
RESOLUTION NO. 12-2001 

A RESOLUTION OF THE CITY COUNCIL OF THE CITY OF 
MESQUITE, TEXAS, AUTHORIZING THE CITY MANAGER 
TO EXECUTE AN INTERLOCAL AGREEMENT WITH THE 
DEPARTMENT OF INFORMATION RESOURCES RELATING 
TO A SERVICE LEVEL AGREEMENT BETWEEN KPMG 
CONSULTING, L.L.C. AND THE CITY OF MESQUITE 
UNDER THE TEXAS ELECTRONIC FRAMEWORK 
AGREEMENT; AND PROVIDING AN EFFECTIVE DATE 
THEREOF. 

WHEREAS, in 1999 the State Legislature passed Senate Bill 974 that created the Texas 
Electronic Government Taskforce for the purpose of developing an eGovernment infrastructure 
for state and local governments; and 

WHEREAS, the TXCitiesOnLine Program was established with the mission to provide 
city services to Texans, improving citizen interaction with city government and providing a more 
efficient and cost effective service delivery channel; and 

WHEREAS, under a contract with the Texas Department of Information Resources 
(DIR), KPMG Consulting, L.L.C., has developed a hardware and software system that provides 
governmental units with access to Web-based information applications; and 

WHEREAS, KPMG Consulting, L.L.C., has approached the City to become one of a 
small group of local governments to be a pilot implementation participant; and 

WHEREAS, the Interlocal Cooperation Act, V.T.C.A., Texas Government Code, Chapter 
791, provides authorization for any local government to contract with one or more local 
governments to perform governmental functions and services under the terms of the Act; and 

WHEREAS, the initial cost of the program is forty thousand ($40,000.00) dollars plus an 
annual maintenance cost of sixty thousand ($60,000.00) dollars; and 

WHEREAS, in order to participate in this program, the City must execute an interlocal 
agreement with the Texas Department of Information Resources and a service level agreement 
with KPMG Consulting, L.L.P. 

NOW, THEREFORE, BE IT RESOLVED BY THE CITY COUNCIL OF THE CITY 
OF MESQUITE, TEXAS: 

SECTION 1. That the City Council of the City of Mesquite hereby authorizes 
the City Manager to execute the Interlocal Agreement attached hereto as Exhibit "A" between 
the City of Mesquite and the Texas Department of lnformation Resources and in comecrion 
therewith, the City Council of the City of Mesquite hereby authorizes the City Manager to 
execute the service level agreement attached hereto as Exhibit "B" between the City of Mesquite 
and KPMG Consulting, L.L.P. 
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SECTION 2. That this resolution shall take effect from and after its passage. 

DULY RESOLVED by the City Council of the City of Mesquite, Texas on the 2nd day 
of April, 2001. 

&QQ; 06- 
Ellen Williams 
City Secretary 

Mayor 

APPROVED: 

City Attorney 
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INTERLOCAL COOPERATION CONTRACT BETWEEN THE CITY OF MESQUITE 
AND T H E  DEPARTMENT O F  INFORMATION RESOURCES 

RELATING T O  SERVICE LEVEL AGREEMENT 
BETWEEN KPMG CONSULTING, L.L.C. AND THE CITY O F  MESQUITE 

UNDER THE TEXAS ELECTRONIC FRAMEWORK AGREEMENT 

This Interlocal Cooperation Contract (the CONTRACT) is entered into pursuant to Chapter 791, 
Government Code, between the City of Mesquite (CITY) and the Department of Information 
Resources (DIR) to authorize the CITY to access and use the Texas Electronic Framework 
(FRAMEWORK) established pursuant to Section 2054.062, Government Code. The 
FRAMEWORK is a project to assess the current feasibility of a complete self-supporting 
framework for the development and implementation of electronic government for state and local 
government as required by Section 2054.062, Government Code. The FRAMEWORK is being 
developed and implemented under an agreement (the AGREEMENT) dated May 5, 2000, 
between KPMG Consulting, L.L.C. (KPMG) and DIR. 

STATEMENT O F  SERVICES: 

Section I1 (a)(4) of the AGREEMENT provides that the FRAMEWORK may include mutually 
agreeable Service Level Agreements between KPMG and any state or local government that 
participates in the project. Section 6.1(2) of Exhibit A to the AGREEMENT provides that an 
objective of the project is to provide access to local government web based information 
applications by supporting a web application for local governments and consolidating access to 
local government information. The CITY is authorized by this CONTRACT to enter into a 
Service Level Agreement with KPMG, the terms of which do not require the approval of DIR. 
No fee or charge shall be made by DIR to the CITY for access to the FRAMEWORK under this 
CONTRACT; however, access is granted by DIR subject to the following terms and conditions: 

