detailed test scripts and installation guides list all the required actions and data to

conduct the test, the process for test execution, and the expected results.

1.3 System Integration Testing

The new System is tested in integration with other application systems (legacy and service providers)
in a production-like environment. System Integration Testing validates the integration between the
individual unit application modules and verifies that the new System meets defined requirements and
supports execution of interfaces and business processes. The System Integration Test is performed in
a test environment.
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Thorough end-to-end testing shall be performed by Vendor team(s) to confirm that the Application
integrates with any interfaces. The test emphasizes end-to-end business processes, and the flow of
information across applications.. It includes all key business processes and interfaces being
implemented, confirms data transfers with external parties, and includes the transmission or printing
of all electronic and paper documents.

Activity Description

Vendor Team
Responsibilities

State Responsibilities

Work Preduct
Description

Systems Integration Testing validates the integration between the target application
modules and other systems, and verifies that the new System meets defined
interface requirements and supports execution of business processes. This test
emphasizes end-to-end business processes and the flow of information across the
application. It includes all key business processes and interfaces being

* implemented, confirms data transfers with external parties, and includes the

transmission or printing of all electronic and paper documents.

Take the lead in developing the Systems Integration Test Specifications.

Work jointly with the State to develop and load the data profiles to support the
test Specifications.

Work jointly with the State to validate components of the test scripts.

Work jointly with Vendor to develop the Systems Integration Test
Specifications.

Work jointly with Vendor to develop and load the data profiles to support the
test Specifications.

Work jointly with Vendor to validate components of the test scripts,
modifications, fixes and other System interactions with Vendor supplied
Software Solution.

The Integration-Tested System indicates that all interfaces between the
application and the legacy and third-party systems, interfaces, and applications
are functioning properly.
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1.4 Conversion Validation Testing - NA

1.5 Installation Testing

In Installation Testing the application components are installed in the System Test environment to test
the installation routines and are refined for the eventual production environment. This activity serves
as a dry run of the installation steps in preparation for configuring the production system.

1.6 User Acceptance Testing (UAT)

UAT begins upon completion of the Software configuration as required and user training according to
the Work Plan. Testing ends upon issuance of a letter of UAT Acceptance by the State.

The Vendor’s Project Manager must certify in writing, that the Vendor’s own staff has successfully
executed all prerequisite Vendor testing, along with reporting the actual testing results prior to the
start of any testing executed by State staff.

The State shall be presented with all testing results, as well as written Certification that Vendor has
successfully completed the prerequisite tests, meeting the defined Acceptance Criteria, and performance
standards. The State shall commence testing within five (5) business days of receiving Certification, in
writing, from Vendor that the system is installed, configured, complete and ready for State testing. The
State shall conduct the UAT utilizing scripts developed as identified in the Acceptance Test Plan to
validate the functionality of the System and the interfaces, and verify Implementation readiness. UAT
is performed in a copy of the production environment and can serve as a performance and stress test of
the System. The User Acceptance Test may cover any aspect of the new System, including
administrative procedures (such as backup and recovery).

The User Acceptance Test (UAT) is a verification process performed in a copy of the production
environment. The User Acceptance Test verifies System functionality against predefined Acceptance
criteria that support the successful execution of approved business processes.

UAT will also serve as a performance and stress test of the System. It may cover any aspect of the
new System, including administrative procedures such as backup and recovery. The results of the
UAT provide evidence that the new System meets the User Acceptance criteria as defined in the
Work Plan.

The results of the User Acceptance Test provide evidence that the new System meets the User
Acceptance criteria as defined in the Work Plan.

Upon successful conclusion of UAT and successful System deployment, the State will issue a letter of
UAT Acceptance and the respective Warranty Period shall commence.
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Activity Description The System User Acceptance Tests verify System functionality against predefined
Acceptance criteria that support the successful execution of approved processes.

Vendor Team o Provide the State an Acceptance Test Plan and selection of test scripts for the
Responsibilities Acceptance Test.
¢ Monitor the execution of the test scripts and assist as needed during the User
Acceptance Test activities.
¢ Work jointly with the State in determining the required actions for problem
resolution.

State Responsibilities e Approve the development of the User Acceptance Test Plan and the set of data
for use during the User Acceptance Test.

Validate the Acceptance Test environment.

Execute the test scripts and conduct User Acceptance Test activities.

Document and summarize Acceptance Test results.

Work jointly with Vendor in determining the required actions for problem
resolution.

¢ Provide Acceptance of the validated Systems.

Work Product The Deliverable for User Acceptance Tests is the User Acceptance Test Results.
Description These results provide evidence that the new System meets the User Acceptance
criteria defined in the Work Plan.

1.7.1 Scope
The scope of Performance Testing shall be to measure the System level metrics critical for the

development of the applications infrastructure and operation of the applications in the production
environment.

It will include the measurement of response rates of the application for end-user transactions and
resource utilization (of various servers and network) under various load conditions. These response
rates shall become the basis for changes and retesting until optimum System performance is
achieved.

Performance testing and tuning shall occur in the final production environment and shall use a copy
of the final production database to provide the best results.

1.7.2 Test Types
Performance testing shall use two different types of testing to determine the stability of the
application. They are baseline tests and load tests.
a) Baseline Tests: Baseline tests shall collect performance data and load analysis by running
scripts where the output is broken down into business transactions or functions. The test is like
a single user executing a defined business transaction. During baseline testing, each individual
script is run to establish a baseline for transaction response time, throughput and other user-
based metrics.
b) Load Tests: Load testing will determine if the behavior of the System can be sustained over a
long period of time while running under expected conditions. Load test helps to verify the
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ability of the application environment under different load conditions based on workload
distribution. System response time and utilization is measured and recorded.

1.7.3 Tuning
Tuning will be Vendor led and occur during both the development of the application and load

testing. Tuning is the process whereby the application performance is maximized. This can be the
result of making code more efficient during development as well as making tuning parameter
changes to the environment.

1.8 Security Review and Testing

IT Security involves all functions pertaining to the securing of State Data and Systems through
the creation and definition of security policies, procedures and controls covering such areas as
identification, authentication and non-repudiation.

All components of the Software shall be reviewed and tested to ensure they protect the State’s
hardware and software and its related Data assets.

Tests shall focus on the technical, administrative and physical security controls that have been
designed into the System architecture in order to provide the necessary confidentiality, integrity
and availability. Tests shall, at a minimum, cover each of the service components. Test
procedures may include Penetration Tests (pen test) or code analysis and Review.

Service Component Defines the set of capabilities that:

Identification and
Authentication

Supports obtaining information about those parties
attempting to log onto a system or application for
security purposes and the validation of users

Access Control

Supports the management of permissions for
logging onto a computer or network

Encryption

Supports the encoding of data for security purposes

Intrusion Detection

Supports the detection of illegal entrance into a
computer system

Verification

Supports the confirmation of authority to enter a
computer system, application or network

Digital Signature

Guarantees the unaltered state of a file

User Management

Supports the administration of
application and network accounts
organization.

computer,
within an

Role/Privilege Supports the granting of abilities to users or groups
Management of users of a computer, application or network

Audit Trail Capture | Supports the identification and monitoring of
and Analysis activities within an application or system

Input Validation

Ensures the application is protected from buffer
overflow, cross-site scripting, SQL injection, and
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unauthorized access of files and/or directories on
the server.

Tests shall focus on the technical, administrative and physical security controls that have been
designed into the System architecture in order to provide the necessary confidentiality, integrity
and availability. Tests shall, at a minimum, cover each of the service components. Test
procedures may include 3rd party Penetration Tests (pen test) or code analysis and review,

Vendor shall be required to provide 3rd party testing. Prior to the System being moved into
production, Vendor shall provide results of all security testing to the Department of Information
Technology for review and Acceptance. All Software and hardware shall be free of malicious
code (malware).

1.9 Successful UAT Completion

Upon successful completion of UAT, the State will issue a Letter of UAT Acceptance. Upon
issuance of the Letter of UAT Acceptance by the State, the respective Warranty Period shall
commence as set forth in Contract Exhibit K: Warranty and Warranty Services.

1.10 System Acceptance

Upon completion of the Warranty Period, the State shall issue a Letter of Final System
Acceptance.
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1. SYSTEM MAINTENANCE

1.1 Vendor’s Responsibility

Vendor shall maintain the AWO System in accordance with the Contract. Vendor will not be

responsible for maintenance or support for Software developed or modified by the State.

1.1.1 Maintenance Releases

Vendor shall make available to the State the latest program updates, general maintenance
releases, selected functionality releases, patches, and Documentation that are generally

offered to its customers, at no additional cost.

1.1.2 Custom Software, Interfaces, and Patches

All program updates, general maintenance releases, selected functionality releases, patches,
and Documentation released to the State and applied by Vendor as needed to meet the
requirements, shall support and be compatible with Vendor -developed Custom Software and

interfaces.

1.1.3 Hardware Maintenance —

Vendor shall provide on-going hardware maintenance for the hardware purchased
supporting the AWO system at the various State Parks throughout NH and headquarters
(Concord).

Upon report of an issue the call will be troubleshot by a support staff member. The
issue can be resolved by the initial staff member who receives the request. If the
complexity of the issue requires further escalation, the call can be escalated to a
member of the hardware team by direct transfer or through a ticketing system for a
return phone call to the location experiencing the problem. Vendor is able to utilize a
remote software tool, TeamViewer, to connect to the PCs in the field to assist in
troubleshooting.

Depending on the nature of the problem, resolution is possible without new hardware
being delivered to the location. Drivers/firmware that control the hardware can be
reinstalled/reconfigured remotely through the use of the remote connection software.

In the event of hardware failure Vendor will deliver replacement equipment to the
location. The failed equipment can then be returned for repair or it can be properly
disposed. Shipments to the field can occur Monday through Friday up until 3pm EST.
It is optional to be able to strategically place some spare equipment in the field for
field staff to obtain and utilize at times when shipping replacement equipment does
not meet the necessary turnaround time.

Upon the field staff receiving the equipment, they will be able to plug in the new
equipment or contact the support group for assistance on how to setup the equipment.
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Once the equipment is physically connected, the support staff is able to remotely
connect to the PC to complete any installation necessary.

2. SYSTEM SUPPORT
2.1 Vendor’s Responsibility
Vendor will be responsible for performing on-site or remote technical support in accordance with the
Contract Documents, including without limitation the requirements, terms, and conditions contained

herein.

As part of the Hardware and Software maintenance agreement, ongoing Hardware and Software
maintenance and support levels, including all new Software releases and replacement of defective
hardware shall be responded to according to the following:

Class A Deficiencies:

Software - Vendor shall have on-call telephone assistance, with issue tracking
available to the State, between the hours of 8:00 am and 8:00 pm — April 1 through
October 31 Eastern Time with an e-mail / telephone response within two (2) hours of
request. The Deficiency must be corrected within 4 hours during normal operating
hours.

Hardware

The Deficiency must be corrected within 4 hours during normal operating hours.
Spare equipment will be placed at designated locations determined by the State prior
to the beginning of each camping season throughout the contract. This equipment
shall be utilized at times when shipping replacement equipment does not meet the
necessary turnaround time.

Class B & C Deficiencies:

Software - The State shall notify Vendor of such Deficiencies during regular
business hours and Vendor shall respond back within four (4) hours of notification
with their planned corrective action.

Class B Deficiencies must be corrected within 1 day.

Class C Deficiencies must be corrected within a time frame agreed upon between
DRED and Vendor.

Hardware
Class B Deficiencies must be corrected within 1 day.

Spare equipment will be placed at designated locations determined by the State prior
to the beginning of each camping season throughout the contract. This equipment
shall be utilized at times when shipping replacement equipment does not meet the
necessary turnaround time.
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Class C Deficiencies must be corrected with an agreed upon time between DRED and
Vendor.

3. SUPPORT OBLIGATIONS AND TERM

3.1

3.2

3.3

34

3.5

3.6

Vendor shall repair or replace Hardware and Software, and provide maintenance of the
Hardware and Software in accordance with the Specifications and terms and requirements of
the Contract;

Vendor shall maintain a record of the activities related to warranty repair or maintenance
activities performed for the State;

Vendor shall provide on-call telephone assistance with issue tracking available to the State. At
a minimum, Vendor’s Solution must have a Help Desk with the following hours (all EST):

e  April 1st — October 31%
- Sunday - Thursday: 9:00 am — 5:00 pm
- Friday — Saturday: 9:00 am — 9:00 pm

e November 1* through March 30"
- Monday — Friday: 8:00 am — 5:00 pm

For all Services calls, Vendor shall ensure the following information will be collected and
maintained: 1) nature of the Deficiency; 2) current status of the Deficiency; 3) action plans,
dates, and times; 4) expected and actual completion time; 5) Deficiency Solution information,
6) Resolved by, 7) Identifying number i.e. work order number, 8) Issue identified by; and

Vendor must work with the State to identify and troubleshoot potentially large-scale System
failures or Deficiencies by collecting the following information: 1) mean time between reported
Deficiencies with the Software; 2) diagnosis of the root cause of the problem; and 3)
identification of repeat calls or repeat Software problems.

All Deficiencies found shall be corrected during the time frames specified above in Section 2
System Support.

If Vendor fails to correct a Deficiency within the allotted period of time stated above, Vendor
shall be deemed to have committed an Event of Default, and the State shall have the right, at its
option, to pursue the remedies in Part 2 Section 13 Termination. as well as to return Vendor’s
product and receive a prorated refund for all amounts paid to Vendor relating to such Deficiency,
including but not limited to, applicable license fees, within ninety (90) days of notification to
Vendor of the State’s refund request.
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT

NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052-PART 3

EXHIBIT H

PRIORITY RESPONSES

1. Requirements

Vendors shall complete a checklist based on the following format. Indicate whether the requirement is
included in the Solution without modification (Y), with modification (M), or not at all (N) and add additional
information in the Vendor Comments column. If modifications are needed to meet requirements, those
modifications must be included in the cost.

REQUIREMENT/DELIVERABLE

M/O | YM/N

Table 1 General System Requirements -Vendor Response Checklist

~ VENDOR COMMENTS

BUSINESS REQUIREMENTS

The application must be able to provide
multitude of reporting capabilities (financial,
statistical and demographic) for a specific
location or a combination of locations.

B-2

Solution must have a customer database for
demographic analysis.

B-3

New reservations, cancellations or changes
must be able to be made through a call center
(via phone, or email) and/or online real-time.

B4

The ability to make reservations 11 months in
advance.

B-5

The ability for individual campgrounds to be
able to make reservations and change existing
reservations.

B-6

The Vendor must have the ability to host a call
center.

Vendor proposes the use of New Hampshire
based work-at-home agents supplemented
with additional agents to address volume
spikes as needed.

B-7

The Vendor’s Solution must implement
campground polices described in Appendix J.

B-8

Vendor’s Solution must have the ability to
manage various types of reservation
transactions. For example: youth group
camping, watercrafts, pavilions, transport to
remote campsites, and other amenities.

