INTERLOCAL AGREEMENT BETWEEN THE LAS VEGAS METROPOLITAN POLICE
DEPARTMENT, THE COUNTY OF CLARK, THE CITY OF LAS VEGAS, THE CITY OF
HENDERSON, AND THE CITY OF NORTH LAS VEGAS REGARDING FUNDING THE
REPLACEMENT OF THE SHARED COMPUTER OPERATIONS FOR PROTECTION &
ENFORCEMENT (SCOPE) SYSTEM, PHASES 0 THROUGH 3

This Interlocal Agreement is hereby made and entered into on this 0 7 day of

QLT LE , 2010 by and among the Las Vegas Metropolitan Police Department, a
law enforcement agency serving the combined jurisdictional boundaries of the County of Clark
and the City of Las Vegas, the cities of Las Vegas, Henderson, and North Las Vegas, and the
County of Clark, each a political subdivision of the state of Nevada, hereinafter referred to
individually as a “Party” or collectively as the “Parties.”

WITNESSETH:

WHEREAS the Shared Computer Operations for Protection and Enforcement (SCOPE)
system was established in 1968 as Nevada’s first criminal history repository of arrests,
convictions, sex offender registry, probation and parole, warrants, incidents of missing persons,
dead bodies, homicides, and citations; and evolved to house non-criminal information including
work card, business licensing, carrying concealed weapon applications, protection orders, mental
petition orders, and family court writs; and

WHEREAS the Wanted Vehicle System (WVS) was established in 1983 as Nevada’s
only system to contain information on stolen and recovered vehicles, vehicles used in the
commission of a felony, bait vehicles, police impounds, private tows and repossessions, seized
vehicles, hit and run suspect vehicles, lost/stolen license plates, contact messages and missing
adults and juveniles associated with vehicles; and

WHEREAS the SCOPE application was written in an archaic computer assembler
language and WVS was written in a 50-year-old third generation programming language that is
facing imminent retirement, these systems can no longer meet the information sharing demands
that are required of a pliable, efficient, and effective crime fighting tool; and

WHEREAS SCOPE cannot be modified to meet the needs of the criminal justice
personnel that use the system because the technology resources to support SCOPE are no longer
available and where technology resources for WVS are difficult to find and institutions of higher
education are no longer teaching those skills; and

WHEREAS over 80 Federal, State, Local and Tribal law enforcement and justice
agencies heavily rely on SCOPE and WVS as an integral part of the process of identifying,
apprehending, detaining, prosecuting and incarcerating criminals; and

WHEREAS the Clark County Information Technology (CCIT) department -has provided
maintenance support of the SCOPE and WVS systems and has led the initiative for their
replacement; and



WHEREAS grant funds have been obtained to develop a justice information sharing
system (SCOPE 1) as a replacement for the SCOPE and WVS systems; and

WHEREAS the RFP evaluation and vendor selection was conducted under the guidance
and support of the steering committee that consists of primary users of the current SCOPE and
WVS systems from the parties as well as the Nevada Department of Public Safety; and

WHEREAS the SCOPE 1I system meets current business requirements in regards to a
justice information sharing system and a vendor (Analyst International, Inc.) has been contracted
to implement the SCOPE II system utilizing a custom solution that includes Microsoft
technologies as well as various other known 3" party technologies; and

WHEREAS the anticipated total of replacement, support, and maintenance costs for the
SCOPE 1II system exceed the amount of available grant funds; and

WHEREAS the five (5) largest users of the SCOPE and WVS systems are the Las Vegas
Metropolitan Police Department, Clark County, and the cities of Las Vegas, Henderson, and
North Las Vegas; and

WHEREAS CCIT will provide technology services and staff to manage the SCOPE II
project as well as the maintenance and operation of the SCOPE II system as defined in Exhibit D
(Service Level Agreement Between CCIT & SCOPE II Project Agencies);

NOW THEREFORE, for and in consideration of the mutual covenants set forth herein,
the parties do hereby agree as follows:

1. The services to be performed shall be specifically described herein, and this
agreement incorporates the following attachments:

Exhibit A: FY11 Cost Allocations

Exhibit B-1: SCOPE Replacement & Maintenance FY 11 Total Cost Summary
Exhibit B-2: SCOPE Replacement & Maintenance FY 11 Total Cost By Agency
Exhibit B-3: “Big 5” FY11 Total Cost Allocations

Exhibit C: Byrne JAG Contributions

Exhibit D: Service Level Agreement (SLA)

Exhibit E: Exhibit E — SCOPE II Phases Details

2. Phase O of the SCOPE II project includes the project initiation, SCOPE system
requirements definition, design releases, and a baseline implementation plan; and

3. Phase 1 of the SCOPE II project will include the test plan, training materials,
SCOPE data migration, initial SCOPE II system pre-production releases, SCOPE II system data
source integration, the initial SCOPE 1II system “go live”, and a year of Tier 2 vendor support;
and



4. Phase 2 of the SCOPE II project will include the WVS replacement system
requirements definition, design, implementation plan, test plan, training materials, WVS data
migration, the SCOPE 1I system “go live”, SCOPE II system enhancements test plan and training
materials, SCOPE II system enhancement releases, and a year of Tier 2 vendor support along
with internal support transition to CCIT; and

5. Phase 3 of the SCOPE II project will include interfaces and customizations, test
plan, training materials, data source integrations, and a year of Tier 2 vendor support along with
internal support transition to CCIT; and

6. The Clark County IT and Finance departments are managing the replacement and
associated finances of the SCOPE II system, respectfully; and

7. The Clark County Finance department will utilize specific SAP software project
codes to isolate and identify all financial activity associated with the SCOPE II system; and

8. CCIT will provide technology services and staff to manage the SCOPE II project
as well as the maintenance and operation of the SCOPE II system as defined in Exhibit D
(Service Level Agreement Between CCIT & SCOPE II Project Agencies),

9. The core hardware and software associated with the SCOPE 1I project will be
located within the Clark County IT Operations Center facility; and

10. Support and maintenance is planned to be both in-house (i.e. Clark County) and
contracted (Analyst International, Inc. and other 3"-party technology support vendors); and

11.  Clark County will invoice the respective parties on a quarterly basis for all actual
project expenditures that occur from July 1, 2010 through June 30, 2011 under the cost sharing
model as specified per agency in Exhibit A (Cost Allocations). The invoices will detail any
amounts expended for the purpose of supporting the SCOPE II project, will be supported by
proper evidence of the amounts paid, and will be due upon receipt.

12. The total amounts billed to each agency not to exceed the amount specified per
agency in Exhibit A as determined by the estimated costs and cost sharing model detailed in
Exhibits B-1 through B-3 (attached) unless the additional costs have been expressly approved in
writing by all of the parties.

13. Should any additional agencies be added to this interlocal prior to its expiration,
Exhibit A (Cost Allocations) will be amended to reallocate costs proportionately based on the
methodology currently employed under Exhibit B-3 (“Big 5” FY 11 Total Cost Allocations).

14. It is recognized that recommended allocations from the Byrne Justice Assistance
Grant (JAG) were established as part of the local solicitation that included Clark County, the
City of Las Vegas, the City of Henderson, and the City of North Las Vegas. Due to the SCOPE
IT project’s consideration as a project of regional importance, those eligible agencies voluntarily
waived their recommended allocations in order to partially fund the overall cost of the SCOPE II



project. As such, their recommended allocations will be, as part of this Agreement and as
memorialized in the approved Byrne JAG interlocal, recognized as a contribution toward the
costs of the project. Exhibit “C” defines the portions of the Byrne JAG allocations attributed to
each respective agency in funding the SCOPE II project.