DIR does not warrant the work, products or services KPMG may provide to the City under 
the Service Level Agreement between KPMG and the CITY and is in no way liable or 
responsible for such work, products or services provided by KPMG or for any breach of the 
AGREEMENT and/or Service Level Agreement by KPMG; 
The CITY shall not look to DIR or the State for resolution of disputes that may arise with 
KPMG under either the AGREEMENT or the Service Level Agreement; 
Other than access to the FRAMEWORK pursuant to the terms of this CONTRACT, DIR is 
not providing any work, products or services to the CITY; 
The CITY shall pay such fees and charges to KPMG as are agreed to in the Service Level 
Agreement. Such fees and charges may include convenience fees and charges necessary to 
recover costs that may be incurred by the State that relate to additions, modifications, and 
interfaces necessary to the State's FRAMEWORK infrastructure that are attributable, either 
in whole or part, to the work, products or services provided by KPMG to the CITY under the 
Service Level Agreement. If fees and charges recovered under the Service Level Agreement 
do not fully recover the foregoing infrastructure costs. the City shall negotiate in good faith 
with KPMG an amendment to the Service Level Agreement that fully recovers the 
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infrastructure costs so that such costs are not borne by the State, to the extent allo\ved by 
applicable law; 
The CITY shall comply with all terms and conditions of the AGREEMENT and to the extent 
permitted by law shall hold DIR harmless from any and all liability that may arise as the 
result of any breach of the AGREEMENT by the CITY; 
Any funds that may be owed to KPMG under Section VII of the AGREEMENT for support 
infrastructure necessary to provide work, products or service to the CITY under the Service 
Level Agreement between KPMG and the CITY shall be the sole responsibility and liability 
of the CITY; and 
The CITY shall follow any and all written standards and guidelines provided it by KPMG 
under Section X(c) of the AGREEMENT. 

This CONTRACT is executed by the undersigned parties who bind themselves to the faithful 
performance of the CONTRACT. 

CITY O F  MESQUITE DEPARTMENT O F  INFORRIATION 
RESOURCES 

By: 
Eddie Esquivel 

City Manager Director df ~nterprise Operations 

ATTEST: ATTEST: 

By: 
Ellen Williams 
City Secretary 

Printed Name and Title 

Inrerlocol Agrcemenr u.irh the Dcparrnretrr o/ln/orn~arion Resources (DIR) 
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INTERLOCAL COOPERATION CONTRACT BETWEEN THE CITY OF MESQUITE 
AND THE DEPARTMENT OF INFORMATION RESOURCES 

RELATING TO SERVICE LEVEL AGREEMENT 
BETWEEN KPMG CONSULTING, L.L.C. AND THE CITY OF MESQUITE 

UNDER THE TEXAS ELECTRONIC F M E W O R K  AGREEMENT 

This Interlocal Cooperation Contract (the CONTRACT) is entered into pursuant to Chapter 791, 
Government Code, between the City of Mesquite (CITY) and the Department of Information 
Resources @IR) to authorize the CITY to access and use the Texas Electronic Framework 
(FRAMEWORK) established pursuant to Section 2054.062, Government Code. The 
FRAMEWORK is a project to assess the current feasibility of a complete self-supporting 
framework for the development and implementation of electronic government for state and local 
government as required by Section 2054.062, Government Code. The FRAMEWORK is being 
developed and implemented under an agreement (the AGREEMENT) dated May 5, 2000, 
between KPMG Consulting, L.L.C. (KPMG) and DR.  

STATEMENT OF SERVICES: 

Section I1 (a)(4) of the AGREEMENT provides that the FRAMEWORK may include mutually 
agreeable Service Level Agreements between KPMG and any state or local government that 
participates in the project. Section 6.1(2) of Exhibit A to the AGREEMENT provides that an 
objective of the project is to provide access to local government web based information 
applications by supporting a web application for local governments and consolidating access to 
local government information. The CITY is authorized by this CONTRACT to enter into a 
Service Level Agreement with KPMG, the terms of which do not require the approval of DIR. 
No fee or charge shall be made by DIR to the CITY for access to the FRAMEWORK under this 
CONTRACT; however, access is granted by DIR subject to the following terms and conditions: 

* DIR does not warrant the work, products or services KPMG may provide to the City under 
the Service Level Agreement between KPMG and the CITY and is in no way liable or 
responsible for such work, products or services provided by KPMG or for any breach of the 
AGREEMENT andlor Service Level Agreement by KPMG, 

* The CITY shall not look to DIR or the State for resolution of disputes that may arise with 
KPMG under either the AGREEMENT or the Service Level Agreement; 

e Other than access to the FRAMEWORK pursuant to the terms of this CONTRACT, DIR is 
not providing any work, products or services to the CITY, 
The CITY shall pay such fees and charges to KPMG as are agreed to in the Service Level 
Agreement. Such fees and charges may include convenience fees and charges necessary to 
recover costs that may be incurred by the State that relate to additions, modifications, and 
interfaces necessary to the State's FRAMEWORK infrastructure that are attributable, either 
in whole or part. to the work, products or services provided by KPMG to the CITY under the 
Service Level Agreement. If fees and charges recovered under the Service Level Agreement 
do not fully recover the foregoing infrastructure costs, the City shall negotiate in good faith 
with KPMG an amendment to the Service Level Agreement that fully recovers the 
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infrastructure costs so that such costs are not borne by the State, to the extent allowed by 
applicable law; 
The CITY shall comply with all terms and condirions of the AGREEMENT and to the extent 
permitted by law shall hold DIR harmless from any and all liability that may arise as the 
result of any breach of the AGREEMENT by the CITY; 
Any funds that may be owed to KPMG under Section VII of the AGREEh4WT for suppori 
infrastructure necessary to provide work, products or service to the CITY under the Senrice 
Level Agreement between KPMG and the CITY shall be the sole responsibility and liability 
of the CITY, and 
The CITY shall follow any and all written standards and guidelines provided it by KPMG 
under S t l  (c ofthe AGREEMENT. 

This CO rn CT 1s executed by the undersigned parties who bind themselves to the faithful 
performance of the CONTRACT. 

