
 

 

 

 

SALES ORDER 
PURSUANT TO EXISTING AGREEMENT 

This Sales Order is intended as a binding Agreement between Broken Arrow Police Department, OK (“Customer”) and 

CentralSquare Technologies, LLC on behalf of itself and affiliates and subsidiaries including Superion, LLC; TriTech Software 

Systems; and CentralSquare Canada Software, Inc. (“CentralSquare”) and shall be effective as of the date of the last signature 

herein. 

 

Quote Number: Q-204192 is attached to this Sales Order as Exhibit “A”.  The Quote contains a description of all products and 

services sold pursuant to this Sales Order. The Quote is hereby incorporated by reference as a term of this Sales Order. 

 

Statement of Work.  Services for the products purchased under this Sales Order shall be governed by the Statement of Work 

document attached to this Sales Order as Exhibit “B”. 

 

Additional Included Exhibits.  

 

Exhibit C:  Maintenance & Support  

Exhibit D:  CentralSquare Access Management Policy  

Exhibit E:  Service Level Commitments 

Exhibit F:  Using/Accessing Agency Guidelines (if applicable) 

 

Payment Terms.  

 

Software Licenses 

 100 % due on the Delivery Date* 

Subscription 

 100 % due on the Delivery Date* 

Services 

  50 % due on the Effective Date of this Sales Order 

  50 % due on the Completion of Services 

 

Third-Party 

 100 % due on the Effective Date of this Sales Order 

 

*Delivery Date: For on-premise Solutions, Delivery shall be when CentralSquare delivers to Customer the initial copies of 

the Solutions outlined below in Exhibit A by whichever the following applies and occurs first (a) electronic delivery, by 

posting it on CentralSquare’s network for downloading, or similar suitable electronic file transfer method, or (b) physical 

shipment, such as on a disc or other suitable media transfer method, or (c) installation, or (d) delivery of managed services 

server. Physical shipment is on FOB - CentralSquare’s shipping point, and electronic delivery is at the time CentralSquare 

provides Customer with access to download the Solutions.  For cloud-based Solutions Delivery shall be whichever the 

following applies and occurs first when Authorized Users have (a) received log-in access to the Solution or any module of 

the Solution or (b) received access to the Solution via a URL.   

 

Subscription Access. If Customer is purchasing subscription software under this Sales Order, so long as Customer has paid 

the annual subscription fees and is current at all times with the subscription fees as stated herein, CentralSquare grants to 

Client a limited non-exclusive, non-transferable access to use the subscription software granted in this Sales Order. Customer 

understands and acknowledges no ownership or any form of intellectual property rights transfer under the terms of this Sales 

Order. Upon termination of this Sales Order or any subscriptions, (i) all rights granted herein shall terminate immediately and 

automatically upon the effective date of such termination; (ii) Customer’s right to the accessed software granted herein shall 



 

 

 

terminate; and (iii) Customer will cease using such software and at CentralSquare’s direction return or destroy the software 

and any supplemental confidential information or documentation. Customer shall maintain for a reasonable period, but in no 

event less than three (3) years after expiration or termination of this Sales Order, the systems, books and records necessary 

to accurately reflect compliance with software access and the use thereof.  Upon request, and no more than once per year, 

Customer shall permit CentralSquare to audit Customer’s use of the software to monitor compliance.  If an audit reveals that 

Customer has exceeded the restrictions on use or non-compliance with this Sales Order, Customer shall be responsible for 

the prompt payment by Customer to CentralSquare of any underpayment. 

 

Payment due in full 30 days from date of invoice. Annual maintenance and Subscriptions renewals shall be due on the anniversary 

of the Delivery Date. Annual Maintenance and Subscription Fees are subject to increase as outlined in the Master Agreement. 

 

Master Agreement.  This Sales Order shall be governed by the terms and conditions of the existing Agreement between the 

parties (the “Master Agreement”).  NO OTHER TERMS OR CONDITIONS OF THE MASTER AGREEMENT ARE 

NEGATED OR CHANGED AS A RESULT OF THIS DOCUMENT. 

