NASPO ValuePoint NASPO
PARTICIPATING ADDENDUM

INMATE KIOSKS AND ValuePO

COMMUNICATIONS
Led by the State of Nevada

Master Agreement #: 99SWC-S26

Contractor: SECURUS TECHNOLOGIES, LLC (F/K/A
SECURUS TECHNOLOGIES, INC.

Participating Entity: COUNTY OF SAN BERNARDINO, CALIFORNIA

The following products or services are included in this contract portfolio:

» All products and accessories listed on the Contractor page of the NASPO ValuePoint
website.

Master Agreement Terms and Conditions:

1. Scope: This addendum covers the Inmate Kiosks and Communications contract led by the
State of Nevada for use by state agencies and other entities located in the Participating State
Entity authorized by that State’s statutes to utilize State contracts with the prior approval of
the State’'s Chief Procurement Official.

2. Participation: This NASPO ValuePoint Master Agreement may be used by the County of San
Bernardino, California. Issues of interpretation and eligibility for participation are solely within
the authority of the State Chief Procurement Official.

3. Primary Contacts: The primary contact individuals for this Participating Addendum are as
follows (or their named successors):

Contractor

Name: Securus Technologies, LLC

Address: 4000 International Parkway, Carrollton, TX 75007
Telephone: | 972-277-0300

Fax: 972-277-0514

Email: hbarthlow@securustechnologies.com

Participating Entity

Name: County of San Bernardino and its included San Bernardino County Sheriff
Department.

Address: 655 East Third Street, San Bernardino, CA 92415

Telephone:

Fax:

Email:
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NASPO ValuePoint
PARTICIPATING ADDENDUM

INMATE KIOSKS AND

COMMUNICATIONS
Led by the State of Nevada

4. Participating Entity Modifications or Additions to the Master Agreement

These modifications or additions apply only to actions and relationships within the Participating
Entity.

[X] No changes to the terms and conditions of the Master Agreement are required.

[_]1 The following changes are modifying or supplementing the Master Agreement terms and
conditions.

IN WITNESS, WHEREOF, the parties have executed this Addendum as of the date of execution
by both parties below.

Participating Entity: County of San Contractor: Securus Technologies, LLC
Bernardino, California

Signature: Signature:;
- ] T
-/—‘7
Name: Name:

Daoin 4 4k

Title: Title:

’P/LE_&(CK-QL\,k_ L CC: ©
Date: Date:

7/%0[2020
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NASPO ValuePoint NASPO

PARTICIPATING ADDENDUM

INMATE KIOSKS AND va I u e PO

COMMUNICATIONS
Led by the State of Nevada

For questions on executing a participating addendum, please contact:
NASPO ValuePoint

Cooperative Development Coordinator: Ted Fosket
Telephone: (907) 723-3360
Email: tfosket@naspovaluepoint.org

[Please email fully executed PDF copy of this
document to

PA@naspovaluepoint.org

to support documentation of participation and posting
in appropriate data bases.]
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SECURUS

Technologies

Statement of Work

County of San Bernardino Participating Addendum
NASPO Master Agreement #99SWC-S26

SAN BERNARDINO COUNTY (CA)

A003718

This Statement of Work (“SOW”) is between the County of San Bernardino and its
included San Bernardino County Sheriff Department (“SBCSD” or “Customer”) and
Securus Technologies, LLC (“Provider”) and is made pursuant to the Participating
Addendum entered into by Customer and Provider executed on
, 2020 (the “Participating Addendum”). This
SOW is effective as of the last date signed by either party (the “Effective Date”).

1. Term. The “Initial Term” will begin as of the Effective Date and will end on the
date that is 96 months thereafter. Notwithstanding anything to the contrary, the
terms and conditions of this SOW will continue to apply for so long as Provider

continues to provide the services after the expiration or earlier termination of this
SOW.

2. Exclusivity. Provider will be the sole and exclusive provider of all products and
services provided pursuant to the SOW at all existing and future correctional
facilities under the authority of Customer and in lieu of any other third party
providing such products and services, including, without limitation, Customer’s
employees, agents, or subcontractors. Existing programs and future specialized
programs that rely on similar technology or services are excluded from this
provision. provided that this sentence will not apply to inmate voice

communications services currently provided by Securus as of the Effective Date of
the SOW.

3. Products and Services. Pursuant to the Participating Addendum, Provider will
provide the products and services described herein during the Term of the SOW.
All services in this SOW are included and described in greater detail in NASPO
Master Agreement #99SWC-S26 (“NASPO Master Agreement”). Any services
described in the documents referenced in the NASPO Master Agreement or
Participating Addendum which are not specifically included in this SOW are not
included.

INMATE PHONES

I. Inmate Phones — Implementation
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A. Provider will maintain the same amount of, or more, telephones that meet
the description provided in Exhibit I - SBCSD Inmate Phone Jail Operations
Overview.

B. Provider will plan, finance with its own funding, and implement the
integration and testing of all additional required equipment and software
relative to the new Inmate Telephone System and related services, without
impacting the normal daily operation of the existing Inmate Telephone
System.

C. If requested by Customer, Provider will provide training on the inmate
telephone workstation features and usage for all workstations at the San
Bernardino County Sheriffs Department Jail facilities. Provider will provide
a detailed scope of training, including training schedule, length of training,
various times training can be provided and number of personnel that can
attend a training session.

D. Provider will be responsible for any changeover costs associated with the
new installation or conversion of telephone instruments, associated
equipment and/or software, and telephone enclosures. The type of telephone
instrument and enclosures will be subject to approval by a SBCSD Designee.

E. Provider will provide an Implementation Team and Team Documentation
including:

o Team Member Names

o Years of service

o Qualifications

o Address and phone number(s)

F. Provider's staff and subcontractors will be required to submit to a
background review for clearance, will be required to be escorted into certain
areas of the facilities, and will be required to submit lists of equipment and
tools used in the facilities with all tools being subject to inspection.

G. Provider will continue to provide services based on the currently existing
processes and procedures.

H. Provider will comply with all applicable Federal and State statutes and
regulations as well as local ordinances currently in effect or hereafter
adopted.

II. Inmate Phones — Rates, Taxes, and Fees
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A. Provider will continue to provide and maintain the currently-deployed
Inmate Telephone Services and Provider’s Secure Call Platform for all
Customer facilities at no cost to Customer.

