Head Office: Tel: +44 {0)20 8325 3880

1E Ltd, OF House, Fax: +44 {(0)20 8840 6578

67-107 Uxbridge R4, Email info@1e.com

London WS 5TL, UK. Website: www.ie.com
State of West Virginia

Department of Administration
Purchasing Division

2019 Washington Street East
Post Office Box 50130
Charleston, WV 25305-0130

Thursday 20" November 2008

Dear Sir/Madam,

Please find enciose& two duplicate copies of the 1E response to WVOT RFQ Number ISCJ0060.

The first document, and its duplicate, is the 1E response on the WVOT RFQ documentation paper with relevant
replacement tables included for the Vendor Cost Proposal Sheet. Additional information regarding the
specification responses is provided along with future maintenance options also availabie.

The second document, and its duplicate, is the 1E response with additional information in the standard 1E
response format. We hope you find this detail useful and please contact me should you have any gueries
regarding 1E and our solutions.

Yours Faithfully,
Vanessa Palmer

1E Business Manager

Toll Free: 1 866 592 4214 Ext: 3490 | FAX Toll Free: 1 866 696 5614 |vanessap@le.com | www.le.com
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GENERAL TERMS & CONDITIONS
REQUEST FOR QUOTATION {RFQ) AND REQUEST FOR PROPOSAL (RFP)

1. Awards will be made In the best interest of the State of West Virginia. -
2, The State may accept of reject In part, or in whole, any bid.
3. All quotations are governed by the West Virginfa Code and the Leglslative Rules of the Purchasing Division.

4, Prior to any award, the apparent successful vendor must be propetly registered with the Purchasing Division
and have paid the required $125 fee.

5. All services parformed or goods delivered under Stale Purchase Order/Contracts are to be confinued for the
term of the Purchase Order/Contracts, confingent upon funds being appropriated by the Legislature or ofherwise
being made available. In the event funds are not appropriated or otherwise avaliable for these services or
goods, this Purchase Order/Contract becomes void and of no effect after June 30.

6. Payment may only be made after the delivery and accepiance of goods or services.

7. Interest may be paid for late payment in accordance with the West Virginia Code.

8. Vendor preference will be granted Upon written request in accordance with the West Virginia Code,

9. The State of West Virginla is exempt from federal and state taxes and will not pay or reimburse such faxes.

10. The Director of Purchasing may cancel any Purchase Order/Confract upon 30 days written hotice o the seller.

11, The laws of the Stale of West Virginia and the Legislalive Rules of the Purchasing Division shall govern
all rights and duties under the Confract, including without limitation the validily of this Purchase
Ordet/Contract.

12, Any reference io aulomalic renewa! is hereby deleted. The Conlract may be renewed only upon mutual wiitten

~ agresment of the parfies. .

13. BANKBUPTCY: In the event the vendorcontractor files for bankrupioy protection, this Contract may be
deemed null and veid, and terminated without further order.

14, HIPAA BUSINESS ASSOCIATE ADDENDUM: The West Virginia State Government MIPAA Business Assoclate
Addendum {BAA), approved by the Atforney General, and available online at the Purchasing Division's web site
{http:fivrwwr.state.wy,us/admin/purchase/vrc/hipaa.htm) is hereby made part of the agreement. Provided that,
the ‘Agency meets the definition of a Cover Eniity (45 CFR §160.103) and wiil be disclosing Protected Health
Information (45 CFR §160,103) to the vendor,

15, WEST VIRGINIA ALCOHOL. & DRUG-FREE WORKPLACE ACT: If this Coniract constiiutes a public improvement
construction contract as set forth in Arficle 1D, Chapter 21 of the West Virginia Code ("The West Virginia Alcohol
and Drug-Free Workplace Act"), then the following language shall hereby become part of this Contract: "The
cantractor and its subconiractors shall implement and maintain a written drug-free workplace policy in compliance
with the West Virginia Aleohol and Drug-Free Workplace Act, as set forth in Arficle 1D, Chapter 21 of the West
Virginia Code.  The conkactor and its subcontractors shall provide a sworn stalement in wriling, under the
penalties of perjury, that they maintain a valid drug-free work place policy in compliance with the West Virginia
and Drug-Free Workplace Act. It is understood and agreed that this Contract shalt be cancelied by the awarding
authority i the Coniractor: 1) Fails to implement iis drug-free warkplace policy; 2} Falls to provide information
regarding implementation of the contractor's drug-free workplace policy at the request of the public authority; or
3) Provides to the public authority false information regarding the contractot’s drug-free workplace policy.”

