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County of San Luis Obispo

1 Agreement and Definitions
1.1 AGREEMENT

The Parties agree that this Statement of Work consists of the terms set forth herein. This Statement
of Work and Change Orders, Work Plans, and any other documents, when executed in writing by
authorized representatives of the Parties are hereby incorporated by reference into the Contract for
SAP Support Services (hereafter referred to as the “Agreement”) as though fully set forth herein.

1.2 DEFINITIONS
The following definitions apply to this Statement of Work:

a. “Acceptance Test Specifications” means the specifications objectively defined in the project
Scope of Work and agreed to in writing by both parties for determining if the System
satisfies the Acceptance Tests.

b. “Acceptance Test" means the manner and means of acceptance testing of the System and the
Services, as specifically described in the project Scope of Work to include
roles/responsibilities and County of San Luis Obispo sign-off authorization. The scope of
testing to be conducted is to be agreed to by both parties.

c. “Applicable Laws” means all ordinances, rules, regulations, orders, interpretations,
requirements, standards, codes, resolutions, licenses, permits, judgments, decrees,
injunctions, writs and orders of any court or governmental agency, body, instrumentality
or authority (whether federal, national, state, municipal , local or other, having jurisdiction
over a party and location where a particular element of the services is performed) that are
applicable to any or all parties, the site, the Services or terms of this Agreement.

d. "Approved Change Order"” is a Change Order that has been approved by the County Project
Executive and Project Sponsor.

e. "Business Rules" means the detailed requirements defined by the County, as established
during the Scope Validation meetings (required before a given project can begin
implementation.)

f.  “Change Order” is a request by the County’s Project Manager or Vendor's Support Manager
for modification to the agreed upon Scope of Work, based on the process outlined in Section
3.1 (b).

g. "Claims" are any and all liabilities, damages, costs, expenses, causes of action, claims, suits,
proceedings and judgments.

h. "Communications Plan" is defined as a plan that defines the stakeholders, project sponsors,
project managers, project team for a given project, and determines how and when
information is communicated to all the aforementioned parties.

i. "Confidential Information” means information relating to development plans, cost, finances,
equipment configurations, data, access or security codes, or procedures utilized or
acquired; personnel information; resident information; Contractor information; any
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information designated as confidential in writing or identified as confidential at time of
disclosure if such disclosure is verbal or visual; and any copies of the prior categories or
excerpts included in other materials created by the Disclosing Party.

j.  "Contract Price" means the price for services as described in the Contractor Proposal.

k. "Contractor Proposal” means proposal sent to County with methodology for supporting the
System.

1. “Contractor Scope of Work” means the scope of work as defined in the Contractor proposal
and this Statement of Work delineating among other things the Services that will be
provided pursuant to this Statement of Work.

m. “County Required Actions” are those actions that are the responsibility of the County
instead of the Contractor.

n. “Correct Period" means the period of thirty (30) days from the date the County Notice was
given in which the Contractor must correct, modify, or improve the System to cause it to
meet the requirements of the Acceptance Test Specifications and other Specifications
contained in this Statement of Work.

0. “County Notice” means a communication provided by the County to the Contractor in
writing of the areas where the System failed to meet the requirements of the Acceptance
Test Specifications.

p. "Defect” means any failure of the System to operate in any material respect in conformity
with the specifications. A defect shall be considered material if (1) it causes the System to
fail to operate in a way that is consistent in any material respect with the Specifications, (2)
it causes instability in the Environment, data to lose integrity or reports to display or print
incorrectly, in each case in any material respect or (3) the system otherwise malfunctions in
any material respect as a result of design defects or is incompatible with Environment in
any material respect. However, any non-conformity resulting solely from the County's
misuse or improper use of the System shall not be considered a Defect.

g. "Disclosing Party" is any Party to the Agreement.

r. "Disputes” are any and all disputes, controversies and claims arising out of the Agreement
without litigation.

s. “Documentation” means user guides, configuration documents, operating manuals,
education materials, product descriptions and specifications, technical manuals, supporting
materials, and other information relating to the System, whether distributed in print,
magnetic, or video format.