B. Provider will charge the calling rates in the following chart:

All Call Types Domestic* All Call Types
International®
$0.20 per minute $0.50 per minute

*Plus applicable taxes, fees, and the following features described in Footnote 1
of the Inmate Phones tab of Provider's NASPO cost proposal: Account
Activator, Prepaid Collect Funding, Postpaid Collect — Direct Bill, Advance
Connect Single Call, and Inmate Debit. In the event inmate debit functionality
is deployed, Provider will invoice Customer on a weekly basis for all funding
amounts transferred from inmates’ facility trust/commissary accounts to Inmate
Debit accounts. The invoice will be due and payable upon receipt.

C. Provider’s ancillary service charges and other fees to consumers relating to
the use of its inmate calling services are as follows:

Fees Vary by Account Types* How Applied Amount Account Type
: : : Any payment to
Payr’qents VL Each payment $0.00 Always Free  any Securus
banking
account
For payments to
id
For automated piopal
Automated Payment Fees payment by $3.00 gﬁgﬂiﬁ:goggsg
PAOETEHIE and Direct Bill
accounts
For payments to
repaid
For payment p
: : (AdvanceConnect
Live Agent Fee ;hrgrt:iqh a live $5.95 and Inmate Debit)
g and Direct Bill
accounts

For payments to

Applies to any Up to $25.00 prepaid

Return Check Charge ?cieiﬁzi;f?;;g:fd depending on state gﬁ%ﬁﬁ:&&;ﬁ;
funds. regulatory rules and Direct Bill
accounts
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* Sales taxes, Universal Service fund fees, Telecommunications Relay Service (TRS) fees may also apply, based
on local, state, and federal taxing authorities. Third-party money transfer fees may also apply, which are passed
through to the end user.

III. Inmate Phones — General Requirements

A. Provider will be responsible for the billing and collection of all completed
inmate Collect, Prepaid, and Debit calls in accordance with FCC and, if
applicable, CPUC recorded and approved tariff rates.

B. Provider will provide the capability for Collect, Prepaid, and Debit calls; with
all calls being of a maximum 20 minutes in duration.

C. Provider will have the capability to offer a one-time service, targeted to
called parties who do not have a Prepaid or Debit account, or who may be
blocked from receiving Collect calls. The call is connected by providing the
receiving party with an alternative payment mechanism, if traditional
Collect is not available or cannot be billed, allowing recipients of inmate
Collect calls to pay for that call. When the call is placed, the called party will
be prompted for credit card information and once received and validated, the
call will be connected.

D. Provider will have the capability to provide Personal Identification Numbers
or Personal Authorization Numbers (PINS).

E. At no charge to Customer, Provider will provide an Automated Information
System (AIS) to allow inmates to check their charges, court dates, expected
Adjusted Out Date (AOD), and pass through access to Prison Rape
Elimination Act (PREA) incident reporting, WeTip and any other reporting
type of entity required.

F. Provider will provide a Voice Mail system for friends/family to leave up to a
45 second message for a commissionable fee. Inmate (I/M) may listen/review
the message up to 3 times within a 60-day period. All recordings will be kept
for the same periods as telephone calls identified in section “IV. L.”

G. Provider will provide a Voice Mail system for inmates to leave a voicemail
with friends/family. If an inmate’s call goes unanswered, the inmate may
leave a voicemail. Provider will send a text message to the dialed number
with a link to pay for and listen the message. Based on the actual duration
of the call, Outbound Voicemail transactions are rated at the per-minute
rate (plus any applicable federal, state, and local taxes and transaction fees).
Outbound Voicemail calls are commissioned in the same manner as collect
calls.
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H. Provider will have the capability to allow an Authorized Call List or
Personal Allowed Number (PAN) list. This ability will be able to be set for
groups of inmate and/or phones if needed.

I. The San Bernardino County Sheriff's Department will not be responsible for
any uncollectible charges, including but not limited to incomplete calls and
bad debt on Collect calls. Provider will not bill users for incomplete calls
(e.g., network intercept recordings, busy signals, no-answers, etc.).

J. Provider will provide eight (8) System Administrative Consoles or
Workstations at no charge to SBCSD. Each Workstation includes a
computer, monitor, printer, and all necessary software to review and monitor
phone calls. The computer, printer, monitor, and any other related hardware
associated with the consoles will be new, name brand contemporary models
with sufficient processing speed, storage capacity, and other feature
functionality to ensure rapid and efficient retrieval data throughout the term
of the Agreement.

K. Provider will be responsible for obtaining, developing, and implementing the
interface requirements (i.e., with Commissary Vendor) required to
implement the Inmate Telephone System and associated services (i.e. PINS,
Debit, etc.). Provider will be responsible for all costs of required interface(s)
and software integrations including current and future Commissary and Jail
Management software platforms and offer potential interfaces on a case by
case basis.

L. The Provider's end to end platform will be completely redundant, load
balanced, and failover provisioned. Additionally, the vendor will provide
detailed operational documentation with regard to the Provider’s active
Disaster Recovery Plan including all processes, policies, and procedures
relating to the preparation of recovery or continuation of the requirements in
this agreement preceding and/or following a natural or human-induced
disaster.

IV.Inmate Phones — System Requirements

A. The Provider’s system shall allow ease of integration with existing or future
systems that operate on either PC-based networks, mainframes, or other
platforms, providing secure anytime, anywhere access.

B. The Provider ’s system will permit one-way outgoing calls billed to the called
party or charged to a prepaid or debit system set up for inmate use for the
purpose of placing phone calls through this system. The Inmate Telephone
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System will provide for an automated operator telephone system and will be
capable of providing services by Bill Type (Collect, Prepaid, Debit) and Call
Type (local, intra-LATA, inter-LATA, Interstate, International). The
Provider ’s automated operator Inmate Telephone System will also provide
prepaid international call services throughout Canada, Mexico, South
America, and to overseas destinations.

. The Provider ’s system will have Direct Bill capability.

D. The Provider’s platform application will be web based and compatible with

the latest versions of Chrome and Firefox for end user accessibility. The
application will be completely web based with nothing being installed on the
local computer.

. The Provider’s system will operate independently from SBCSD or Sheriff’s
Wide Area Network (WAN) and/or Local Area Network (LAN).

. Provider will provide Analytical Tools that provide linkages, relationships,
associations, and mapping of data points; data mining, data analytics, data
visualization; and predictive modeling.