CITY OF MESQUITE DEPARTMENT O F  INFOR~IATION 
RESOURCES 

City Manager 

ATTEST: ATTEST: 

By: 
Ellen Williams 
City Secretary /--7 +A; M-ZY .Geoeea/Co-se/ 

Printed Name dnd Title 

Inrcr/oro/ Agrrrmenr wirh rhe Deparrmrnr o//nfirmorion Resources (DIR) 
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EXHIBIT B 

TexasOnline 
Citv of Mesquite Service Level Agreement 

The Texas Electronic Government Framework ("TeGF") is a framework constructed 
pursuant to an agreement (the "Texas Electronic Framework Agreement") hereinafter called the 
Master Contract between the Texas Department of Information Resources (DIR), acting on behalf 
of the Electronic Government Task Force, and KPMG Consulting, Inc (KPMG) TexasOnline is 
the name of the statewide initiative for TeGF ePay is the name of the Payment Services and Web 
site that is used by TeGF participants for e-commerce transactions The TXCitiesOnline Program 
("Program") is the TexasOnline initiative to provide online services to Texas cities that sente less 
than 1 million citizens 

This Senice Level Agreement ("Agreement") is between KPMG and the City of Mesquite, 
("City"), and is subject to the terms and conditions ofthe Master Contract and becomes a schedule 
to the Master Contract. This Ageement will continue until terminated as set forth below. Subject 
to the terms of the Master Contract, reasonable compliance by City with its obligations under the 
Master Contract, and the dependencies listed below, KPMG will provide the Service Levels 
contained within this agreement. 

1. Board Approval 

City acknowledges that in order for KPMG to provide services pursuant to this Agreement, 
the Texas Electronic Government Framework Board ("Board") must approve the City joining the 
Program. A list of applications using services under this agreement is included in Exhibit A - 
Applications, Services and Fee Schedules. Exhibit A provides information on the specific 
applications, services and convenience fees that are included in this Service Level Agreement. 

2. Privacy 

No personally identifiable or private information collected by the TeGF may be used for any 
purpose or provided to any third party unless (i) the service user is given clear prior notice of the 
possibility of such other use, and (ii) the user affirmatively consents to such use (i.e., unless the user 
"opts-in" to the contemplated use of his or her personally identifiable or private information). Any 
credit card data or bank account data collected and stored at the ePay site will be secured through 
multiple levels of security to insure privacy of data. 

3. KPhlG Web Site Security 

It is KPMG's responsibility under this Agreement to maintain tlie security of sensitive 
information in its custody. Redundant levels of security will be deployed at every area ofthe system. 



4. City Web Site Security 

Cities hosting their own Web sites and accessing the TexasOnline infrastructure will follow 
recommended security standards for TesasOnline Web sites, and will not put citizen or City 
information at risk. KPMG bears no responsibility or liability for intrusions or attacks at the City site. 

5. Fees 

For the services outlined in Exhibit A, KPMG is entitled to the initial setup fee and ongoing 
maintenance fees to be paid on a monthly basis in equal increments. In the event that the City 
charges convenience fees to end users, KPMG will assist the City in establishing such fees. 
Regarding convenience fees, the following shall apply: 

Convenience fees, along with City fees collected online, will be deposited to the 
KPMG bank account. 

KPMG will send the City a daily ACH transfer for all City and convenience fees 
collected. 

= All credit card discount fees, bank processing fees and ACH fees associated with 
online transactions are the responsibility ofthe City. KPMG will pay the credit card 
discount fees associated with credit card transactions and invoice the City for such 
fees. 

6 .  City Obligations 

City shall provide a contact number for the application or application(s) on an 8:00 a.m. - 
5:00 p.m. CST basis to receive second level inquiries received by the Customer Information Center. 
(Refer to Exhibit B - Customer Information Center for information on first level support.) 

City shall cooperate with KPMG in KPMG's performance of its obligations under this 
Asreement. 

City shall comply with the privacy statements, which are displayed on the TexasOnline site, 
and with all applicable laws related to information received from or distributed to individuals using 
the applications. City acknowledges that no personally identifiable or private information collected 
through the TeGF may be used for any purpose or provided to any third party unless (i) the user is 
given clear prior notice of the possibility of such other use, and (ii) the user affirmatively consents 
to such use (i.e., unless the user "opts-in" to the contemplated use of his or her personally 
identifiable or private information). 

City shall provide access to information and systems as necessary to assist KPMG in 
performing its obligations hereunder. 

City shall follow reasonable security standards and shall not take actions or by omissions put 
Local Govirnment Information at risk of loss. damage. or breach of security. 



City shall at all times be responsible for the back-up and presen.ation of any data within 
Agency's control which does not reside on Texasonline web site or ePay web site. 

City shall provide a link to the Texasonline home page from the City's home paze and \vill 
include the Texasonline url on City mail outs and notices to allou./encourage citizen access to 
other Texas egovernment sewices. 

7. General Terms. 

This agreement is effective upon execution by representatives of KPAIG and the City and 
expires August 3 1,2003. Upon mutual agreement, this agreement may be renewed for up to five ( 5 )  
additional one-year renexval periods. With sixty (60) days untten notice, City may renew the 
agreement on the same terms and conditions expressed herein or as amended. 

City a_erees and ackno\vledges that the terms of the hiaster Contract related to force majeure, 
confidentiality, and limitations on damages shall apply to this Agreement, and City shall be bound 
by the responsibilities of any division of the State o f  Texas u i th  regard to such provisions. 

Any terms contained in this agreement, which conflict uith or are in violation of Texas law, 
are void regardless o f  whether City accepts such terms or is deemed to have accepted such terms. 

