
Service Schedute - " PIDR Tech Product"

This Service Schedute No. 1is effective as ot 02128/2024 and is made by Norman Potice
Department ("Customer") and Versaterm Pubtic Safety US, lnc. ("Versaterm"). This "Service
Schedute" and its schedutes (if appticabte) are incorporated into that certain Master Software and
services Agreement dated [date], between customer and supptier ("MSA"). The terms and
conditions that are specific to this Service Sched ute are set forth herein ln the event of a conftict
bewveen the provisions of this Service Schedute and the Master Agreement, the provisions of
Section 2 a) of the MSA shatt controt such conttict. Capitatized terms herein witt have the meanings
set forth in the MSA, " or the "Definitions" as further defined betow.

1. Service Schedute lnformation

Software/Su bscription Service: SPIDR Tech - lnsights, lnvestigations, & Patrot Modutes

Authorized Users/Sworn Count: 184

Subscription Term: 12 Months

Fees:

Versaterm shatt send invoices to Customer at the fottowing e-maiI address:
Lisa.Tuttius@NormanOK.gov

Shoutd invoice emait address change, Customer shatt promptty notify Versaterm.
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The Fees indicated above may be subject to a price increase as per the MSA
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2. License

2.1.
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Provision of the Service. Versaterm wilt provide Customer with access to Versaterm's
proprietary service for the soltware modules specified in the Section 1 (cottectivety the
"Service") in accordance with the terms and conditions of this Agreement. To access and
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use the Service, Customer is responsibte at its own expense for obtaining its own internet
access, and any hardware and softvvare required therefor.

Grant of Rights. Subject to the terms and conditions of the Agreement, Versaterm hereby
grants to Customer a timited, non-exctusive, non-transferable right to access and use the
Service, sotety for Customer's purposes during the Term. Att rights not expressty granted
to Customer are reserved by Versaterm and its licensors. There are no imptied rights.

Versaterm SPIDR Tech Technotogy. ln connectionwith providingthe Service, Versaterm
and its [icensors shatt operate and support the hosted environment used by Versaterm to
provide the Service, inctuding the Versaterm Technotogy, the server hardware, disk
storage, firewatt protection, server operating systems, management programs, web
server programs, documentation and att other technotogy or information so used by
Versaterm. As used herein, "Versaterm SPIDR Tech Technotogv" means att of
Versaterm's proprietary technotogy (inctuding software, hardware, products, processes,
atgorithms, user interfaces, know-how, techniques, designs and other tangibte or
intangibte technical materiat or information) made avaitabte to Customer by Versaterm in
providing the service.

2.3.

This Section 3 describes the tevets of service thatthe Customerwilt receive from Versaterm.

3.1. Up{ime Avaitabitity. During the Term, Versaterm's API witt be operationat and avaitabte to
the Customer at least 99.9% of the time in any catendar month. Note that even during API
downtime (forwhatever reason), once the API availabitity is re-estabtished, Versaterm can
receive "tost" data. The ptatform witt generate and send any messages that can stitt be
reasonabty sent. This reduces the number of messages fai[ed even during unexpected API
outages.

3.2. Downtime. Customer agrees that from time to time the Service may be inaccessibte or
inoperabte for various reasons, inctuding (i) equipment matfunctions; (ii) periodic
maintenance procedures or repairs which Versaterm may undertake from time to time; or
(iii) causes beyond the contro[ of Versaterm or which are not reasonabty foreseeabte by
Versaterm, inctuding interruption or faiture of telecommunication or digitat transmission
links, hostite netvvork attacks or network congestion or other faitures, or fai[ures or issues
experienced by the Hosting contractors independent of and not retated to the service or
Versaterm (cottectivety "Downtime"). Versaterm sha[[ use commerciatly reasonabte
efforts to provide twenty-four (24) hour advance notice to Customer in the event of any
scheduted Downtime. Versaterm shatt have no obtigation during performance of such
operations to mirror customer Data on any other server or to transfer customer Data to
any other server. Versaterm shatt use commerciatty reasonable etforts to minimize any
disruption, inaccessibitity and/or inoperabitity of the service in connection with
Downtime, whether scheduted or not.

3.3. Support Services

Versaterm shatt estabtish, sufficientty staff, and maintain the organization and
processes necessary to provide tetephone and/or emai[-based technicat support,
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3.4.

3.5.

troubleshooting, error identification, isolation and remediation, and other assistance
directty to the Customer and its authorized users.

Versaterm witt provide the Customer with any resource containing information that witt
aid in probtem and error resolution and correction, as wetl as any other technical
resources made etectronicatty avaitabte to any of Versaterm's other customers.

Response Times

customer may raise a su port issue with Versaterm - SPIDR Tech product group, by e-

or 76. Versaterm shat[ endeavor to
respond in a timety fashion.

Versaterm is deemed to have responded when it has reptied to the Customer's initial
request. This may be in the form of an email or tetephone catt, to either provide a
solution, request further information, or propose an ETAfor a sotution.

Guaranteed initiat response times depend on the priority of the item(s) affected and the
severity of the issue. They are shown in the tabte betow:

lssue Severity (see Severity Levels section, below)

r lsstrcof lowrpriuityond lwer*rcritymoyDe uolrr/erredtourrrkqrl* ffiqluloter y'onringondWklritizoti.m.

Response times appty on a24x7 basis, and after normal business hours and on hotidays,
as necessary to support Versaterm',s obtigations under the service Schedute.

Severity levets

The severity levets shown in the table above are defined as fottows:

a. Criticat: Comptete degradation - a[[ users and criticat functions affected. ltem or
service comptetety unavaitabte.

b. Severe: Significant degradation - a targe number of users or critical functions
affected.

c. Medium: Limited degradation - a timited number of users or functions affected.
Business processes can continue.

d. Minor: Smatt degradation - few users or one user affected. Business processes can
continue.

The fottowingtabte are examptes of support item types and priority tevels:

I c'iti."t I s"*'e MinorMedium

lmmediate, but in

no event to exceed

I hour

Priority 1 t hour

Priority 2 t hour 2 hourc

2 hours 1 business day

1 business day 2 business dayst

Priority 3 2 hours I business day 2 business days' 2 business days'
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Messagin6 correctness (content and recipients) 1

Messaging schedule and timeliness 2

Daily survey update emails 2

Administrative interface 3

3.6. Resotution times

Versaterm witt atways endeavor to resotve probtems as swiftty as possibte. lt recognizes
that the Customer's operationa[ systems and community retationships are key to its
mission and that any downtime can have significant consequences. However, Versaterm
is unabte to provide guaranteed resotution times. This is because the nature and causes
of probtems can vary enormousty.

For instance, it may be possibte to resotve a criticat API issue in minutes, simpty by
restarting the affected component(s). But if a system faits due to a persistent
infrastructure fautt (also ctassed as a criticat issue) it may take tonger to get back up and
running. ln at[ cases, Versaterm witt make its best efforts to resolve probtems as quickty
as possibte. lt witt atso provide frequent progress reports to the Customer.

[remainder of page teft intentionatty btank]
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Versaterm Pubtic Safety US, lnc.

Name

Titte:

By:

Date: [date]

Norman Potice

By:

Name:

Titte:

Date: [date]

l-,
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Adam Schwartz

March 7, 2024
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