B-9

Vendor Solution must have ability for State

park managers to adjust campground
| (camping sites) inventory. ‘
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT

NH STATE PARKS RESERVATION SYSTEM

CONTRACT 2013-052-PART 3
EXHIBIT H
PRIORITY RESPONSES

REQ #
B-10

!
0
I
!
v
r
\

+ Sunday - Thursday 9:00am — 5pm ;
'+ Friday - Saturday 9:00am — 9pm |

REQUIREMENT/DELIVERABLE
\t a minimum the Vendor Solution must have |
Help Desk with the following hours (all
ST):

From April 1st — October 31*

> i

L] mm

November 1st through March 30th
+ Monday - Friday 8am — 5pm

I

| Mo

i

'VENDOR COMMENTS

Vendor must have ability to survey customer
post visit.

The Solution shall support the creation and |

maintenance of an account structure that will |
reflect the needs of the Parks system scalable |
to changing account structure at State level. |
Current structure: ;
+ Location code: 2 digits Numeric ‘
»  Operations code: 2 digits numeric

» Activity Code: 5 digits alphanumeric

i M

GENERAL REQUIREMENTS

G-1

Vendor shall participate in an initial kickoff |
meeting to initiate the Project.

G-2

Vendor shall provide Project Staff as specified
in the RFP.

G-3

Vendor shall submit a finalized Work Plan
within ten (10) days after Contract award and
approval by Governor and Council. The Work
Plan shall include, without limitation, a !
detailed description of the Schedule, tasks,
Deliverables, critical events, task
dependencies, and payment Schedule. The
plan shall be updated no less than every two
weeks.

,SWith the exception of the optional

integration to Lawson the functionality
described in this solicitation is already in
place for DRED and as such we welcome the
opportunity to discuss the provision of a
finalized Work Plan.

G4

~ will include expenses incurred year to date.

Vendor shall provide detailed bi-weekly status
reports on the progress of the Project, which .

G-5

rAll

user, technical, and System
Documentation as well as Project Schedules, .
plans, status reports, and correspondence must |
be maintained as project documentation. !

' (Define how- WORD format- on-Line, in a |

common 11brary or on paper) o s -

i we do not expect this to be required. User
* manuals are available on-line in .pdf format

 DRED.

As your current reservation system provideaﬁ

for each of the AWO interfaces used by
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052-PART 3

EXHIBIT H
PRIORITY RESPONSES

REQ #

REQUIREMENT/DELIVERABLE

Vendor will provide State with PCI DSS |

certification documentation and evidence of |
its most recent validation of compliance.
Vendor must supply an attestation of
compliance at least annually.

M/O

M

Y/M/N |

} SN PR e ———— e
| Vendor completed our most recent audit and
| received our Attestation of Compliance in
! October 2012.

TECHNICAL REQUIREMENTS

ek

VENDOR COMMENTS

T-1

The Vendor will provide a hosted centralized
NH State Park Reservation System accessed
through a web-based interface available
twenty-four (24) hours per day, seven (7) days
per week, 365 days per year with the look and

feel of NH State Parks web site.

: maintenance periods.

- 7? Vendor’s hosted solution will be available
| 24x7x365 except for

agreed upon

T-2

The Solution must comply with Open
Standards as specified in RSA 21-R:10 and
21-R:13, including but not limited to Open
Data Formats.

T-3

The State will actively and fairly consider all |
types of available software for IT software |
procurements. Open Source Software will be
considered equally alongside Proprietary
Software.

T4

MGUI Interface Technologies

Web-based compatible and in conformance
with the following W3C standards:

« XHTML 1.0

+ CSS2.1

* XML 1.0 (fourth edition)

T-6

T-7

T-8

I
[—

| The Vendor must provide an application that

- product that is secure and includes secure
authentication and authorization.

WindQWs XP/W indows 7 Compatiblﬂe“

will communicate via low and high
bandwidth, such as Dial-up, cable, DSL and
satellite.

Due to the confidentiality of client
information, the Vendor must provide a

i
i
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT

NH STATE PARKS RESERVATION SYSTEM

CONTRACT 2013-052-PART 3

are supported and printing is based on

EXHIBIT H
PRIORITY RESPONSES
REQ # REQUIREMENT/DELIVERABLE | M/O Y/M/N VENDOR COMMENTS
T-9 Vendor will provide an apphcatlon to the | , i Ve“l‘,“"t. b“_“‘2087 Field Ara;‘l:‘gefbl,“’;a‘
i application in to provide the ability for
State, and Park Staff that is web based with ’ ; field staff to complete basic actions in an
the ability to operate “offline”. i ) offline mode in the event connectivity is lost.
However, not a single contract chose to
! : implement the functionality and as a result
; x . i the product was discontinued.
| | i The lack of need for a local solution was due
: 1 Ly . to several factors including the stability of
{ 3 ! the AWO  platform, technological
i ; improvements in connectivity, and the other
: | options for operation in the event of a loss of
| connectivity. Additionally, AWO can be
accessed from any computer with an Internet
connection providing the ability for example
i to operate from the park office if the
! ‘ ! campground gate-house can no longer
E connect
T-10 The Vendor must be able to demonstrate that |
the log-on protocols can sufficiently limit the v
viewing and editing privileges for Data that is
i used exclusively by one or more of the users. 4 B
T-11 Application must be compliant and the PA- Vend‘l’,r maiﬂ‘ai;s Zg_‘f:DSﬁS Le‘éisnl)
. { complance an cerulication.
DSS and SAS70 (audited statement of | standards include some but not all of the
controls over the development and v | stringent PCI compliance standards and as
: | such Vendor welcomes the opportunity to
maintenance process of software) .documents | discuss the SAST/SSAEI6 requirement
must be submitted on an annual basis. ‘x with authorized DRED staff during the
- o o i | _procurement process. o
T-12 The State requires compliance with the | ' See response to T-11.
AICPA SAS70. However we recognize that :
the SAS70 requirement has been superseded
by SSAE 16. Therefore the vendor shall host (
the system, its maintenance, development and
change management procedures so as to fully
comply with the AICPA guidelines as detailed v
in SSAE 16 or its successor. Annually the
vendor will provide a copy of an independent !
auditor’s report on compliance with the
| standards as set forth in SSAE 16 or its
| successor. Failure to provide the report or to
- show material compliance will be considered ‘
breach of contract. | g ; B B B
T-13 Web sites must comply with State of New ! | Vendor websites are compliant with current
hire Web Site Standard d poli c Y | applicable State of New Hampshire Web
o Ijeir{lps ire Web Site Standards and policies ; | Site Standards and policies.
T-14 Application must be able to have cash drawer | Vendor's solution was designed with a
i f i strong financial backbone including cash
and recelpt unctions. } drawer tracking and reconciliation. Receipts
|
i

. : system  configuration determined in
? ] . conjunction with DRED.
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM

CONTRACT 2013-052-PART 3

EXHIBIT H

PRIORITY RESPONSES

REQ#
T-15

REQUIREMENT/DELIVERABLE

| The Vendor will have a Data conversion

mapping plan and will convert existing Data
from the current Reservations into the NH
State Park Reservation System. The vendor
must be able to reconcile the conversion
process to verify proper transfer of Data.

M/O

YM/N

i

g VENDOR COMMENTS
"1"As your current reservation system this will |
% not be required.

i

T-16

The Vendor must provide internal training on
the NH State Park Reservation System prior to
cut over to new system. The training should be
such that all training attendees (minimum of 8
users and 2 administrators) are proficient in
the usage of the system and the creation of
reports.

T-17

uses a secure log-on procedure and full
performance and compatibility with the latest
version of Microsoft Internet Explorer.

The Vendor will provide an apphcatlonthat

As your current reservation system this will
not be required, however, additional training
can be provided should DRED so desire.

T-18

Repair or replace the hardware, or any portion
thereof, so that the System operates in
accordance with the Specifications, terms, and
requirements of the Contract. (Only applies if
State purchases hardware under this contract).

Ko}

Vendor acknowledges the requirement to
repair or replace hardware to ensure
operation in accordance with the contract
should the State elect to purchase hardware
from our organization.

T-19

Vendor will electronically transfer all funds
received on behalf of the State to the State’s
bank account on a weekly basis.

T-20

| “This process is currently in place and

operational for DRED.

All proceeds from the NH State Park
Reservation System are funds of the State of
New Hampshire, which Vendor holds in trust.
These proceeds shall not be comingled with

purpose.

T-21

provide electronic files to the NHDRED

total dollar transferred less the transaction
fees. The electronic data files will contain
i information such as, but not limited to, names,
( addresses and reservation confirmation
number.

containing fee details. The total dollar amount
of each electronic file will always equal the |

personal, business or any other operating
funds or diverted or used by Vendor for any

With each EFT to the State bank, vendor will | |

! Vendor provides the option of having funds
deposited into a trust account or directly into
a State of New Hampshire bank account set
up for the purpose.

T-22

| Data file output in text, CSV, etc
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT

NH STATE PARKS RESERVATION SYSTEM

CONTRACT 2013-052-PART 3

» and special characters.

general users using capital letters, numbers .

EXHIBIT H
PRIORITY RESPONSES
REQ# REQUIREMENT/DELIVERABLE M/O : Y/M/N i VENDOR COMMENTS
T-23 ' The Vendor’s solution must have the ab111ty to | ? | Vendor provides financial exports to many
f f: to the Stat fi 1 t ; ! ! of our existing clients. As your selected
- interface into € ate’s financia System . 5 " vendor we will work with appropriate DRED
! (Lawson). Y . staff to determine the exact needs of this
‘ ? ; ! interface should the State wish to pursue this
; i . option. AWO customization is not required
| |_to provide this functionality.
T-24 Vendor solution must be able to list number of | j ' AWO can be configured to collect
hildren and adults se tel ti ! Y , demographic information including adults
''''' childre ults separately in reservation. . . andchildren.
T-25 Vendor solution must have the ability to create : ‘ AfWO PfS’VideSl ‘he;‘bﬂgy to ‘i;fR“;; "“mb:l’:
. . ; f " of security roles based on ’S nee:
and customrze securlty. roles suclr as Park ; " with staff assigned to roles as appropriate.
Managers, Field Supervisors, and Field Staff, | LY : This functionality is in place and operational
etc. to assign different functions of the ; for DRED today.
Solution. j
T-26 Vendor solution must have interactive maps |
showing campsite availably by date and by M Ly
location for Park staff and customers. . '
T-27 System should have ability to list available ‘
camp sites numerically and by type (ex. water | M LY
front, tent, electric, etc.). ;
T-28 | System will include ability to print overdue | ‘ - AWO provides access to check-in, check-out
i heck out and check in list ; i - and overdue check-out lists through the Field
! check out and check 1n list. LY " Manager. As a result printing is not required,
. | ! however the information can be copied to a
| ; R | _file for printing should the need arise.
T-29  Vendor’s solution must be compatible with ! "
| thermal receipt printers and have the ability to ; v
. customize receipt printing (order of receipts, ;
' text, art work, etc.) ‘
T-30 | System should allow for additional items, : ; _Aﬂl :je;;:nqe Pmccsfi;’tt;“m;_gh AVIVO i;
; (such as wood, ice, extra adult, etc.) to be | . ;Itl:ﬁl;ﬁcal mu:)o Itcs<‘mson ated financial an
- added to the transaction or as a separate !
_ purchase and all be included on daily reports. j j -
SECURITY REQUIREMENTS Ly B o
S-1 i Verify the identity or authenticate all of the ‘
| system client applications before allowing use Ly
of the system to prevent access to }
- lpappropnate or confidential data or services.
S-3 . Enforce unique user names. LY |
S4 “Enforce complex passwords for Administrator j
Accounts of ten characters or more in v
i accordance with DolT’s statewide User '
| Account and Password Policy.
e S ) I
S-5 " Enforce the use of complex passwords forx ‘ f
Y
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT

NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052-PART 3
EXHIBIT H
PRIORITY RESPONSES

REQ#

REQUIREMENT/DELIVERABLE

S-6

Encrypt passwords in transmission and at rest

within the database. M

‘M/O

S-7

Expire passwords after a definite perio& of
time agreed upon between Vendor and State.

- VENDOR COMMENTS

S-9

Provide ability to limit the number of people |
that can grant or change authorizations 'M

S-10

The ability to grant or change authorizations
is based on the appropriate security role. We
will work with DRED staff to ensure only
authorized staff are assigned this role.

Establish ability to enforce session timeouts
during periods of inactivity.

S-11

Ensure application has been tested and .
hardened to prevent critical application |
security flaws. ( At a minimum, the |
application shall be tested against all flaws |
outlined in the Open Web Application | M
Security Project (OWASP) Top Ten ﬁ
(http://www.owasp.org/index.php/OWAS
P_Top_Ten_Project)) and report submitted to |
the Agency. ‘»

The application shall not store authentication | M
credentials or sensitive Data in its code. !

Audit all attempted accesses that fail &
identification, authentication and authorlzatlon I M
requirements |

S-14

The application shall log all transactions made ‘
to the system by the user, to a central server to . M
prevent denial that they have taken place.

AWQ’s single central database is the
repository for all transactions. Transactions
are never deleted from the database to
‘ maintain auditability.

S-15

| The application must allow a user to exphcltly
terminate a session. No remnants of the pnor M
session should then remain.

S-16

S-17

Use only the Software and System Services
designed for use.

The application Data shall be protected from
unauthorized use when at rest

S-18

S-19

 Keep any sensitive Data or communications \
private from unauthorized individuals and M
programs. |
Subsequent application enhancements or
upgrades shall not remove or degrade security | M
requlrements

| PCI compliance for Credit Card transactions. |

- Create change management documéntatlon
“and procedures.

M :

T —

S
! Vendor has a proven change management

) proyldedtoDRED e

f system that is fully documented and can be
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052-PART 3

EXHIBIT H
PRIORITY RESPONSES

”REQ#
S-22

S23

' The application shall comply with the PCI
i PA-DSS standards.

REQUIREMENT/DELIVERABLE

- M/O Y/MIN
T The vendor must supply to Agency a new
 status report and evidence of validation of | M
| compliance at least annually or upon request.

VENDOR COMMENTS

'M

HOSTING REQUIREMENTS -
OPERATIONS

! Vendor maintains
. compliance.

PCI-DSS Level 1

. hardware, software, and Internet bandwidth to

I permission based logins.

Vendor shall maintain a secure hostmg
environment

providing all  necessary
manage the application and support users with |

State access will be via Internet Browser.

H-2

. The State will be responsible for equipment, |

At a minimum, the System should support this
client configuration; Pentium 4, 630/3.0GHz
PC, Microsoft Windows XP Professional
Version 2002, Internet Explorer 7, and 128 bit ‘

encryption. ' M

labor, and /or services necessary to set-up and |
maintain the internet connectivity at the State |

! Vendor’s infrastructure is hosted in a best in
: class
i unparalleled security.

Tier 3 data center providing

H-2.a

! Provider.

|
and/or other third party sites. J
Vendor will not be responsible for network |
connection issues, problems or conditions .
arising from or related to circumstances
outside the control of the Vendor, ex: !
bandwidth, network outages and /or any other
conditions arising on the State’s internal
network or, more generally, outside the
Vendor’s firewall or any issues that are the
responsibility of the State Internet Service

H-3

Vendor shall provide a secure Class A Data ‘
Center providing equipment (including

- dedicated servers), an on-site 24/7 system | M
| operator,
 managed backup Services.

managed firewall services, and |

_ Vendor’s AWO system is housed in a best of
- class Tier 3 Data Center.