No provision of this agreement will constitute or be construed as a waiver of any of the 
privileges, rights, defenses, remedies, or immunities available to City, as an City of the State o f  
Texas, or othentise available to City. The failure to enforce or any delay in the enforcement of any 
privileges, rights, defenses, remedies, or immunities available to City by law will not constitute a 
waiver of said privileges, rights, defenses, remedies, or immunities or be considered as a basis for 
estoppel. City does not waive any privileges, rights, defenses, remedies, or immunities available to 
City, as an City of the State of Texas, or othemise available to City. 

Except as expressly provided othemise herein, this agreement uill represent the entire 
agreement by and benveen City and KPhfG regarding the subject matter of this Agreement. This 
agreement may not be changed or amended except by the mutual unnen  agreement of the parties. 

8. Termination. 

This Agreement may be terminated by KPMG or City upon ninety days unnen  notice at any 
time. City may elect to continue to utilize KPZrlG's senices under this Agreement even if the blaster 
Contract expires or terminates. 

9. Issue Resolution 

If a problem or issue is identified by City or KPLIG, issue resolution \rill follow the 
specifications outlined in the bfaster Contract. which references Chapter 2260 of the T e x s  
Government Code. 



Problems that are not resolved in a timely manner may be escalated to the Texas Elccrronic 
Task Force by either KPhfG or Ci?. 

AGREED AKD ACCEPTED: 

KPLIG Consulting, inc.: 

By: 
Name: 
Title: -- -. Title: (2-fq fi, a ~ a  LY 
Date: p p r .  I LO--, Date: /#or;{ 17 .  2 uo /~  

1 I I I 



Exhibit A - TXCitiesOnline Applications. Services and Fee Schedules 

List of Apnlicationfsl Supported Under Agreement 

1 .  Online Payments and Services Web Page 
2. Utility Bill Presentment and Payment 
3 .  Parking, Traffic, and Non-traffic Citations 
4. Voter Registration 
5. Reservation System 
6. Property Tax Review and Payment 

List of Senrices Provided Under Agreement 

1. ePay Payment Interface Services - Payment Interface Program 
a. KPMG will provide a Payment interface that will be hosted at a KPMG Web site. City 

applications will pass encrypted payment transaction data to the site using a secured 
connection. The interface will include: 
1) SSL 128bit or greater secure interface to ePay Gateway 
2) Pre-load validation of record packet submitted by City application 
3)  Response record packet returned to City. 

2. ePay Credit Card Authorization ServiceslSettIement Services 
a. KPMG will provide authorization and settlement transaction services for credit cards. Visa 

and Mastercard transactions will be processed and settled by the credit card processor 
through the City Merchant Agreement. American Express and Discover will be passed 
through the credit card processor to each respective processor and will require separate 
Merchant Agreements. 
1) KPMG will receive the encrypted pay request transaction through a secure (minimum 

SSL 128bit) interface. 
2) Each incoming transaction will be logged for auditing. 
3) Pre-authorization validation will be performed against the payment record, which 

includes all required information to process an electronic payment: (the credit card 
processor). 

4) If valid, the transaction will be submitted for approved credit and process authorization. 
5) A response record will be returned to the City application containing either authorization 

data or deniallerror codes. 
6) An outgoing transaction record will be recorded for auditing. 
7) The credit card processor cutoff for transactions will be 200 a.m. CST daily. Authorized 

transactions will be sent to the City each day as a batch. Transfers will only occur on 
bank business days. 

8) The processor will transfer all funds to the KPMG bank account. 
9) KPMG will transfer all funds to the City bank account by means of ACH transfer. 



3. ePay Auton~ated Clearing House (ACH) Services 
a. Automated Clearing House (ACH) Network, is an electronic payment system linking more 

than 12,000 financial institutions. It provides a means for electronically debiting a user's 
bank account and transferring the funds to a designated account. In ACH, KPMG will 
provide the following services: 
I )  KPMG will receive the encrypted pay request transaction through a secure (minimum 

SSL 128bit) interface. 
2) Each incoming transaction will be recorded for auditing. 
3)  Pre-authorization validation will be performed against the payment record, to verify that 

all required information to process an electronic payment is provided. 
4) If valid, the transaction will be authorized using current Thompson Financial Data 

(updated monthly). Only the ABA routing number is validated. 
5) A response record will be returned to the City application containing either authorization 

data or deniallerror codes. 
6) An outgoing transaction record will be recorded for auditing. 
7) Authorized transactions will be formatted according to NACHA (National Automated 

Clearing House Association) file requirements and will be processed each business day 
by KPMG. 

8) KPMG will submit the transaction batch to the KPMG bank for fund transfer. 
9) KPMG will transfer all funds to the City bank account by means of ACH transfer. 

4. ePay Refund Services (for VisaIMasterCard credit cards) 
a. KPMG will provide an online, secured application for the City to access in order to process 

refunds to Visa, Mastercard, Discover, and American Express credit cards. 
1) The City is solely responsible for the credit card and ACH refund transactions settled 

through the online refund application provided by KPMG. The City is required to 
confirm a legitimate refund before processing the transaction. 

2) Only authorized users will have access to the refund application, which will be controlled 
by login. 

3) Users will be required to confirm that the entity is not currently in a warrant hold. 
4) The TraceNumber for the transaction that is being refunded will be required to initiate 

the refund. 
5) Users will enter City program-specific data and the amount to be refunded. 
6 )  Credit card refund transactions will be submitted to the credit card processor for 

settlement, which will result in funds being debited from the City's accounts and the 
user's card being credited with the refund. 