. Provider’s system will be capable of being monitored, recorded, and archived,
with the exception of calls made to criminal defense attorneys, including the
San Bernardino County Public Defender, California Bar list and Alternate
Public Defender. Calls made to criminal defense attorneys are identified by
numbers that have been predetermined and downloaded by the Provider into
the Inmate Telephone System.

. Provider’s system will block certain numbers on a system-wide basis and
others on a case-by-case basis. System-wide blocked calls include those to
prosecuting attorneys and government officials. These numbers will be
predetermined by the Customer and downloaded by the Provider into the
Inmate Telephone System during implementation. Calls to victims and/or
witnesses can be blocked on a case-by-case basis by adding specific numbers
into the Inmate Telephone System.

. The Provider’s system will employ sufficient security safeguards to preclude
fraudulent use of the system. Such safeguards will include, but not be
limited to, no incoming calls, as well as the detection and rejection of
outgoing calls to unauthorized numbers, attempts to initiate 3-way calls, call
forwarding, and/or calls to non-billable numbers.

. The Provider's system will be capable of blocking three-way calling,
conference calling, and call forwarding. The system will have the capability
of permitting the called party to block all future calls from the San
Bernardino County Sheriffs Department jails. Calls cannot be blocked due
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to a lack of LEC or CLEC billing agreements with the Provider. Calls may be
blocked to telephone numbers that have unbillable call blocks, or when the
customer refuses to pay for approved calls to that number.

K. The Provider’s system will flag, archive, and generate alert reports on
unauthorized call attempts. The Provider’s system will provide the ability to
selectively monitor call activity in real time and initiate appropriate action
as necessary. The system will be capable of retrieving and generating inmate
unauthorized call activity logs for specified periods.

L. Provider’s system will have the capability to record the content of all
telephone connections. Recordings must be selectable by telephone
instrument, group of telephone instruments, facility, or called number. Once
recorded, the content of the call must be stored for retrieval for the life of the
contract including any extensions to the agreement, and the system must
have the capability to transfer the recorded calls to removable media for
archiving, or review.

M. Provider’s system will be capable of generating a variety of management
reports and call detail reports. The system will be able to identify calls by
time, location, specific telephone instrument, inmate PIN, or number called.
The system will also be able to identify call trends, such as a reduction in
call volume, which may be an indication of a possible maintenance problem.

N. Provider’s system will have investigative tools available for call history
detail, call monitoring without inmate or other party detection and recording
and other call detail capabilities that can be used to aid investigations
related to the detention facilities.

O. Provider will be responsible for system maintenance records which identify
problems that have been encountered, and the reporting of the corrective
action taken to SBCSD’s Project Manager and/or Designee. Any routine or
scheduled maintenance that could affect access to phones, revenue, and/or
billing generation will be conducted during the off-peak hours of 10:00 pm to
06:00 am.

P. Provider’s System will be able to determine if mutual agreements exist that
will allow for the collection of Collect Call charges, or that the call recipient’s
accounts are current and in good standing. If the call is determined to be
non-billable, the call recipient or inmate will be afforded the opportunity to
complete the call utilizing prepaid services. If both parties decline, the call
will not be authorized to go through.
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. Provider’s system will not allow chain dialing and secondary tones, “hook
switch dialing,” and other fraudulent activities. Inmates will be required to
hang up before dialing a new number.

. Provider’s automated call instruction/announcements will be in English and
Spanish, and announcement will indicate that the call may be recorded or
monitored with active consent from both parties.

. Provider’s system will have voice instructions for recipient to accept, reject,
or block calls by pressing a keypad number. Recorded greeting to the called
party that indicates the call is a Collect call from the San Bernardino County
Sheriff's Department facility and is subject to recording and/or monitoring,
provide the called party with the identity of the calling party and provide the
called party with the opportunity to accept or reject the call. The
conversation will be blocked until the called party accepts the call.

. The Provider’s system will utilize positive call acceptance and active consent
for all touch tone calls and will allow passive acceptance for rotary dial calls.

. The called party will be informed of the cost of the call prior to accepting the
call, on all types of Collect calls.

. Provider will provide system capabilities for protection from power surges
and equipment capabilities for protection from power outages.

W. Provider will provide a multi-language enrollment phone. Phones used in

the intake areas of the jails will have the hardware maintained by the
Provider, but lines will be maintained by SBCSD.

X. Provider will deploy continuous voice biometrics on every call attempt.

. Provider’s system call set-up and acceptance process must be completed
within 30 seconds or less (from off-hook to call connection/rejection). The call
length timer starts when positive acceptance of the call is made.

. The Provider’s system will provide for automated turn on and shut off at
designated times and system shut off capabilities from designated Jail
control rooms.

The Provider's system will allow multiple authorized operators

simultaneous access while maintaining high level security to prevent
unauthorized use and access to the Inmate Telephone System.
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Y. Inmate Phones — Devices and Instruments

A. Provider will deploy all inmate telephone instruments in rugged
construction, stainless steel, or in combination with a corrosion resistant
finish, and suitable for use in high use and high abuse corrections
environments. The phone will be a mid-size phone approximately 15" H x 8"
W x 4" D capable of mounting to cement wall, block wall, stainless steel
shrouded columns, or protected external enclosures. The instruments will be
suitable for indoor and outdoor installations, having a heavy chrome metal
twelve-button keypad, a handset with an armored cord and cradle. The
instruments will be utilized for outgoing calls only and will not be capable of
accepting coins or credit cards as payment.

B. Provider’s inmate telephone instruments will be durable, tamper-proof, and
consist of rugged steel encased housings and shockproof keypads suitable for
corrections environments that minimize vandalism and destruction of
property. All handsets, ear and mouthpieces, will be of heavy-duty
construction with no removable parts, and must be installed in such a
manner that no safety hazard is present to the user. Telephone devices will
be configured with a braided steel receiver cord twelve (12) inches in length
to reduce the risk of suicide by hanging. Any new, or replacement telephone
instruments must be configured with the telephone handset cord exiting the
instrument from the top, in a central position. Any existing handset cords
longer than 12 inches must be replaced within 90 days of contract award.
Cordless phones will have an on/off hook switch. All telephone instruments
must be water resistant and fireproof, with key-locked mountings to the
wall. All other equipment including outdoor installations must meet SBCSD
safety and security standards

C. Provider will deploy top cord mounted telephone instrument(s) throughout
all intake areas.

D. Provider agrees inmate telephone instruments will have touch-tone keypads.

E. The Provider's automated operator Inmate Telephone System will be
integrated with Purple Communication Video Relay Service and designed for
use by the hearing impaired; at the no expense to SBCSD. Provisions for the
deaf must comply with Americans with Disabilities Act (ADA), using Video
Relay Services (VRS) provided by Purple Communications. 47 Video Relay
Units (VRU) will be provided to cover all Type 1 and Type 2 jails and will
have multiple use functions, like Video Visitation since the frequency is
limited on VRS calls. VRS calls will be recorded and viewable from any
Inmate Telephone System workstation or Customer designated workstation.
As agreed by the parties, Provider will deploy additional VRU if necessary
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and additional services and applications which can be accessed through the
VRUs.