H4

. Data Center Air Conditioning — used to |
| control temperature and humidity in the Data |
. Center. Temperature ranges shall be between |
 68and 75 °F. '

* This
. operational for DRED today.

infrastructure  is  in place and
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT

NH STATE PARKS RESERVATION SYSTEM

CONTRACT 2013-052-PART 3
EXHIBIT H

PRIORITY RESPONSES

REQ #
H-5

REQUIREMENT/DELIVERABLE
Data Center Humidity shall be noncondensing
and be maintained between 40-55% with
maximum dew point of 62 °F.

H-6

power supplies shall be sized to sustain
computer systems and associated components
for, at a minimum, the amount of time it takes
for a backup generator to take over providing
power. Where possible, servers shall contain
redundant power supplies connected to
commercial power via separate feeds.

Data Center Backup Power — uninterruptible | o

M/O | Y/M/N

i

QM Y

VENDOR COMMENTS

" infrastructure

This is in place and

! operational for DRED today.

This infrastructure is in place and

operational for DRED today.

H-7

Data Center Generator — shall be sufficient to

components for, at a minimum, the amount of
time it takes for commercial power to return.
Fuel tanks shall be large enough to support the
generator at -full load for a period not less
than 1 2 days of operation.

H-8

Heo

H-10

for more uniform air circulation in the form of
a plenum for cold air as well as to provide
space for power cabling and wetness
monitoring.

Data Center Fire Protection System - fire
detectors in conjunction with suppression
gaseous systems must be installed to reduce

| the risk of loss due to fire.

The Data Center must be physically secured —
restricted access to the site to personnel with
controls such as biometric, badge, and others
security solutions. Policies for granting access
must be in place and followed. Access shall
only be granted to those with a need to
perform tasks in the Data Center.

sustain computer systems and associated |

Data Center Floor — A raised floor is required

This infrastructure is in and

operational for DRED today.

place

This infrastructure is in place and

| operational for DRED today.

This infrastructure is in  place and

operational for DRED today.

This infrastructure is in pléce and

operational for DRED today.

Vendor must monitor the application and all
servers.

services on all servers located at the Vendor’s
facility.

manufacturer.

Vendor shall manage the databases and @

Vendor shall install and upaaterelevant
critical server patches, updates, and other |
utilities within 30 days of release from the .

Extensive application and server monitoring
is operational for DRED today.
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM

CONTRACT 2013-052-PART 3
EXHIBIT H
PRIORITY RESPONSES

REQ#
H-14
application logs.

__ REQUIREMENT/DELIVERABLE
Vendor shall monitor System, security, and

. M/O

|
1
i
i

<

VENDOR COMMENTS

H-15 Vendor shall manage

resources.

<

the shar‘ikr‘igwéf datag

H-16

Vendor shall manage daily backups, offsite |
data storage, and restore operations.

H-17

The Vendor shall monitor physical hardware.

H-18
breach in security to

their hosting sites.

DISASTER RECOVERY

The Vendor shall immediately report any (

the State of New

Hampshire and accepts all liability for breach ‘M M
of State of NH data stored on their systems at |

SN
e +
!
i

Vendor shall promptly report any breach in
security and accepts responsibility for breach
of State of NH data stored on their systems
at their hosting sites except to the extent that
such breach is caused by State and/or its
agents or representatives

Vendor shall conform

New Hampshire.

to adequate disaster

recovery procedures as defined by the State of . M ‘M

Vendor shall conform to its own internal
i disaster recovery procedures.

H-20 Vendor shall

recovery needs.

will have to be replaced.

The disaster recovery
appropriate methods for procuring additional '
hardware in the event of a component failure. |
In most instances, systems shall offer a level |
of redundancy so the loss of a drive or power ; 1
supply will not be sufficient to terminate | |
services however, these failed components :

have documented disaster -
recovery plans that address the recovery of !
lost State data as well as their own. Systems M LY
shall be architected to meet the defined

|
1
i

plan shall identify :

| Disk failures in the primary or secondary |

arrays will not affect performance of the
database and the disks are hot-swappable.
Each array houses 1 hot spare disk drive to
replace a failed drive immediately. The bad
| disk can then be replaced, and the hot spare
i is once again available for protection.

H-22 Vendor shall adhere

documented back-up schedule and procedure.

to a defined and M v

H-23

Back-up copies of data are made for the :
purpose of facilitating a restore of the data in ' M LY
the event of data loss or System failure.

!
_. SN A

H-24

At a minimum, acceptable frequen(s; ) of N |
scheduled backups of all servers is differential | M LY
backup daily, and complete backup weekly. 13
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM

CONTRACT 2013-052-PART 3

EXHIBIT H
PRIORITY RESPONSES
REQ # REQUIREMENT/DELIVERABLE 4 M/O | YM/N VENDOR COMMENTS
H-25 Tapes or other back-up media tapes must be | All systems and services
securely transferred from the site to another | have the confidence of
secure location to avoid complete data loss | " maximized uptime through:
with the loss of a facility. , M N » Two Fully Redundant Data
; Centers
t .
: » Replicated databases,
| redundant servers as well as
) offsite data storage
H-26 If State data is personally identifiable, data Se“Si‘it"; Pfem“%" gfm“a‘i‘;?‘ isls(‘i‘;:g in
. . encryp orm 1n the operational ase
mus.t be encrypted in the operation as well as on the backup devices. As soon as
environment and on backup tapes. M v credit card information is entered it is
encrypted using PCI approved (AES-128)
| algorithms, and is unreadable by any staff]
e L I B |
H-27 Data recovery — In the event that recovery t“t:]f““_‘a;y A“éo ?"?bl‘:se i “’Plt‘cate‘(i)“’a
“ . 0 mdaependent 1SK subsystem n a
back to the last backup is not sufficient to SAN_ymsrg’pﬁcation oooirs roaltime and! is
recover State Data, the Vendor shall employ a 2" level of protection guarding against a
the use of database logs in addition to backup :::l‘i‘;:ftg;fg‘g;a‘s’: ‘:;Stgemgb‘:osuy;;f"gngz
media in the restoration of the database(s) to | M Y within 15 minutes if the primary database
afford a much closer to real-time recovery. To | becomes ul}availab_l(eiéd Ab third 'eh‘;el of
: : protection is provi y asynchronous
do th}s,‘ logs must be movgd off the volume replication of the primary database to our
containing the database with a frequency to backup Data Center.
match the business needs.
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HOSTING REQUIREMENTS - | | ‘
NETWORK ARCHITECTURE | ; %

H-28 The Vendor must operate hosting Services on : | Over the past six-months, our uptime for
! . { i i AWO has exceeded 99.99%.
I a network offering adequate performance to ! :
' meet the business requirements for the State | ‘
application. For the purpose of this RFP, M ' M
adequate performance is defined as 99.99% ’
uptime, exclusive of the regularly scheduled ‘
maintenance window. I
H-29 The Vendor shall provide network redundancy -
deemed adequate by the State by assuring : ‘
redundant connections provided by multiple . :
Internet Vendors, so that a failure of one |
Internet connection will not interrupt access to |
the State application.

¢

This redundant infrastructure is in placé and
operational for DRED today.

|
|
e s s e e

Where redundant connections are not | | This redundant infrastructure is in place and
provided, then the Internet Vendor who w operational for DRED today.
provides the Internet service to the Vendor | " !
must have their service supplied by a M LY
provider(s) that has multiple feeds to ensure . 5

i that a failure in one of the larger carriers will !

not cause a failure of the State’s Service. l ‘ !
H-31 The Vendor’ network architecture must | ‘ + This redundant infrastructure is in place and
include redundancy of routers and switches in | M LY . operational for DRED today. |
the Data Center. ;
HOSTING REQUIREMENTS -
SECURITY | .
H-32 The Vendor shall employ security measures | !

ensure that the State’s application and data is | M Y
protected. " ‘

H-30

H-33 If State data is hosted on multiple servers, data :
exchanges between and among servers must | M Y
be encrypted. 3 '
H-34 All servers and devices must have currently-
- supported and hardened operating systems, the :
. latest anti-viral, anti-hacker, anti-spam, anti- | ,
spyware, and anti-malware utilities. The | M Y
environment, as a whole, shall have |

aggressive intrusion detection and firewall |

| protection. .
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H-35 | All components of the infrastructure shall be
' reviewed and tested to ensure they protect the i
- State’s hardware, software, and its related data |
. assets. Tests shall focus on the technical, 1 3
| administrative and physical security controls ; 1

‘that have been designed into the System
| architecture  in  order to  provide | |
____ confidentiality, integrity and availability. |

H-36 In the development or maintenance of any ’
code, the Vendor shall ensure that the
Software is independently verified and M v
validated using a methodology determined | ‘
appropriate by the State. All software and ! [

| hardware shall be free of malicious code. : i
H-37 | The Vendor shall notify the State’s Project ; | Vendor shall provide notification of security
. el s ! | breaches within two hours of confirmation of
Manager of any security breaches within two | M M ' their occurrence.
' (2) hours of the time that the Vendor learns of |
; their occurrence. 7 ; ;

H-38 The Vendor shall ensure its complete g
cooperation with the State’s Chief Information ' i
Officer in the detection of any security , M 'y
vulnerability of the Vendor’ hosting ‘ |
infrastructure and/or the application. *

H-39 The Vendor shall be solely liable for costs | f | The Vendor shall be liable for costs

iated ith b h of State dat ; j ’ associated with any breach of State data
associate Wl. any‘ reac. 0 R ate data { i housed at their location(s) including but not
housed at their location(s) including but not | M ‘M ¢ limited to notification required by law and
s : : i : ; any damages assessed by the courts, except
limited to notification and any damages | | to the extent that such breach is caused by
assessed by the courts. B | . | State and/or its agents or representatives.

H-40 The Vendor shall a perform security audits, - Vendor undergoes annual audits to ensure
including internal and external vulnerability | . PCLDSS Level 1 compliance and will

. d licati d net K penetrati ‘M "N | prov1d<? the completed Attestation _of
testing, and applica lOn‘ an_ network penctration i . Compliance to the State to confirm its
tests of the Vendor’ hosting infrastructure. * ongoing compliance.

H-40a | Documentation will be submitted on a annual basis | Vendor undergoes annual audits to |
for application and network penetration testing ; ensure  PCI-DSS  Level 1
unless there is a significant change to the | | compliance and will provide the
environment. A “significant change” is defined as: ! | completed Attestation of

K . o | _Comphapce to thq State to confirm
i Changes that impact the application code, database ' | its ongoing compliance. As part of
' schema and/or encryption methodologies. (note: | M . “its on-going PCI compliance,
en:t%pti:)r; changes does not mean renewing a SSL " Vendor follows the requirements of
ceruiticate ‘ ! : H 1
Deployment of new hardware in the cardholder | : ; the §tandard including ‘al
. . i { appropriate scans and penetration
environment (servers, routers, switches, etc) ; ' tests
] ! )
§OS and Database upgrades (this does not include ‘ ;
! : patching of existing OS or database environments) 5 e
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H-41

" The Vendor shall provide fire detection and '

' suppression system, physical security of and |

i

-~ infrastructure security of the proposed hosting |

facility. The environmental support equipment

'M

of the Vendor website hosting facility: power |
. conditioning; HVAC; UPS; generator must be

acceptable to the State.

LEVEL AGREEMENT

HOSTING REQUIREMENTS - SERVICE

H-42

H-43

H-44

H-45

The Vendor’s System support and

- Effective Date and extend through the end of |
,‘ the Contract term, and any extensions thereof.

maintenance shall commence upon the |

M

| Maintain/replacement of the Software in |

5 accordance with the Specifications, terms, and |

requirements of the Contract, including

, prov1d1ng upgrades and fixes as required.

- Repair or replace the hosting hardware, or anyi o
portlon thereof, so that the System operates in

- accordance with the Specifications, terms, and
requ1rements of the Contract.
' The Vendor response time for support shall

, ' conform to the specific deficiency class as |
- described in APPENDIX H - STATE OF !

'NEW  HAMPSHIRE TERMS AND

¢ CONDITIONS: H 25.11.2.

' H-46

‘H47

H-48

. The hosting server for the State shall be ,

. available twenty-four (24) hours a day, 7 days |
a week except for during scheduled ;

' maintenance.
" The Vendor will guide the State with possible
- solutions to resolve issues to maintain a fully
. functioning, hosted System.
A regularly scheduled maintenance window
 shall be identified (such as weekly, monthly,

i

© or quarterly) at which time all relevant server

patches and application upgrades shall be

The Vendor will g1ve ‘two-business days prior i

notification to the State Project Manager of all |
changes/updates and provide the State w1th
 training due to the upgrades and changes.

. Vendor will host in no less than a Tier 3

i Data Center.

" Vendor will establish a monthly maintenance

. window on the third Friday of every month
; (From 1:00 am to 5:00 am ET).

Other maintenance downtime if required will
be scheduled with at least 48 hours’ notice
except in the event of an emergency
downtime when less than 48 hours’ notice

| may be provided.
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H-50

The Vendor shall guarantee 99.99% uptime,
exclusive of the regularly scheduled
maintenance window.

! Over the past six months, our uptime for
AWO exceeded 99.99%.

H-51

If The Vendor is unable to meet the 99.99%
uptime requirement, The Vendor shall credit
State’s account in an amount based upon the
following formula: (Total Contract Item
Price/365) x Number of Days Contract Item

Not Provided. The State must request this |

credit in writing.

| Vendor currently maintains uptime in excess
0f 99.99% measured on an annual basis.

H-52

The Vendor shall use a change management
policy for notification and tracking of change
requests as well as critical outages.

H-53

A critical outage will be designatéd when a|

business function cannot be met by a

nonperforming application and there is no

work around to the problem.

H-54

H-55

All hardware and software components of the ‘s/
Vendor hosting infrastructure shall be fully |

supported by their respective manufacturers at
all times. All critical patches for operating
systems, databases, web services, etc, shall be
applied within thirty (30) days of release by
their respective manufacturers.

The Vendor shall maintain a record of the

activities related to repair or maintenance '
activities performed for the State and shall

report quarterly on the following:

»  Server up-time

+ All change requests
including operating system patches

implemented, :

 All critical outages reported including |

actual issue and resolution

« Number of deficiencies reported by class

with initial response time as well as time |

to close.

To the extent that such action does not
impact PCI-DSS compliance or other
| security concems Vendor will install all
i relevant critical patches, within 30 days of
Y i release.
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Vendor’s Project Manager and the State Project manager shall finalize the Work Plan within 10 days of the
Effective Date and further refine the tasks required to implement the Project. The elements of the preliminary
Work Plan are documented in accordance with Vendor’s plan to implement the Application Software.
Continued development and management of the Work Plan is a joint effort on the part of Vendor and State
Project Managers.

The preliminary Work Plan created by Vendor and the State is set forth at the end of this Exhibit.