15.  All non-grant supported expenditures incurred and revenues received from the
parties will be accounted for by Clark County with a project code (via the assignment of an SAP
internal order number) unique to the SCOPE II project.

16.  This agreement will commence upon execution by the parties and continue until
all payments due hereunder have been received and the County is fully reimbursed in accordance
with this Agreement.

17. On or before December 31, 2010, the SCOPE 1II Steering Committee will evaluate
the status of the project and the estimated costs to complete Phase 0 and 1 of the project, as well
as whether to proceed with Phase 2 or 3 of the project in FY'12.

18. This agreement will either be extended and amended to include projected FY12
costs or replaced with an Agreement to share anticipated costs among all entities utilizing the
SCOPE II system. All participating agencies will review the agreement on April 1% of each year
to begin discussions regarding the extension or amendment of the agreement effective the
following July 1°.

19. Billing for usage of the current SCOPE system will continue per current
agreements until which time a party no longer utilizes that system.

20. Any notice or other communication required under this Agreement (hereinafter
referred to as “Notices”) shall be in writing and either personally delivered or delivered by
certified mail, return receipt requested, and deposited in the U.S. Mail, postage prepaid. The
Notices shall be deemed received upon actual receipt. The Notices shall be directed to the
parties at their respective addresses shown below:

To Las Vegas Metropolitan Las Vegas Metropolitan Police Dept.
Police Department: 400 Stewart Avenue
Las Vegas, NV 89101
Attn: Director, Office of
Finance/Budget Section

To Clark County: Clark County
PO Box 551212
500 S. Grand Central Pkwy.
Las Vegas, NV 89155-1111
Attn: County Manager’s Office



To City of Las Vegas: City of Las Vegas
400 Stewart Avenue
Las Vegas, NV 89101
Attn: Orlando Sanchez, Deputy City
Manager

To City of Henderson City of Henderson City Hall
240 Water Street
P.O. Box 95050
MSC 211
Henderson, NV 89009-5050

To City of North Las Vegas City of North Las Vegas
13012200 Civic Center Drive Lake
Mead Boulevard
North Las Vegas, NV 89030
Attn: Asst. Director Police Services

Any party may change its address by giving notice in writing to the others so that, thereafter,
notices, demands and other correspondence shall be addressed and transmitted to the new
address. Notices given in the manner described above shall be deemed delivered on the day of
personal delivery or the date delivery of mail is first attempted.

21. No party shall assign this Agreement without first obtaining the prior written
consent of the others.

22. This Agreement may not be amended or modified without consent by the
governing body of each party except by a written instrument executed by the parties hereto.

23.  This Agreement constitutes the entire agreement between the parties hereto with
respect to the subject matter hereof, and supersedes all prior understandings or agreements
between the parties.

24, This Agreement and each and every related document are to be governed by, and
construed in accordance with, the laws of the State of Nevada.

25.  Jurisdiction for judicial review under this Agreement shall rest exclusively with
the Eighth Judicial District Court, County of Clark, State of Nevada.

26. Each party shall bear its own attorneys’ fees and court costs in connection with
any legal proceeding hereunder.



27. If any term, covenant, condition or provision of this Agreement, or the application
thereof to any person or circumstance, shall to any extent be held by a court of competent
jurisdiction, or rendered by the adoption of a statute, invalid, void or unenforceable, the
remainder of the terms, covenants, conditions or provisions of this Agreement, or the application
thereof to any person or circumstance, shall remain in full force and effect and shall in no way be
affected, impaired or invalidated thereby.

IN WITNESS WHEREOF, the parties hereto have caused this Agreement to be executed
by their duly authorized representatives the day and year first written above.



INTERLOCAL AGREEMENT BETWEEN THE LAS VEGAS METROPOLITAN POLICE
DEPARTMENT, THE COUNTY OF CLARK, THE CITY OF LAS VEGAS, THE CITY OF
HENDERSON, AND THE CITY OF NORTH LAS VEGAS REGARDING FUNDING THE
REPLACEMENT OF THE SHARED COMPUTER OPERATIONS FOR PROTECTION &
ENFORCEMENT (SCOPE) SYSTEM, PHASES 0 THROUGH 3

PASSED, ADOPTED and APPROVED this)_day of () LJE{/\ , 2010.

LAS VEGAS METROPOLITAN POLICE DEPARTMENT

Bl-‘/QQ .

DOUGLAS GILLESPIE, RIFF

ATTEST:

By:&'m@w»«d,@ QL \ Qo
ANNAMARIE ROBINSON, LVMPD FISCAL AFFAIRS COMMITTEE CLERK

API\’ROVED AS TO FORM:

By: 074’“““[ \/

MAR{@E MILLER, DEPUTY DISTRICT ATTORNEY




PASSED, ADOPTED and APPROVED this/%/) day of Dofofo.

BOARD OF COUNTY COMMISSIONERS
CLARK COUNTY, NEVADA

By

,2010.

RORY REID, CHAIR |,

ATTEST:

e 220

DIANA ALBA, COUNTY CLERK

APPROVED AS TO FORM ONLY:

DAVID ROGER
DISTRICT ATTORNEY
By: "*\/\_ A

STEVEN SWEIKERT, Deputy District Attorney



7 |
PASSED, ADOPTED and APPROVED thiss?/” day of JC7D8E(C_

CITY OF LAS VEGAS

By: %M»%Nb

OSCAR B. GOODMAN, MAYOR

ATTEST:

By ATl
JAMé7ﬁ.’ WW‘IS’,(DEPUTY CITY ATTORNEY

10/20/2010 City Council Item 10
Interlocal Agreement No. 110074-PH

; 2010,



PASSED, ADOPTED and APPROVED this i day of CC"()bQA/ 12010,

CITY OF HENDERSON

ANDY A. HAFEN, MAYOR

&

By: S«
JUTTA G. WBERS, CHIEF OF POLICE

ATTEST: COUNCIL ACTION
-5 2010
By:< Q)ﬁ/éﬂ/.g?////,q 4
Sabrina Mercadante,CMC
City Clerk

10



3rd November

PASSED, ADOPTED and APPROVED thi¥®®¥fjay of *eabex ,2010.

CITY OF NORTH LAS VEGAS

By: % //w op ‘5/”4

SHARI L. BUCK, MAYOR

ATTEST:

o T oA L

L STORMS, CMC, CITY CLERK

APPROVED AS TO FORM:

N, —FN

NICHOLAS G. VASKOV, CITY ATTORNEY

11



%00°00T

880°€9L

[4X4 44

S $ 9/8°6€£S $ jelol
%' 0T S608/ S | vv8Te S ] 1ST'sS S seSap se yuoN Jo AD]s
%09 8SY'Sy S| L67'€T S {191°C¢ S sefap set40 Anly
%6°0T 6£5°€8 S | 9er've S | €E0T'6S S uosiapuaH jo Aidfe
%S LY €91°29¢ S | £E650T $ | 9zz’'9sT S juswnedaq 301104 uenjodona|n sedap selz
%¥'ST £€8'¢6T S | 86995 S| SETZET S Auno) et

880°€9/

$ TITELT

9/8'6£S

9TT'LEC'Y

W -

9ZT'LET'Y

YTE'000°S

(41444
Sune’s

SNOILVIOTIV 1SOD TTAd - V LIGIHX3




OTAd ut3uads aq o1 pa3abpnq 00r‘D9SS ‘910N

965'VZ6'S $

S60°86T S se39/\ SE7 YLON - 0TAd OVI
yy'99 S UOSIBPUBH - OTA4 OV
8/9'89% {IndD) Aunod e - 0TAd DYf
000°00¢ S 31815 - OTAd OV
000°00€  $ Jddy pad4 Aspjieg
000°000°T $ Jddy pa4 piay
000°000' $ vyyY
LLE'808 S ovf
TLTYET S |exde) 1
LTL'8vT S dOSH

popJemy sjueln /paiedo]|y |eyde) || :0Wd

150D
sw-suo

$150)
Suinoay

Adewwng 150D [e10] 9dUBUBIUIEIA 1B JUBWIR[dDY 340DS

80,
9zz'LeTy
0T'LLL'Yy | TrT'sTe 00"