 

Purchase Order.  Customer may provide CentralSquare with a valid purchase order, upon execution of this Sales Order. 

Notwithstanding anything to the contrary herein, purchase orders are to be used solely for Customer’s accounting purposes and 

any terms and conditions contained therein shall be deemed null and void with respect to the parties’ relationship and this Sales 

Order. Any such purchase order provided to CentralSquare shall in no way relieve Customer of any obligation entered into 

pursuant to this Sales Order including, but not limited to, its obligation to pay CentralSquare in a timely fashion. 

 

Acceptance of Order Terms. By signing this Sales Order below, Customer represents and warrants that: (a) it has read and 

understands the Master Agreement and Quote that are incorporated by reference into this Sales Order and agrees to be bound by 

the terms thereof, and (b) it has full power and authority to accept this Sales Order. 

 

 

CentralSquare Technologies, LLC Broken Arrow Police Department 

1000 Business Center Drive 

Lake Mary, FL 32746 

220 S. 1st Street   

Broken Arrow,  OK 74012 

By: \Signature2\ By:  \Signature1\    

Print Name: \FullName2\ Print Name: \FullName1\ 

Print Title: \Title2\ Print Title: \Title1\ 

Date Signed: \DateSigned2\ Date Signed: \DateSigned1\ 

  



 

 

 

Exhibit A 

Quote 

 

 

 

 

 

Thank you for your interest in CentralSquare. CentralSquare provides software that powers over 8,000 communities. More 

about our products can be found at www.centralsquare.com.  

 

WHAT SOFTWARE IS INCLUDED? 
_____ 

 

 PRODUCT NAME QUANTITY UNIT PRICE DISCOUNT TOTAL 

1.  CAD PS Pro CAD-to-CAD Hub 
Interface Annual Subscription Fee 

1 0.00  0.00 

2.  CAD-to-CAD Unify (Cloud) Annual 
Subscription Fee 

1 29,000.00 - 2,900.00 26,100.00 

 

Software Subtotal 29,000.00 USD 
Discount - 2,900.00 USD 

Software Total 26,100.00 USD 

 

 

WHAT SERVICES ARE INCLUDED? 

_____ 

 

 DESCRIPTION    TOTAL 

1.  Public Safety Consulting Services - Fixed Fee 7,800.00 

2.  Public Safety Development Services - Fixed Fee 975.00 

3.  Public Safety Project Management Services - Fixed Fee 8,190.00 

4.  Public Safety Technical Services - Fixed Fee 8,190.00 

5.  Public Safety Training Services - Fixed Fee 3,120.00 

 

 Services Subtotal 28,275.00 USD 
 Discount - 3,675.75 USD 

Quote #: Q-204192 

Primary Quoted Solution: CAD to CAD 

Quote expires on: September 24, 2025 

 

Quote prepared for:  

Scott Carr 

Broken Arrow Police Department 

220 S. 1st Street 

Broken Arrow, OK  74012  

918-259-2400 

http://www.centralsquare.com/


 

 

 

 Services Total 24,599.25 USD 
 

 

 

 

 

 

 

QUOTE SUMMARY 

_____ 

 

 

Software Subtotal 

 
 

 

29,000.00 USD 

Services Subtotal 

 
 

 

28,275.00 USD 

Quote Subtotal 57,275.00 USD 

Discount - 6,575.75 USD 

Quote Total 50,699.25 USD 

 

WHAT ARE THE RECURRING FEES? 

_____ 

 



 

 

 

TYPE AMOUNT 

FIRST YEAR MAINTENANCE TOTAL 0.00 

FIRST YEAR SUBSCRIPTION TOTAL 26,100.00 

 

The amount totals for Maintenance and/or Subscription on this quote include only the first year of software use and 

maintenance.  

This Quote is not intended to constitute a binding agreement. The terms herein shall only be effective once incorporated into 

a definitive written agreement with CentralSquare Technologies (including its subsidiaries) containing other customary 

commercial terms and signed by authorized representatives of both parties. 