In conjunction with Vendor’s Project Management methodology, which shall be used to manage the Project’s
life cycle, Vendor team and the State shall finalize the Work Plan at the onset of the Project. This plan shall
identify the tasks, Deliverables, major milestones, task dependencies, and a payment Schedule required
to implement the Project. It shall also address intra-task dependencies, resource allocations (both State and
Vendor team members), refine the Project’s scope, and establish the Project’s Schedule. The Plan is
documented in accordance with Vendor’s Work Plan and shall utilize MS Project or other acceptable
application to support the ongoing management of the Project.

1. ASSUMPTIONS

A. General

o The State shall provide team members with decision-making authority to support the
Implementation efforts, at the level outlined in the Request for Proposal Document State Staffing
Matrix.

¢  All State tasks must be performed in accordance with the revised Work Plan.

s All key decisions will be resolved within five (5) business days. Issues not resolved within this
initial period will be escalated to the State Project Manager for resolution.

e Any activities, decisions or issues taken on by the State that affect the mutually agreed upon
Work Plan timeline, scope, resources, and costs shall be subject to the identified Change Control
process.

* Vendor shall maintain an accounting system in accordance with Generally Accepted Accounting
Principles (GAAP).

B. Logistics
e If needed, the State will work with Vendor to determine the requirements for providing all
necessary workspace and office equipment, including desktop computers for the Vendor’s staff if
needed.

C. Project Management
s The State shall approve the Project Management Methodology used for the Project.
¢ The State shall provide the Project Team with reasonable access to the State personnel as needed
to complete Project tasks.
¢ Vendor assumes that an Alternate Project Manager may be appointed from time to time to handle
reasonable and ordinary absences of the Project Manager.
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D. Technical Environment and Management
e Vendor team shall implement 3.05 of the AWO.

E. Conversions — N/A

F. Project Schedule
¢ Since this project is already live, the kick-off meeting regarding customization as defined in the
project plan will occur within 10 business days of contract execution.

G. Reporting
¢ Vendor shall conduct weekly status meetings until all requirements are met and provide reports
that include, but are not limited to, minutes, action items, test results and Documentation. Once
finally delivery of all requirements

H. User Training and Change Management
¢ Vendor Team shall lead the development of the end-user training plan.
¢ A train the trainer approach shall be used for the delivery of end-user training.
¢ The State shall schedule and track attendance on all end-user training classes.
¢ New Deployment/Functions and Features Training
e User Manuals and Guides through the AWO launch page

I. Performance and Security Testing
¢ Vendor Team shall provide a performance test workshop to identify the key scenarios to be
tested, the approach and tools required, and best practices information on performance testing.
e The State shall work with Vendor on performance testing as set forth in Contract Exhibit F —
Testing Services.

2. ROLES AND RESPONSIBILITIES

A. Vendor Team Roles and Responsibilities

1) Vendor Team Project Executive
Vendor Team’s Project Executives (Vendor and Subcontractor Project Executives) shall be
responsible for advising on and monitoring the quality of the Implementation throughout the
Project life cycle. The Project Executive shall advise Vendor Team Project Manager and the
State’s Project leadership on the best practices for implementing Vendor Software Solution
within the State. The Project Executive shall participate in the definition of the Project Plan and
provide guidance to the State’s Team.

2) Vendor Team Project Manager
Vendor Team Project Manager shall have overall responsibility for the day-to-day management
of the Project and shall plan, track, and manage the activities of Vendor Implementation Team.
Vendor Team Project Manager will have the following responsibilities:
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e Maintain communications with the State’s Project Manager;

¢ Work with the State in planning and conducting a kick-off meeting;

¢ Create and maintain the Work Plan;

e Assign Vendor Team consultants to tasks in the Implementation Project according to the
scheduled staffing requirements;

¢ Define roles and responsibilities of all Vendor Team members;

e Provide weekly and month update progress reports to the State Project Manager;

e Notify the State Project Manager of requirements for State resources in order to provide
sufficient lead time for resources to be made available;

e Review task progress for time, quality, and accuracy in order to achieve progress;

¢ Review requirements and scheduling changes and identify the impact on the Project in order
to identify whether the changes may require a change of scope;

¢ Implement scope and Schedule changes as authorized by the State Project Manager and with
appropriate Change Control approvals as identified in the Implementation Plan;

¢ Inform the State Project Manager and staff of any urgent issues if and when they arise;

e Provide the State completed Project Deliverables and obtain sign-off from the State’s Project
Manager.

3) Vendor Team Analysis
Vendor Team shall conduct analysis of requirements, validate Vendor Team’s understanding of
the State business requirements by application, and perform business requirements mapping:
e Construct and confirm application test case scenarios;
¢ Produce application configuration definitions and configure the applications;
¢ Conduct testing of the configured application;
¢ Produce functional Specifications for extensions, conversions, and interfaces;
e Assist the State in the testing of extensions, conversions, and interfaces;
e Assist the State in execution of the State’s Acceptance Test;
e Conduct follow-up meetings to obtain feedback, results, and concurrence/approval from
the State;
e  Assist with the correction of configuration problems identified during system, integration
and Acceptance Testing; and
e  Assist with the transition to production.

4)  Vendor Team Tasks
Vendor team shall assume the following tasks:
e Development and review of functional and technical Specification to determine that they
are at an appropriate level of detail and quality;
e Development and Documentation of conversion and interface programs in accordance
with functional and technical Specifications;

e Development and Documentation of installation procedures; and
e Development and execution of unit test scripts;

e Unit testing of conversions and interfaces developed; and

e System Integration Testing.
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B. State Roles and Responsibilities

The following State resources have been identified for the Project. The time demands on the
individual State team members will vary depending on the phase and specific tasks of the
Implementation. The demands on the Subject Matter Experts’ time will vary based on the need
determined by the State Leads and the phase of the Implementation.

1) State Project Manager
The State Project Manager shall work side-by-side with Vendor Project Manager. The role of the
State Project Manager is to, facilitate completion of all tasks assigned to State staff, and
communicate Project status on a regular basis. The State Project Manager represents the State in
all decisions on Implementation Project matters, provides all necessary support in the conduct of
the Implementation Project, and provides necessary State resources, as defined by the Work Plan
and as otherwise identified throughout the course of the Project. The State Project Manager has
the following responsibilities:
e Plan and conduct a kick-off meeting with assistance from Vendor team;
¢ Identify and secure the State Project Team members in accordance with the Work Plan;
¢ Define roles and responsibilities of all State Project Team members assigned to the Project;
¢ Identify and secure access to additional State end-user staff as needed to support specific
areas of knowledge if and when required to perform certain Implementation tasks;
e Communicate issues to State management as necessary to secure resolution of any matter
that cannot be addressed at the Project level;
¢ Inform Vendor Project Manager of any urgent issues if and when they arise; and
e Assist Vendor team staff to obtain requested information if and when required to perform
certain Project tasks. '

2) State Subject Matter Expert(s) (SME)
The role of the State SME is to assist application teams with an understanding of the State’s
current business practices and processes, provide agency knowledge, and participate in the
Implementation. Responsibilities of the SME include the following:
¢ Be the key user and contact for their Agency or Department;
e Attend Project Team training and acquire in-depth functional knowledge of the relevant
applications;
e  Assist in validating and documenting user requirements, as needed;
e Assist in mapping business requirements;
e Assist in constructing test scripts and data;
e Assist in system, integration, and Acceptance Testing;
e Assist in performing conversion and integration testing and data verification;
e Attend Project meetings when requested; and
e Assist in training end users in the use of Vendor Software Solution and the business
processes the application supports.

3) State Technical Lead and Architect
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The State’s Technical Lead and Architect reports to the State’s Project Manager and is
responsible for leading and managing the State’s technical tasks. Responsibilities include:

e Attend technical training as necessary to support the Project;

e Work with State IT management to obtain State technical resources in accordance with
the Work Plan; and

e Represent the technical efforts of the State at Project meetings as needed.

3. SOFTWARE APPLICATION

The use of the AWO System will require:
¢ PC with Windows 7
¢ Internet Explorer 8 or 9
e Excel or Excel Viewer,
¢ Symantic Endpoint or equivalent antivirus software for pc
¢ Adobe Reader V.X
¢ Adobe SVG Viewer 3.0
¢ Microsoft .NET Framework 2.0 /w SP1

4. INTERFACES

Interfaces shall be implemented in cooperation with the State. The following Table 5.1 identifies the
interfaces within the scope of this Contract and their relative assignment.

Table 5.1: In-Scope Interfaces

Interface Components, if Responsible Description
applicable Party

Lawson Vendor provides Vendor will work  Daily/Weekly Cash Report
financial exportsto ~ with appropriate
clients as part of DRED staff to
AWO. determine the
Customization is exact needs of
not required to this interface to
provide this create the cash
functionality report export to
Lawson.

A. Interface Responsibilities

¢ Vendor Team shall lead the State with the mapping of legacy data to Vendor Applications.

¢ Vendor Team shall lead the review of functional and technical interface Specifications.

¢ Vendor Team shall assist the State with the resolution of problems and issues associated with the
development and Implementation of the interfaces.

¢ Vendor Team shall document the functional and technical Specifications for the interfaces.
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e Vendor Team shall create the initial Test Plan and related scripts to Unit Test the interface. The
State shall validate and accept.

» Vendor Team shall develop and Unit Test the interface.

o The State and Vendor Team shall jointly verify and validate the accuracy and completeness of the
interface.

¢ The Vendor Teams shall construct test scripts and create any data needed to support testing the
interfaces.
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5. PRELIMINARY WORK PLAN

The following Table 7.1 provides the agreed upon Work Plan for the Contract. A revised project plan
with applicable dates will be provided in conjunction with the project kick-off meeting to occur
within 10 business days of contract execution.

Table 7.1: High Level Preliminary NH Project Plan

L TaskName . Duraien  Work Predecessors  Resource Names
| " Camping Reservation Conversion 48 days 11.78 days
2 Camping Reservation Conversion 0days11.75 days
| & Project Stari:Cail Center Go-Live 0 days0days
4 Project Management 0 days0 days 3SS.404FF ActiveOutdoors Professional Services Manager{25%)
: Impiementation Management 0 days0 days 3SS.J04FF ActiveOutdoors Professional Services Specialist{25%]
¢ Implementation Project Planning 0 days 0 days
7 GAP Analysis Per RFP/Conversion 0 davs0 days 38S ActiveQOutdoors Business Analyst. ActveQutdoors Product -
| Manager
g Intemal GAP Analysis Review 0 days0 days 7 ActiveOutdoors Business Analyst ActiveQutdoors Call
Center Manager ActiveOutdoors Customer Service
Manager ActiveOutdoors Development

Team.ActiveOutdoors Product Manager ActiveOutdoors
Professional Services Speciaiist ActiveOutdoors Product

Support
| v Identif:cation of Project Plan and Schedule 0 days0 days 87 ActiveQutdoors Professional Services Specialistj20%)
| 1. Creaton of Project Scope Document 0 days0 days 78 ActiveOutdoors Professional Services Specialist[30%)]
LY Creation of Roles & Responsibilities Document 0 davs0 days 8 ActiveOutdoors Professional Services Specialist20%)
2. Agreement Execution 0 days 0 days 8.1011  ActiveOutdoors Bus. Dev.[6%).ActiveOutdoors
) Exec.[6%].Client Services Manager
E Review of Project Plan - Intemnal 0 days0 days 91011 Client Services Manager ActiveQutdoors Professional
| Services Specialist
" Deliver Final Project Implementation Plan 0 days0 days 13 ActiveOutdoors Professional Services
o Specialist 14%].Client Services Manager
|5 Internal Kick Off Meeting 0 days 0 days
| Review / Verification of Project Plan & Schedule 0 days0 days 101114 ActiveOutdoors Professional Services Specialist{5%]
|7 Review of Project Scope 0 days0 days 10.158S  ActiveOutdoors Professional Services Specialist{5%]
| ® Review Roles and Responsibilites Document 0 days0 days 168S.10  ActiveOutdoors Professional Services Specialist{10%]
i Initial Planning and Coordination Meeting - On Site 0 days 0 days
2 Review / Vertf:cation of Project Plan and Schedule 0 days0 days 18FS+1 day ActiveOutdoors Professional Services
| Specialist{5%].Client Project Team{3%]
A Identification of Project Teams (AWO and State) 0 days0 days 20SS ActiveQutdoors Professional Services
| Specialist] 1%] Client Project Team[300%]}
2 Reporting Requirements Specifications Collected: Validated 0 days0 days 2088 ActiveOutdoors Professional Services
Specialist| 19),Client Project Team[9%]
kN Location Hierarchy (Parks & Reporting) 0 days0 days 20SS+1 day ActiveOutdoors Professional Services Specialist{8%]
| * Exssting Reservations (initiat estimate and data mapping) 0 days0 days 2088 ActiveOutdoors Professional Services Spectalistj20%]
E Mesting for Implementation Materials Review & Distribution 0 days 0 days
ER Reyiew of Impiementation Guide/System Requirements 0 days0 days 13 ActiveQutdoors Professional Services
Specialis 1%0].Client Services hanager{0%}.Chent Project
Team([1%]
kB Completion of impiementation Guide OdaysOdays  7455.758S. Client PRY22%) ActiveQutdoors Professional Services
3% Specialisi] 18%]
| 5 Review of Impiementation Guide ; Confimation 0 days0 days 27 ActiveOutdoors Professional Semvices Specialist20%)
s Sign-Off - Impiementation Guide DdaysOdays 28 Client Ph25%]

¥ PparkgSiteDataColectionForms _ OdaysOdays S S
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O Task Name Duraon {Work Pradecessors  Resouroe Names
3 " 7 identify Requirements for new data collection mformation O daysGdays 205526  ActiveOutdoors Professional Services
- Specialist] 13%].Client PM[13%]
L Review of Park & Site Data Coliection Forms 0 days 0 cays 20SS.31SS ActiveQutdoors Professional Services
Specialist[8%] Client Project Team{8%] Client Services
Manager{8%)]
s Distnbution of Data Collection Forms 0 days0 cays 32 ActiveOutdoors Professional Services
F Specialist5%].Client P}
| % Completion of Data Colection Ferms 0 days 0 days 338S Client Field Statff63%)]
¥ Park Maps 0 days 0 days
ER Review Existing Maps Available 0 days0 days 128S ActiveQutdoors Inventory Team{10%].ActiveQutdoors
| Protessional Services Specialist] 10%}]
| 3 Estimate Map Creation Work 0 days 0 days 36 ActiveOutdoors Inventory Team{20%]
* Provide h1aps to ActiveOutdoors (f required) OaaysOdays  36SS Client PM[10%],Client Project Team{10%)
| % Financial Management & Setup 0 days 0 days
4 Review Trust'Bank Account Requirements 0 days0 days 2658 ActiveQutdoors Professional Services
Specialist] 18%)] ActiveOutdoors Business
Analyst] 19%].Client PL1[18%)] ActiveQutdoors Finance
Team
4 Review Financial Reporting Requirements 0 days 0 days 2688 ActiveQutdoors Professional Services

Specialist]7%]}.ActiveOutdoors Business Analyst{3%].Client
_______ PM[3%].ActiveOutdoors Finance Team
oo Review : Confinm Credit Card Processing Requirements 0 days 0 days 2688 ActiveOutdoors Professional Services
Specialist ActiveQutdoors Business Analyst{2%]).Client
PM[2%].ActiveOutdoors Finance Team