TLTTST s |zrestT S 2LTTST S Aduagunuon asueusiuiein | ST
785°15¢ S 75S°1S¢ S 7SS 1ST S Aduagunuon 1afoid|/T
51795 $ o0zt $|siv'is S SIV'LS 3 sayddns |91
00529 $ 00529 S 00S°£9 $ 3uuied] |ST

G6S'ET S }ses‘ee S BWILBAD 1T
8¥Z'€69 S| svZov S |eeveeL S S32.N0SAY |ewIAU|  |ET

- S wawdinb3 g Suyels|zt
000°0T S 00001 S 00001 $ saiddng |t
000vT S 000'vT S 0001 S Aujoey 0T

BYI0|6

- S| - S - $ adUBUB IR - 2JEMYOS|g

T6ELEV'T S T6ELEV'T S T6E'LEY'T  $ a1emyos|f/
- S| - S - S 30UBUBUIRI 2IBMPIEH|g

9ET'LES $ 9ET'LES S 9eT'LES $ siempaeyls
MB3INDY |BINDBYYDIY Uapuadapuy| P

000°00€  $ 000°00¢€ ) 000°00€ $ MaiA3Y 13[01d Juspuadapuj €
00001¥'T  § 000°0T¥'T S 000°0TV'T  $ uonesodio) |euoieulaiu 1sAjeuy 7
S3IAJDS [RUOISSION] |T

Alewwing 3s0) [e101 TTA4 ddueUUIRA 'R JUdWdR|dDY OIS :T-9 LIGIHX3




SposN uoeziiolsny = NJ %0'ST % 28es1 ND

uonnqipuo) gjeqg =>2a %0701~ % 38es 0a

pasn sjuswaj3 ejeq 8demvul =3al %007 % 98esn 301

uonedpiied Aauaby =dv %0°S9 ¥ afesn) dy

PTE'000'S 3| 620'082°L  $ %00T 9y (T£0°'005)  $ %00T £L £90'000'T  $ %0°00T 19 V0T'0ST'E $ %001 0100t 6’9 88L 6EL'LT WNS

9€8’S sTwez s [%z0 0 (289 s [%io 0 059'L $ [%z0 0 TEL'T S J%to 04 ] - St 201M49G J21038 SN|1S
988'L sz $ [%z0 3 (289) s [»re 0 059'T $ |%zo 0 18Ty AR 04 04 - 0z uoleqoid Snjos
£18'S stwle $ [%z0 0 (289) $ [%10 0 0$9°T S [%weo 0 (2353 S |%Lo St S - 0z tepyaid snlev
628’1 Stz $ [%z0 0 (LeL'el) $ [%ez z 059'T S |%zo 0 vLTEY S |%€0 €1 iz - 4 40 leysie sn|sy
988°L sfivLe $ [%20 0 (£89) $ {%1°0 0 059°T $ |z e [ 181y S [%to [ 0L - 0z v3a sn|iy
950'T s|ivee $ [%zo 0 (zeL'e)) S I%LT z 059'T S [%zo 0 10T S [%e0 02 S - S 499 % 301 SHA sn|ov
vEQ'YT slivee $ I%Z°0 0 (£89) $ %10 [ 059°T S [%20 [ 0€£°01 S [%e0 [ [ - 5€ d1v Anseai) sn|sy
L21'6Y S | 828'vs $ |%Y'Y z (eL'el) ${%LT 4 059°T $ [0 [ 98€'9 S [%20 6C ST - L4 ad AINA|oy
Zez'0T S{ivle $ 1%20 0 (289) S {%10 0 059'T s [%zo 0 215'9 S [%eo Sy ST - 09 Kwouiny qep ixel ey
LTL'SE sz $ {%C0 0 (zeL'sl) S {%LT 3 053°T S [wzo 0 £L0°SY S [wri 86€ 001 z 005 pieog josjuo) Bulwen aes|ey
v0E0T STvie S %20 0 (289) S %170 0 0591 S [%20 0 665'9 S |%zo S5 G - 0L pJeOg 5,1030EHU0D NBS|Ty
9Ly SpivLe $ |%C0 0 (289) $ {%1°0 0 059°T S [%T0 0 8501 S %00 [543 - - 621 ad syeds|oy
¥6L'90T HESS S [%ry 7 (eveve) $ [%6'9 S £15°78 S [%es S 96L°E S [%i0 €1 6 - 44 or NIN|sE
€5E72E S Jozoiel S [%0°TT S (eve've) S [%6'9 5 €1578 S |%es S EITLEL S |wey SLY 00€ ST 008 adAIN|se
8SY'78 HEERS $ [y 4 (2e1'e1) $ % z SO0'€E S [%ee z 75€'8 S [%e0 0z 0z - or HNod WNN AIN|LE
698°59T Sfivez $ |%C'0 0 (ze2'et) $ %L [ £15°28 $ [eg S ZSEV6 S (w82 60€ [44 - £€S dHN|oe
SYOEL slivez S [%z0 0 (ze2'e) $ {%LT z 059'T $ %20 0 1628 S %S 05 007 - 0S7 uoREqoLd pue 3Josed AN|SE
656'S sfivl'z $ [%z0 0 (289) $ %10 [ 059°T $ [%z0 0 [ S [%L0 52 S - [ ANG ANJYE
$99°€0T Stz S |%eo 0 (zeL'el) S {%LT z 059'T S [wze [} OTO'ETT S juse Sg 997 3 01€ ad eunbsan|ee
LEY'TOT S | sza'vs S [%ry 4 (zeL'el) S {%LT z S00EE S |%EE z TYELZ S 1%80 S8 S9 - 0ST unod NN A7|ZE
SOE'LL8'T S | 020°LE1 $ |%0'TT B (epe've) $ 1%6'9 S £15°28 $ {%E'8 S v90°269°T S 1%1'TS 86E S0L'E Siv 815’y AdWAT|TE