7) Incoming and outgoing transactions will be recorded for audit. 
8) Transfers will only occur on bank business days. 
9) City will be able to print and save a record of the refund transaction. 

b .  KPMG will provide page loading time to the user (measured at the Web server) on an 
average of 5 seconds. Page loading performance will be measured by opening respective 
pages through a browser at a Web server located at the site hosting the pages. 

c. KPMG will provide up-time and availability of the Texasonline system, ePay system and 
the Payment Applications Pages services of 98.5% This is comparable to high volume 
transaction based commercial Web sites. This service level will be measured monthly. The 
following will not be included in KPMG's up-time and availability computation: 



1) Scheduled and planned outages for the purpose of upgrades or maintenance. All outages 
will be scheduled with a minimum of 72 hours of advance notice to the Department of 
Information Resources, and shall occur only during non-peak hours unless othenvise 
agreed by the Parties. If less than 72 hours notice is provided or the Department of 
lnformation Resources does not approve the upgrade or maintenance period (provided 
such approval is not unreasonably withheld), it will be considered down-time for the 
purpose of this SLA. Upon receipt of DIR approval, KPMG will notify City of all 
scheduled and planned outages. 

2) City may at its own discretion request an outage with respect to its particular 
Application(s), which will not be considered down-time for the purpose of this SLA. 

3) Any Framework systems or components that are not owned, controlled or contracted by 
KPMG that fail and result in an outage, will not be down-time for the purpose of this 
SLA, unless the cause of the failure can be shown to have been a result of KPMG's 
negligence or malfeasance. 

5. ePay Chargeback Services 
a. KPhlG will develop and provide the procedures for City to follow to process chargebacks 

for applicable credit card transactions, should they occur. 

6. Customer Information Center Services for City applications 
a. KPMG will provide first level customer support for the City applications through the 

TexasOnline Customer Information Center (CIC). First level support includes responding 
to phone calls and e-mail requests for assistance in using the application. Questions that 
cannot be answered by a first level technician will be forwarded either to the City contact or 
level two application support for resolution. For detailed escalation procedures, please refer 
to the Exhibit B - Customer Information Center (CIC) Specifications. 

A live call center operation will handle user phone calls 7:00 am to 7:00 p.m. CST daily, 7 
days a week. However, future alterations to these times and days may occur periodically 
throughout the term of this Agreement if KPMG determines that peak usage of the 
Framework is at times other than those described above. 

7. File Transfer Services 
a. KPMG will provide a daily batch file to be transferred to the City that includes payment and 

transaction records for each City application. 

8. Customer lnformation Center Services for ePay transaction sewices 
a. KPMG will provide first -third level custonter support through the TexasOnline CIC for the 

Payment transactions processed through the ePay system. First level support includes 
responding to phone calls and e-mail requests for assistance in using the application. 
Questions that require City response will be fonvarded to the City contact for resolution. 
Questions that require ePay investigation or response will be fonvarded to the ePay 
Customer Support areas. For detailed escalation procedures. please refer to the Customer 
Inforniation Center (CIC) Guidelines in  Exhibit B. 



A live call center operation will handle user phone calls 7:00 a.m. to 7:00 p.m. CST daily, 
7 days a week. However, future alterations to these times and days may occur periodically 
throughout the term of this Agreement if KPMG determines that peak usage of the 
Framework is at times other than those described above. 

9. TexasOnline Hosting and Application Service Provider (ASP) Services 
a. KPMG will provide all services related to the hosting of City applications including: 

1) Application design 
2 )  Database design and setup 
3) Interface design for exchange between TexasOnline and ePay 
4) Secure communications between TexasOnline and City 
5) Application development and testing 
6) Page and form development 
7) Continued application enhancements and modifications 
8) Applications support and maintenance 

In Hosted Applications, KPlMG will provide page loading time to the user (measured at the Web 
server) on an average of 5 seconds. Page loading performance will be measured by opening 
respective pages through a browser at a Web server located at the site hosting the pages. 

KPMG will provide up-time and availability of the TexasOnline system, ePay system and the 
Payment Applications Pages services of 98.5%. This is comparable to high volume transaction 
based commercial Web sites. This service level will be measured monthly. The following will not 
be included in KPMG's up-time and availability computation: 

I .  Scheduled and planned outages for the purpose of upgrades or maintenance. All outages will 
be scheduled with a minimum of 72 hours of advance notice to the Department of 
Information Resources, and shall occur only during non-peak hours unless otherwise ageed 
by the Parties. If less than 72 hours notice is provided or the Department of Information 
Resources does not approve the upgrade or maintenance period (provided such approval is 
not unreasonably withheld), it will be considered down-time for the purpose of this SLA. 
Upon receipt of DlR approval, KPMG will notify City of all scheduled and planned outages. 

2 .  City may at its own discretion request an outage with respect to its particular Application(s), 
which will not be considered down-time for the purpose ofthis SLA. 

3. Any Framework systems or components that are not owned, controlled or contracted by 
KPMG that fail and result in an outage, will not be down-time for the purpose ofthis SLA, 
unless the cause of the failure can be s h o ~ n  to have been a result of KPMG's negligence or 
malfeasance. 



Pr ice  S c l ~ e d u l e  

Initial Setup Fee (due upon completion of  setup) 
Annual Maintenance Fee (paid monthly) 

S40,OOO 
S60,000 annual 
S 5,000 monthly 



Exhibit B - TexasOnline Customer Information Center Guidelines 

Texasonline 

KPMG Comulting, Inc. 