t. "Employee” means those employees, agents, subcontractors, consultants, and
representatives of Contractor provided or to be provided to perform Services pursuant to
this Statement of Work .
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u. "Go Live" means the County will validate the software functionality against the Scope of
Work including adherence to defined Business Rules. When all the validations are
completed for the SAP project (as determined by the County's Project Core team and Project
Executive, and communicated to Vendor) the SAP project will be considered fully
operational when moved into production.

v. “Interfaces” means the interface software that allows sharing of data between SAP and
other systems.

w. "Project” is defined as the plan to configure, customize, or upgrade the County’s SAP
systems based on a defined set of specifications, defined budget, and defined timeline.

x. "Project Executive” means the respective County and Contractor Contract Administrators.

y. “Project Manager” is defined as the County’s Project Manager and Vendor's Project
Manager who work together on the project Scope of Work.

z. "Project Sponsor"” is defined as the County's final decision maker for this Statement of Work
and who has general oversight over the Agreement.

aa. "Project Team" is defined to mean the County’s functional leads, County's technical leads;
Contractor assigned resources, and County and Contractor Project Managers.

bb. "Services” means services provided or to be provided pursuant to Vendor's Proposal
submitted to the County.

cc. “Site” is the County’s work location.

dd. “Site Support Requirements” means any prerequisite hardware and/or software that must
be operational at the County location in order for Contractor to perform requested
consulting tasks of a Work Plan.

ee. "Specifications' mean the defined business rules created for a given SAP project.

ff. "Subcontractor” is defined as a contractor that is employed by the Contractor to work on
the County’s System as part of the Agreement.

gg. “Super Users” are County staff with a solid understanding of system operation within the
normal County business processes.

hh. "System” means SAP Software used in production at the County.

ii. “System Response Time Test” is a test of the software to determine if a system transaction
completes within a given time duration.

ji- "Upgrades” means System Software upgrades.

kk. "Work Plan” means the schedule for a given project for delivery, implementation and testing
of the system and the performance of t he Services, as more particularly set out in the Scope
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of Work, defined and agreed to by Contractor and the County. The Work Plan will be defined
and approved before a project begins implementation.
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2 Scope of Work
2.1 SCOPE OF WORK

Contractor will perform a wide range of services related to supporting the County's SAP Systems.
The scope of work will include but not be limited to services such as:

Development and configuration work required for changing and enhancing existing systems to
support new business requirements.

Troubleshooting and problem resolution in development landscape.

Assistance in the preparation for and application of SAP Enhancement packs.

Maturation of Business Intelligence (BW/BOB]J) installation.

Consultation on best practices/business process improvements

Contractor will support the County's SAP Systems within the general accepted industry best
practices such as utilizing standards for properly documenting customizations and configuration
changes, etc.

The first level support will be provided by the County’s Super Users. If unresolved they will
escalate the issue to County’s Service Desk and ERP Analysts. In the event that they need help from
Black & Veatch, the ticket will be forwarded to a dedicated support address. A Black & Veatch
Support Manager, responsible for reviewing the incoming support tasks, will perform an initial
review of the support tasks and assign them to the appropriate support consultants of Contractor.

Once the support consultants are assigned tasks, they will log into the client environment and begin
working the open-issue until resolution. The consultant will work with the County to identify the
steps that have already been taken and take over the work. The consultant will update the County
in a timely manner and confirm that a suitable resolution is identified.
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The support process can be visualized as follows:
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We have found that clearly defining the organizational structure, roles, and processes are critical to
efficiently and effectively managing any project, including support engagements.

An efficient project organization is the key to effectively managing a team to its maximum potential

on any SAP project. We have found success with our other support engagements using a structure
that consists of the following:

The Project Management Office will consist of the County’s Project Manager and a Black & Veatch
Support Manager.

The Black & Veatch Support Manager is the primary liaison with the County’s Project Manager and
the Support Team. The responsibilities of the Black & Veatch Support Manager include:

Manages project resources (consultants).

Communicates project status to the County Project Manager for larger support task orders.
Streamlines the issue resolution process.

Proactively anticipates project deviations and is responsible for taking immediate corrective

action.

Works with County staff and consultants to manage and coordinate the effort for support task

orders that require collaboration between several groups.
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Black & Veatch proposes a strong team of senior support consultants in all of the functional,
development, security and technical infrastructure areas. The responsibilities for the Black &
Veatch support consultants on each of their assigned task orders include:

Analysis of the documentation provided in the task order.