INSTRUCTIONS TO BIDDERS

1, Use the quotation forms provided by the Purchasing Division.

2. SPECIFICATIONS: Hems offered must be in compliance with the specificalions. Any deviation from the
specifications must be clearly indicated by the bidder. Alernates offered by the bidder as EQUAL to the
specifications must be clearly defined. A bidder offering an allernate should altach complete specifications
and literature to the bid. The Purchasing Division may walve minor deviations to specifications.

3. Compilste all sections of the quotation form.

4, Unit prices shall prevail in case of discrepancy.

5. Al guotations are considered F.C.B. destination unless altemate shipping terms are clearly identified In the
quotation.

6. BiD SUBMISSION: All quotations must be delivered by the bidder to the offics listed below prior 1o the date and time
of the bid opening. Fallure of the bidder o deliver the guctations on fime will result in bid disqualifications:
Department of Administration, Purchasing Division, 2019 Washington Steet East, P.O. Box 50130,
Charleston, WV 25305-0130

Rev, 7707408
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Request for Quotation e OEIG

ISCJ0060

The West Virginia Office of Technology (WVOT) is requesting quotes for WakeUp,
NightWatchman and Nomad Enterprise (or equivalents) application software licenses that
will provide for the robust administration of personal computer power management for
all designated devices on the target Microsoft Active Directory Domain structure.

BACKGROUND

WVOT provides Information Technology management and support services for the
Executive Branch of State government. The State is moving toward Agile IT strategy, to
facilitate long-term power management sustainability. Green IT and management system
efficiency, including improved deployment processes are keys to this strategy. The
Governor has an objective to reduce CO2 emissions, by introducing PC power
management and reducing server requirements across management infrastructure. The
second requirement is to improve the efficiency of infrastructure management, by
allowing roaming users 1o obtain important distributions. Improvement in network
efficiency is also a requirement, to better utilize limited connections and bandwidth due
1o the rising cost and limitation in availability of these resources.

REQUIREMENTS

Product must have the following functionalities. The vendor should indicate with an “X*
whether or not their product and organization will meet the requirements and include
documentation to confirm. ”

Application Requirements Yes No
s Must have the ability to fully integrate into the Office of
Technology’s existing Microsoft Configuration Manager 2007
(SCCM) infrastructure

P
|

« Must work together with WVOT s standard monitoring and
management software (Microsoft System Center and SMS 2003
with Microsoft Deployment svite). A seamless
integration is required

*  Must be fully integrated into the Configuration Manager 2007
Administration Console

* Must provide detailed reporting on power consumption, on a
daily and monthly basis, based on department and/or location

¢ Must provide detailed reporting on power consuraption and
costs by department and per computer

I TR SRR
|

s Must provide a report of CO2 emissions on daily and monthly
basis
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Must provide monitoring, reporting and automated fixes for
Configuration Manager clients

Must have web-based reporting capabilities

Must allow customization of the web based interface for
monitoring and reporting

Must be deployable via SCCM
Must provide ability to configure and control the power
scheme on individual computers via group policy throngh

Active Directory or command line

Must reduce required secondary-sites, and distribution points
required for SCCM infrastructure software distribution

Must be able to immediately deploy critical patches and

applications via the SCCM client policy refresh capabilities

Must not require the network infrastructure (routers, switches)
to be reconfigured to operate correctly

Maust allow remote wake-up of computers based on computer
name, subnet, or SCCM collection through SCCM admin
console

Must allow scheduling of the shutdown of compulers based on
location, subnet, or SCCM collection based on active directory
group policy settings

Must be able to save users’” work prior to shutdown to prevent

data loss. This must be configurable and/or scriptable to
atlow for custom applications

Must allow deferred scheduled shutdown, at user request

Must allow for deployments to remote locations without
requiring additional hardware

Must provide dynamic fault tolerance for application, patch
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and distribution