$ Hardware / Software Requirements Review 0 days 0 davs 1288 ActiveOutdoors Professional Services

o Specialist3%].Client Project Team{3%]

“ Telecommunication Requirements Review 0 days 0 days 1288 ActiveQutdoors Professional Services

- Specualist3%] Client Project Team{3%]

i Identification of Development Requirements 0 days0 days 78 ActiveQutdoors Professional Services
- Specialist[5%] Client Project Team[5%]

* Identify Reservation Cutoff Penod at alf Parks (System Freeze} 0 daysO days 14SS ActiveQutdoors Professional Services

; Specialist[2%].Client PM[ 1%}, Client Services Manager{2%

| 4 i implementation Activities 0 days 11.75 days
| # . Clisnt Hardware Requirements 0 days 0 days

“ Review Harcware Requirements 0 days 0 days 4388 ActiveQutdoors Professional Services

Specialist] 17%].Client PM[17%]
w Coordination of Purchasing / Delivery ; Instaliation of Equipment 0 days0 davs 49FS+30  ActiveOutdoors Professional Services
days Specialist] 13%].Client PK,Chient Services Manager

EN Testing of existing hardware - if applicable 0 days 0 days 43 Client Fieid Staff.Client PM
= Ciient Software Requirements 0 days 0 days

L Review Software Requirements (O;S, Drivers efc) 0 days 0 days 43 ActiveQutdoors Professional Services

Speciatist] 17%].Client PM[17%]
b Coordination of Purchasing / Delivery / Instaliation of Software 0 days 0 days 53FS+30  ActiveOutdoors Professional Services
days Specialist] 13%).Client PA,Client Services Manager