BILLING INFORMATION 

_____ 

 

Fees will be payable within 30 days of invoicing. 

 

Please note that the Unit Price shown above has been rounded to the nearest two decimal places for display purposes only. 

The actual price may include as many as five decimal places. For example, an actual price of $21.37656 will be shown as a 

Unit Price of $21.38. The Total for this quote has been calculated using the actual prices for the product and/or service, 

rather than the Unit Price displayed above. 

 

Prices shown do not include any taxes that may apply. Any such taxes are the responsibility of Customer. This is not an 

invoice. 

 

For customers based in the United States or Canada, any applicable taxes will be determined based on the laws and 

regulations of the taxing authority(ies) governing the "Ship To" location provided by Customer on the Quote Form. 

 

 



 

 

 

PURCHASE ORDER INFORMATION 

_____ 

 

Is a Purchase Order (PO) required for the purchase or payment of the products on this Quote Form? (Customer to complete) 

 

Yes [  ]   No [  ]\PORequired1\ 

 

Customer’s purchase order terms will be governed by the parties’ existing mutually executed agreement, or in the absence 

of such, are void and will have no legal effect. 

 

 

PO Number:      \Number1\ 
                              _______________________________________ 

Initials:     \Initial1\ 
                  _____________________________________________ 
 

  



 

 

 

EXHIBIT B 

 

Statement of Work 

(Attached) 

  



 

 

 

EXHIBIT C 
Maintenance & Support 

 
This Maintenance & Support Exhibit describes support and maintenance relating to technical support that CentralSquare 
will provide to Customer during the Term of the Agreement. 
 

1. Product Updates and Releases 

1.1. Software Version. “Software Version” means the base or core version of the Software that contains significant new 
features and significant fixes and is available to the Customer. Software Versions may occur as the Software 
architecture changes or as new technologies are developed. The nomenclature used for updates and upgrades 
consists of major, minor, build, and fix and these correspond to the following digit locations of a release, a,b,c,d. An 
example of which would be 7.4.1.3, where the 7 refers to the major release, the 4 refers to the minor release, the 1 
refers to the build, and the 3 refers to a fix. All Software Versions are provided and included as part of this Agreement. 

1.2. Updates. From time to time CentralSquare may develop permanent fixes or solutions to known problems or bugs in 
the Software and incorporate them in a formal “Update” to the Software. If Customer is receiving technical support 
from CentralSquare on the general release date for an Update, CentralSquare will provide the Customer with the 
Update and related Documentation at no extra charge.  Updates for custom configurations will be agreed upon by the 
Parties and outlined in a Statement of Work or Change Order. 

1.3. Releases. Customer shall agree to install and/or use any New or Major Release within one year of being made 
available by CentralSquare to avoid or mitigate a performance problem, ineligibility for Support and Maintenance 
Services or infringement claim. All modifications, revisions and updates to the Software shall be furnished by means 
of new Releases of the Software and shall be accompanied by updates to the Documentation whenever CentralSquare 
determines, in its sole discretion, that such updates are necessary.   

2. Support  

2.1. CentralSquare shall provide to Customer support via toll-free phone number 833-278-7877 or via the CentralSquare 
Support Portal. CentralSquare shall provide to Customer, commercially reasonable efforts in solving errors reported by 
the Customer as well as making available an online support portal. Customer shall provide to CentralSquare reasonably 
detailed documentation and explanation, together with underlying data, to substantiate errors and to assist CentralSquare 
in its efforts to diagnose, reproduce and correct the error. Should either Party not be able to locate the error root cause 
and Customer and CentralSquare agree that on-site services are necessary to diagnose or resolve the problem 
CentralSquare shall provide a travel estimate and estimated hours in order to diagnose the reported error.   