00T vET S | s28'vs $ |%ry [4 {eve've) $ [%69 S £15'78 S {%E S 0T'TE $ %01 95€ ¥4 (14 szt JuBWazio] pue UoRUPA A1 |0E
756°C ST $ |%T0 0 erel) S [%LT 4 059°T S 1%Z2°0 0 162721 S %y - 0g - (3 alqeisuo) sebap selsz
vSL'S stivl'c $ [%Z°0 0 (£89) $ |%T0 0 0591 S |%Z°0 0 050 S %10 [ - - 0SZ BAlYy UOHEAIDIY PEIW ANET|ST
y8€'90T S fee8'vs S |%by z (eve've) $ [%69 S €15°C8 S [%E8 S 98E'E $ |%lo €l 8 - X4 Or uosiapuaH|sz
9LTEVE S fozoiel $ %0 1L S (eye'ye) $ %69 S £15'78 S [%es S 9€6°LST S |6y ST S1E oL (12 Qad uossepuar]oz
£58'68 REZRS S [%vY z (1eL'e1) S |%ez z SO0'EE S |%ee z LSL'ST S [%s0 [ 8¢ - 09 1INoQ junjy uosiapusH|sy
9882 SiLLe $ %20 [ (289) $ [s%10 [} 059°T S [%zo [} 181y S {%L0 04 0L - oz Japusjeq alqhd [eapadiivz
920°5ST SilvL'e $ {%Z0 0 (ze2°21) $ [%LT z 059°T S [%z0 0 TLEVPST S {%L'S 0S 00v - 05y 18d{ez
[224348 S jeee'vs $ {%rY 4 (2e2'ed) $ |%LT z SO0'EE $ |%e€ z sez’st S {%ET SL1 J733 € 95€ Kawiony oumsigzz
STT'TS 3 K4 $ {%C0 0 (2eL'ey) $ %02 z 0$9°T S [%z0 0 19¢'09 S (%61 (4 Lyl - [ ad IPUIsIa 100Y9S 0D|TZ
810°SLT S 1 020°2E8 $ {%0'TT S (eve've) $ [%6'9 S €158 S [%E8 B LLL'68 S [%8T 156 081 4 1911 0095|0Z
79Y'0€7 B EEES S [%rv H (evE'yE) $ |%69 S £1578 S |%ee S €9Y°LZT S |%6e (e 00€ [4 052 sunod Aunod e |et
18279 SiivLe $ %0 0 (189) $ |%T0 0 0591 S 1%Z0 0 Z80°€ S |%L0 Er4 2 - £E 2310 spuays unos ujeaun|st
065’y S{vee $ |%z0 0 (£89) $ %0 0 0591 $ %20 0 588 S (%00 3 z - oL 93 - 5IqEISU0D UOSIOPUSH|LT
sP'S S{ivLe $ [%Z0 [ (289} $ {%l0 0 0591 S %0 0 LT $ (%0 €l 14 LT wawnedaq asljod anied sebap seloy
780°9 slivee S [%z0 0 (189) $ %10 0 059t S {%Z0 0 LLET S |wilo ov - S St JUBWIB5I0JUT MET BHIPIIM JO UOISIAIG EPEASN |ST
£V6°L slipre $ (%20 0 (189) $1%L0 0 059t S (%0 0 8L’y S |%L'0 Ll S ) £z pUBJaQ dlland eloads Aunod YieIa{rT
1448 slivee $ [%z0 0 (189) $ (%10 0 059°T $ [0 0 990°S S {%20 81 cl 0€ 951A19G @NUBASY [BWIA] SN]ET
69Y'CT S|z $ [%e0 0 (289) $ [%re 0 059'T S |%zo 0 92’8 S {%E0 61/ L - 9ZL juawpedaq aJ1d Hunod weo|zT
291 Sl $ [%z0 0 (289) $ [%10 0 059'T $ |%eo 0 £59'L S [%zo veL 9l - 05t 1auoiod Runod wedfiT
SL5TT Shwee S [%z0 0 (289) $ [%10 0 0S9°T S [%zo [} 0L8'L S [%zo 0L 61 - 67 juswabeuey pur Jo neaing Jouaju jo 3dag snjot
150°81 S|iviz $ [%z0 0 (289) $ [%T°0 [ 059°T S (%0 0 LYE'YT S [%vo 051 8 €2 £33 3910 s Hueys Aunod aAN|6
SvZ'16 S | 8z8'vs $ |%vv z (289) $ |%10 0 S00°€E S {%EE z 660'Y S [%i0 - L 6 0T wesboid unbpuey Apeig s4q epessn|s
£25'97 sz $ [%c0 0 (289) S [%10 ) 0591 S {%C°0 0 €187 $ |%Lo o 55 56 uoiebiiSaAul Jo UOISIAIG BPRARN] L
996°£8 S | 8z8'vs S %Y 4 (289) $ %10 0 S00°€EE s [%ee z 078 S {%0°0 - L 1 z afold oulseD ey'e) weabolg Y29 sWEN lIAID SJa EpeAaN |9
97511 Sz $ (%20 0 (289) S [%10 0 0591 S [%z0 0 128'L S {%20 ¥ 6l - [X4 adljod ied Ajunod e s
6217y slwez $ [%e0 0 (289) $ %10 0 059'T S [0 0 STH'OY S (%) 186°¢ 6} - 000"y zaseg 2210} 11V SlPN|Y
8ST91 sl $ [%Z°0 0 {289) $ [%10 [] 059°T s [%z0 0 £SY2T S [%vo 69¢ €l [ T6€ B01SN[* 3lludANp AJunod (el
€44'69 S|ivLe $ [%z0 0 (289) $ |%1°0 [] 059'T S %0 0 890'99 S [%0eT 6 18 08 LT Japuajaq aliand Aunod xe|d|z
S97°ST sz 3 0 (1e2'et) $ z 059'T 3 0 3 ad Auo sepineg|t