Must be able to provide onsite assistance to WVOT staff in
the installation and configuration of the solution

Must be able to not only power off, but manage the power
schemes on Windows computers including, turning off hard
disk, monitor, standby and hibernation; whether the equipment
is plugged in or on battery

Must be able to prevent shutdown based on a running process

Must run as local system or network service and not require
custom account

Must be fully compatible with Microsoft Windows XP Service
Pack 2 and higher as well as Windows Vista RTM and higher

Must allow for user to configure their computers power profile
through self service portal

Vendor Requirements

Must have delivered this solution in the context of a Microsoft
environment, utilizing current management tools from
Microsoft System Center suite and Microsoft Deployment
tools (a single source solution is required to reduce the TCO
and potential for maintenance complexity)

Must have been in business for a minimum of five (5) years

Must be able to provide a reference from at least one customer
with an established machine base of at least 20,000 units
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3. Wesi Virginia Office of Technology ~ Requiremenis Response

3.1 Apulication Requirements

Application Requirement

Response

Must have the ability to fully integrate into the
Office of Technology's existing Microsoft
Configuration Manager 2007 (SCCM)
Infrastructure,

Yes. The 1E Wakeup and Normad sclutions both natively
integrate into the Microsoft System Center Configuration
Manager MMC interface.

Must work together with WVOT's standard
monitoring and management software (Microsoft
Systemn Center and SMS 2003) with Microsoft
Deployment suite). A seamless integration is
required.

Yes. The 1E solution set has been specifically designed for full
functionality with Microsoft System Center Solutions through
close communication and collaboration with the Microsoft
System Center development team. Integration of the 1E
Nomad solution with the Microsoit Deployment Toolkit is
handled via the ConfigMgr Interface for the Task Sequencing
engine in order to maintain the Nomad cache through an
Operating System Deployment. :

Must be fully integrated into the Configuration
Manager 2007 Administration Console.

Yes. The 1E Wakeup and Nomad solutions both natively
integrate into the Microsoft System Center Configuration
Manager MMC interface.

Must provide detailed reporting on power
consumption, on a daily and monthly basis,
based on department and/or location.

Yes. The 1E Agility Framework Reporting Console provides
detailed reports trending power consumption on an extremely
granular level. This data can be viewed based on defined date
ranges at report run time, meaning the report viewer can enter
the specific date range they wanti to view.

Must provide detailed reporting on power
consumption and costs by department and per
computer.

Yes. The 1E Agility Framework Reporting Console provides
detailed reporting on power consumption costs by department
and can also provide detailed reporting based on make and
model of computer,

Must provide a report of CO2 emissions on daily
and monthly basis.

Yes. The 1E Agility Framework Reporiing Console provides
detailed reporting on CO2 emissions across the environment
based on user-definable date ranges at report generation time.

Must provide monitoring, reporting and
automated fixes for Configuration Manager
clients.

Yes. The 1E Wakeup solution provides comprehensive
computer health checks comprising of over 20 different tests for
the workstations within the managed environment. Some of
these tests can be configured for automated resolution, and
others are for pro-active visibility into potential issues on the
workstations

Must have web-based reporting capabilities.

Yes. The 1E Power and Patch Management Pack provides the
1E Agility Framework Reporting engine that leverages
Microsoft IS and provides web based reporting functionality.

Must allow customization of the web based
interface for monitoring and reporting.

Yes. The 1E Agility Framework can be modified to match the
internal corporate intranet, as well as custom reports can be
created that suit the needs of WVOT,
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Must be deployable via SCCM.

Yes. AH of the 1E solutions are fully deployable via Microsoft
System Center Configuration Manager. All of the solutions are
designed with Windows Automation in mind, and the
installation package is Microsoft Windows Installer MSI format,
and provides extensive unattended installation capabilities via
the installation command line.

Must provide ability to configure and contral the
power scheme on individual computers via
group policy through Active Directory or
command line.

Yes, 1E NightWaichman provides the ability for full
configuration via Active Directory, as well as the Windows
Command line.

Must reduce required secondary sites, and
distribution points required for SCCM
infrastructure software distribution.

Yes. 1E Nomad Enterprise reduces the need for secondary
sites throughout the enterprise, allowing for full control of the
deployments within the environment without the overhead of
multiple site servers.