2.2. If after traveling onsite to diagnose a reported error and such reported error did not, in fact, exist or was not attributable 
to a defect in the Software provided by CentralSquare or an act or omission of CentralSquare, then Customer shall pay 
for CentralSquare's investigation, travel, and related services in accordance with provided estimate. Customer must 
provide CentralSquare with such facilities, equipment and support as are reasonably necessary for CentralSquare to 
perform its obligations under this Exhibit, including remote access in accordance with the Remote Access Policy. 

3. Online Support Portal  

Online support is available via https://support.centralsquare.com/s/contact-us, offering Customer the ability to resolve its 
own problems with access to CentralSquare’s most current information. Customer will need to enter its designated 
username and password to gain access to the technical support areas on CentralSquare’s website. CentralSquare’s 
technical support areas allow Customer to: (i) search an up-to-date knowledge base of technical support information, 
technical tips, and featured functions; and (ii) access answers to frequently asked questions (FAQ). 

4. Exclusions from Technical Support Services 

CentralSquare shall have no support obligations to provide Support or Maintenance for Solutions that are not kept current 
to one version prior to the then current version of the Solution.   CentralSquare shall have no support obligations with 
respect to any third-party hardware or software product not licensed or sold to Customer by CentralSquare (“Nonqualified 
Product”). Customer shall be solely responsible for the compatibility and functioning of Nonqualified Products with the 
Software. 

5. Customer Responsibilities 

In connection with CentralSquare’s provision of technical support as described herein, Customer acknowledges that 
Customer has the responsibility to do each of the following: 

5.1 Provide hardware, operating system and browser software that meets technical specifications, as well as a fast, 
stable, high-speed connection and remote connectivity for accessing the Solution. 

5.2 Maintain any applicable computer system and associated peripheral equipment in good working order in 
accordance with the manufacturers’ specifications, and ensure that any problems reported to CentralSquare are 
not due to hardware malfunction; 

5.3 For CentralSquare Solutions that are implemented on Customer Systems, maintain the designated operating 
system at the latest code revision level reasonably deemed necessary by CentralSquare for proper operation of 
the Software; 

5.4 Supply CentralSquare with access to and use of all information and facilities reasonably determined to be 
necessary by CentralSquare to render the technical support described herein; 

https://support.centralsquare.com/s/contact-us


 

 

 

5.5 Perform any test or procedures reasonably recommended by CentralSquare for the purpose of identifying and/or 
resolving any problems; 

5.6 At all times follow routine operator procedures as specified in the Documentation or any error correction 
guidelines of CentralSquare posted on the CentralSquare website; 

5.7 Customer shall remain solely responsible at all times for the safeguarding of Customer’s proprietary, confidential, 
and classified information contained within Customer Systems; and 

5.8 Reasonably ensure that the Customer Systems are isolated and free from viruses and malicious code that could 
cause harm before requesting or receiving remote support assistance. 

6. Priorities and Support Response Matrix 

The following priority matrix relates to software errors covered by this Agreement. Causes secondary to non-covered 
causes - such as hardware, network, and third-party products - are not included in this priority matrix and are outside the 
scope of this Exhibit. CentralSquare will make commercially reasonable efforts to respond to Software incidents for live 
remote based production systems using the following guidelines: 

 

Priority Issue Definition Response Time 

Priority 1 – 
Urgent  

The software is completely down and will not 
launch or function. 

Priority 1 issues must be called in via 833-278-7877 and 
will be immediately answered and managed by the first 
available representative. 

Priority 2 – 
Critical 

A high-impact problem that disrupts the 
customer’s operation but there is capacity to 
remain productive and maintain necessary 
operations.  

Priority 2 issues must be called in via 833-278-7877 and 
will be immediately answered and managed by the first 
available representative. 

Priority 3 – 
Non-Critical 

A Software Error related to a user function which 
does not negatively impact the User from the use 
of the system. This includes system administrator 
functions or restriction of user workflow but does 
not significantly impact their job function. 

Priority 3 issues called in via 833-278-7877 will be 
immediately answered and managed by the first 
available representative. 
 