Adualdy Ag 150) |e10] 3ueudUIRIA R JUBWdE|ddY I40DS :Z2-9 LI9IHX3




“A2uabD 12410UD BIA 340IS 0 $53220 193.1pu U $1PUIBD J2YI0

“waisAs Buyq 1190 2y2 Aq pay20.3 A3uaLind sa1>uabo 3y3 34D 353Y3 ISNDIG UMOYS 21D 5312UIBD €5 AUO :ILON

SUOREOO||Y 350D |e301 TTAd G 319, *€-9 LI9IHX3

880'E9L

B

s s NEZ s s - 268 ¢ [F1T0 - o JPied ainiea s ser g5
ze8 B e S| - s $|zcn s K $ %o 1598 b anL
s| - s s | oeeZ $ u- 0EET s] e s9z'st s ad 410 Jopinog .
_.Sn« B B e 058z s s Nosez s [#1E0 s9zgk  § opinog 10 Ay
s = $ s |42 $ sl sz s |0t oLy s Qd Pyeds 15
s| - s s | ssz H s B ssuz s 0 \so'st s p 5.4J149yS Awnod 9AN 05
s| - s g|oedst s sl oeest T4 seo'col s QA RITEEN; 6
s s N s N N p— & [rous munod uiosun sy
SE0:t GEBLD ]
e § % Sl $ 1oz s § e B 89Teer | § Anog epising
s| - s s| e $ sl ez s veovk s dlginseailsn. 2o
8 = $ s| 1% $ sl 18 s %8s 3 FUER Prman- O
s| - s § ] ezl s s i ozt s %88'L s Hensacdon. sy
s| - s s| 68 $ sl e s L85 s IeRdan oy
| = $ sl &2 $ sl sz s 628t g ~RUoIsEENS &
s| - s N s N s - o [50Uono rewawisn 7y
s s NED s N ™ s —-— s| ¢ EDISHISN
s| - s s| o4 $ B E s gy g oRsnLaERas o
s| - s s|er s s ll cozt s oL s vaasn 6e
s| - s s| seL9 s s sero s iy g | DEEPMOIAVEIRN 8E
A % sfee s N B . e o froneonaupeam e g
sil.= s s| 02 $ s cozt s 988'L g JPUsRanland eieped 5e
s| - s s| ooz s sl asocz ] i so'sst § 123 5€
3 > fe2ctssk 3 ] i i
Ister »- z S s S| eeey s S EET §[%s5S WELT |opoy
s| - s s] &vs $ sl zvs (il P | ek h
sl - s S| et s N sJFeo oon § [fo8 scopeaod s g
s| - N 5| Love s N P s |60 e s Qd AINN 2€
s| - A | rouL s N ™ N 2 sias g | 0¢PUmaleons ) T
s| - s | oos't $ sl oss't |20 zzzol g] “wewngasiel of
s - s $1] 608 $ s il 606 " i 656’ s MHGIN 22
si..= $ | %8 $ s il sz g z80'9 4 [/ PR FRERE RE
0ZL'ST § 7 S B S ozrsz s $Qozise Bl £ 85589 § JGroInS
o - s NIz s o i N crocs g [POCdPUEIIONRIAN 62
s| - s s|eese s sl cresz P sog'seL s b
s| - s s | vever s sl vove |t soeig s [HON DS EpenaN 97
s| - s s | seser s sl sser < [T azre s [P S0 EpERN ST
s| - s s | osov s ol o s 7550 Lser s [o versing epenaN €2
S8 % 7 s § S{copza s B B3R § [%esE yorwvr % Sdg-ans
806'ST S = S, = S 2 $ | 806'ST S L] $ s| - s NECED s N = s %S9'T asv'z8 s WN0J IWNW AN 2T
8173 S| - s = s[= HEEEE il - s s| vorer s e N G e % QdAIN 12
S60BL 8| - R S §|seass s| - Sfseoss sTeirs S[Reo T ey I e s B $1aire s S WIS § [%ore zigvor  § !ao>laﬁozwah_o
695’61 S| - E [ S| s|e9s6L S| - S i s | oer'st s s oors ¢ |#€0T ovioL ¢ 1LNo) NI AT 02
688°ST 3 # S 3 S » S|esssz § i S 8 - s ¢ | o8voz s sl osroz %89'T 00ZYEL s foju3 pue LONUIRQ AT 6T
Yy 8| ¢ O o 23 §osvor 5| - 8 fesvor $o08sE DR 8¥e I 7 e 3 ST osese s § 05658 %ILh 5965z s suBap 57 1o KD
voz'ey S| - S sl s|vozes S| - $ s| - s g | regTs s N e %989 s § Qd UOSI9pUIH 8T
vEELL S| - s = s = s|veeer st - S &) = s NETD s N %08'T csa'6n § [0 W UosIpUIH LT
[0 T Y {3 $ieiges §| - sfewes s ve0'5 ST%e0r  [sevir 2 ) § S ve09s s § | v80'55 %598 2R voropUOH O A
S6L'GET  $ = S = B 2 S| S6L'6ET $ B S s| - s s| sssort § sl sesons %6v VT ovovzs g | QINATIORIBEATD 9T
89€TLT 5| - s = S| - S|e€Ter 5| - s ¢ < * AETEE [ %SO€C sezsyy s PO Ry I9AuneD eD ST
” SBUTE T = T = 2 P = T "
TS e e {3 Ferese 5 §eoieee s | coveee %Gy [ VesL | | s s S| zevoez | s sl Tevoez %YSZE YoeZi8s § aan
709°07 $ B $ S $ B $ | zo9'0z  $ B B ol = s s | sez'or $ sl sszo N %oT'T v82'901 N IIAIN BT
695 Sl = = g = HIES 2 si| = s g | osv H sl osv s 2562 ¢ | 2esvod seBenser €1
€50t S| - S| = 3 HEEE ¢ - o 5| sezor s s s N R f UOSIIPUIH ZT
988 s - s = st - S | 988 3 s| - s s | toL $ N o |60 — o [ P1aeisu0d vosiopuan 11
# s = S| = sl - s - s % s ¢l = s NE s <8 - N ED R o Jued Aowony uasig ot
088 S| - S| =~ S| = S|z8sz s - S b . s| w8 ol wez ¢ 7567 o, s Aauiony LSO 6
TEST ST - ST - s = HE o s 5| 6 s N N 5 - o ¢ 129205 Aunod e g
09v'ET S = ] * B Ll S| osver S = S s = s | sroor s sl svo0r N %0V T cLl'eo N @ 211GNd Ano) e £
VTt s = SHE st = S|veer s - s o N 5| i1 s N N . ¢ [1o¢ wed Mmoo e 9
L11'E S = S = S E s|are S B B o] == N | vz s N s %ZEO po— " 3|IudAN[ AJuno) e S
SOv'T S A S = S = s|sov'c S E S s| - N NE= s sl cos1 s %ST'0 sov'zL N daQ 214 Ayunod e b
o09v'vy S| - e S B s| - s §| ouse $ sl ouse N RS sovorr  s| Tneakunoonen €
W 5| - HER F g stz 5| - 3 N s N s N P NG ey s | e Auneowen 7
X z B E SSOES E .

Hm. S S S S 3 B A - s| - s g | 06'y $ sl o'y s |%05S 81052 § ok
5 TR TR Sz §[5easer 5| - s fciscer s | ceecor B R 7 LY 3 S| ceocar | 8 § EEEEsy $ |%e00e TELY00T % Awnod yiers
880SSL §| - st AT $|esosss s| - S Wes0coL  § | ¥9c09 [ %00k T Tvvest  § = s $ S| sso'cor s [ 8s0'coL $ %005 ¥LE000'5  § |moL

1504
pasnipy 1800 Aousby. 1800, ) aoeidoy 1800
simoL phAd SEAS A4 LhAd O0Ad N (o otiny | fousy sbiwq | etiey | TPUNIO | ineue PLAL £LAd ZLAd VAL oLAd Lrsumip 3oy s ety voRoipspnP
0% I o
$015U0BY Joj B JO 1805 o) BulqIOSqE SOpUEBY 068 $015U0By 9647 0) POINGLISIP 1500 AoUeBY |IBwiS $0{ou0Be Josn umou |je IsBuowe peeids 1500 Juewoseidoy Q1500 2 LiAd- 5 Big



EXHIBIT C

rtion - Break
1|Las Vegas Metropolitan Police Department S -
2|Clark County S -
3|City of Las Vegas S 463,502
4|City of Henderson S 69,018
5|City of North Las Vegas S 206,840
Total S 739,360

Memo: Mesquite allocation of 569,018 Edward Byrne JAG funds
contributed towards costs of overall SCOPE Il project (total Edward Byrne
JAG funds put towards SCOPE Il project = $808,377)
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Exhibit D - Service Level
Agreement (SLA)

Between

Clark County Information Technology (CCIT)

and

Shared Criminal Operations for the Protection and
Enforcement (SCOPE Il) Project Agencies

For Support of

SCOPE Il Services
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1 General overview

Agency Contact Agency Contact Agency Contact Agency Contact Agency Contact
Lynne Cavalerri Kowan Connally, Hillary Velado Gary Bishop Kathy Komba
Las Vegas Metropolitan North Las Vegas Police | Henderson Police Las Vegas Detention | Nevada Department
L2458C@LVMPD.COM Department Department & Enforcement of Public Safety
connollyk@cityofnorth | Hillary. Velado@cityothende | gbishop@lasvegasnev | kcomba@dps.state.nv.
lasvegas.com rson.com ada.gov us

This Service Level Agreement (SLA) documents the information technology (IT) support
services provided by the Clark County Information Technology (CCIT) Department and the
SCOPE II User Agencies for support of SCOPE II Services. The ultimate objective of this
Agreement is to document internal IT support group services and processes to ensure high-
quality and timely delivery of project and production support of SCOPE II Services to customers.
This SLA directly addresses the internal IT structure required to support SCOPE II customer
requirements.

Parties

The parties affected by this SLA are:
e C(Clark County CCIT
o SCOPE II User Agencies

Environment

The SCOPE II User Agencies provide justice and public safety services to the public of Clark
County and Nevada. SCOPE II, which stands for Shared Criminal Operations for the Protection
and Enforcement, second version, is the information system of choice for replacing the SCOPE
& Wanted Vehicles systems.

The SCOPE 1II will reside on equipment that is located in the CCIT’s Operations Center. The
SCOPE II User Agencies will use the SCOPE 1I to perform their duties in providing justice and
public safety services. Most law enforcement agencies operate on a 24x7 basis.

CCIT will work to ensure that the application infrastructure is maintained in a reliable way so
that the SCOPE II Services are available when required by SCOPE II users.