| ¥ . Client Communications Setup 0 days 0 days

® . Review Teiecommunication Requirements OdaysOdays
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WORK PLAN
© Tist Name " Duravon ‘Work Prececessors ;Rmm Names
¥ identification of User Setup Requirements GdaysOdays 44 ActiveOutdoors Network Admin{13%].Client PA1.Client
| Services Manager
% Identification of ISP Satellte Setup Requirements 0 days 0 days 44 ActiveQutdoors Network Admin{13%].Client PR1.Client
Services hManager
& Coordination of Telecommunication Services 0 days 0 days
©, User Setup 0 days0 days 57 ActiveQutdoors Network Admin[ 13%),Client Pki
o ISP:Sateliite Setup G days 0 days 58 Client Suppor[5%].ISP[5%). ActiveOutdoors Network
Admin
e Database & Access Requirements 0 days 0 days
|8 Database Setup 0 days 0 days
| & Database Setup 0 days 0 days
s Creation of Preproduction Environment Database for Implenr 0 days0 days 128823 ActiveQutdoors Data Architect]19%]
& Copy of Preproduction Environment Database for Intemal Te 0 days 0 days 14388 ActiveOutdoors Data Architect{ 19%]
| 7 Copy of Preproduction Environment Database for Developm 0 days0 days 1438S ActiveOutdoors Data Architect[19%)]
® Copy of Preproduction Environment Database for System Te 0 daysOdays  278FS-10 diActiveOutdoors Data Architect{19%)
| & Copy of Preproduction Environment Database for Tranng € 0 days 0 days 146,162 ActiveOutdoors Data Architect{19%)
| ™ Copy of Preproduction Environment Database for Preductior  C days 0 days 146,162.40CActiveOutdoors Data Architect[19%)
no Identification of Access Requirements 0 days 0 days
[ ORMS 0 days 0 days
K State Management / Finance Staff 0 days 0 days
"o Financial Manager 0 days 0 days 265S+12  ActiveOutdoors Professional Services
| days Specialistj0%].Client PR[5%)
" Admin kanager G days 0 days 265S+12  ActiveOutdoors Professional Services
. days Specialisti0%] Client PM[5%)]
i Resource kanager (access to Admin. Financial. Reports; 0 days0 days 268S+12  ActiveOutdoors Professional Services
days Specialist[0°),Client Pi[5%)
b Field Manager 0 days 0 days 2685+12  ActiveOutdoors Professional Services
. days Specialist{2%] Client Ph[3%)
T Cperations kanager 0 days 0 days 2685+12  ActiveQutdoors Professional Services
| days Specialist{3%)].Client PR[3%)]
" Inventory hanager 0 days0 days 265S+12  ActiveOutdoors Professional Services
. days Speciaiist{3%].Client Pri[3%]
Bl State Field Staff (Camping Locations) 0 days 0 days
L Field tManager 0 days0 days 268S+11  ActiveOutdoors Professional Services
| days Specialist{3%].Client PL[13%)
Resource Manager (access to Admin. Financial. Reports: 0 days0 days 265S+11  ActiveQutdoors Professionat Services
. days Specialist{0%).Client PRA[5%)]
83 Store hanager 0 days0 days 265S+11  ActiveOutdoors Professional Services
| davs Specialist[0%}.Chent PM[5%)
al Call Center Staff 0 days 0 days
8 Cperations kanager 0 days 0 days 265S+11  ActiveOutdoors Call Center Manager. ActiveOutdoors
days Customer Service Manager ActiveQutdoors Professionial
o Services Specialist
8 Call Manager 0 days0 days 265S+11  ActiveOutdoors Professional Services
days Specialist. ActiveGutdoors Call Center
o - o ___Manager ActiveOutdoors Customer Service Manager
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WORK PLAN
L Task Kame Duraen  Work Prececessors  Resource Names
L “Client Support “OdaysOdays  2588+11  ActiveQutdoors inventory Team ActiveOutdoors
| days Professional Services Specialist.Client Support
8 new locatons scripted dincluding w@h) OdaysOdays  26SS+11 daActiveOutdoors Data Architect
| & rote modifications - if required 0 days0 days 265S+11 daActiveOutdoors Professional Services Specialist
0 Data Collection & Setup 0 days 0 days
o System Wide Business Requirements / Setup 0 days 0 days
© System-Wide Data Review (within Impiementation Guide) 0 days 0 days
| & Business Rules 0 days 0 days 2988 ActiveOutdoors Professional Services Specialist{ 16%]
w Park - Campground / Ste Data Codes - Requirements 0 days 0 days 2988 ActiveOutdoors Professional Services Specialist[3%]
| 8 Customer Codes / Requirements 0 days0 days 2988 ActiveQutdoors Professional Services Specralist10%]
| ® Securtty Codes ! Requirements 0 days0 days 29SS ActiveQutdoors Professional Services Speciatist]10%]
i Reporting Codes ! Requirements 0 days 0 days 29SS ActiveOutdoors Professional Services Speciafist{ 10%)
KB Financial Codes / Requirements / Analysis 0 days 0 days
LB Chart of Accounts 0 days0 davs 2988 ActiveQutdoors Professional Services Specialist[10%)]
LR Posting Processes 0 days 0 days 2988 ActiveOutdoors Professional Services Spectalist]10%)]
| o Credit Card setup (payment processor) 0 days 0 days 2988
| 1os Confirm Access to Credit Card Processor for Reconciliatio 0 days0 days 42.101 ActiveQutdoors Professional Services Specialist[40%)
w Distnbution Data 0 days0 davs 29SS ActiveQutdoors Professional Services Specialist[10%)]
104 Fee Schedules 0 days0 days 2958 ActiveQutdoors Professional Services
o Specialist] 10%].ActiveOutdoors Inventory Team
1o Reporting Data / Requirements/ Analysis 0 days 0 days
10¢ Reports Reguirements Confirmed 0 days0 days 22.28SS 41:ActiveQutdoors Professional Services
Specialist{ 10%).Client PM.Client Services Lianager
o Report Schedule Requirements Confirmed 0 days0 days 10683 ActiveQutdoors Professionat Services
B Specialist] 10%).Client PR
106 Confimation Letter Requirements (dentified 0 days0 days 28SS ActiveQutdoors Professional Services
| Specialist] 10%).Client Ph
| 1o Data Conversion / Entry 0 days 0 days
| Milestones 0 days 0 days
he Complete Conversicn s Data Entry 0 days0 days 162
m Complete tdap Creation and Site Placement 0 days0 days 162,145
" Data Conversion / Entry Activities 0 days 0 days
| Data Migration / Entry 0 days 0 days
e Park and Site Information 0 days 0 days
i Locations and Sites 0 days 0 days
Hr Analysis of Locatiens. Sites and Attributes 0 days 0 days 23 ActiveQutdoors Inventory Team,ActiveOutdocrs
Professional Services Specialist
| te Create Location H:erarcy 0 days 0 days "7 ActiveOutdoors Data Architect
| Nigrate Location Information 0 days 0 days He ActiveQutdoors Data Architect
% Rewview and verify data 0 days 0 days HEE ActiveOutdoors Professional Services
Specialist[50%) ActiveOutdoors Inventory Team
1 Analysis of Site Aftributes 0 days0 days LX) ActiveQutdoors Professional Services Specialist
= Ligrate Site Atlributes 0 days0 days 21 ActiveOutdoors Data Architect
K Review and verify data 0 days 0 days 122 ActiveOutdoors Professional Services
- - o S ~ Specilist{50%]. ActiveOutdoors inventory Team
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WORK PLAN
i TaskKame i Duratien Work Prececessors Resouroe Narmas
El Analysis Park Notes and Aterts 0daysOdays 34 ActiveOundoors Data Architect )
| 12 Park Notes and alerts 0 days 0 days 124 ActiveQutdoors Data Architect{50%)]
1z Rewew and verify data 0 days0 days 125 ActiveQutdoors Professional Services
s Specialist[Z0%].ActiveOutdoors inventory Team
127 Site notes and alerts 0 days 0 days
E Anahysis Sie Notes and Alerts 0days0 days k3! ActiveOutdoors Professional Services Specialist
| 12 Lgrate site notes and alerts 0 days 0 days 128 ActiveQutdoors Data Architect
1 Rewview and “/erify Data Q0 daysQ days 129 ActiveQutdoors Inventary Team, ActiveOQutdoors
) Professional Services Specialist{50%]
e Park Services, Amenities and Events 0 days 0 days
u Analysis Park services, amenities and events 0 days 0 days 4 ActiveQutdoors Professional Services Specialist
o Pigrate park services. amenities and events 0 days0 days 132 ActiveOutdoors Data Architect
1 Reviev. and Verity Data 0 days 0 days 133 ActiveOutdoors inventory Team,ActiveQutdoors
| Professional Services Specialist{50%)
| 1% Seasons and Closures 0 days0 days
| #¢ Analvsis of Seasons and Closures 0 days 0 days 3 ActiveQutdoors Professional Services Specialist
" Lygrate Seasons and Closures 0 days0 days 136 ActiveQutdoors Data Architect
13 Rewiew and Verify Data 0 days0 days 137 ActiveQutdoors Inventory Team, ActiveOutdoors
o Professional Services Specialist[50%]
| 3 Entry of Park & Site Data Collection Forms 0 days 0 days
| 40 Data Entry 0 days0 days 34FS+2 day ActiveOQutdoors Inventory Team
u Review & venfy Data 0 days0days 140SS ActiveQutdoors Inventory Team,ActiveQutdoors
Professional Services Specialist{50%
w Verification of Park & Site Data 0 days 0 days
B Generate Park Profile Reports 0 days0 days 139 ActiveQutdoors inventory Team
144 Data Review 0 days0 days 14388 Client Field Staff.Client Project Team
N Lodifications 0 days 0 days 14488 ActveOutdoors Inventory Team
| 4 $ign-Off - Park & Site Data 0 days0 days 145 Client Field Staff.Client PhY
| M7 Copy of Preproduction Database for QA and Dev 0 days0 days 146 ActiveOutdoors QA[30%). ActiveOutdoors Data Architect
| W QA Verification of data 0 days 0 days
I Functionality testing. Fees, Business Rules 0 days 0 days 147FS+2 daActiveOutdoors QA
| 1= Sampile Reservation Testing 0 days 0 days 149 ActiveQutdoors QA
e Sample Reservation Import 0 days 0 days
e Infail Import 0 days0 days 147FS+2 daActiveOutdoors Data Architect
13 QA Testing Cycle 1 0 daysOdays 152FS+3 daActiveOutdoors QA
. Second Import wifixes 0 days0 days 153 ActiveQutdoors Data Architect
13 QA Testing Cycie 2 0 days0 days 154 ActiveOutdoors QA
| ¥ Park Maps 0 days0 days
wr Map Creatien 0days0 days 37.38 ActiveOutdoors Inventory Team{50%]
158 Map Site Placement 0 days0 days 120.157SS  ActiveQutdoors Inventory Team[313%)
e Verification of Map Data 0 days0 days
e 1ap Review - Background Maps and Sites 0 days0 days 14455-12 d.Client Field Staf[23%)]
18 Rlodifications - Background Maps and Sites 0 days0 days 160SS ActiveQutdoors Inventory Team
w2 Sign-Off - Maps 0 days0 days 161 Client Field Staff
e Data Entry 0 days 0 days
s ___Business Rule Entry - OdaysOdays o o - S
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WORK PLAN
T TaskName T Duracen Work Prececessors Rescuroe Names
| fes Enter Business Rules 0 days0 days 93 ActiveOutdoors Professional Services Specialist[38%]
Bt Confirm Business Rules 0 days0 days 165 ActiveOutdoors Professional Services Specialist
Kl Financial Data Entry 0 days0 days
| 1 Chart of Accounts OdaysOdays 99 ActiveOutdoors Professional Services Specialist
7 Distrbution Data 0 days0 days 103 ActiveOutdoors Professional Services Specaaiist
178 Fee Schedules Spreadsheet 0 days0 days 104 ActiveQutdoors Professional Services
Specialist21%). ActiveOutdoors Inventory Team{21%)
17 Fee Schedules import 0 days0 days 168,170 ActiveOutdoors Inventory Team{21%)] ActiveQutdoors
. Professional Services Specialist{2 %]
mn Verification of Data 0 days 0 days
|m Data Review 0 days 0 days 169171 ActiveOutdoors Professional Services Specialist[26%]
1 Sign-Off - Financial Data Entry 0 days 0 days 173 ActiveQutdoors Professionat Services
| Specialist23%).Client Financial Staft
| Reporting Data 0 days0 days
| 78 Park Report Schedule Data Setup 0 davs 0 days 97,107 .400€ ActiveQutdoors Professional Services Specialist{17%)
|7 Report Verification 0 days 0 days
176 All Reports Confirmed 0 days0 days 70.176.182 Client Field Staff ActiveOutdoors Professional Services
| Specialist13%)
17 Report Schedule Confirmed 0 days 0 days 1785S 400F ActiveOutdoors Professional Sefvices
o days Specialist]13%].Client Field Staff
| | Call Center Reporting Setup 0 days 0 days
18t Call Center Transaction Report Data Setup 0 days0 days 400FS-7 davActiveCutdoors Product Support{5%]
1e2 Setup Declined Credit Card report 0 days 0 days 400SS-4 darActiveCutdoors Product Support|5%]
e No Pay feports 0 days 0 days 182 ActiveOutdoors Product Supponf59)
14 Create CRON jobs for reports 0 days0 days 183 ActiveOutdoors Product Suppor23%) ActiveOutdoors
Tech Ops
B3 WWW implementation 0 days 0 days
| e Copy database to DEV environment 0 days0 days &7 ActiveQutdoors Data Architect
| Provide Private Label URL OdaysOdays 29 AdcliveOutdoors Professional Services Specialist
128 Shyle Sheet for Private Label ONLY (Look and Feei) 0 days0 days 29 ActiveQutdoors Professional Services Speciatist.Client PH
R hlarketing content (Spotlights. images. text) Private Labet OdaysOdays 29 ActiveQutdoors Professional Services Specialist Client
| Homepage ONLY P Marketing Manager
d Provide completed Web Checkiist OdaysOdays 29 ActiveQutdoors Professional Services Specialist
| Afiases created for UAT Private Label ONLY 0 days0 days 2 ActiveQutdoors Web Team
s Aliases created for QA Private Label ONLY 0 days0days 29 ActiveQutdoors VWeb Team
| Park Details 0 days0 days
1 Longitude/Latitude Entry 0 days 0 days
e Confirm Lat & Long In ORMS DB 0 days 0 days 120.141  ActiveQutdoors Professional Services
Specialist ActiveOutdoors Inventory Team
" Maps 0 days 0 days
wr Silvertight Parks maps to be provided to Web Team 0 days 0 days 186 ActiveQutdoors Inventory Team
15 Convert Park fdaps with Image Maps - Rasterizer process 0 days 0 days 162 ActiveQutdoors Inventory Team.ActiveQutdoors Web
Team
! Static Page Setup 0 days 0 days
KB Contact Us Page 0 days0 days 29 ActiveOutdoors Web Team
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i TaskName i Duraon Ewm Prececessors  Resource Names
Eal Our Partners Page 7777 DdaysDdays 20085 ActiveOutdoors Web Team
»2 . Campground Directory {Image and Text) 0 days0 days 200SS ActiveOutdoors Web Team
KR Payment Methods - icons for available card type 0 days0 days 200SS ActiveOutdoors \Web Team[3%]
Kl Copy Pages to Live 0 days 0 days 400FS-2 dayActiveOutdoors Web Team{25%)
L Deploy into QA 0 days0 days 1438$.200.ActiveOutdoors Web Team[25%]
Rl Create and deploy web build 0 days 0 days 205FS-3 davActiveOutdoors Web Team{25%)]
| &7 Create and deploy marketing content 0 days0 days 205FS-3 dayActiveOutdoors Web Team[25%)]
& QA testing 0 days0 days 205 ActiveOutdoors QA
| %7 | Deploy into UAT 0daysOdays  14355.200:ActiveQutdoors Web Team[25%]
K Create and deploy web build 0 days0 days 209FS-3 davActiveOutdoors VWeb Team{25%)]
K Create and deploy marketing content 0 days0 days 209FS-3 davActiveOutdoors \Web Team[25%)
m Live Setup 0 days0 days
|38 Location Photos (Photos on the \Veb) 0 days0 days 70 ActiveQutdoors Inventory Team{10%]
Cal Create and deploy web build 0 days 0 days T0FS-5 daysActiveOutdoors Web Team ActiveOutdoors Tech Ops
El Create and deploy marketing content 0 days0 days T0FS-5 daycActiveOutdoors Web Team.ActiveOutdoors Tech Ops
| Tum on functionality for go-live 0 days0 days 401 ActiveOutdoors Web Team ActiveOutdoors Tech Ops
i Setup Stte Certificate - Private Label 0daysOdays  70FS-5  ActiveOutdoors Web Team[13%] ActiveOutdoors Tech
days Ops[13%]
B Deploy Site Certficate - Private Label 0days 0 days 217 401FS- ActiveQutdoors Web Team[13%] ActiveOutdoors Tech
. day Ops[13%]
29, Call Center ! Help Desk Activities 0 days 0 days
&3 Telecommunications 0 days0 days
Reservations 0 days0 days
Toll Free Number - Selection 0 days0 days 270SS ActiveOutdoors Telco Team
Toll Free Numbers - instaliation (if Necessary) 0 days0 days 222 AgtiveOutdoors Telco Team
Toll Free Number - Voice Message 0 days0 days 223 ActiveOutdoors Telco Team
TOD Number 0 days0 days
TOD Number - Selection 0 days 0 days 270S$ ActiveQutdoors Telco Team
TDD Number - Installation (if Necessary} 0 days 0 days 226 ActiveQutdoors Teico Team
TDD Number Additionat 0 days 0 days 227 ActiveOutdoors Teico Team
Customer Service Desk 0 days 0 days
Number Selection 0 0days 0 days 270SS ActiveOutdoors Telco Team
Number Installation {If Necessary) 0 days0 days 230 ActiveOutdoors Telco Team
Number - Voice Message 0 days0 days 213 ActiveOutdoors Telco Team
Help Desk / inventory 0 days 0 days
Toll Free Numbers - Setection 0 days0 days 2708S ActiveQutdoors Telco Team
Toll Free Numbers - Instaflation (if Necessary; 0 days0 days 234 ActiveQutdoors Telco Team
Toll Free Number - Voice Message 0 days0 days 235 ActiveOutdoors Telco Team
Sign-off - Number Selection/Set-up 0 days 0 days 223,224,227 ActiveQutdoors Inventory Team.ActiveOutdoors Help Desk
Staff ActiveOutdoors Call Center Lanager. ActiveOutdoors
Professional Services Specialist ActiveOutdoors Customer
Service Manager ActiveQutdoors Telco Team
kS Business Requirements 0 days0 days
| B¢ Call Center Procedures 0 days0 days
“ Provide Business Rules and Policy information O daysOdays 29 ActiveQutdoors Professional Services Specialist
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i Reservation Policy Worksheet OdaysOdays 240 ActiveOutdoors Call Center Fanager{44%]
u Agent Script 0 days 0 days 241 ActiveOutdoors Call Center Manager{48%]
| %3 Client Review:Signoff 0 days0 days 22 ActiveOutdoors Call Center Manager(8%]
™ Procedural Requirements 0 days0 days
b Support Escalation Procedures 0 days 0 days
R Create Procedures 0 days 0 days 24 1FS-15 diActiveOutdoors Professional Services Spedialist
“r Review Procedures 0 days 0 days 246 édiveomaoors Inventory Team.ActiveOutdoors Hetp Desk
taff
| 45 Finalize Procedures 0 days0 days a7 ActiveOutdoors Professional Services Specialist
| 49 Prowde to Client OdaysOdays 248 ActiveOutdoors Professional Services Specialist
Gl Customer Service Procedures 0 days 0 days
| Create Procedures 0 days 0 days 24 IFS-15 deActiveQutdoors Professional Services Specialist
*2 RefundFinancial Procedures 0 days 0 days 2518S Client PM[60%] ActiveOutdoors Professional Services
Specialist
D Define Closure Procedures 0daysOdays 252 ActiveOutdoors nventory Team ActiveQutdoors
| Professional Services Specialist Client Pri
| 24 Review Procedures 0 days0 days 251253 ActiveOutdoors Call Center Manager{30%]
fii Finalize Procedures 0 days 0 days 254 ActiveQutdoors Professional Services Specialist
ES Provide to Client OdaysOdays 255 ActiveOutdoors Professional Services Speciahist
| Email Confirmation Letter Setup 0 days 0 days
| %8 Cbtaining Agency Logo 0 days0 days 29 ActiveQutdoors Professional Services Specialist
[ #0 Resizing Logo for email confirmation letter 0 days 0 days 258 ActiveOutdoors Professional Services Specialist
x Gather Confirmation Letter Policy information 0 days 0 days 238 ActiveOutdoors Professional Services Specialist
& Open case with Product Support for emall confirmation let 0 daysOdays 269260  ActiveQutdoors Professional Services Specialist
2 Printed Confirmation Letter 0 days 0 days
| Provide logo and policy text to Fulfilment Team for Printec O daysOdays ~ 258.260  ActiveOutdoors Professional Services Specialist
| B Create mock up for printed confirmation letter 0 days 0 days 263 ActiveOutdoors Customer Service hanager
e Send to Ciient for approval 0 days 0 days 264 ActiveOutdoors Professional Senvices Specialist Client
Services Manager
2 tlake Changes if required 0 daysQ days 265 ActiveQutdoors Customer Service Manager
a7 Sign Off 0 days0 days 266 ActiveQutdoors Professional Services Speciafist.Client
— Pi\.Client Services Manager
R Transition Plan 0 days 0 days
*e Transition Plan Mesting 0 days 0 days
m Review of Applications 0 days0 days 125F+35 daActiveOutdoors Professional Services Specialist
kil Identify intenm Operating Procedures OdaysQdays  270SS  Client Supportf 8%} ActiveOutdoors Professional Services
B Specialis8%].Client PR[8%]
m Development of Training Plan ! Activites 0 days 0 days 27088 Client PM[6%]. ActiveQutdoors Professional Services Specl
s Identification of Transition Plan - Call Center 0 days 0 days 270SS  ActiveQutdoors Professional Services
Specialist[20%)] ActiveQutdoors Customer Sefvice
B Identification of Transition Plan - Field Locations 0 days 0 days 270SS ActiveOutdoors Help Desk Staff ActiveOutdoors
Professional Services Specialis{ 17%) ActiveQutdoors
Inventory Team,Client Field Staff.Client Financial
s Identification of Transition Pfan - lanagement & Finance 0 days0 days 27088 ActiveOutdoors Finance Team ActiveOutdoors
_____ ) Dept. Professional Services Specialist{17%].Client Financial
a7 Finalize Transition Plan 0 days 0 days 270.271.272ActiveOutdoors Professional Services Specialist Client PM
kil UAT / System Review / Reporting of Issues __0days0 days
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WORK PLAN
T Task Name Dumton  Work Predecessors  Resource Names
EN Provide Access 'o Testing Environment for System Review ~ Gdmys0days  14555+5 daactiveGutdoors Professional Services Speaalist{12%] |
o Training OdaysOdays 278 Client Services hanager{20%]. Client PR ActiveQuidoors
| Professional Services Specialist.Client Project Team ‘
&* Reports 0 days0 days 27958 Client P ActiveQutdoors Professional Services
| Specialist.Client Services hanager{20%).Chient Project
£l Applicatons 0 days 0 days 27988 Client Services hanager|20°], Client PM ActiveQutdocrs
| Professional Services Specialist Ctient Project Team
w Procedures 0 days 0 days 2798S  Client PM Client Services hanager{20%] ActiveOutdoors
| Professional Services Specialist.Client Project Team
& Web System Review 0 days0 days
E Review Percd 0 days 0 days 138.2808S Client Services Manager{20%.Client Pr ActiveOutdocrs P
a2 Data : Setup Modifications (if necessar i 0 days0 days 27955.2808ActiveOutdoors Inventory Team. ActiveOutdoors
o Professional Services Speciatist45%) ActiveOutdoors
k4 Final Review 0 days0 days 285 ActiveOutdoors Professional Services
- Specialis{50°%].Client Services hlanager[50%].Client
ES Sign-Off - System Review 0 days0 days 286 Client PK.Client Project Team
s Training Plan 0 days 0 days
b Internai ActiveOutdoors Staff Training 0 days 0 days
*x® Provide expected call volume to Workforce 1lanagement OdaysOdays 29 ActiveOutdoors Professional Services Speaalist Client PhI
® Develop training materials 0days0 days p2K} ActiveOutdoors Call Center Training
Manager ActiveOutdoors Professional Services Specialist
* Review lrainmg materals 0days0 days 291 ActiveQutdoors Call Center Traming
anager ActiveOutdeors Professional Services Speciaitst
W Train Supervisors Team Leaders 0 days 0 days 29 ActiveOutdoors Call Center Training
hanager ActiveQutdoors Professional Services Specialtst
e Identify Qualified Agents 0 days 0 days 29 ActiveOutdoors Call Center Manager. ActveCutdoors Call -
Center Training hianager ActiveOutdoors Customer
AAAAAA Service Manager
bl Schedule training sessions with workforce management 0 days0 days 293294 ActiveOutdoors Cali Center Training anager
| @ Create fraining loging 0 days0 days 295 ActiveQutdoors Catt Center Training Manager
B Call Center Agent Training 0 days0 days 2% ActiveOutdoors Cali Center Training Manager
Cl Customer Service Agent Traming 0 days0 days 2% ActiveOutdoors Cali Center Training Manager
E Help Desk Representatives 0 days0 days 399FS-7  ActiveOutdoors Heip Desk Staff ActiveQOutdoors
o davs Professional Services Specialist] 13%)] ActiveQutdoors
| % Management & Finance Staff Training 0 days0 days
Ed Identification of Traming Requirements (# of Sessions) 0 dans0 days 2088 ActiveOutdoors Professional Services
Specialist{ 1%].Client P4.CEent Services Manager
% Identification of Traning Sessions & Locations \Web Based &  OdaysOdays 201 ActiveOutdoors Professional Services
o On-Ste) Specialist]1%].Client P CBent Services hanager
S Development of Training Materials 0 days0 days 302 ActiveQutdoors Professional Services Specialist{50%]
4 Review of Traming katerals 0 days 0 days 303 ActiveQutdoors Professional Services
L Specialist[25°%] Client P[25%] ,
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WORK PLAN
£ TaskKame ¢ Duration gwm Predecessors  Resource Names
T Training of Management & Finance Staff ) OdaysOdays  400FS-3  Client Finandial Stafff20%] Active Outdoors Professional ~
| days Services Specialist
x4 Foltow up training sessicn with Production Data 0days0 days 305FS+3  Client Financial Statff20%].ActiveOutdoors Professional
days Services Specialist
il Camping Location Training (Field Manager) 0 days 0 days
% Daily Facility Management (DFM) Report Training 0 days 0 days
e identification of Training Requirements (# of Sessions) 0 days0 days 2055420  Client PLY ActiveOutdoors Professional Services
| days Specahst[1%].Client Services Manager
ki Identification of Training Sessions {\Web Based) 0 days 0 days 309 Client P14y, ActiveOutdoors Professional Services
Specialist] 1%].Client Services Manager
EB Review of Traming Materals OdaysOdays 310 ActiveOutdoors Professional Services
Specialist{25%).Client PM{25%)]
|12 Dauly Faciity Management Report Training - All Parks 0 days0 days 311FS+24 d ActiveOutdoors Professional Services Speciatist{10%)
o Field Manager Training 0days0 days
E Identification of Training Requirements (# of Sessions) OdaysOdays  20SS Ciient PR ActiveOutdoors Professional Services
Specialist] 1%].Client Services hManager
2 Identification of Training Sessions & Locations (\Veb Based 0 days0days 314 Client Ph ActiveOutdoors Professional Services
| & On-Sitey Specialist{ 1%} Client Services Manager
e Develcpment of Training Materials 0 days 0 days 287S88.315 ActiveOutdoors Professional Services Specialist
a Review of Traning Materals 0 days 0 days 316 ActiveOutdoors Professional Services
- Specialist25%].Client PR{25%)]
35 Training of Fiek Locations - Dates TBD 0 days 0 days 7 ActiveQutdoors Professional Sefvices Specialist
B3 System Freeze 0 days 0 days
%o System Freeze Period 0 days0 days 40088-11
days
a System Cutoff 0 days0 days
| =2 Reservation Cutoff OdaysOdays  3208S
| = Payment collection Cutoft 0 days 0 days 3208S
o Canceliation Cutoff 0 days 0 days 3208S
® Refund Process Cutoff 0 days 0 days 3208$
KR Inventory Cutoft OdaysOdays  3208S
il System Freeze Tasks 0 days 0 days
8 Customer Service Tasks 0 days0 days
ER Process Outstanding Refunds OdaysOdays  320$S-3darActiveCutdoors Customer Service hManager
[ 20 Collect Pending Payments 0 days 0 days 320SS-8 darActiveOutdoors Customer Service Manager
EB Declined Credit Card Payments 0 days 0 days 320SS-3 darActiveOutdoors Customer Service Manager
2 Determine Queue hiessaging - If required 0 days0 days 32085-25 ActiveOutdoors Customer Service
days Manager.ActiveQutdoors Professional Services
Specialist.Cent P11
B Updating Queue Messaging- 1 required OdaysOdays  332FS+24 dActiveQutdoors Customer Service Nanager
| Call Center Tasks 0 days 0 days
e Determine Queue hlessaging 0 days0 days 32088-25  ActiveOutdoors Call Certter Manager, ActiveQutdoors
o days Professional Services Specialist Client PhY
o Updating Queue hiessaging 0 days 0 days 332FS+24 dActiveOutdoors Call Center Manager
a Notify Call Agents and Support Staft 0 days 0 days 32085-5 darActiveOutdoors Call Center Manager
| 3¢ Scriptng Changes - if required 0 days 0 days 32088 ActiveOutdoors Call Center Manager
2 Finance Tasks 0 days0 days
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T Task Hame Duracion Work Predecessors | Resource Names
“ Invoice Processing 0 days 0 days 32055-3 darActiveOutdoors Finance Team
- Confirm Credt Card batches are ciosed 0 days 0 days 320SS ActiveOutdoors Finance Team
M Tech Ops 0 days 0 days
w Llodify existing user access to Read Only 0 days 0 days 3208S ActiveOutdoors Tech Ops
| a4 Ensure AYWO database access for Product Support and HDI 0 days0 days 320S8S+7 daActiveOutdoors Tech Ops
us Web 0 days0 days
[ s . Update Webste Text 0 days 0 days 3208S ActiveOutdoors Web Team
u Redirect Links 0 days0 days 3208S ActiveOutdoors Web Team
| 3 Inventory 0 days 0 days
M Update database with last minute changes 0 days0 days 3205547 daActiveOutdoors Inventory Team
| 30 Deployment Plan 0 days 0 days
®r Internal User Access 0 days0 days 708S ActiveOutdoors Professional Services Specialist
| #2 Product Management 0 days0 davs 7088 ActiveOutdoors Professional Services Specialist
3| Chent Services 0 days0 davs 7088 ActiveQutdoors Professional Services Specialist
34 Development 0 days 0 days 7088 ActiveOutdoors Professional Services Specialist
Bt Client Support 0 days 0 days 70SS ActiveOutdoors Professional Services Spectakist
it Product Support 0 days 0 days 708S ActiveOutdoors Professional Services Speciahist
37 intemnal Procedures 0 days 0 days
8 load Database (contract schema; customers: setup admin; 0 days0 days 400FS-8  ActiveOutdoors Data Architect ActiveOutdoors Tech
R web admin: imp admin users) days Ops ActiveOutdoors VWeb Team
o credit card setup (payment processor) 0 days0 days 400F S-8 dasActiveOutdoors Data Architect
60 svg maps to ewebs 0 days0 days 400F$-8 davActiveOutdoors Web Team
| restart AWO 0 days0 days 400FS-8 dayActiveOutdoors Tech Ops
sl add contract to RA.com 0 days0 days 400FS-8 dayActiveOutdoors Web Team
e depioy PLW, intemal only (not taking reservations enabled} 0 days0 days 400FS-8 davActiveQutdoors Tech Ops.ActiveQutdoors Web Team
o4 sanity test contract on RA.com 0 days0 days 400FS-8  ActiveQutdoors QA ActiveQutdoors Tech
days Ops.ActiveOutdoors VWeb Team
x5 sanity test PLW 0 days 0 days 400FS-8  ActiveQutdoors QA ActiveOutdoors Tech
- days Ops.ActiveOutdoors Web Team
35 setup QA user accounts 0 days0 days 400FS-8 dasActiveOutdoors QA
s QA to work with systems to run Production sanity test 0 days0 days 400F S-8 davActiveOutdoors QA ActiveOutdoors Tech Ops
Rl verify test transaction 0 days 0 days 400F S-7 davActiveQutdoors QA
2 void test transaction 0 days0 days 400F S-7 davActiveQutdoors QA
370 PLW made public 0 days0 days 400F S-7 davActiveOutdoors Tech Ops.ActiveQutdoors Web Team
kil verfy test transaction in bank file 0 days 0 days 400FS-6 gayActiveOutdoors Finance Team,ActiveQutdoors QA
| 372 verify reconciltiation 0 days0 days 400F $-6 darActiveQutdoors Finance Team
[ 373 ensure access time rule is in place for go-live 0 days0 days 400FS-3 davActiveOutdoors Professional Services Specialist
| 374 remove "not taking reservations” setling on RA.com and PLVW 0 days0 days 400FS-2 dasActiveQutdoors Web Team
378 verfy access time rule is working 0 days 0 days 400FS-2  ActiveQutdoors Professional Services
7777777 days Specialist. ActiveOutdoors Web Team
s, Agency Management & Finance Staff 0 days0 days
T Coordinate Schedule for Management & Finance Department 0 days 0 days 12.400FS-2: ActiveQutdoors Professional Services Specialist Client
B Representatives days Financial Staff.Client PM
Ed Coordinate Support Resources for Go-Live 0 days 0 days 379FS-15 diActiveQutdoors Professional Services Speciakst
i Go-Live with Access to Applications (Rescurce hlanager, 0 days 0 days 30358.377.«
~ ___Finance Manager, Reports. etc.) S Cday B _ e
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EXHIBIT I
WORK PLAN
L TaskMame Duratien  Work Pradecessons  Resource Names
|0 Call Center Go-Live (Call Managen) 0 days0 days
| Provide Logins / Access for Go-Live 0 days 0 days 400FS-4 dasActiveQutdoors Professional Services Specialist
| 2 | Coordinate Suppont Resources for Go-Live 0 days0 days 385FS-15 d:ActiveQutdoors Professional Services Specialist[40%]
@3 System Check (Call Manager. Credit Card Process. Ops 0 days 0 days 385588-3  ActiveQutdoors Professional Services
fdanager, Reportsy days Speciatist{50%].ActiveOutdoors Cail Center
Manager ActiveOutdoors Customer Service
Manager ActiveQutdoors QA
Product Support Access to Live DB 0 days0 days 38388 ActiveQutdoors Tech Ops
Call Center On-Line 0 days0 days 400
Monitoring Call Center 0days0 days 38388 ActiveOutdoors Call Center Manager. ActveQutdoors
Customer Service Manager
| 3% . internet Go-Live 0 days 0 days
s www reserveamerica.com & Private Label Live 0 days 0 days 20488.218¢
* days
Camping Locations 0 days 0 days
Daily Facility Management Report 0 days 0 days
DFI Reports Live (1o All Locations) 0 days0 days 402FS-1
day
| %2, Camping Locations Go-Live (Field Manager) 0days0 days
W Provide Logins / Access for Go-Live 0 days 0 days 40358-3 danActiveOutdoors Professional Services Specialist{5%]
Eal Deploy Support Center Access 0 days 0 days 4035S-2 daActiveQutdoors Product Support
28 Coordinate Support Resources for Go-Live 0 days0 days 397FS- 10 diActiveCutdoors Professional Services Specialist
s System Check {Fieid Manager, Rescurce blanager) 0 days0 days 40388-2  ActiveQutdoors Professional Services
days Specialist[50%] ActiveOutdoors Heip Desk
Staff ActiveOutdoors Inventory Team.ActiveOutdoors
QA _Client Services anager
E& Field Locations On-Line 0 days 0 days 403FS-1 davClient Field Staff
w8 Monitorng Fietd Locations as they open 0days0 days 39788 ActiveQutdoors Professional Services
3 Specialist[7%)],Client PM.Chent Services hanager
Go-Live Milestones 0 days0 days
Call Center Go-Live 0 days 0 days 3FF
Internet Go-Live 0 days0 days 4008S
DFM Locations On-Line 0 days 0 days 400
Field Locations On-Line 0 days 0 days 40088
Post Go Live Support 0 days 0 days 40388 ActiveQutdoors Professional Services Speciaiist
Optional - Export to LAWSON 48 days 11.75 days
Initial Requirements gathering 20 days4 days ActiveOutdoors Product htanager{4%] ActiveQutdoors
Professional Services Specialist{4%).Client Financial
Staff{4%].Client PM[4%].Client Services hanager{4%}
& Requirements sign off 0 days0 days 406 Client Financial Statf,Client PM
4“8 Internat requirements review 1day025days 407 ActiveQutdoors Development Team{5%] ActiveOutdoors
Product Manager{3%] ActiveQutdoors Professional
Services Specialist[5%]).AchveOutdoors QA
Manager[5%].Client Services Managef[5%)]
Deveiopment of export file 20 days & days 408 ActiveQutdoors Development Team{25%]
Deploy Export file to QA tday0.25days 409 ActiveOutdoors Development Team{13%). AcnveOutdoors
i - o Tech Ops[13%)] :
|47 QA Testing - R  SdaysZdays 410 ActiveGutdoors QA[40%]
4“2 Deploy Export file to LIVE 1day025days 411 ActiveQutdoors Development Team[13%). AcnveOutdoors
Tech Ops[13%] N
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052- PART 3
EXHIBIT J
SOFTWARE LICENSE