Non-Critical Priority 3 issues may also be reported via 
Https://support.centralsquare.com/s/contact-us 

Priority 4 – 
Minor 

Cosmetic or documentation errors, including 
Customer technical questions or usability 
questions.  

Priority 4 issues called in via 833-278-7877 will be 
immediately answered and managed by the first 
available representative. 
 
Minor Priority 4 issues may also be reported via 
Https://support.centralsquare.com/s/contact-us 

 

7. Exceptions. CentralSquare shall not be responsible for failure to carry out its Support and Maintenance obligations under 

this Exhibit if the failure is caused by adverse impact due to: 

7.1. defectiveness of the Customer’s Systems (including but not limited to environment, hardware or ancillary systems), 
or due to Customer corrupt, incomplete, or inaccurate data reported to the Solution, or documented defect. 

7.2. denial of reasonable access to Customer’s System or premises preventing CentralSquare from addressing the issue. 

7.3. material changes made to the usage of the Solution by Customer where CentralSquare has not agreed to such 
changes in advance and in writing or the modification or alteration, in any way, by Customer or its subcontractors, of 
communications links necessary to the proper performance of the Solution. 

7.4. a Force Majeure event (as outlined in Section 12), or the negligence, intentional acts, or omissions of Customer or 
its agents. 

8. Incident Resolution. Actual response times and resolutions may vary due to issue complexity and priority. For critical 

impact level and above, CentralSquare provides a continuous resolution effort until the issue is resolved. CentralSquare 
will make commercially reasonable efforts to resolve Software incidents for live remote based production systems using 
the following guidelines: 

 

 

 

 

https://support.centralsquare.com/s/contact-us
https://support.centralsquare.com/s/contact-us


 

 

 

Priority Resolution Process Resolution Time 

Priority 1 – Urgent CentralSquare will provide a 
procedural or configuration 
workaround or a code correction that 
allows the Customer to resume live 
operations on the production 
System. 

CentralSquare will work continuously to provide the Customer 
with a solution that allows the Customer to resume live 
operations on the production system. 

CentralSquare will either resolve the issue or provide a resolution 
plan as soon as possible and not later than twenty-four (24) hours 
after notification. 

Priority 2 – 
 

Critical 

CentralSquare will provide a 
procedural or configuration 
workaround or a code correction that 
allows the Customer to resume 
normal operations on the production 
System. 

CentralSquare will work continuously to provide the Customer 
with a solution that allows the Customer to resume normal 
operations on the production System. 
 
CentralSquare will either resolve the issue or provide a resolution 
plan as soon as possible and not later than thirty-six (36) hours 
after notification. 

Priority 3 – Non – 
Critical 

CentralSquare will provide a 
procedural or configuration 
workaround that allows the Customer 
to resolve the problem. 

CentralSquare will work to provide the Customer with a 
resolution which may include a workaround or code correction 
within a timeframe that takes into consideration the impact of 
the issue on the Customer and CentralSquare’s User base. 
Priority 3 issues have priority scheduling in a subsequent 
release. 

Priority 4 – Minor If CentralSquare determines that a 
reported Minor Priority error 
requires a code correction, such 
issues will be addressed in a 
subsequent release when 
applicable. 

CentralSquare will work to provide the Customer with a 
resolution which may include a workaround or code correction 
in a future release of the software. Priority 4 issues have no 
defined resolution time. 

 

9. Non-Production Environments. CentralSquare will make commercially reasonable efforts to provide fixes to non-

production environment(s). Non-production environments are not included under the response or resolution tables provided 
in this Exhibit. 

9.1. Maintenance. All non-production environment resolution processes will follow the structure and schedules outlined 
above for production environments. 

9.2. Incidents and service requests. Non-production environment incidents are considered priority 3 or 4, dictated by 
circumstances and will be prioritized and scheduled subordinate to production environment service requests. 

10. Training. Outside the scope of training services purchased, if any, Customer is responsible for the training and organization 

of its staff in the operation of the Software. 