Contact persons

CCIT Applications CCIT Infrastructure CCIT CCIT Support CCIT Change
Contact Contact Telecommunications Contact Manager Contact

Contact

Rosalina Rios Dave Young Lester Lewis George Lopez Janice Piestrak
Business Services Manager Infrastructure Manager Netrwork/ Telecommunications Support Manager Change Manager
455-4036 455-2230 Administrator 455-3021 455-5573
rrios@co.clark.nv.us dyoung@co.clarknv.us | 455-4023 glopez@co.clark.nv.us | piestrak@co.clarknv.
llewis@co.clark.nv.us us
SCOPE I SLA Page 3 of 19
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2 Terms and conditions

Agreement period

This Agreement is valid from the effective date of the interlocal agreement between the SCOPE
IT User Agencies and Clark County and remains in effect throughout the life span of the
interlocal agreement.

Hours of coverage

Except for after-hours help desk support, the procedures in this Agreement are followed from
8:00 a.m. to 5:00 p.m., Monday through Friday (except on County holidays). SCOPE II
user Agencies may request emergency services from CCIT for urgent issues during non-covered
hours by calling the CCIT Help Desk at 455-3282.

3 Covered services

Services that are covered in this agreement

1. Project management of the SCOPE II project, including the Analyst International Consulting
(AIC) contract and supplemental technology providers. Project management will include
coordination with the Project Steering Committee and project team, management of the
vendor contracts, project scope, schedule, budget, and status reporting.

2. Business analysis support for:

o Business process flows, liaison between vendor and functional team on quality
assurance on business requirements and system design;

o Data migration planning, offloading, data validation, transformation, cleanup, and
liaison between vendor and functional team on quality assurance of data conversion;

o Testing planning, liaison between vendor, functional team, and technical team for
quality assurance on testing criteria, test scenarios, and test cases for user
acceptance testing, including defect tracking, failover, stress, and regression testing;

o Documentation and training, liaison between vendor and functional team on quality
assurance of system, user documentation, and training;

o Backup and recovery, liaison between vendor, functional, and technical team for
quality assurance on planning backup preventive maintenance;

o Security administration, liaison between vendor, functional, and technical team for
planning security requirements, roles, privileges, management and administration,
and documentation thereof.

3. Application technical support for:

o Data migration;

o Legacy system technical consulting;

o Application coding standards;

o Application support for the new SCOPE 1I as it is transitioned from AIC to CCIT.

= Application support will include fixing application software and data bugs,
enhancing application functionality, coordinating, planning, and testing
application upgrades, maintaining application source version control to
application changes, and maintaining application support documentation.

SCOPE Il SLA Page 4 of 19
Rev.7/15/2010 11:43:00 AM
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» Application reporting services are excluded and will be federated to enable
Agencies to have their respective technology resources provide that service.

» Application enhancements that exceed 3 months or 480 hours of work effort,
or result in unbudgeted equipment or vendor services costs are excluded
from normal application support. Such requests will be referred to the
SCOPE II Change Management Committee for resource supplements.

= Application training will be minimal and provided via a “train-the-trainer”
approach to the Agencies before application enhancements are deployed.
Agencies will be required to provide/maintain end-user and technical training.

= Application enhancements and upgrades will be coordinated with and
governed by the SCOPE II Change Management Committee comprised of the
noted Agency Contacts.

4. The SCOPE II Change Management Committee comprised of the noted Agency Contacts will
review and approve all SCOPE II application changes (enhancements, upgrades). All
changes to the SCOPE II application and supporting infrastructure will be governed by the
CCIT Change Management Policy (IT-GOV-01-GDL-004-001), Process (IT-GOV-01-PRC-004-
001) and Guideline (IT-GOV-01-GDL-004-001) in coordination with the SCOPE II Change
Management Committee.

5. Support of installed servers, storage devices, and application software that comprise the
SCOPE II Services. The components supported by CCIT are located on CCIT premises. A
detailed list can be made available upon request.

6. Network support of network devices and circuits managed by CCIT that support SCOPE II
connectivity services. Network issues affecting agency connectivity to SCOPE 1II should first
be reported via their respective Agency Help Desk Support Centers to detect source of
issue. For unresolved source of network issues affecting SCOPE II connectivity services,
CCIT will work with respective IT counterparts and vendors to identify source of problem
and to reestablish connectivity.

o The SCOPE II system will use the Clark County assigned 198.51.142.0 network for
outside agency access to the extent possible. In addition, the SCOPE II system will
use the following private networks internally: 172.29.144.0, 172.29.145.0,
172.29.146.0, 172.29.147.0. In the event that one of these private address ranges
causes a conflict with a subscribing Agency, it will be the responsibility of the
subscribing Agency to change to address the conflict.

7. After-hours, weekend, and holiday First Tier Help Desk services for times outside the normal
business hours. A detailed procedure is documented in Appendix C.

8. After-hours, weekend, and holiday monitoring services for times outside the normal
business hours at the CCIT Support Center. A detailed procedure is documented in
Appendix D.

9. SCOPE II Password Reset and Unlock User Account services, as described in Appendix E for
SCOPE II users provisioned by CCIT.

4 Party responsibilities

SCOPE Il Agency responsibilities

Each agency agrees to:
e Test compatibility of SCOPE II application with system upgrades and patches.

SCOPE Il SLA Page 5 0of 19
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e Provide end-user and technical training associated with system upgrades and
enhancements.

e Provide application reporting services.

e Follow appropriate procedures for requesting services as defined by the CCIT.

» Determine appropriate ticket priority (low, medium, or high) in cooperation with
CCIT.

* Request and schedule special services or major changes well in advance through the
CCIT Help Desk and following procedures defined by CCIT.

» Be available to provide critical information upon receiving a request for information
from CCIT seeking to resolve a SCOPE II service issue.

e Provide current contact information and incident escalation procedure for emergency
after-hours support between the hours of 5:00 p.m. and 8:00 a.m. as well as on
weekends and holidays.

o Keep CCIT Help Desk informed of status of after-hours incidents that have been
escalated via SCOPE II Agency Help Desk Support, until resolved.

CCIT responsibilities

CCIT agrees to:

* Meet response times associated with the priority assigned to incidents and service
requests.

» Maintain appropriately trained staff to deliver services outlined in Section 3.

e Schedule maintenance (downtime) for the SCOPE II application and supporting
infrastructure Tuesday and Thursday mornings between 2 a.m. and 6:00 a.m. unless
circumstances warrant performing maintenance at another time.

e Communicate in writing (e-mail) with agency contacts regarding changes such as
application, hardware installation, upgrades, updates or patches. (see Change
management, at Section 9).

5 IT personnel

CCIT has estimated the type and percentage of time for each of the IT personnel resources to be
applied to the project and maintenance thereafter of SCOPE II. CCIT with Clark County Finance
will track the actual hours applied to the SCOPE II project and will adjust the estimate with actual
each quarter. Chargeback costs for IT personnel resources will be handled within the interlocal
agreement (per Exhibit A). Where possible, CCIT will implement a federated model of SCOPE II
services as mutually agreed upon by agency representatives to minimize number of CCIT personnel
needed to support SCOPE II and to enable agencies to self-serve their needs. IT Personnel
resources are documented in Appendix G: Estimated IT Personnel.

6 Service requests

Services (as opposed to incidents; see Reporting incidents below) are planned activities the SCOPE
IT User Agencies know will be required at some time in the future. SCOPE II User Agencies can
submit service requests by sending an e-mail message to the CCIT Help Desk at
ITHelpDesk@co.clark.nv.us or by calling 702-455-3282. Advance notice requirements can vary by

SCOPE Il SLA Page 6 of 19
Rev.7/15/2010 11:43:00 AM



SLA FOR SCOPE 1l SERVICES SUPPORT BETWEEN

lnfor mG.ﬁon CCIT AND SCOPE Il USER AGENCIES
@ TECHNOLOGY

requested service. Sample Service Requests are documented in Appendix F: Sample Service
Requests.