F. Provider will deploy amplified handsets in all areas. Those telephones will
be fitted with a volume control device, which allows the inmate to increase or
decrease the volume of the headset earpiece.

G. The Provider’s system will have the capability to turn telephones on or off
remotely throughout the system and have a manual or automated on/off
switch in selected locations within each facility. Instruments will provide the
capability to mute the inmate’s ability to speak to the call recipient until the
call is accepted, and to disable the telephone keypad during a call. The
telephone instruments will not have any coin return slots.

H. Provider will provide all telephones, hardware, software, wiring, cabling,
conduit, jacks, plates, and related hardware at no cost to SBCSD. Provider
will complete all wiring and fastening of the telephones, including cabling,
wiring, conduit, cross-connect jacks, plates, and related hardware, if needed.
All electrical equipment must be installed in compliance with National Code
requirements. All telephones must be securely fastened to the wall with
security hardware approved by SBCSD. SBCSD reserves the right to pre-
approve mounting and installation.

I. Provider's Inmate Telephone instruments must be line powered such that,
the phone does not require separate electrical power at the device. Telephone
instruments will be specifically designed for use in a correctional
environment and must be approved by San Bernardino County Sheriffs
Department before installation. Converted coin phones will not be accepted.

VIL.Inmate Phones — Maintenance and Repairs

A. The Provider’s equipment installed at the Jail will remain the sole and
exclusive property of the Provider, excluding items that become the property
of SBCSD pursuant to this Agreement. SBCSD will not be responsible for
any damage to equipment.

B. Provider will provide all necessary labor, parts, materials and transportation
to maintain all inmate telephones and related service equipment in good
working order, and in compliance with the equipment manufacturer’s
specifications throughout the term of the contract.

C. The Provider is responsible for all maintenance and repairs to inmate
telephones and the Inmate Telephone System. A single point of contact with
the Provider, via a toll-free telephone number and an e-mail address, must
be established by the Provider for reporting all inmate telephone problems.
This toll-free maintenance/repair telephone number, answered by a live
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operator, will be available for reporting inmate telephone problems twenty-
four (24) hours per day, every day of the year.

. Provider will provide three (3) dedicated, full-time, onsite Technicians/Site
Administrators who have been fully trained, manufacturer-certified, and/or
qualified on the equipment and software to be serviced. The Technicians/Site
Administrators will be paid at California prevailing wages (See Exhibit IV),
and the Provider will provide the option of a) Directly hiring them as full-
time employees of the Provider; or b) Subcontracting with a Department
approved, California-based 3rd party support services staffing company.
Third party representatives must be able to pass, to the satisfaction of the
Customer, any security or background check required by the Customer. The
Department reserves the right to interview and approve the selection of the
three (3) dedicated, full-time, on-site technicians/site administrator and/or
the staffing company.

. The Provider may contract with the current California based third party
support services staffing company who currently provide repair and service
maintenance in the San Bernardino County Jails. The three current
technicians have all successfully passed background checks and have 8 years
combined experience servicing inmate phones in the San Bernardino County
Sheriff Department Jail Facilities. Provider may utilize other third-party
support services staffing companies upon the written approval of Customer.
Third party representatives must be able to pass, to the satisfaction of the
Customer, any security or background check required by the Customer.

. Provider will provide and maintain an inventory of spare parts and spare
parts kits at specified SBCSD facilities, readily available for repairs and
maintenance of the system. Provider will provide a statement of spare part
availability and delivery durations when such parts are not on hand at the
site.

. Provider will develop procedures and schedules to conduct monthly
Preventive Maintenance on Inmate Telephone System (ITS) and all
equipment, and instruments included therein, and preparation of Monthly
Maintenance Reports indicating the nature and scope of the Preventative
Maintenance performed. Provider will provide all necessary labor, parts,
materials, technical personnel, and transportation necessary to maintain the
ITS and all of its components in good working order, including the
performance of Preventive Maintenance.

. Provider will be responsible for determining whether line access failure is
the fault of the local exchange carrier (LEC), the inter-exchange carrier
(IEC), the internet service provider (ISP) or the Provider ’s equipment. When
the Provider determines the agency responsible for failure, then Provider
will contact the agency responsible for failure and jointly resolve the failure
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at no cost to SBCSD. If the failure is determined to be the fault of the
Provider’s equipment, hardware, software or wiring, Provider will correct the
problem at no cost to SBCSD

I. Provider will notify the San Bernardino County Sheriffs Department at
least twenty-four (24) hours prior to any planned occurrence that may result
in a service interruption to any inmate phone or service that lasts in excess
of fifteen (15) minutes.

J. Provider will adhere to and comply with Exhibit III - Service Level

Agreement.
VII. Inmate Phones — Review and Training Schedule

A. Provider will offer annual training on Inmate Telephone Services and any
associated service offering.

B. Provider will provide training on Inmate Telephone Service upgrades or any
component thereof.

C. The Provider will actively engage and participate in regular Bi-Annual
Operations Review Meetings.

D. The Provider will actively engage in and participate in an annual review of
the Contract’s performance.

E. The Provider's Senior Account Management Team will, within thirty (30)
calendar days following the end of the Agreement year, meet with SBCSD
and SBCSD Designee(s) (if applicable), and provide a comprehensive report
of Inmate call activity for the Agreement year, along with providing a
comprehensive presentation recapping any key areas of successes and/or
concerns, as well as addressing intended strategies for the upcoming
contract year. This will also include a Contract Review for the preceding
year.