Discussion with the pertinent County staff of the task order requirements to develop a mutual
understanding of the requirements.

Analysis of the requirements and the design of a collaborative solution with pertinent County
staff.

Documentation of the agreed upon solution design, action plan and timeline to implement the
solution design.

Proactively managing the implementation and testing of the solution with the help of the support
manager where needed.

Collaborative implementation and testing of the solution with pertinent County staff.
Documentation of the configuration made, test scenarios and results.

Closing out and signing off of the task order when completed.

There are many methods and approaches to knowledge transfer and training, ranging from an
elaborate and expensive approach to a practical and less expensive approach. Because the County
has a seasoned SAP support organization, Black & Veatch’s approach to knowledge transfer will be
practical and iterative, with a combination of formal and informal knowledge transfer
opportunities.

Joint solution design - We will work with your team to understand the issue and educate all
parties on the various configuration options and the anticipated outcome associated with each
alternative.

Joint solution implementation - We share configuration and development tasks with your
team members where possible.

Joint solution testing - We develop test scripts together to cover all possible cases, both positive
and negative, and we assist your team with test execution and problem resolution.

Joint solution documentation - We document our work, which is the longest lasting form of
knowledge transfer, as it stays with you long after the issue has been resolved.

The following procedure will be followed in order to ensure that County is able to control the work
effort required from Contractor staff:

Black & Veatch will estimate the time required for all service/task orders as and when the
requests are logged.

Where the estimated time is expected to be less than 2 days, the Black & Veatch Support Manager
will advise the County Project Manager of the service/task order and the work will commence
within the agreed upon response times.
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Where the expected duration of the task is more than 2 days, it is reasonable to expect that the
task is extraordinary (i.e. not a routine maintenance item). The County Project Manager will be
asked to grant approval for the commencement of these tasks.

2.2 ACCEPTANCE TESTING

After such time as all changes to the System are complete for a given project and the System is, in
the reasonable opinion of Contractor, ready for Live operations for this given project, County shall,
with the assistance of Contractor perform the Acceptance Tests to determine whether the System
changes meet the requirements of the Acceptance Test Specifications. Provided such tests are
satisfied or fulfilled, County shall thereafter promptly commence Live Operations. If the System
changes do not meet the requirements of the Acceptance Test Specifications, County shall
nevertheless complete the Acceptance Tests to the extent practicable as determined by County and,
upon completion of each Acceptance Test criteria thereof, shall promptly notify Contractor in
writing (the "County Notice") of the areas where the System changes failed to meet the
requirements of the Acceptance Test Specifications, and Contractor shall have thirty (30) days from
the date the County Notice was given to correct, modify, or improve the System to cause it to meet
the requirements of the Acceptance Test Specifications and other Specifications contained in this
Statement of Work (such 30-day period, the "Correction Period"). The Parties shall repeat the above
procedure until the System modifications meet the Acceptance Test Specifications or three
complete Correction Period test cycles are run encompassing testing fulfilling the Acceptance Test
Specifications as defined. In the event that the System changes continuously fail to satisfy or fulfill
the Acceptance Test Specifications, County shall have the right and option (atits sole discretion),
following ten days advance written notice to Contractor (during which Contractor shall have the
right to cure by full performance of its obligations hereunder) to declare Contractor to be in default
hereunder and to cancel and rescind the Agreement without prejudice to County's rights to make
claims against Contractor in respect of its default, subject to any limitations set out in the
Agreement in respect of the amount of such claims that may be recovered.

2.3 ACCEPTANCE

Acceptance of the System changes does not waive any warranty or other rights provided pursuant
to the Agreement. Acceptance criteria for each project or task order will be objectively defined and
agreed to by Contractor and County at the beginning of each project if not already detailed herein.
The County's Project Executive, in consultation with the Project Core team will authorize approval
of the acceptance criteria and communicate them to Contractor on a timely basis.