11. Development Work. Software support and maintenance does not include development work either (i) on software not 

licensed from CentralSquare or (ii) development work for enhancements or features that are outside the documented 
functionality of the Software, except such work as may be specifically purchased and outlined in the Agreement. 
CentralSquare retains all intellectual property rights in development work performed and Customer may request consulting 
and development work from CentralSquare as a separate billable service. 

12. Technology Life Expectancy. Customer understands, acknowledges and agrees that the technology upon which the 

Hardware, Solution and Third-Party Software is based changes rapidly. Customer further acknowledges that CentralSquare 
will continue to improve the functionality and features of the Solution to improve legal compliance, accuracy, functionality and 
usability. As a result, CentralSquare does not represent or warrant that the Hardware, Solution and/or Third-Party Software 
provided to Customer under this Agreement or that the Customer Systems recommended by CentralSquare will function for 
an indefinite period of time. Rather, CentralSquare and Customer may, from time to time, analyze the functionality of the 
Hardware, Solution, Third-Party Software and Customer Systems in response to changes to determine whether Customer 
must upgrade the same. Customer upgrades may include without limitation, the installation of a new Release, additional disk 
storage and memory, and workstation and/or server upgrades. Customer upgrades may also include the installation and/or 
removal of Third-Party Software. Customer is solely responsible for all costs associated with future resources and upgrades. 

  



 

 

 

EXHIBIT D 
CentralSquare Access Management Policy 

 

In order to provide secure, federally compliant connections to agency systems CentralSquare Technologies (“CentralSquare”) 

requires BeyondTrust or SecureLink as the only approved methodology of connection. BeyondTrust and Securelink provide 

the necessary remote access in order to service and maintain CentralSquare products while adhering to the Federal Bureau 

of Investigations Criminal Justice Information Services requirements. Both solutions utilize two-factor authentication Federal 

Information Processing Standard Publication (“FIPS”) 140-2 validated cryptographic modules and AES encryption in 256-bit 

strengths.  

 BeyondTrust and Securelink are addressed in turn via this Access Management Policy; Customers may choose which 

remote privileged access management solution will be utilized by CentralSquare.     

BeyondTrust 

 The BeyondTrust remote support solution may be utilized via escorted session or a jump Customer.  As for an 

escorted session, when an agency needs assistance from CentralSquare, the agency employee requesting assistance will 

receive verbal or email communication with a session key necessary to enable remote access. If a verbal key is provided, the 

user enters the session key after visiting https://securesupport.centralsquare.com. 

 Jump Customers are a Windows service that can be stopped/started to facilitate a support session. Connections 

made via jump Customer can be active or passive.  An active jump Customer is always available.  A passive connection is 

enabled for a specific purpose and then disabled when not used.  Regardless of the option selected, CentralSquare’s support 

team will arrange a BeyondTrust session to establish the jump Customer.   

 The jump Customer resides on the agency side on the installed device, where an agency administrator can manage.  

Instructions on how to enable/disable jump Customers can be provided upon request. A sample workflow of a passive jump 

Customer is provided below: 

Should an agency require support from CentralSquare, a call would be placed and/or a 

support ticket opened in the portal on the CentralSquare customer support website.  Before 

accessing the agency’s system and/or environment, the CentralSquare representative 

would send a notice of connection from the CentralSquare support portal instance.  This 

notice can be sent to the individual at the agency that the CentralSquare representative is 

working with or other designated contacts as necessary. Upon receipt of the notice of 

connection, the agency personnel would enable the BeyondTrust jump Customer.  The 

CentralSquare representative would then be admitted to the agency’s system and/or 

environment to perform the necessary task.  Upon completion of the task, the 

CentralSquare representative sends a notice of disconnection from the CentralSquare 

support portal instance.  Upon receipt of the notice of disconnection, the agency personnel 

would then disable the BeyondTrust jump Customer. 

Securelink 

 Similar to BeyondTrust’s escorted session, Securelink may be utilized via “quick connect”. To enable a quick connect 

session when an agency needs assistance from CentralSquare, the Agency employee requesting assistance will enter a key 

code in order to connect for screen sharing on a device.   