VIII. Inmate Phones — Management Reporting

A. Project Status Reports: Upon request for applicable projects, Provider will
prepare and submit Project Status Reports during the System Integration
Period to SBCSD. Provider will submit such reports to SBCSD and County
Designee on the 1st and 15th of each month or the next working day if the
due date falls on a Saturday, Sunday or holiday. Such reports will, at a
minimum, state:

a. Period covered by the report;

Page 12 of 31



b. Project progress and plans;
c. Issues tracking, including deficiencies;

d. Project schedule including work scheduled for completion showing
finished and unfinished work.

e. Updates to the Project Control Document;
f. Project risks identified through the quality assurance process; and

g. Any other information that SBCSD may reasonably require.

B. Monthly Project Reports: Upon request and as mutually agreed, Provider
may be required to submit Monthly Project Reports, pertaining to the
operation and maintenance of the ITS. Monthly reports will be for the period
including the first day of the month through the last day of the month. Such
reports will include, but not be limited to, the following:

a. Call Detail Reports

b. List of Telephones: The report will include, but not be limited to,
information on facility name, address, telephone number, location of
phone, installation date, date removed, date reinstalled. Report will be
updated monthly. Total down time for each phone will also be included.
These reports will be available to all Workstations.

c. Total Calls Completed and Billed Report: Report will be in summary
format by facility and telephone number. Reports will include the total
number of calls, total minutes, amount billed, and will be broken down
by Bill Type: Collect, Prepaid, Debit, and by Call Type: Local,
Intralata, Interlata, Interstate, and International calls.

d. Total Calls Not Completed Report: Report will be in summary format,
and will include the total number of calls, broken down by Bill Type
(Collect, Prepaid, Debit) and by Call Type (Local, Intralata, Interlata,
Interstate, and International calls), as well as indicating the cause
associated with the incompletion of the calls and an aggregate total of
each value

e. Commissions Report: This report will contain the annual or monthly
historical contemporary MAG payment and Commissions information.

f. Summary of Any Unauthorized Inmate Call Activity Detected Report:
Report will be in summary format by facility. It will contain any
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information available to support the subsequent investigation of such
activities.

g. Summary of System Outages and/or Maintenance Performed Report:
Report will be in summary format by facility and will contain a brief
problem description and corrective action taken to resolve the problem.
The report will also include the date and time and who notified SBCSD
or County Designee.

h. Telephone Inspection and Maintenance Log: This report will be
submitted to SBCSD and SBCSD Designee on a quarterly basis or as
required by SBCSD.

i. The Provider ’s reporting system must have Ad Hoc Query and report
capability and may require format modification to enhance readability
at the request of SBCSD or SBCSD Designee.

j. Provide a continually updated report of those accounts blocked from
receiving deposits via credit card due to fraudulent/unauthorized credit
card charges. Report will reference the charge on the line of the
chargeback for identification purposes.

C. Year-End Summary Reports: Upon request and as mutually agreed,
Provider may submit Year-End Summary Reports, including Annual System
Management Reports, pertaining to the operation of the Provider ’s
automated operator ITS. The reports will minimally provide total call
volume, total minutes, and total revenue for each Bill Type (Collect, Prepaid,
Debit) and by Call Type (Local, Intralata, Interlata, Interstate, and
International calls), and will also include an aggregate total of each of these
values. The reports will also indicate the MAG and Commissions,
uncollectibles, recovered uncollectibles, and including any accounts
receivables sold during the year.

D. Upon request and as mutually agreed, Provider will submit one (1) soft copy
of each of the Monthly Project Reports, Monthly System Management
Reports, and Year-End Summary Reports on CD-Rs to SBCSD Project
Manager and to SBCSD Designee. The Provider’s written reports will utilize
Microsoft Word for the narrative portions, and Microsoft Excel for the
Inmate billing and commissions earned reports.

E. The Provider’s written reports are due no later than 5:00 p.m. (PST) on the
5th business day of the month reporting on ITS for the prior month.
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F. The Provider’s Year-End Summary Reports are due no later than 5:00 pm,
on the fifth (5th) business day of the month following Agreement year-end,
reporting on the ITS for the subject Agreement year.

G. Provider agree there will be a Late Penalty of $100.00 per day for reports
received late, unless prior approval for late delivery by potential Contractor
has been granted by SBCSD Project Manager.

H. Upon County’s request County’s Project Manager or SBCSD Designee and
potential Provider’s Account Manager will meet on reasonable notice to
discuss potential Provider’s performance and progress under this Contract.
If requested, potential Provider’s Account Manager and other personnel will
attend all meetings. Provider will provide such information that is
requested by SBCSD for the purpose of monitoring progress under this
contract.

IX.Inmate Phones — Audit

A. SBCSD’s duly authorized representative or SBCSD Designee will have
access, at reasonable times, to all reports, Contract records, documents, files
and personnel necessary to audit and verify potential Provider’s charges
and/or payments to Customer hereunder. Provider agrees to retain reports,
records, documents, and files related to charges hereunder for a period of
five (5) years following the date of final payment for the Provider ’s services
hereunder County reserves the right to audit and verify potential Provider’s
records before final payment is made.

B. SBCSD’s representatives will have the right to reproduce any of the
aforesaid documents. Should the Provider cease to exist as a legal entity, the
Provider’s records pertaining to this Contract will be forwarded to the
surviving entity in a merger or acquisition or, in the event of liquidation, to

SBCSD’s Project Manager.
X. Inmate Phones — Inmate Phone Management Reporting and Leave Behind
Solution

A. Provider agrees that all Contract data including but not limited to all the
following types is under the expressed ownership of the San Bernardino
County Sheriffs Dept, provided that Provider will retain ownership of all
Contract data that it retains ownership for pursuant to applicable law,
regulation, and contract and end user terms:

o All Analytical Data derived from the usage means of this agreement;

o All Call derived data;
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o All Biometric derived data;

o All Inmate Data including but not limited to purchase history, calling
patterns, and any all meta data derived from inmate system usage; and

o End User and Customer’s Staff derived data including but not limited to
any and all browser usage and meta data.

B. Provider will not under any circumstance or situation reference, release,
extrapolate, share, or any other use case, Contract data. Provider will not
access the data constructed under the confines of this scope of work and
agreement except as may be required to administer the services described in
this Agreement. SBCSD reserves all data usage rights for duration of this
agreement in which all data will be transferred to the Customer in
accordance with the leave behind solution.

C. Provider will immediately notify SBCSD upon any infringement event of
access with a detailed description of the incident including timestamps, all
involved parties, and infringement method. Provider will not knowingly
allow access to SBCSD calls and data, without first giving Customer
immediate notice of the request.