1. LICENSE GRANT - Vendor hereby grants to the State a limited, non-exclusive, non-transferable
license to use the Services, Software and Documentation solely in accordance with Vendor’s
specifications and limitations as set forth in this Contract. The State hereby grants to Vendor a
limited non-transferable license to use, display, reproduce, distribute, modify and transmit in digital
or printed form information provided by the State solely as necessary for Vendor to provide the
Services for the State’s benefit, which may include use of the State’s name, trademarks, service marks
and logo.

2. DOCUMENTATION COPIES

Vendor shall provide the State with a sufficient number of hard copy versions of the Documentation
and one (1) electronic version in Microsoft WORD and PDF format. The State shall have the right to
copy the Documentation for its internal business needs. The State agrees to include copyright and
proprietary notices provided to the State by Vendor on such copies.

3. RESTRICTIONS

Except as otherwise permitted under the Contract, the State agrees not to:
a. Remove or modify any program markings or any notice of Vendor’s proprietary rights;
b. Make the programs or materials available in any manner to any third party for use in the
third party’s business operations, except as permitted herein; or
¢. Cause or permit reverse engineering, disassembly or recompilation of the programs.

4. TITLE.

Title, right, and interest (including all ownership and intellectual property rights) in the AWO
Software, including any and all derivatives and modifications thereto, shall remain with Vendor.
Title, right, and interest (including all ownership and intellectual property rights) in any other
software provided by Vendor shall remain with the respective software publisher.

5. VIRUSES
Vendor shall use industry standard anti-virus software in order to provide Software that shall not
contain any viruses, destructive programming, or mechanisms designed to disrupt the performance of
the Software in accordance with the Specifications.

As a part of its internal development process, Vendor will use reasonable efforts to test the Software
for viruses.

6. AUDIT

Upon forty-five (45) days written notice, Vendor may audit the State’s use of the programs at
Vendor’s sole expense. The State agrees to cooperate with Vendor’s audit and provide reasonable
assistance and access to information. The State agrees that Vendor shall not be responsible for any of
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052- PART 3
EXHIBIT J
SOFTWARE LICENSE

the State’s reasonable costs incurred in cooperating with the audit. Notwithstanding the foregoing,
Vendor’s audit rights are subject to applicable State and federal laws and regulations.

7. SOFTWARE NON-INFRINGEMENT

Vendor warrants that it has good title to, or the right to allow the State to use all Services, equipment,
and Software (“Material”) provided under this Contract, and that such Services, equipment, and
Software do not violate or infringe any patent, trademark, copyright, trade name or other intellectual
property rights or misappropriate a trade secret of any third party.

The warranty of non-infringement shall be an on-going and perpetual obligation that shall survive
termination of the Contract. In the event that someone makes a claim against the State that any
Material infringe their intellectual property rights, Vendor shall defend and indemnify the State
against the claim provided that the State:

a. Promptly notifies Vendor in writing, not later than 30 days after the State receives actual
written notice of such claim;

b. Gives Vendor control of the defense and any settlement negotiations; and

c¢. Gives Vendor the information, authority, and assistance reasonably needed to defend
against or settle the claim.

Notwithstanding the foregoing, the State’s counsel may participate in any claim to the extent the State
seeks to assert any immunities or defenses applicable to the State.

If Vendor believes or it is determined that any of the Material may have violated someone else’s
intellectual property rights, Vendor may choose to either modify the Material to be non-infringing or
obtain a license to allow for continued use, or if these alternatives are not commercially reasonable,
Vendor may end the license, and require return of the applicable Material and refund a prorated portion
of all fees the State and/or customer/end-users has paid Vendor under the Contract for the affected
Material and the remainder of the then-current term. Vendor will not indemnify the State if the State
alters the Material without Vendor’s consent or uses it outside the scope of use identified in Vendor’s
user Documentation or if the State uses a version of the Material which has been superseded, if the
infringement claim could have been avoided by using an unaltered current version of the Material
which was provided to the State at no additional cost. Vendor will not indemnify the State to the extent
that an infringement claim is based upon any information design, Specification, instruction, Software,
data, or material not furnished by Vendor. Vendor will not indemnify the State to the extent that an
infringement claim is based upon the combination of any Material with any products or services not
provided by Vendor without Vendor’s consent.
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STATE OF NEW HAMPSHIRE

DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT

NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052-PART 3
EXHIBIT K
WARRANTY AND WARRANTY SERVICES

1. WARRANTIES

1.1

1.2

1.3

1.4

1.5

Services

Vendor warrants that the System, when used in accordance with the requirements set
forth in this Agreement, will materially operate to conform to the Specifications, terms,
and requirements of the Contract.

Software

Vendor warrants that the Software, including but not limited to the individual modules
or functions furnished under the Contract, is properly functioning within the System,
compliant with the requirements of the Contract, and will operate in material accordance
with the Specifications and Terms of the Contract.

For any breach of the above Support and Maintenance warranty, the State’s remedy, and
Vendor’s entire liability, shall be: (a) the correction of program errors that cause breach
of the warranty, or if Vendor cannot substantially correct such breach in a commercially
reasonable manner, the State may end its program license and recover the prorated
portion of the fees paid to Vendor for the program license for that portion of the system
that was not properly functioning and for the remaining portion of the then-current term
and any unused, prepaid technical support fees the State has paid for the program
license; or (b) the re-performance of the Deficient services, or (¢) if Vendor cannot
substantially correct a breach in a commercially reasonable manner, the State may end
the relevant services and recover a pro-rated portion of the fees paid to Vendor for the
Deficient services related to the remaining then-current term.