Must be able to immediately deploy critical
paiches and applications via the SCCM client
policy refresh capabilities.

Yes. The 1E Wakeup Solution provides the ability to deploy
software immediately upon the Mandatory Adveriisement
Schedule, ensuring successiul deployment of computers
regardless of their power state by leveraging the Magic Packet
to power on computers that are powered off, as welt as the
same magic packet being intercepted by the 1E Wakeup Agent
triggering a Machine Policy Refresh turning Configuration
manager from a "pull" service info a "push® service.

Must not require the network infrastructure
{routers, switches) to be reconfigured to operate
correctly.

Yes. The 1E solution Set has been designed 1o work in defauit
network configurations requiring zero modifications to the
current infrastructure at WVOT,

Must allow remote wake-up of computers based
on computer name, subnet, or SCCM collection
through SCCM admin console.

Yes. The tE Wakeup service can wake up individual
machines, groups of machines based on IP Subnet, or
machinas based oh ConfigMgr collection membership.

Must allow scheduling of the shutdown of
computers based on location, subnet, or SCCM
Collection based on Active Directory Group
Policy Settings.

Yes. 1E NightWatchman can be configured either via Group
Policy or ConfigMgr to schedule shutdowns based on any
criteria that the environment requires.

Must be able to save users' work prior to
shutdown to prevent data loss. This must be
configurable and/or scriptable to allow for
custom applications.

Yes. 1k NightWaichman provides the abiiity to save
documerts as a part of the shutdown process. By default
Microsoft Office soiutions are provided, as well as
documentation on the 1E NightWatchman APl to allow for
cuistomnization of scripting for other applications.

Must allow deferred scheduled shutdown, at
user's request.

Yes. tE NightWatchman provides the ability for users to defer
a shutdown based on either a predetermined retry schedule or
for up to 24 hours,

Must allow for deployments to remote locations
without requiring additional hardware.

Yes. 1E Nomad Enterprise provides for software deployment

with dynamic bandwidth throtiling directly to ConfigMgr clients
from a cendral distribution point, requiring no extra hardware to
be installed at remote locations.

Must provide dynamic fault tolerance for
application, patch and distribution.

Yes. 1E Nomad Enterprise provides for dynamic fauit
tolerance with failover technology built in so that if the
dynamically elected master should be shutdown or otherwise
hecome available, all other machines are aware of this and a
new election is immediately instantiated, and a new master is
elected and picks up where the original left off, not only
providing the failover capabllities required, but minimizing the
"re-downioad” of the current package with a checkpoint-level
restart.

Must be able fo provide onsite assistance to

[FRPRFIPI | JFY PO |

Yes. The solution will be delivered onsite by 1E Professional




documentation.

1E provides support under an {T1L framework thereafter, if
WVOT later requires onsite assistance at any time, 1E
Professional Services Consultants and Developers are
available for hire and a TAM services Is also available as an
upgrade to any Premier Support package.

Must be able to not only power off, but manage
the power schemes on Windows computers
including, turning off hard disk, monitor, standby
and hibernation; whether the equipment is
plugged in or on battery.

Yes. 1E NightWaichman provides for complete control over
shutdown modes, including full shutdown, standby, hibernate,
as well as simple logoff, as wel as the configuration of Power
Schemes that determine when to standby the monitor, hard
drive, regardiess of power method. Settings can be configured
based on battery or plugged in.

Must be able to prevent shutdown based on a
running process.

Yes. 1E NightWatchman provides two methods of achieving
this. One is an exception list of processes that would defer a
shutdown if they are detected as running as well as a "pre-
flight" script that can defer shutdown based on any number of
definable criteria.

Must run as local system or Network Service
and not require Custom Accounts.

Yes. Both the 1E NighiWaichman and the 1E Wakeup
solutions are configured to run without customized accounis
being created.

Must be fully compatible with Microsoft Windows
XP Bervice Pack 2 and higher as well as
Windows Vista RTM and higher.

Yes. 1E solutions have been developed for all Microsofi
operating systems from Windows XP SP1 and forward.

Must allow for user to configure their computers
power profile through self service portal

Yes. 1E NightWatchman power profiles can be pre-configured
and then "shopped" for via the 1E Shopping Portal, or another
portal and the configuration can then be deployed via
Configuration Manager.