D. The Provider will provide a leave-behind solution (“LBS”) at the end of the
contract term containing the data described in Section X(A), to the extent
allowable by applicable law, regulation, contract, and industry standard
practice. The LBS will provided to SBCSD by the Provider on a secure
storage medium, and in a usable, user-friendly, searchable electronic format
at no cost to SBCSD within fifteen (15) days following the expiration and/or
cancellation of the Agreement. Provider will accept SBCSD's reasonable
decision whether the solution provided is acceptable. The LBS will be easily
accessible for seven (7) years after contract end date, and at San Bernardino
County’s option, the LBS must be located in a Customer-designated location
or cloud service provider. The LBS will include all Customer data and calls
and will allow Customer access to all call data inclusive of, but not limited
to, call recordings, call detail records, visitation recordings and session detail
records to a designated S3 storage target at SBCSD’s discretion.

XI.Inmate Phones — Call Monitoring and Recording System

A. Provider’s Inmate Telephone Services and Secure Call Platform will record
every call including visitation made on the system and will store all recorded
calls for the life of the contract including any extensions to the agreement.
Provider’s Inmate Telephone Services and Secure Call Platform will
generate a unique authentication hash value for each call showing non-
tampering.
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. Provider’s Inmate Telephone Services and Secure Call Platform will have
the functionality to disconnect any call being monitored, and a secure
monitoring platform for remote call monitoring.

. Provider’s Inmate Telephone Services and Secure Call Platform will provide
for the monitoring of live inmate calls without any detectable deterioration
of call quality or call interruptions.

. Provider’s Inmate Telephone Services and Secure Call Platform will have
the functionality to not record and/or monitor predetermined telephone
numbers and identify the calls as “DO NOT RECORD”.

. Provider's Inmate Telephone Services and Secure Call Platform will
incorporate proven technology to scan recordings, search recordings,
highlight recordings with notes, and transfer recordings for use by the staff
in their routine investigations.

. Provider’s Inmate Telephone Services and Secure Call Platform will have
the capability, on demand, to store recordings to removal PC based storage
media including but not limited to hard drives and flash drives.

. Provider’s Inmate Telephone Services and Secure Call Platform will include
an alert system that will detect and notify calls made to restricted numbers,
calls made by restricted individuals, or calls made from restricted phones.

. Provider’s Inmate Telephone Services and Secure Call Platform will have
the ability to remove or silence either party of a call to distinguish between
the speaking parties.

. Provider’s Inmate Telephone Services and Secure Call Platform will be
configured/networked such that all recorded calls may be accessed from any
workstation. The system must be configured for both public and private
secured networks.

. Provider's Inmate Telephone Services and Secure Call Platform will have
the ability to provide, print, download and e-mail reports on a daily, weekly,
monthly, or real time basis. All reports should be selected by any
combination of location, PIN, phone, number dialed, time/date, duration, call
type, call status, etc., by SBCSD’s staff.

. Provider’s Inmate Telephone Services and Secure Call Platform will have
the functionality of reverse lookup of phone numbers called to provide call
detail.

. Provider’s Inmate Telephone Services and Secure Call Platform will be fully
supported by remote maintenance including remote polling capabilities and
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system self-diagnostic to create “trouble tickets” when a system problem is

discovered.

M. Provider’s Inmate Telephone Services and Secure Call Platform will be
capable of automatically transcribing flagged calls using “key word search”.

N. Provider’s Inmate Telephone Services and Secure Call Platform will have
the ability to monitor the visitation telephones on all visiting stations at all
San Bernardino County Sheriff's Department Jail facilities.

XII. Inmate Phones — Standard Investigative Tools

Provider will provide the Investigative Tools selected by Customer in the table

below:
Investigative Tool Description
Voice Biometrics | Call Voice Biometrics is a feature that will identify all

(Investigator Pro)

inmates on a phone call using voice biometric
technology.

THREADS with SCP

Analytical software integrated into SCP - with
automatic upload and analysis of calling records, trust
account funding data along with easy import of
retrieved contraband cell phone data - plus much
more.

ICER

Identifies inmate-to-inmate communications wherever
and whenever they happen.

Automatic detection and reporting of conversations
between inmates within a facility or between facilities
when inmates are calling same or different numbers.

Cell Phone Call
Indication

Cell Phone Call Indication is a feature of SCP that
identifies - in the call detail record - a call made to a
cell phone by providing the user a wireless icon
indicating call to cell phone.
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Guarded Exchange | Provider will monitor up to 2,500 calls monthly, which
Monitoring Services can be used for targeted request monitoring or
Guarded Exchange call algorithm call monitoring.

The cost of the selected investigative tools was considered and included in setting
the rates and other compensation provided for under this SOW.

XII1I. Inmate Phones — Corrections Solutions

Provider will provide the Corrections Solutions selected by Customer in the table
below:

Corrections Solution Description

Automated Information | Automated Interactive Voice Response (IVR) system
Services (AIS)! for auto answer of routine questions, with optional
voicemail and trust and/or account funding.

Video Relay  Service | Deployment of 43 corrections grade video relay
(VRS) kiosks that are integrated with SCP, allowing for
the same call controls (PIN's/PAN's and other
security features) as an inmate phone call and
integrated with the SCP's recording and monitoring
system.

The cost of the selected corrections solutions was considered and included in
setting the rates and other compensation provided for under this SOW.

XIV. Compensation

A. Commission. Provider will pay a fixed monthly commission of $291,666.67
per month to Customer. Accordingly, Provider will guarantee a minimum
total annual compensation of $3,500,000 (calculated as a minimum monthly
guaranteed compensation of $291,666.67) (‘MAG”) in connection with the
applications provided by this SOW. At the end of an applicable yearly
period, Provider will review whether the County would have received greater
compensation via the MAG or via the Percentage Based Commission
calculated as follows: an 81% commission (the “Percentage Based
Commission”) based on the Gross Revenues earned through the completion

Standard fees will apply for optional funding and voicemail.
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of intrastate calls placed from Customer’s facilities. “Gross Revenues”
means all gross billed revenues relating to completed collect and inmate
Debit calls from your Facility(s). Regulatory charges; taxes and fees; federal,
state, and/or local charges; transaction, funding, or cost-recovery fees;
credits; charges billed by third parties; and promotional programs are
excluded from revenue to the Provider. Any promotional program must first
be approved by the Customer in its sole discretion. In the event Customer
would have received greater commission via the Percentage Based
Commission calculation, Provider will provide Customer with a true up
payment representing the difference between the MAG and the Percentage
Based Commission calculation. If federal, state, or local laws or regulatory
requirements are amended in such a way which materially alters the
economics of the industry, the parties will negotiate in good faith regarding
adjustments to the compensation provided herein.