EleNetw ork 

Vcrsion 1 .h 
Datc: May 25. 2000 

Updatcd: June 12.2000 
Updated: Junc 16; ZOO0 
Updatcd: Junc 27.2000 
Updated July 6, ZOO0 
Updatcd July 12,2000 



(a) Summary 

l l lc  Custonwr Inhnnarion Cxnrer (CI(> is rhr crnrcrpirrc of rfie customer sen.icc offering for Tcs?sOilme ;md 
cities p:~nicip:iting in tile '1TCitiesO1iline I'rogcan. 'Ihc CIC consists of telephone 2nd email suppon and 
1;requcndy :\skcd Qilesr,ons (ir:\Qs) for onlinr lielp :uid support of die p o d ,  its applications, 2nd tlie el'aynxnt 
sysrcrn. 

'llir. (:I(: h:is rlir ;1l,di5- ro mlck :md repurr p:i'nicnr 2nd cli:trgc inquiries and \vill provide nponingon credit card 
cl~:~rgcs ;md :\CIl rmnsicrs, :dlo\ring auilionzcd suppolr personnel ro rcspond to questions both from [he users 
:IS \veil as tile Ciy. Cscs  \rill br able to confirni rhlr a p:lyrnmt \v:s receired and prr~cssed :md to verify credit 
clrd rr.tnsacrions appearing on their bill or checking acct,nnr sratcmcnr. 

'Ille f x x ~ d  uili prov~ic n Y~lrlp" t:~b \t-l~crc the liclp desk toll i r e  nurnlxr, ern:Gl, :uid I:;\Q a n  Lx accessed. T h c  
toll frcc hclp linc is 1-877-452-9060. Thc  hclp email address is ~~~ebhel~ . texasonl inchclp.com.  

(b)CIC Workflow and Escalation Procedures 

'111~ nx~jori? of calls sl~ould be simple %id \rill Lx li:uidlcd by rhe first lmel suppon of the Customer Information 
Center (CIQ. .\Lore complex pn)blems \rill he escal:ircd to increasindy spcci:llizcd staff. Irvcl onc support \viU 
11;uidle die simple cdls related to cornpletirig online fonm :md tedlntcd suppoq and level nvo \vdl handle 
morr colnplcs problems. lli is multilevel ;~pproacii is effcctivc for both tlie CIC staff atid the customers. Simple 
qucsrions \vill 11e handled quickly, \vhilc technical specialists :%re resen.cd to handle only the complcs problems 
that require riicir expertise. 

Provided belo\\, is a description of dic \vorkflo\v ;uid escalation procedures for die CIC. A higfi-le\d \\sorkfiow 
d i a s a n  is provided as \veil. 

Level I-Portal Inquiry 

/ h i e l  I A e ~ ~ e r u ! l ~ i q ~ i i .  I l ie  first customer enti? point for portal support will be General Inquiries operated 
by l'cleXenvork. This e n q  p i n t  \vill Lx acccssiblc rhrougli the toll free CIC support line-1-877-452-9060-and 
by cmil- ~~~ebheIp@tcxasonlinehcIp.com-for customers using a dialup modem rU1 calls will be ans\vercd 
:uld rhe incidenrs \\ill be logcd, rcsolrrri or csc;llared to either Lcrrl l ~ ~ ~ c r a l l n q ~ u i i c j .  Cig. Lrir! lr-4uicral 
Itiqi,inii. Kl'.\I(; ,?r,iti~i, or i n e l  2 as a problcm. Irvcl In \vill handle inquiries such as: 

- Input asslsmcc, 
- 1 lo\\. n, use rllc \Xcb slte, 
- Requlrcmenrs to use rlir \\'el) sltc, 
- Gcnccd client irrquiv, 
- Technic:d inquiv, and 
- Gencr.11 billing inquiy. 

I r i r l  I/r-(~trirruilri~ri~it~-. C i q .  iilsrorncr lilqu~rrcs rcl~trd to specific Ciy politics, rulcs, or operations, will be 
iun\.:~riied to the Ci? conract by emarl. (It is tlic rcsponslbiliy of the G y  to provide die contact :md connct 
i1ifonii:ition.) 

l s i r i  i,%-<,:rrc/ I,iy,ir;ri. Kl'.\l(; i!:,~ii~i.  I ~ v c l  11, \v~ll support inquinrs, as needed, \vl~ich \\.ill lx fonclrded 
pr~mxily dlrnud1 cn~ail or  \.oice conmit~nic~rion. '111~ primly purpose of tlie KPLIC, :\ustin Support Center is 
ti] h;mdle L n r l ? i - ~ l ; i ; - I ~ ~ ~ ~ . : ( ~ j ,  1)ur \v3l prr~vidc l ~ ~ c l  111ic backup suppr t  2s needd. I l le  Iyir! ili--Gn~rr:~l 
1r:q:L.t;k. 1;1?\1(; :!:,is;: clirul :ridnss rr ~ s : l s r ~ n l r ~ i c h c l n f i i k n m i . . ~  ;uld tdcpllone nuinkr 1s 512/33-5184. 'lliis 



kvcl \\ill help rcsolve inquiries o r  cscd;~rr riir inqu~n. 11, 1x1-d 2. Irrd Ic \vdi p ~ ~ u l l y  provide idditional supjwn 
fur levels l a  :nid Ib. 