Non-Infringement

Vendor warrants that it has good title to, or the right to allow the State to use, all
Services, equipment, and Software (‘“Material”’) provided under this Contract, and that
such Services, equipment, and Software do not violate or infringe any patent, trademark,
copyright, trade name or other intellectual property rights or misappropriate a trade
secret of any third party.

Viruses; Destructive Programming

Vendor warrants that it will use industry standard anti-virus software to cause that the
Software shall not contain any viruses, destructive programming, or mechanisms
designed to disrupt the performance of the Software in accordance with the
Specifications.

Compatibility
Vendor warrants that all System components, including but not limited to the components
provided, including any replacement or upgraded System Software components provided
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
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CONTRACT 2013-052-PART 3
EXHIBIT K
WARRANTY AND WARRANTY SERVICES

by Vendor to correct Deficiencies or as an Enhancement, shall operate with the rest of the
System without loss of any material functionality.

1.6 Services
Vendor warrants that all Services to be provided under the Contract will be provided
commercially expediently, in a professional manner, in accordance with industry
standards and that Services will comply with performance standards, Specifications, and
terms of the Contract.

1.7 Personnel

Vendor warrants that all personnel engaged in the Services shall be qualified to perform
the Services, and shall be properly licensed and otherwise authorized to do so under all
applicable laws.

1.8 Breach of Data
The Vendor shall be solely liable for costs associated with any breach of State data
housed at their location(s) including but not limited to notification required by law and
any damages assessed by the courts, except to the extent that such breach is caused by
State and/or its agents or representatives.

2. WARRANTY SERVICES

Vendor agrees to maintain, repair, and correct Deficiencies in the System Software, including but not
limited to the individual modules or functions, during the Warranty Period, at no additional cost to the
State, in accordance with the Specifications, Terms and requirements of the Contract, including,
without limitation, correcting all errors, and Defects and Deficiencies; eliminating viruses or
destructive programming; and replacing incorrect, Defective or Deficient Software and
Documentation.

The services required under the Warranty are described more fully in Support Obligations and
Term in Exhibit G Section 3.

Notwithstanding any provision of this Contract, pursuant to Contract Agreement -Part 2 Section 13.1,
the State’s option to declare Vendor in default, terminate the Contract and pursue its remedies shall
remain in effect until satisfactory completion of the full Warranty Period.

3 WARRANTY PERIOD

The Warranty Period shall commence upon the State’s issuance of a Letter of Acceptance for the
UAT and extend for the duration of contract.
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STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052-PART 3
EXHIBIT L
TRAINING SERVICES

For purposes of this Exhibit L, all references to “you,” or “your,” shall mean the State, and all references to
“we,” “our,” or “us,” shall mean Vendor.
1. TRAINING SERVICES

Vendor provides the extensive and effective training, with training materials, topics and agendas customized
specifically to how each group of your users will operate the system. Because there are different types of
users (field, headquarters, IT, financial, etc.) we provide separate training classes presenting each type of
user with the skills and knowledge they need to be comfortably and effectively use the system. Instead of a
“canned” approach to training, Vendor integrates your input into our proven AWO training program so your
unique operating methods and parks are included. Training can take place onsite at your locations to provide
the most convenient, full training coverage for your staff or through Webex sessions for follow-up or
refresher training. We keep classes small so all staff can receive proper training attention. All training is
customized based on attendees and covers specific subject matter, including the following:

¢ Camping/cabin-overnight, day use, financial, and reporting;

¢ Use of System-based Management Tools;

e Data maintenance;

¢ Business rules functionality;

¢ Accessing and interpreting reports; and

¢ Inventory management and data management.

Train-the-Trainer

Two sessions with 2 day training class provided by an Vendor Training Specialist one in the north region and
one in the south region with up to 10 participants p/session and includes the following;

e Participation in a hands-on environment;

e Use of Training Database Environment that replicates an existing Park to provide real-life

context and preventing any test data from being written to the production database;

e Becoming expert in all applicable system functionality;

¢ Learning techniques to assist them in training other staff;

¢ Knowledge of trouble-shooting techniques.

e During Train the Trainer sessions, we provide trainees with complete training manuals,

agendas and tools for their use as trainers, so they can confidently and expertly train other
staff.

¢ Hands on activities to increase user confidence; direct participation results in effective use of
the system to its fullest potential
o Benefits of AWO to both staff and customers
e An overview of the design, usage and ongoing care of the system
o Specific Field Manager training
— Use of all system functionality applicable to their role
— Use of maps, full and quick search, locating occupants, registering walk - ins and all
other system functionality
—~  Accessing reports, including Daily Arrivals, Departures and Occupants
— Methods to trouble shoot and how to use Integrated Online Help Tools
o Dedicated toll-free numbers to use for Help Desk Support at any time.
e Report access, generation and distribution
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TRAINING SERVICES

o User Administration
e Financial Transaction Management — PIN Usage and Management

o Usage, operation and any required maintenance of hardware, software and communications
associated with the system.

Park Staff can be trained by your staff who have completed our Train-the- Trainer Program and/or by
Vendor staff (at your locations or via web-based live training sessions).

9:00 - 9:30 Introduction
» Overview of Training & Training Expectations
» Overview of the Outdoor Recreation Management Suite
» Field Manager Home Page
« Park Map Overview
9:30 - 10:00 Check-In Procedure
10:00 - 10:30 Walk-In Procedure
| 10:30 - 10:45 BREAK
10:45 - 11:30 Check Out
11:30 - 12:00 Hands on Practice (self-directed)
1:00 - 1:30 Questions and Review of Material Covered
1:30-2:00 Refund Management
2:00 - 2:30 » Reservations and Customers
. » Search for Reservations
» Reservation History - Invoice Search
» Customer Search - Create/Modify customer records
2:30-2:45 BREAK = B
2:45-13:30 « General Field Activities
» Site Transfer/Change Dates - No Show
» Voids/Cancellations - Discounts
s Search for Availability
3:30-3:45 » Offline Procedures
» No Internet access
» Check-in /Check-out/ Walk-In
s Upload of Data Collected Offline
» Power outage - Hand Written Tags/Permits
3:45-4:15 Season Opening Procedures
4:15 - 5:00 | Hands on Practice (self-directed)
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Agency Management Training
Management Staff will participate in one 2-day training session during the month of April to include:

s Overviews of all applications utilized by both call center staff and Park staff

s Accessing reports

o Creating user defined as well as “canned” reports

» Viewing park, region, Agency-wide data

o Security Authorization Management

* Inventory and Fee Management including:

— Park name, mailing address (address, city/town, province/state, zip/postal code,
country), Edit phone numbers (direct line, public line, fax)

— Web information (email, http)

— Point of Contact information (last name, first name, phone, fax, email, address city/town,
province/state, zip/postal code, country)

— Park aliases and referral facilities

— Brochure info, directions, important information

— Referral facilities

— Check in/out times, longitude/latitude values, etc.

» Financial Training use of the Finance Manager module to include:

—  Drill down into transactions

— Monitor and audit all revenue and related deposits

— Create and access reports

— Guarantee the financial clarity of all operations related to your project.

* Reports Training on report/data extraction tools enabling queries of the database for

information pertaining to system activity.
Ongoing Training
To help support any new or seasonal staff and to assist with “refresher training”, Vendor will ensure
maximum knowledge of the system. The options include:

* Annual sessions: Each year as we plan our Training Schedules with you, we will ensure your
staff is always fully trained on all aspects of your project.

o New deployment training; In consultation with you, we determine any training required to
effectively use any new features or reports. Our development cycles have been structured so
we do not introduce new functionality during the peak camping season. This enables us to
ensure all users can be fully trained prior to the busiest time of year. Each year as the
Product Roadmap is finalized and the Development Plan confirmed; we work with you to
determine how and when it is best to train your staff. For small changes or new reports,
effective training may be conducted through web-based conference tools and comprehensive
documentation. For larger scale changes we recommend personalized training sessions.

o Train-the-trainer sessions are provided to your selected staff

o Online (instructor-led) interactive web-based training utilizing WebEx™. Computer-based
Training tutorials, enabling self-paced refresher training without a trainer.

o Full-time Web-based access to a “training environment” replicating the live system,
available whenever needed.

2013-052 Exhibit L-Training
Initial All Pages:
Contractor’s Initials@( Exhibit L Page 70 of 74



STATE OF NEW HAMPSHIRE
DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
NH STATE PARKS RESERVATION SYSTEM
CONTRACT 2013-052-PART 3
EXHIBIT L
TRAINING SERVICES

Working with you, we continuously ensure that user manuals and training documentation are current and
appropriate. We update all user documentation and training materials to reflect new features, versions and
business rule changes. In short, Vendor’s training, documentation and help desk service ensure all users will
be able to confidently use the reporting engine to maintain a clear perspective on operational and financial
aspects of your park business. This level of service and experience, along with our existing understanding of
your parks and operations, make our training program the best value choice for the new contract.
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EXHIBIT M

NH DEPARTMENT OF RESOURCES AND ECONOMIC DEVELOPMENT
RFP 2013-052 (WITH ADDENDA) INCORPORATED

NH DEPARTMENT OF RESOURCE AND ECONOMIC DEVELOPMENT RFP 2013-052, with all
included addenda, are included by reference as binding Deliverables to this Contract.
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EXHIBIT N
VENDOR PROPOSAL BY REFERENCE

Vendor’s Proposal to the Department of Resources and Economic Development RFP # 2013-052
dated February 15, 2013 is incorporated herein by reference.
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EXHIBIT O
CERTIFICATES AND ATTACHMENTS

Attached are:
A. Contractor’s Certificate of Vote/Authority
B. Contractor’s Certificate of Good Standing
C. Contractor’s Certificate of Insurance
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THE ACTIVE NETWORK, INC.
OFFICER’S CERTIFICATE
January 9, 2014

I, David Eisler, solely in my capacity as General Counsel of The Active Network, Inc., a
Delaware corporation (the “Company”), do hereby certify that I am the duly appointed General
Counsel of the Company and authorized to execute this Certificate on behalf of the Company. 1
do further certify, solely in my capacity as General Counsel of the Company that the following
named individual is a duly elected or appointed, qualified and acting executive officer of the
Company, who holds the position set forth opposite the individual’s name below, and the
specimen signature written opposite such individual’s name is such individual’s genuine
signature. As such, the following named individual is authorized on behalf of the Company to
enter into NH State Parks Reservation System 2013-052 Contract Agreement Part I, to be
entered into between the Company and the State of New Hampshire Department of Resources
and Economic Development.

Name Position(s) Signature
Gary Evans Division Vice / } ~
President &:

[Signature Page to Follow]



IN WITNESS WHEREOQF, I have hereunto signed my name as General Counsel of the
Company as of the date first set forth above.

David Bisler
General Counsel




L State of Nefr Hampshire

Bepartment of State

CERTIFICATE

I, William M. Gardp,cr, Secretary of State of the State of New Hampshire, do hereby
ccmfythat The Active Network, ‘Inc. doing business in New Hampshiu; as The Active

. Net-woric of Delaware, a(n) Delaware corporation, is authoﬁzed to transact business in New
Hampshire and quialified on January 9, 2002. I further cénify that all fees and annuaj,

reports required by the Secretary of State's office have been received.

In TESTIMONY WHEREOF, 1 hereto
set my hand and cause to be affixed
the Seal of the State of New Hampshire,
this 3" day of June, A.D. 2013

Zay Bk

William M. Gardner
Secretary of State




CO.RD', 2

CERTIFICATE OF LIABILITY INSURANCE

et

DATE (MMDOYYYY)
5/30/2013

CERTIFICAT SSUED

HIS_CERTIFICATE IS | \ MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS |
ERTIFICATE DQES NOT AFFIRMATIVELY OR NEGATIVELY AMEND OR ALTER "THE CUOVERAGE "AFFORDED BY THE POLICIES |
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

T EXTE

TMPORTANT: Il the certificate holder is an ADDITIONAL INSURED, the policy(les) must be endorsed. "SUBIROGATION 1S WAIVED, subject to
the tarms and condltions of the policy, certain policlos may roquire an endorsement. A statement on this certificate does not confer rights to the

cgttificate holder In Heu of such endorsement(s).

PEODUCER ATY n
Woodnuff-Sawyer & Co. v TERE
2 Park Plaza, Sulle 500 (1EYs 0404357361 —— lACNo849.476:-3118 |
lrvine CA 82614 P deo.com »
. INSURER(S) AFFORDING COVERAGE - NAIC !
- INSURER A : [ Y. ‘
WEIRE: ACTINET-01 wisuren b Travelers Propery Casualty Company DE674
Agtive Nalwork, Inc. | weunen ¢ National Linipn Fire: ns Ga Pifisbur !
10182 Tolesis Ct,, Suite 300 NSURER D : )
8an Diego CA 921214777 s"m B:
INSU E:
INSURER F :

GERTIFICATE NUMBER: 1019095680 . REVISION NUMBER:
Wﬁi E 6 CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD

NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS

CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESGRIBED HEREIN IS SUBJECT TO ALL THE TERMS,
BXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.
TYPE OF INSURANCE INSR| ’ MBER LIMITS
A OENERAL LIABILITY 77916 116/2013 4/16/2014 EACH OCCURRENCE $1,000,000
QMMERCAL GENERAL LABILTY | PREMiSEa aoatce) [ $1000000 |
CLAMSMADE [{‘—_] OCCR | MED EXP (Any one person) | $10,000
PERSONAL & ADV INJURY m,w
. GENERAL AGGREGATE $2,000,000 ‘
#m LIMIT APPLES PER: PRODUCTS - COMP/OP AGG | $2,000,000
X 8% [ Juoc $
A | AurouoniLe Lixsiry 73646885 11672013 1612014 $1.000,000 -
X _| awrauro BODILY INJURY {Per peryon) | §
- Ww msc&@wa) BODILY INJURY (Per socident) | §
|__| HRED AUTOS Nongweo N
3
A [umereauas X Toceum 79865288 M/ 672013 16/2014 . | £ACH OCCURRENCE $12,000,000
Lol MMJ | AGOREGATE 12,000,000
$
pryiiepiais m".'_‘o"w vin )B3861NT4613 rns/zms k1162014 |X |E}ﬁ}‘,ﬁ| ]?ZE' _
NIA £.L. EACH ACCIDENT $1,000,000
n EL - EA EMPLOYES $1,000,000
- | DewR TIONS £.L. DISEASE - POLECY LIMIT | $1,000,000
C  lemn LOmesions b19330471 Wi6/2013 t62014  Uenh ' ;}gboggoooo

contract or agreement

OPSCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES {Attach ACORD 101, Additional Remarks Semdo.lm-uenlimdhﬂ :
. ’Dopnrtmant of Resources and Economic Development is included as additional insured as respects General Liability as required by written

CANCELLATION

CERTIFICATE HOLDER

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED N

Division of Parks and Recreation / NH Depariment of

ACCORDANCE WITH THE POLICY PROVISIONS,

Resources and Economic Devel
172 Pembroke Rd, Svelopment
P.O.-Box 1856
Concord NH 03301-1856

AUTHORIZED REPRESENTATIVE

ACORD 25 (2010/05)
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