B. Payment Logistics. Customer will notify Provider in writing at least 60 days
before a Payment Date of any change in Customer’s payment address or
mechanics. Customer acknowledges and agrees that Provider is paying the
Commission for the exclusive right to provide inmate telephone services to
inmates in Customer’s facility(s), and that any taxes assessed on
Commission payments are the sole responsibility of Customer. For inmate
Debit calls, Provider reserves the right to deduct call credits from Gross
Revenue. Provider will invoice Customer on a monthly basis for all funding
amounts transferred from inmates’ facility trust/commissary accounts to
Inmate Debit accounts. The invoice will be due and payable upon receipt.

C. Technology Grants. Provider will provide Customer with a series of
Technology Grants as follows during the Initial Term of this SOW, which
will be paid as follows:

Payment Date Amount

Within 30 days of the Effective Date $300,000

June 30, 2021 (or within 10 days | $300,000
thereof) and then annually thereafter
through June 30, 2027

June 30, 2028 (or within 10 days | $822 times the number of days
thereof) between June 30, 2028 and the end
date of the Initial Term.

D. Customer _ Options for _ Alternative __Compensation __ Structures.
Notwithstanding anything to the contrary in this SOW, at Customer’s
option, Customer may request that compensation and rates under the SOW
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be amended to either a no commission or taxpayer-funded and no
commission option at any time during the Term. If requested by Customer,
the parties will negotiate in good faith regarding an appropriate reduction to
the applicable call rates if Customer agrees to no longer receive any
commission or other type of financial compensation under the SOW. For
such compensation structures, Provider can also accommodate a Customer
request to transition from inmate and friend and family funding of inmate
telephone services to a model where those services are taxpayer-funded /
paid for by Customer.

. County is exempt from Federal excise taxes and no payment shall be made
for any personal property taxes levied on Contractor or on any taxes levied
on employee wages. The County shall only pay for any applicable State or
local sales or use taxes on the services rendered or equipment and/or parts
supplied to the County pursuant to the Contract.

. Costs for services under the terms of this Contract shall be incurred during
the contract period except as approved by County. Contractor shall not use
current year funds to pay prior or future year obligations.

. Funds made available under this Contract shall not supplant any federal,
state or any governmental funds intended for services of the same nature as
this Contract. Contractor shall not claim reimbursement or payment from
County for, or apply sums received from County with respect to that portion
of its obligations that have been paid by another source of revenue.
Contractor agrees that it will not use funds received pursuant to this
Contract, either directly or indirectly, as a contribution or compensation for
purposes of obtaining funds from another revenue source without prior
written approval of the County.

. Provider agrees that if any payments due as scheduled per this agreement
are not received by SBCSD within the period specified in this Section XIV,
SBCSD is entitled to recover interest thereon. Said interest will be at the
rate of ten (10) percent per annum or any portion thereof (based upon a
365/366 day per year) calculated from the date payment is due.

EXECUTED as of the Effective Date.

CUSTOMER:

County of San Bernardino, California

By:

PROVIDER:
Securus Technologies, LL.C

By:

Name:

Name:
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Title: Title:
Date: Date:

Please return signed contract to:

4000 International Parkway
Carrollton, Texas 75007

Attention: Contracts Administrator
Phone: (972) 277-0300
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Exhibit I - SBCSD Inmate Phone Jail Operations Overview

The San Bernardino County Sheriffs Department (SBCSD) has detention
facilities located throughout San Bernardino County. SBCSD’s facilities
currently operate 955 inmate telephones and 12 TDD telephones; servicing
an average daily inmate population of 6,000.

The standard inmate phone hours within the Sheriff's Department facilities
are 05:00 AM to 10:00 PM daily, with some variation at the facility’s
discretion.

The current number of inmate-accessible phones are listed by location below:

LOCATION Number of Inmate Number of
Telephones VRS/VRU

West Valley Detention 482 18
Center
Glen Helen Rehabilitation 114 13
Center
Central Detention Center 139 2
High Desert Detention 189 10
Center
Barstow Station Jail 15 1
Big Bear Station Jail 5 1
Morongo Basin Station 7 1
Jail
Colorado River Station 4 1
Jail
Total 955 47

Inmate detainees are generally allowed to make phone calls without restriction.

Phone calls are either Collect, Prepaid, or Debit calls. Inmate Telephone Services
and all inmate telephones are currently provided by Securus.
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Exhibit IT — New or Upgraded SBCSD Inmate Phone Implementation Acceptance
Criteria
System integration and acceptance criteria is as follows:
o All Inmate phones and provider services tested and verified as fully
operational, without deficiencies, and written acceptance by the concerned

County Project Manager.

o All SBCSD Facility Coordinator Users Testing and Training is successfully
completed

o All Inmate phone implementation plans including artifacts will be reviewed

and approved by the SBCSD Project Manager, in order to minimize impacts
to normal operations.
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Exhibit IIT — Service Level Agreement
I. Definition of Service Level Agreement

The Service Level Agreement (SLA) is an agreement between the Customer and
the Provider to provide a service at a performance level that meets or exceeds
the specified performance objective(s). This SLA lays out the metrics by which
that service is measured, and the remedies, should the agreed-upon levels not
be achieved. If the specified service levels are not met, then the Provider is
required to issue specified credits to compensate the Customer for its
approximate damages.

The Inmate Telephone Services contract has specific performance metrics, or
Key Performance Indicators (KPls) for services deemed sufficiently essential to
Customer operations, and the Provider shall comply with those KPls. For each
KPI, the Provider is required to meet the specified Acceptable Quality Levels
(AQLs).

II. Service

Table 1 lists each KPI and the performance level requested by the Customer.
Performance is aggregate-based, meaning that the performance is to be
measured at the SHERIFF hierarchy level (of the SHERIFF's billing
organization) over a one-calendar-month period.
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Table 1- Service-Specific SLAs

Service KPI Performance
Standards/AQL
Implementation & Installation Fully functional Inmate 30 Business
Telephone System, tested Days from
and accepted by theCounty installation start
date
Maintenance:
Voice Services and Network Availability 99.95%
Access/Transport Services Call Blockage, Dropped Calls .07
Telephones Operational, working 100%
telephones

Management Reports:

Monthly Project Reports, Monthly Systemﬂ One (1) soft copy of each | e Written

Management Reports, and Year-End of the Monthly Project reports are due
Summary Reports Reports, Monthly System | o
Management Reports, later than 5:00

and Year-End Summary | p.m. (PST) on the
Reports on CD-Rs to the | 30th business day
County Project Manager of the month

and to the County reporting on ITS
Designee for the prior month.