Yendor Requiremenis

Must have delivered this solution in the context
of a Microsoft environment, utilizing current
management tools from Microsoft System
Center suite and Microsoft Deployment tools (a
single sotrce solution is required to reduce the
TCO and potential for maintenance complexity

Yes. This solution has been deployed across over 3 million
PCs, the majority of which are managed under Microsoft
System Center and all of which run Microsoft operating
systems.

1E not only provides this solution to large, complex
organizations but also delivers the underlying environment into
which it integrates, Microsoft System Center, Microsoft
Deployment tools and Microsoft infrastructure.

1E designs, delivers and maintains all its solutions.

1E will support this solution fully from a single, in-house team.
To reduce TCO even further, 1E has appiied & free support
period and a discount for up to 4 years of support.
Maintenance is managed effectively through the adhersnce to
ITIL support framework practices.

Must have been in business for a minimum of 5
years.

Yes. 1E was incorporated in 1997. 1E has delivered power
management specific solutions to large government and
commercial organizations for 8 years.

Must be able 1o provide a reference from at least
one customer with an estimated machine base
of at least 20,000 units.

Yes. 1E works with over 20 customers with a machine base of
100,000 and many of the size of 20, 0000. 1E can provide
references from any of its 1000 customers.




4. Vendor Cosi Proposal Sheet

Qry APPLICATION DESCRIPTION BID COST
Per Unit
1-9 1E WakeUp Includes 1 year free maintenance. 6.50
10-99 includes 1 year free maintenance. 8.50
100-999 Discount when purchased as Power & Patch 5.63
15000 Management Pack with NightWatchman applied. 5E3
! Additional special discount applied and applicable :
for additional purchases under this contract.
Includes 1 year free maintenance.
Subtotal Cost for 15,000 Wake Up licenses | 84,450.00
1-9 NightWatchman | Includes 1 year free maintenance. 13.50
10-99 Includes 1 year free maintenance, 13.50
100-949 Discount when purchased as Power & Paich 5.63
15.000 Management Pack with 1E WakeUp applied. 555
’ Additional speacial discount applied and applicable ;
for additional purchases under this contract.
Includes 1 year free maintenance,
Subtotal Cost for 15,000 Night Watchman | 84,450.0C
S licenses
1-9 Nomad Discount when purchased as Nomad Enterprise 15.00
Multicast Pack. Includes 1 year free maintenance.
10-99 Discount when purchased as Nomad Enterprise 15.00
. Multicast Pack. includes 1 year free maintenance.
100-999 Additional special discount applied and applicable 11.25
for additional purchases under this contract.
Includes 1 year free maintenance.
15,000 Additional special discount applied and applicable | 11.25
for additional purchases under this contract.
Includes 1 year free maintenance.
Subtotal Cost for 15,000 Nomad licenses | 168,750.00
1 Power Management System Installation at the | $45,000
Agency’s location at One Davis Square 25 days
services @
$1,800 per
day {10%
discount
applied)
8 Hours Training | $1,800
Total Cost | $384,300




4.1 Vendor Cost Proposal 8heet Noles

For contract award purposes, the Total Cost for 45,000 licenses (15,000 each of the three applications), Installation of
one (1) version of each application and eight (8) hours training will be the determining factor.

Smaller quarntities are for future orders. Vendor’s price must be valid for the life of the contract. WVOT reserves the
right to request two (2) opticnal one-year confract extensions.

Vendor submittal must include one (1) power management system installation at One Davis Square, Charleston, WV

with eight (8) hours of training in the total cost. Annual support must be included in the unit cost for each license.
Annual support for additional licenses purchased will begin when the license is purchased.

4.2 Optional Maintenance Exiension Offer

This table illustraies an optional discounted offer avallable to secure maintenance for a further three years following
the initial free first year.