7 Reporting incidents

SCOPE II Agency Help Desk Support Centers provide initial support for incidents related to the
SCOPE 1I Services. If the incident is believed to be caused by an application or infrastructure
component, the SCOPE II Agency Help Desk Support Center will escalate the ticket to the CCIT
Help Desk per documented procedures. A detailed procedure is documented in Appendix C.

8 Documentation

CCIT agrees to maintain up-to-date documentation of SCOPE II installed software and hardware
infrastructure and enter appropriate information in a repository so that it is available to all staff or
user agencies for reference.

CCIT agrees to maintain up-to-date SCOPE II application documentation, such as application
landscape, software versions, database instances and their tuning parameters, SCOPE II users, and
their privileges, etc.

To minimize support issues and maintain responsiveness on critical issues, SCOPE II User Agencies
agree to maintain end-user documentation and to train users on SCOPE II. Initial SCOPE II end-
user documentation and training will be provided by AIC as described in the Statement of Work
contract with AIC.

CCIT agrees to maintain up-to-date documentation of installed hardware infrastructure, such as:
contents of operating systems configuration files, lists of devices and their associated parameters,
system tuning parameters, etc. Initial SCOPE II infrastructure documentation will be provided by
AIC as described in the contract with AIC.

Documentation will be stored on SharePoint sites, and appropriate access will be granted to
pertinent documentation.

9 Change management

Change management oversees events that alter the existing state of IT services, including SCOPE
IT software, associated hardware, networks, documentation, and facilities. CCIT will work with
SCOPE II User Agencies to minimize disruption of SCOPE II Services by communicating in advance
of any planned changes.

The CCIT Change Manager will provide the SCOPE II User Agency contacts and SCOPE II Change
Management Committee with agendas and minutes of CCIT Enterprise Change Advisory Board
meetings.

SCOPE It SLA Page 7 of 19
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The SCOPE II Change Management Committee will provide the CCIT Change Manager with timely
notification of key events that affect SCOPE II Services, including periods of critical availability, to
be documented as Change Events on the Clark County Enterprise Forward Schedule of Change.

SCOPE II application changes, as approved by the SCOPE II Change Management Committee, will
be documented by CCIT staff supporting the SCOPE II system and governed by the CCIT Change
Management Policy (IT-GOV-01-POL-004).

Changes to the infrastructure supporting the SCOPE II Application will be documented by CCIT
staff, governed by the CCIT Change Management Policy (IT-GOV-01-POL-004), and coordinated
with the SCOPE II Change Management Committee.

The SCOPE II Change Management Committee may designate representatives to attend/participate
in CCIT's weekly Enterprise Change Advisory Board meetings.

SCOPE II SLA Page 8 of 19
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Appendix A: Installation of SCOPE Il GUI Software

CCIT distributes the SCOPE II GUI client software to all departments and agencies that use the
SCOPE 1I application.

For County departments that CCIT supports, CCIT is responsible for the installation of the SCOPE II
GUI client software on the computers of SCOPE II users. This is done using automated software
distribution tools, such as MSI and SMS. These deployments can consist of:

» New versions
» Configuration changes
o .ini file replacements

For departments and agencies that CCIT does not support, CCIT distributes SCOPE II GUI client
oftware to agency technical liaisons who, in turn, install the software on the computers of their
users.

For departments and agencies that CCIT will support, the following apply:
SCOPE II User Agency submits requests for deployment of the SCOPE II GUI client through CCIT
Help Desk, as described in Service Requests on Page 5. Lead times for each type of request are

documented in Appendix F: Sample Service Requests.

SCOPE II User Agency provides the SCOPE II GUI client software versions, configuration changes,
Jni files, etc. that are to be deployed to IT Desktop support.

SCOPE II User Agency and CCIT Change Management processes review and approve SCOPE II GUI
client changes before deployment (See Change Management on page 6).

SCOPE II User Agency and IT Desktop Support jointly test changes to the SCOPE II GUI client.
This includes, but is not limited to, testing the client with all installed versions of MS Office.

CCIT includes SCOPE II User Agency in test plans for changes to Enterprise-wide applications, to
ensure compatibility with the SCOPE II GUI client.

CCIT includes SCOPE II User Agency in Early Adopters for Windows operating system patches, to
ensure early identification of any incompatibility with the SCOPE II GUI client.

SCOPE II User Agency notifies CCIT immediately of any incidents that arise related to the SCOPE II
GUI client after implementation of any patches or upgrades.

SCOPE Il SLA Page 9 of 19
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Appendix B: Installation of SCOPE Il network-attached printers

CCIT and SCOPE II User Agencies work together to add network-attached printers in the SCOPE II
system. There is an assumption that every new network-attached printer should be set up in
SCOPE II. As the technical architecture and functional requirements for the SCOPE II system
evolve, the need to define network-attached printers in the SCOPE II system may not be needed or
may result in a set of compatible printers for agencies to procure and install.

Not all network-attached printers are supported by the SCOPE II application. Installing a non-
supported printer to SCOPE II may result in reduced functionality. Upon receipt of a request to set
up a new printer, SCOPE II User Agency determines whether or not to add it to SCOPE II.

For County departments that the CCIT supports, the CCIT is responsible for the installation of
printers on the network print server. Requests for new printers to be installed are submitted to the
CCIT Help Desk, who assigns them to CCIT Desktop Support.

Upon completion of installation of the printer on the network, the CCIT Desktop Support will
provide the CCIT Help Desk the following information:

e Printer Network Name or IP Address
» Printer Appliance Name or IP Address
e Printer Model

e Printer Location

For County departments or agencies CCIT does not support, new printers are installed by the
department's or SCOPE II User Agency’s technical resources. Requests for these new printers to be
added to SCOPE II are submitted to the respective department or Agency’s IT Help Desk.

CCIT maintains a list of network printers they have installed with an indication of whether or not
the printer is set up in SCOPE II. This list is available to SCOPE II User Agencies upon request.

CCIT maintains a list of SCOPE II-supported printers. This list is available to all SCOPE II User
Agencies upon request.

SCOPE 1 SLA Page 10 of 19
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Appendix C: After-Hours Help Desk Support

After-Hours CCIT Help Desk Support
The following services are provided 7 days a week from 5 p.m. to 8 a.m. and 24 hours a
day on weekends and holidays:

» Logging of all telephone calls received for support related to SCOPE II Services in
designated call tracking system

Resetting of SCOPE II passwords (See Appendix F) for CCIT provisioned users
Unlocking of SCOPE II user accounts (See Appendix F) for CCIT provisioned users
Escalation of tickets to SCOPE II Support (see Logging Tickets and Service Requests)
Providing reports of tickets logged

Logging Incidents and Service Requests:
» For user calls that do not fall into the category of "password resets" and/or "user
unlocks" a ticket is raised and routed to “SCOPE II Support"
» General information to record should conform with the pre-existing work instructions for
the SCOPE II Support ticket capturing process
o "Special Circumstance"

o SCOPE II reported as "Down"
» Definition: For purposes of this document, "SCOPE II Down” is defined as:

» User unable to log into the SCOPE II system (provided they are using
the correct login name and password — password and user resets are
NOT included in this category)

» User unable to save data (error message “short dump” results when
attempting to save data) '

= Confirmation:

»  First CCIT will confirm this is not 'normal maintenance’, other
scheduled downtime, network connectivity issues, etc. by checking
the CCIT Change Schedule (See Change Management on page 7)

» If scheduled or normal downtime, or other non-SCOPE 1I-related
issues, no action is required (For SCOPE II User Agency Support)

= If SCOPE II is confirmed as down, and not part of scheduled or 'normal’
maintenance:

* The contact list provided for after-hours emergency support will be
used

» The contacts on the list are called in the order listed
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* Once the outage has been reported to a 'Live' contact, the emergency
contact handles the issue (and any further contacts) from that point
forward

» A ticket is logged, assigned a Priority 1, and routed to SCOPE II
Support

Incident Priority:

For purposes of 'after hours' support, all tickets are classified only as Priority 3, or Priority 1,
as follows:

» Al tickets are classified as Priority 3 with the following exceptions:
o Password resets and User unlocks performed by After Hours Help Desk are logged as
Priority 2.

o See note "Special Circumstances" (supra) for "SCOPE II Down" (Immediate Priority 1
if confirmed as 'Down’)

o Use CCIT Incident guidelines for classification of other issues

* For Priority 1 incidents, the contact listing as defined for "SCOPE II Down"
will be followed

» Itis not expected there will be many Priority 1 incidents related to SCOPE II
being down

o Exceptions:

» If CCIT Help Desk is unsure of the Impact/Urgency/Priority, the incident will
be logged, and the "after-hours" contact listing used. Once a 'live' contact is
reached, the incident details will be provided and the after-hours contact will
handle the incident from that point forward. Diligence will be applied in
exercising this option.

= Other off-hours contingencies fall to the SCOPE II Users to arrange for after-
hour SCOPE II support in advance if they--or their group/department--have
planned after-hours activities requiring SCOPE II Support.
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» Response Times- Response and resolution times are associated with the below Priority

matrix.
Priority Matrix
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After-Hours Emergency Contacts:

A current listing of CCIT support staff and work and home phone numbers will be provided
by the CCIT managers and maintained by the CCIT Help Desk for performing after-hours
emergency contacts.

Calls for after-hours support are made to the above listing in the order the contacts are
listed. Once a 'live' person is reached, no additional calls need be made. SCOPE II User
Agency Support takes any required actions, or further contacts, at that time.

SCOPE II AGENCY Support keeps CCIT Help Desk informed of status of incident, until
resolved.

( IT Help Desk Incident Workflow w
L 05/03/10 J

1.1 12 No 1.3 1.4

langup
Caller to
appropriate
Agency Support

Telephone R
Callto
s Call SCOP!
CCIT Help Il related?

Desk
455.3282

Yes
Press 2

AUG
15 Rings Support
Service; ACD
Night Service
Routes to CCIT
Help Desk

Triage
Process

17 1.8 ie 110 111

Notify CCIT Dept
After Hours
Support; provide
Ticket #

Log incident and
assign to CCIT
staff

incident incident
dge

ment Applix

112

113
CCIT Support will
No————-wwe—ppl  handle dusing

Work Hours End process

1.0  Telephone call to 455-3282 is initiated.

1.1 Auto Attendant answers and informs caller of two choices.

1.2 Caller selects “1” IT SCOPE 1II issue. Go to 1.5.

1.3 If not an IT SCOPE II issue, caller hangs up and should call appropriate support agency.
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1.4  End Process

1.5  If caller selects "1”, Auto Attendant rings the CCIT Help Desk.

1.6 CCIT Help Desk performs SCOPE 1I triage to determine if this is a Priority 1 SCOPE II issue.

1.7 CCIT Help Desk logs incident and assigns to SCOPE II Support.

1.8 CCIT Help Desk determines if this is a Priority 1 SCOPE II incident that requires After Hours
support. If no, go to 1.9; if yes, go to 1.10

1.9 SCOPE II User Agency will receive email notification of the incident and handle it during
their regular work hours. Go to 1.11.

1.10 If issue is a Priority 1, then CCIT Help Desk will notify SCOPE 1I After Hours Support
and provide the incident number that has been assigned.

1.11  The support person to whom the incident is assigned contacts the customer to acknowledge
receipt of the incident.

1.12  Incident resolved. If resolution occurs during After Hours period, CCIT Help Desk is notified
of resolution.

1.13  Process Complete.
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Appendix D: After-Hours Monitoring

CCIT Operations provides after-hours monitoring of SCOPE II by receiving e-mail alert messages
and contacting SCOPE II User Agencies. This service is provided 7 days per week from 5 p.m. to 8
a.m. and 24 hours per day on weekends and holidays:

» SCOPE II monitoring application is configured to send e-mail messages to the CCIT
Operations e-mail account when an alert is raised.,

» CCIT Operations logs an incident ticket using the Logging Incidents and Service
Requests instructions in Appendix C.

» CCIT Operations contacts SCOPE II AGENCY after-hours alert contacts as identified
below:

SCOPE II AGENCY After-Hours Alert Contacts:

A current listing of SCOPE II AGENCY After-Hours Alert Contacts and work and home phone
numbers will be provided by the SCOPE II Agency managers and maintained by the CCIT Service
Desk.
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Appendix E: Password Resets and Unlock User Accounts

SCOPE II Security will be configured to distribute administration to agencies using the Active
Directory Federated Services. For users provisioned by CCIT, the CCIT Help Desk will reset
passwords and unlock user accounts for users for the SCOPE II application.
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Appendix F: Sample Service Requests

SCOPE II PRODUCTION REQUESTS

SERVICE REQUEST

LEAD TIME FOR REQUEST

Deployment of new version of SCOPE 11 GUI
Includes SCOPE II Desktop client upgrades and
SCOPE 11 Desktop client installation services

6 weeks before scheduled deployment date
SCOPE II User Agency will provide any new client
version and configuration to CCIT Desktop Support

Deployment of updated SCOPE II GUI client

configuration
Includes SCOPE II Desktop client upgrades and
SCOPE 1II Desktop client installation services

6 weeks prior to scheduled deployment date
SCOPE II AGENCY in conjunction with CCIT Support
staff will provide SCOPE II Client configuration changes
that need to be deployed

Deployment of replacement .ini file for SCOPE
II GUI client

2 weeks prior to scheduled deployment date

Instaliation: configuration and customization of
system hardware and operating systems.

4 weeks prior to scheduled deployment date

Hardware Upgrades: upgrade memory RAM
and disk drives and install peripheral cards.

3 weeks prior to scheduled installation date
SCOPE II User Agency will procure required hardware

Operating system Updates: installing operating
system updates

4 weeks prior to scheduled installation date

Operating System Patches: applying operating
system patches

Will occur monthly

New Virtual Server Creation: creation of new
virtual servers, including storage allocation and
backup (excludes applications)

2 weeks prior to required date

Storage Allocation: increase/decrease assigned
storage or move to different tier

4 weeks prior to required date

Point-In-Time Backup of Operating Systems

3 business days prior to required date

SCOPE II PROJECT-RELATED REQUESTS

SERVICE REQUEST

LEAD TIME FOR REQUEST

Deployment of replacement .ini file for SCOPE
1T GUI client

1 week prior to scheduled deployment date
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Appendix G: Estimated IT Personnel

SCOPE 1l Estimated IT Personnel

Application Supervisor 0.15 0.15 0.15 0.15 0.15 0.75
Customer Support Specialist 0.10 0.10 0.10 0.10 0.10 0.50
Programmer Analyst 1.00 1.00 1.00 1.00 1.00 5.00
Project Manager 1.00 1.00 1.00 1.00 4.00
Sr Business Systems Analyst 1.00 1.00 1.00 1.00 1.00 1.00 6.00
Sr Database Administrator 0.75 0.75 0.75 0.75 0.50 0.50 4.00
Sr Network Analyst 0.10 0.10 0.10 0.10 0.10 0.50
Sr Programmer Analyst 1.00 1.00 1.00 1.00 1.00 5.00
Sr Systems Programmer 1.00 1.00 1.00 1.00 1.00 1.00, 6.00
Systems Operator 0.10 0.10 0.10 0.10 0.10 0.50
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