Year-End Summary
Reports are due no
later than 5:00 pm,
on the fifth (30th)
day of the month
following
Agreement year-
end, reporting on
the ITS for the
subject Agreement
year.
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Implementation & Installation

Provider shall provide a detailed Implementation Plan and Schedule. The
installation will include a user testing and acceptance provision for the
Customer. Time is of the essence in providing a fully functional Inmate
Telephone System, and the Provider is required to provide a fully functional
system tested and accepted by the Customer.

Late Management Reports

There will be an amount of $100.00 per day for reports received late, unless
prior approval for late delivery by Provider has been granted by the
Customer Project Manager.

System Problems, Outages, and Other Deficiencies

System problems, outages and other deficiencies includes service
unavailability during any period of time that it experiences a Service
Outage, or other service- affecting Problem or Deficiency. Upon Customer's
or Customer-authorized Agent's request, Provider will issue credits for each
Service Outage, Problem, or Deficiency. Provider shall pay the Customer the
total amount of credit due within thirty (30) days from the month
Deficiencies occurred under the Agreement.

Reporting of all System problems, outages and other Deficiencies shall be
handled through Provider's Technical Support Center, which shall be
accessible online, toll-free telephone and fax numbers, and email. Provider
shall provide for 24 hours per day, 7 days per week on-call technical support
staff to support the Customer and the Provider's on-site technical staff in
resolving System Outages, Problems, and other Deficiencies. Customer will
assign one of the following "Severity Levels." Provider shall respond to and
resolve these in accordance with the following timeframes, following the
determination and/or notification of the Problem, Outage or other Deficiency:

Table 2 - Severity Levels and Credits

Severity Severity Level Description Duration of Credits
Level Service Outage
Priority | CRITICAL (Includes but not limited
Level to): < 6 hours No Credit
One
a. 26% or more of a single | ----soeessessmemmemees | eemmiomiieociccoene
Housing unit's (Module/ Dorm / Between 6 $75 per hour
hours and 12 that component
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Pod) telephones are out of service

b. Multiple housing units are not in
operation

¢. Multiple inmate phones are not
operational

d. Intake phones not

operational

are

e. 25% or more of calls placed in a
24-hour period experience poor
voice quality (high levels of
static, noise, voice distortion)
caused by faulty hardware
equipment, routers, bandwidth
limitations, or software

f. 25% or more of calls are dropped
in a 24- hour period

g. Complete system failure

Response time, technician on site,
and completion of repairs and
Deficiency resolution to Customer’s
satisfaction is made within 6 hours
of initial notification of Customer or
Customer’s Agent by Provider, or
from Customer’s or Customer
Agent’s initial service request to
Provider.

Between 12
hours and 24
hours

> 24 hours

of ITS is
deficient

$100 per hour
that component
of ITS is
deficient

$150 per hour
that component
of ITS is

deficient

Priority
Level
Two

SEVERE (Include)s but not limited
to):

*+ 10% to 24% of a single housing
unit's (Module/ Dorm / Pod)
telephones are out of service

*+ 10% to 24% of calls are dropped
in a 24-hour period

+ 10% to 24% or more of calls
placed in a 24- hour period

< 24 hours

> 24 hours

No Credit

$100 per hour
that component
of ITSis
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experience poor voice quality deficient
(high levels of static, noise, voice
distortion) caused by faulty
hardware equipment, routers,
bandwidth limitations, or
software
* More than ten (10) Inmates are
not able to make telephone calls
as a result of a single telephone
being out of service
* One entire housing unit that is
not in operation or one inmate
phone not operational
Response time, completion of
repairs, and Deficiency resolution to
Customer's satisfaction is made
within 24 hours of initial
notification of Customer or
Customer's Agent by Provider, or
from Customer's or Customer
Agent's initial service request to
Provider.
Priority | MINOR (Includes but not limited
Level |to):
Three
* One of multiple phones in a
housing wunit that is not in <2 days No Credit
operation, and additional phones
are in the area available for [ ---------=-==cscsememee [ omomonmcnicnccaccennns
inmate use.
> 2 days $75 per day that
* Intermittent dropped calls or component of
<10% of calls are dropped ITS is deficient

* Intermittent poor voice quality
on calls or <10% of calls
experience poor voice quality

Response time, completion of
repairs, and Deficiency resolution to
Customer's satisfaction is made
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within 2 business days of initial
notification of Customer or
Customer's Agent by Provider, or
from Customer's or Customer
Agent's initial service request to
Provider.

Priority
Level
Four

COSMETIC (Includes but not
limited to):

A telephone is damaged but is
capable of completing telephone
calls

Response time, completion of
repairs or replacement of damaged
phones, and Deficiency resolution to
Customer's satisfaction is made
within three months from initial
notification of Customer or
Customer's Agent by Provider, or
from Customer's or Customer
Agent's initial service request to
Provider.

No Credit

$75 per day that
component of
ITS is deficient
or damaged
phones are not
replaced

Chronic Trouble

A Chronic Trouble (Chronic) defined as an Inmate Telephone System
problem, network problem, outage, or other deficiency which has experienced
3 separate trouble tickets opened against it for Availability, by the Customer
or Customer- authorized Agent, or Provider, for the same/similar symptom(s)
or problem(s) over a rolling 30-day period. A Chronic’s rolling 30-day counter
is considered "reset" upon a period of 30 days free of same/similar trouble.
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Table 3 - Chronic Trouble Credits

Severity Level Consecutive Months' Credits
Occurrence
Priority Level One 3 3% of Monthly Revenue Commissions*
6 5% of Monthly Revenue Commissions*
>6 Option to open contract for discussion, up to
and including termination of contract without
penalty
Priority Level Two 3 1% of Monthly Revenue Commissions*
6 2% of Monthly Revenue Commissions*
9 3% of Monthly Revenue Commissions*
12 5% of Monthly Revenue Commissions*
>12 Option to open contract for discussion, up to
and including termination of contract without
penalty
Priority Levels Three & NIA NIA
Four

*30-day period that chronic deficiencies occurred
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