Qry APPLICATION DESCRIPTION BID COST
Per Unit
3 Years 15,000 | NightWatchman
Deskiops 1E WakeUp Additional maintenance years 2 — 4 $9.60 per
; deskiop for
Nomad tncludes 20% discount (rounded to nearest 10%) 3
Enterprise years
p
($3.20 per
deskiop per
year)
Total $144,000




RFQ No. T 1060

STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

VENDOR OWING A DEBT TO THE STATE:

West Virginia Code §5A-3-10a provides that: No contract or renewal of any contract may be awarded by the
state or any of is political subdivisions to any vehdor or prospective vendor when the vendor or prospective
vendor or a related party to the vendor or prospeclive vendor is a debtor and the debt owed is an amount
greater than one thousand doliars in the aggregate.

PUBLIC IMPROVEMENT CONTRACTS & DRUG-FREE WORKPLACE ACT:

West Virginia Code §21-10-5 provides that, Any solicitation for a public improvement construction contract
shall require each vendor that submits a bid for the work to submit at the same time an affidavit that the vendor
has a written plan for a drug-free workplace policy in compliance with Article 1D, Chapler 21 of the West
Virginia Code. A public improvement construction coniract may not be awarded to a vendor who does not
have a written plan for a drug-free workplace policy in compliance with Article 1D, Chapter 21 of the West
Virginia Code and who has not submitted that plan to the appropriate contracting authority in timely fashion,
For a vendor who is a subcontiractor, compliance with Section 5, Article 1D, Chapter 21 of the West Virginia
Code may take place before their work on the public improvement is begun.

ANTITRUST:

in submitting a bid to any agency for the state of West Virginia, the bidder offers and agrees that if the bid is
accepied the bidder will convey, sell, assign or iransfer o the state of West Virginia all righis, fitle and interest
in and to all causes of action it may now or hereafier acquire under the antitrust laws of the United Staies and
the state of West Virginia for price fixing and/or unreasonable restraints of trade relating to the particular
commodities or services purchased or acquired by the state of West Virginia. Such assignment shall be made
and become effective at the time the purchasing agency tenders the initial payment to the bidder.

1 certify that this bid is made without prior understanding, agreement, or connection with any corporation, firm,
limited liability company, pattnership or person or entity submifting & bid for the same materials, supplies,
equipment or services and Is in all respects fair and without collusion or fraud. | further certify that | am
authorized to sign the certification on behalf of the bidder or this bid,

LICENSING:

Vendors must be licensed and in good standing in accordance with any and all state and local laws and
requirements by any state or local agency of West Virginia, including, but not limited to, the West Virginia
Secretary of State’s Office, the West Virginia Tax Department, West Virginta Insurance Commission, or any
other state agencies or polifical subdivision. Furthermore, the vendor must provide all necessary releases o
obtain information fo enable the Director or spending unit to verify that the vendor is licensed and in good
standing with the above entities. .

CONFIDENTIALITY:

The vendor agrees that he or she will not disclose fo anyone, directly or indirectly, any such personally
identifiable information or other confidential information gained from the agency, unless the individual who is
the subject of the information consenis {o the disclosure in writing or the disclosure is made pursuant to the
agency’s policies, procedures and rules. Vendors should visit www.state.wv.us/adminfpurchaselprivacy for
the Notice of Agency Confidentiality Policles.

Under penalty of law for false swearing (West Virginia Code §61-5-3), it is hereby certified that the vendor
acknowledges the information in this said affidavit and is in compliance with the requirements as stated.

Vendof's Name: .26
Authorized Signature: G\Q——‘L Date: 2 7 NOVEYVNBIZ 200F

-~

Furchasing Affidavit (Revised 07/01/08)
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1. Executive Summary

State of West Virginia Office of Technology (WVOT) requesis a quotation for solutions 1o aid in its agile IT strategy.
The specific objectives include sustainabie power management and improved deployment processes. The strategy is
driven by the governor-led target to reduce carbon emissions by 10% and reduction in costs. This will be achieved by
introducing PC power management software and reducing servers in the managed infrastructure. Improved
deployment will be achieved through the introduction of a solution to effectively manage bandwidth and network
constraints so as to enable roaming users to obtain vital distributions and reduce TCO of the managed IT estate.