2.4 INSPECTION

Payment for any part or parts of changes to the System or Services in support of the System
provided hereunder, or inspection or testing thereof by County, shall not constitute acceptance or
relieve Contractor of its obligations under the Agreement. County may inspect the components of
the System when delivered and reject upon written notification to Contractor all or any portion of
the system which does not conform to the Specifications or the County’s Business Rules (defined
before Contractor performs any work) or other requirements of the Agreement. Components of the
System that are rejected shall be promptly corrected, repaired, or replaced by Contractor in
accordance with Contractor’s warranty obligations, such that the System conforms to the
Specifications and the other requirements of the Agreement. If County receives components of the
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System with defects or nonconformities not reasonably apparent on inspection, then County
reserves the right to require prompt correction, repair, or replacement by Contractor in accordance
with Contractor's warranty obligations following the discovery of such defect or nonconformity.

2.5 COUNTY OBLIGATIONS

County, at its expense, agrees to acquire the equipment and the third party software and to prepare
the Site in accordance with the applicable Site Support Requirements as detailed in the Scope of
Work for a specific work order issued under this SOW. County shall perform or cause to be
performed County Required Actions described in the Site Support Requirements. Contractor shall
not be responsible for any delay in the Work Plan set forth herein which is attributable to County’s
failure to timely complete such required actions. In the event of delays by County in completing its
required actions, or delays beyond both Contractor's and County's control as described in the
Specifications, the Work Plan shall be revised as mutually agreed to in writing by the parties. Any
issues in how to resolve Work Plan differences shall be escalated to the County’s Project Executive
and the Contractor’s Project Executive.

Additionally County agrees to:

Provide an appropriate application development and test environment;
Provide remote access software to designated Contractor assigned consultants;
Coordinate with Contractor on any major configuration changes (e.g. network
installation/expansion, changes in topology, system upgrades, relocations, etc.);
Provide the following minimum information when logging service requests:

Name of person logging the call

Contact telephone number and/or email

Provide a description of the problem with priority and impact on the organization

Cooperate with Contractor during resolution processes, as needed.

2.6 DOCUMENTATION

Upon acceptance of a change to the System, Contractor will provide complete documentation of the
changes made to the County in the agreed upon format.

2.7 ADHERENCE TO COUNTY STANDARDS

Contractor agrees to make every effort to adhere to naming standards, transport procedures, and
coding conventions established by the County. If unable to do so Contractor will notify County
before work begins. County will then have the option to proceed or modify its request.
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3 Alteration and Cancellation

3.1 ALTERATION AND CHANGES

a.

No changes or revisions to the System and no additional payment therefore, will be made
except pursuant to the provisions of this Statement of Work.

If either party desires to change the scope or nature of any project undertaken under the
Agreement, the change will be documented through a written request (a "Change Order").
Where a Change Order is presented by County, Contractor shall have up to five (5) business
days following the presentation thereof to inform County whether Contractor or Subcontractor
will perform the services or functionality documented in the Change Order. At the same time,
Contractor shall also inform the County of the resulting changes in price, budget, defined
business rules implementation, or schedule, and these changes will then govern the project
contemplated hereby. Contractor agrees that it will act in a commercially reasonable manner
with regard to price, budget, and schedule terms it requires for any proposed change.
Contractor and County shall negotiate in good faith and in a timely manner as to the price of
Change Orders. No Change Order shall be effective unless in writing and signed by both Parties.
All Change Orders shall be considered an amendment to this Statement of Work.

Extra Work. No claims for extra, material work shall be allowed unless the County shall
previously approve the same in a written change order.

3.2 WORKPLAN

A Work Plan will be prepared based upon an agreed upon work breakdown structure listing the
various tasks/activities of the project contemplated by this Statement of Work and will identify the
party (County or Contractor) responsible for completion of the activity. This initial complete
project Work Plan will be defined as a part of the overall combined project schedule using Microsoft
Project prior to any and all work activities or tasks being initiated on any project schedule by either
party. This comprehensive Work Plan will include all subcontractor activities and tasks as well as
all task dependencies. Acceptance criteria for each milestone will be jointly defined by the Project
Managers as a part of the initial combined project schedule creation. Change requests to the Work
Plan shall be made according to a project management plan agreed to by both parties, it being
acknowledged that the parties will adhere to the Work Plan, unless modified from time to time by
joint agreement of the parties. This Work Plan will be reviewed weekly by the assigned County and
Contractor Project Managers and updated within three (3) business days when an agreed upon
change request is to be incorporated. A change in assigned County’s staffing resources for any given
task shall not constitute a Change Request to the Work Plan.
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4 Service Level Commitments and Remedies
4.1 SOFTWARE RESPONSE TIMES

The County may conduct a System Response Time Test before a given project is approved. If the
test measures are not met, the County may notify Contractor of the results and Contractor will take
steps to cause System to comply with the expected test results. If Contractor determines that the
failure to meet test results is not related to the System change nor any other action or inaction on
the part of Contractor, then the County will pay Contractor time, materials, and expenses for such
efforts as are necessary to determine the cause of the failure; otherwise Contractor will resolve the
failure and re-run the test to provide proof of successful System Response Time Test.