Level 2-Software Inquiry 

I L I I ~ Z ~ ~ I ~ " ~ " / ~ I C I I I  Ijjr,u-. 17ie lil'.\lG Virginia cl':i!nicrit call center \x.ill hnndle all cPaymcnt inquiries foni2nied 
by levels 1:s. lc, :md 21) diroudi email o r  voice conununic:rrion. .Ilic I L t r / Z ~ I ' ~ n i < n r  I ~ S I I U  e n d  address is 
.,. . w r c ~ m ( r i l i n m g ~  a id  relepl1r)ne number is 701/7-17-4558. 'Illis level \VIU provide cpaymcnr support, such 
as: 

- I'aytiicnt processing, 
- Rilling inquirv, :md 

I r~s iZ l i - -~J>~~l l i i , r ! I s i :~e~~ .  Irrels  1s xid l c  \rill esc:~larc technical inquiries that can not be resolved ro diis level. 
Tlic connct infomiation for lrr-el 7b is die s m c  as Irvel lc: emiil is u ~ o n l i w  hclo(i77kome and relcplione 
. - 
1s 2 12/320-.5184. Xiis level \rill deremune hidier-lcvcl rcchnical problems, \vork wid1 die el'aymenr call center 
ru rcol\.c plymcnr issues, work with \X~17~1:(7C-\vhicli has a c;rIl centrr supporr cmtcr--to resolve hard~rare 
issurs, anrl determine if rhc pn~l~ictn should be c.rcA:lared ro Ir1ri31+1hr(oprncn1I~s11~~. 

Level %Operations 8 Development 

l m ~ d i r r - - e l ' ~ ~ n ~ e r ~ r ~ y ~ - ~ e n :  IJXI~U-. :!I1 eP:lyme~ir system iriquiries diar require changes or additions to the ePayment 
system diar arc needed ro mh;uice the sysrem \vill occur ar this level. 'Illis le\.el will also provide ongoing 
rnoniro~ing and management of die Gatexvay and interfaces, :IS \re11 as veriFying tmismittals and daily barches. 

I ~ I ~ ~ ~ / ~ - ~ I c I ~ ~ ~ ~ ~ ~ I I I I I J ~ ~ ~ J ~ .  71iis lerel \rill be responsible f o r  all inquiries thar require diangcs or additions ro die 
applicarions. 



Customer Inquiry and Escalation Workflow 

Level ta  Suppon 
General lnquirzer 

T~IeNchrorX . -- - 
A 

Level 1: Porfal Inquiry 

. .. .- ... . 

~ w e l 2 a  t Level 2: Software & 

KPMGAvlUn i 
Hardware lnquiry 

I- 
I 

\. E-hlail 
L-I 3a ,'.- . .. -.- Level 3b .~ 

ePaymonl Syrlern Voicc Dewlopmenl 
Level 3: Operations & 

~wes ISLU~S Development 

( c )  Call Severity Levels 
'Illc <:I(: \\.ill ;ins\rer ;ind rcst,lvc :ill inqu~rtes as prtxnprly :is possible. In order ro etfccr~rcly nmn:i<g ::old 
prioririzc the nqxpes of inquinrs rcccired, \vc h;~vc csr~l~lislled thrcc se\,eriy Imels to insure h a t  die rnost critical 
c:dIs arc rnan:igcd firsr. lncludcd \\,irh rllesc sc\.criry levcls are "nor ro esceed" response times and resolution 
r imrimes,  \vI~ich rcpre5enr \rorsr case sinrarion.;. 711e factors used in dercnnininp screriy arc d1e dcgce of 
imp:ict to rhc users m d  number of users affccrcd. '111~ nble bclo\vdescribcs the scveriry lercls, response times, 
:md rcsoluoon t imcfmr .  



Call Center Severity Levels 

I I ccrrom~ancc o~niu l t i~ lc  a s w t s  for 11le I l d a y l  
The incident impacts lhc availability or 

severft~t 
Level 

\ \ i l l  impact a large numbcr 

-. Description 
Reylsme R*o~Uti!8? 

Time. TIlizetia~h 

4 hours 
(if escalated) 

2 days The incident minimally impads the 
availability or performance of the 
system andlor will impad a small 
number of usen. 

Impacts a single user or has no user 
impact 

.A more derailed description of rhc scserin levels is provided belo\v. 

30 minute 
(identification) 

30 minute 

m Inen$ I. l l ic  incident imp:~crs die availabdiry or performance of multiple nspccts for die system and/or 
\sill irnpacr a large number of users. .rer?nq 1 calls require a ten-minute response from the CIC and will 
be immcdiarcly escalated to l rsel  2 support for immediate problem deternlination and resolution if 
ncccssnr)-. ?lie rcsolurion and closure for Scscriry 1 calls is one day. 

(if escalated) 
60 minute 

(identification) 

Selenq 2. Tiic incidcnt ~ninimally i~npacrs die availability or performance of the system and/or will 
impact a smdl numbcr of users. .SrreII'+2 c;llls require a 30-minute response from the CIC and will be 
csc~larcd to lrvel 2 supporr after an i n i d  problem determinarion a id  resolution atrempt(s) have k n  
made. Once escalated, lrsel 2 suppnrr \vill make :I prohlcrn determination \virli;n 30 minurcs. 'llie lielp 
desk \sill call the uscr back irnmediarely upon resolution of the problem. Tile rcsolution and closure 
criteria for Se\.cri~ 2 calls arc nso calendar d:~ys. 