 Similar to the jump Customer methodology, SecureLink may also be utilized via “gatekeeper”. The sample workflow 

description for a jump Customer provided above is substantially similar to the workflow for gatekeeper.   

Summation 

 BeyondTrust and Securelink allow customers the ability to monitor connectivity to the customer’s network and 

maintain CJIS compliance while enabling CentralSquare to perform the necessary support functions. 

 

  

https://nam11.safelinks.protection.outlook.com/?url=https%3A%2F%2Fsecuresupport.centralsquare.com%2F&data=04%7C01%7Cbilliejo.belcher%40centralsquare.com%7C52c860f0fb444b73208908da18ccfad1%7Cc2c94f3cb566449198434ec9d795ced0%7C1%7C0%7C637849565924001437%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000&sdata=vyr%2BprM9PAx7BFyvML2KT1tMbnkbtAsh%2FlFGtEMGsKM%3D&reserved=0


 

 

 

EXHIBIT E 

Service Level Commitments 

The following applies to any non-OPS designated Software Subscriptions on Exhibit 1 as a cloud hosted Solution.  

1. Service Level Commitments 

A. Availability. During any calendar month, the availability of the Solution shall be no less than 99.9%, excluding 
scheduled maintenance. CentralSquare shall provide Customer with prompt notification as soon as it becomes 
aware of any actual or potential unscheduled downtime of the Solution, as well as continual periodic updates 
during the unscheduled downtime regarding CentralSquare’s progress in remedying the unavailability and 
estimated time at which the Solution shall be available.  

B. Measurement. Service availability is measured as the total time that the solutions are available during each 
calendar month for access by Customer (“Service Availability”). Service Availability measurement shall be 
applied to the production environment only, and the points of measurement for all monitoring shall be the 
servers and the internet connections at CentralSquare’s hosted environment.   

C. Calculation. Service availability for a given month shall be calculated using the following calculation: 
I. The total number of minutes which the service was not available in a given month shall be subtracted 

from the total number of minutes available in the given month. The resulting figure is divided by the 
total number of minutes available in the given month. 

II. Service availability targets are subject to change due to the variance of the number of days in a 
month.  

III. The total number of minutes which the service was not available in a given month shall exclude 
minutes associated with scheduled or emergency maintenance. 

D. Remedy. If the service period target measurement is not met, then the customer shall be entitled to a credit 
calculated as follows: 
 

Service availability Credit percentage 

Less than 99.9% but greater than or equal to 99.0% 5% 

Less than 99.0% but greater than or equal to 95.0% 10% 

Less than 95% 20% 

 
 

Service Availability in the relevant  
Service Period 

Percentage Reduction in Monthly Fee for the 
Subsequent Service Period 

Less than 99.9% but greater than or equal to 99.0%  5% 

Less than 99.0% but greater than or equal to 95.0% 10% 

Less than 95% 20% 

E. Credit must be requested by the customer within sixty (60) days of the failed target. Any credit awarded shall 
be applied to the next applicable invoice. Customer shall not be eligible for credits where customer is more 
than thirty (30) days past due on their account.  

 
2. Server Performance & Capacity. The standard provisioning of storage for the cloud solutions is 1 terabyte. 

If Customer requests to add additional Software, increase storage or processing requirements, and/or 
request additional environments, these requests will be evaluated and if additional resources are required 
to support modifications, additional fees may apply at per unit (gigabyte, hour, license, etc). 
 

3. Non-Production Environments. Included in the subscription fee is access to the training environment during the 
hours of 8:00am – 4:00pm EST, Monday through Friday. Should the Customer require extended access for items 
such as internal training, CentralSquare can make exceptions provided that Customer provide reasonable 
advance written notice. CentralSquare will then work with the Customer to enable access in accordance with an 
agreed upon schedule. 

  



 

 

 

EXHIBIT F 
 

Intentionally Omitted 

 