4.2 HELP DESK RESPONSE TIMES

Help desk response time commitments are specified below. If Contractor fails to meet the help desk
response commitments for an Annual Support period, the provision of Section 5.3 shall apply,
unless the Contractor and County mutually agree to waive the commitment or agree to an alternate
timeframe.

PRIORITY RESPONSE PROVIDE
TIME AFTER SOLUTION
NOTIFICATION TIME
Critical Production system issue with serious impacts on 4 Hours 1 Business Day
multiple users.
County team unable to resolve issue.
Medium/Low County request for assistance with development 3-5 Business Days  1-4 Weeks

work in progress

County request for involvement in planning,
preparation, and execution of a specific
project/task. (e.g., implementation of
enhancement packs; development of new report,
enhancement of existing business process, etc.)

Note 1: Work with County staff shall take place during standard County business hours of 8:00 AM -
5:00 PM Pacific Time.

Note 2: A business day is defined as a non-holiday Monday through Friday.

4.3 REMEDIES

In the event that Contractor fails to meet the Contractor Service Level Commitments (defined as
meeting or exceeding 80% of the average response time provided), Contractor hereby agrees that
the County is entitled to a negotiated credit. This remedy shall be the sole and exclusive remedy for
any failure to perform under this Section 4.
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5 MISCELLANEOUS

5.1 PERSONNEL

The following Black & Veatch employees will be engaged in the efforts described in this Statement
of Work.

CONSULTANT NAME PROPOSED ASSIGNMENT TO SAP AREA(S) AND SUPPORT ROLES

Matthew Thorpe Support role:
The County’s primary Black & Veatch contact for this engagement

Christo Oliver SAP areas: ECC 6.0 Finance and Logistics modules
Support roles: Finance and Logistics functional support

Phil Corriveau SAP areas: ECC 6.0 HCM modules with a primary focus on payroll
Support roles: HCM functional support

Brent McAfee SAP areas: ECC 6.0 HCM modules with a primary focus on Org. Management,
Personnel Admin, and Benefits
Support roles: HCM functional support

Rajesh Pakhale SAP areas: SAP ERP development tools with a primary focus on supporting Finance,
Logistics, and HCM modules
Support roles: Technical development support

Marcus Raath SAP areas: SAP ERP development tools with a primary focus on supporting
workflow, printed and interactive forms, and Bl/BOBJ development
Support roles: Technical development support

Rema Pallapolu SAP areas: SAP BW and BI/BOBJ development. HANA certified
Support roles: BI/BO development support

Naga Timmaraju SAP areas: SAP BW and BI/BOBJ development. HANA certified
Support roles: BI/BO development support

Gurpreet Mann SAP areas: SAP ERP security
Support roles: Security support

Gourav Reddy SAP areas: SAP ERP BASIS administration
Support roles: BASIS administration support

Uday Bhoomagoud SAP areas: SAP ERP BASIS administration
Support roles: BASIS administration support

Matthew Thorpe will act as the Support Manager. He will act in this role for the duration of the
Period of Performance.

Contractor retains the right to propose alternate or additional resources for specific task orders
when the above resources are unavailable or do not possess the required skills. County does retain
the right to review and reject these alternate resources.

5.2 RIGHT OF REFUSAL

In the rare case Contractor does not possess the skills or resources to perform a task order under
the Agreement Contractor retains the right to refuse the assignment of the task order.
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5.3 SOFTWARE DELIVERY

Changes to the System shall be delivered to the County with sufficient promptness to meet the timelines
laid out in the project implementation plan as defined in the Work Plan.

5.4 CONFLICT IN PROVISIONS

In the event of a conflict between the provisions of this Statement of Work and the terms and
conditions of the Agreement, the terms of the Agreement shall control.
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