7 days 

. r~ jn i !~  J. Impacts a single tacr or has no user impact. St-~mj. 3 calls require a 60-minurc response from 
the CIC ;md \\.dl be csdated to lr\.el 2 support onlr if a problcm determination and recolution cannot . . 
he rn;idc. Orice csc:d:ired, lrvcl 2 support \vill mikc 2 problem dercrmination \vithin four hours. 111e 
CIC \sill call the uscr back irmnediarely up011 resolution of the problem. n i c  resolution and closure 
criterin for Scveriry 3 calls arc sevcn calendar days. 

(d)Hours of Operation 
m l r sc l  1 Suppun jfclcScnvork): 2-l/i/.i65. 
m Irvrl 2 K: -5 .kfn\~~rc/..\pplic:~tron Support (KI'XIG :\ustin): 8:00 a.m. to 500  p.m.. Xlon. - Fri. 

(so~cernad and cnier~cncy conr;lct :~sailablc the remzindcr of die t~nic). 
lasel 2 K: i ci'ay Sdppnrt (Kl'Xl(; \.irgnia): 7:30 a.m. ro 6:30 p.m. (central), Xlon. - ITri. 
Irvcl 2 K: 3  1 lard\\>rr Support (Sorrhrop (;nlrnmm): 24/7/365. 



(e) City Representative lnquiries 

For qucstions or inqu~rics regarding spccltic rnnsactions. plcasc contact the following: 

Portal Application Inquiries: 

Contact I'honc Suinbci: 
Iinl>iil: 
I lours of 0pcr~t;on: 

Emergency, After Ilours Support 
7'lii.r is only i f  the portal~app/icolions ore rlowri. dl1 otlier inquiries/prohletiis ~uill be addressed the 
folloi~.ing mor1ii17g. 

Contact I'hone Surnber 
I-iours of Opcrdnori 

ePav Inquiries: 

Contact Phone Xuniber: 
Email: 
Iiours of Opent~on: 

1-888-7.53-17.3 
:\Ttcr normal opemting hours 

Emergency, After Hours ePay 
T17is i.s on!l. ~f rlie el'aj s.v.stetn is dobvt7. AN other i~iq~~ines/prohlenis will be addressed the following 
morning. 

(:ontact I'lione Sumbei: 1-8011-705-7968 
I {ours of Opention: After normal operating hours 

Resolution of such inquiries \\.ill be cornplctcd as quickly as possible and should not csceed 24 hours 
(business day). dcpcnding on the coniplesity of tlic necdcd rcsolution. 

(f) Call Tracking 

h c h  call coming into the CIC \\.ill bc tnckcd from initiation through raolution rcgardlcss of the escalation 
Icvcl. Tclch'ct\~ork \\.ill initiate thc tncking \\-hen calls come in. KPMG Austin \\.ill usc the same tracking 
systcm; KPMG V i ~ i n i a  \\ill rcccivc cP3y cscalxions by cmail that \\.ill dircaly intc&cc \\it11 their Silb'ct 
rnckirig systcm. (Nolc: only die gcnenl. non-scmiti\r infornlation \\.ill be capturcd at the PonaVApplicafion 
tncking system and passed through cniail. cP3y tncking information \\.ill nor bc routed through email.) 



T i c  infom~ation that \rill be tnckcd is as follo\rs: 

P o r t a I / A u ~ l i c a ~ i ~ n  Tracking 
- c:iy, 
- (:in- Idciirrtic:trion Surnbcr. 
- .\pplication, 
- User Uniquc ID, 
- I;irsr/lasi Same, 
- ilornpruiy (if:lpplicable), 
- 'l'clcphonc Sumber, 
- .\ddress (includ~ng sr:ltc, zip). 

- Llmail r\ddrcss, 
- 'Type of lnquii)./l'roblcrn (carcgorics to help us tnck issues). 
- Ilescriprion of l'r~)l)lcrn 
- lias tliis problem cvcr occurred bchrc? 
- S e l - e r i ~  Irrcls  
- Irvel 1 licquesrcr Same 
- I r r c l  1 licqucsrer I'lionc 
- l rvel  1 k!questcrcinad 

. . s p a y  Trackin: (in a d d ~ u o n  to the ab& 
- Date o f  Transaction, 
- -1-ransaction Number, 
- l'r;uisacrion Trace Sumber, 
- :\b~nc!./-\lercIizir Sumber, 
- lr;msaction Dollar Amount 
- Screriy Irrels,  and 
- l>ollar .\mount. 

(g) Monthly Reporting 

Thc CIC ~vill  providc monthly reports to thc City that include the follo~ving metrics: 
- Number of cnlls rcccircd, 
- Sumber of abandoned calls (cilllers \rho h:u~g up after \vairingon liold for 5 or more nunures), 
- :\b%idoned rare 
- . \ r rngc number of minutes c:dI remains on Ilold, 
- '1';tlk rime (r;rne customer spcnds r:tlkjng to support personnel), 
- :\rcr.~gc talk time, 
- I'crccnt of callers rlint rcmlin on liold for more rhan .i niinures, 
- Cusrorner \\.:.air nrnr reports, 
- Disrribution o f  c:tlIs based on st:md:trd sntuses (i.e., \Yeb bro\vser version problem, help completing 

:~ppl~car~on,  cic.), :aid 

(h)Frequently Asked Questions 

Tlic CIC \rill \ror!i with thc City to dcvclop Frcqucntly Asked Qucstions (FAQs) to proactivcly suppon 
customcr inquiries. F.AQs \ \ i l l  be dcrcloped for mch applic3tion and updated based on incoming questions 
.md inquiries. 