1.1 The Proposed Solution

The solutions recommended are 1E’S Power & Patch Management Pack comprising 1E WakeUp and
NightWatchman for power management with client heaith and Nomad Enterprise for successful software distribution
management and server rationalization. The required benefits detailed in section 2 of this document are delivered
through the following software tools:

1E WakelUp
NightWatchman

Agility Framework Reporting
Nomad Erderprise

el e v i e

1E installation services ensure a swift and accurate deployment to facilitate ROl as early as possible. On-going
support is also recommended in this proposal and is provided through 1E’s ITIL structured Technology Support
Center.

-Solution details are provided in answer to the specific questions posed by WVOT in its RFQ document ISCJO0S80RFQ
(answered in this document in Sections 3 & 4) with additional information 1E believes is pertinent, provided thereafter.

The solution proposed is the most popular and best suited for commercial use available currently. 1E provides this
solution across over 3 million deskiops and 1,000 organizations globally.

1E’s unrivalled systems and infrastructure management experience has not only initiated the development of 1E's
power management and distribution solutions but also best positions 1E to successfully implement such technologies
into complex, distributed commercial environmenis.

1.2 Benefils of the Solution

in partnering with 1E for the implementation of Power & Patch Management Pack and Nomad Enterprise, State of
West Virginia will achieve the following:-

4000+ Tons of CO, savings every year

100% patch rate success

Reduced desktop visits to between 2-5% of PCs

Reduced support overhead for OS and software distribttion management
Simplified, lower maintenance systems management infrastructure

Hard cost savings

Effective deployment across low speed linked branch sites

LR I I~ Ao+ e

1.3 Project Suseess

1E has over 10 years experience of delivering successful SMS and ConfigMgr and over 8 years experience in
delivering successful power management solutions projects to globat organizations.




1E offers the best blend of rapid benefits while at the same time managing the inevitable risk associated with
depioying new technologies into a complex enterprise. The benefits to State of Virginia of working with 1E include:-

¢ 1E wili work with the relevant tech teams to define the best implementation of 1E software, provide full design
and knowledge transfer.

¢ Access to our wide range of experience from contracting with Microsoft as its Premier Management Pariner in
the US, UK and Europe enabling 1E to assist with any Deskiop Deployment Planning Services and Microsoft
Core Infrastructure Optimization projects.

¢ Unrivalled expertise and iongevity in the development of SMS 2003/ConfigMgr software solutions to deliver a
well integrated solution to State of West Virginia.

0 A professional services team with an average 15 years specialist industry experience, 13 years proficiency in
Microsoft technology and 8 years power management expertise.

¢  Experience of delivering solutions for many global organizations including Verizon Wireless, Alistate
tnsurance, Nestlé, AT&T, HSBC, Microsoft and The US Air Force on behalf of the Pentagon.

1.4 Commercial Offer

The investment outlined in Section 4 is based on State of West Virginia core requirements and objectives for a power
management and deployment solution as defined in the requirements section 3.

There are 4 components to the commercial offer:

Power & Patch Management Pack {1E WakeUp & NightWatchman)

522.50 per desktop
INomad Enterprise Multicast
Installation Services ‘ S45,000 - -
Support & Maintenance (4 years) $144,000

1.5 AboutiE

Founded in 19897, 1E is a world leading specialist in the deployment and management of desktops and servers based
on the Microsoft platform. 1E provides software and services solutions that enable enterprises to implement world-
class IT infrastructures. 1E is Microsoft's Premier Windows Management Pariner, and has deployed solutions to more
than 10 million seats across 1000+ enterprises in 42 countries. 1E has worked closely with Microsoft on joint solutions
over the last 10 years, in the last 12 months alone our team have implemented combined soluiions acress1 million
desktops and each of these projects were delivered on time and within budget.




2. Background

2.1 West Virginia Office of Technology Operational Drivers and Goals
In its delivery of Information Technology services for the Executive Branch of State Government, WVOT is driving to
fulfill its move toward Agile IT strategy and facilitation of long-term power management sustainability

Governor-led targets are set forth as a reduction in carbon emissions by 10%. This translates to reducing the server
and PC energy burden. 1E recommends switching PCs off when not in use and removing or consolidating servers
used across the managed Windows estate.

Globally CO, emissions from alt IT operations equal those of the airline industry'. Of total IT electricity usage, PCs and
monitors constitute 36% with servers producing a further 23%°.

1E presents this recornmendation for State of West Virginia having taken forward the first commercially viable power
management solution for other organizations including Dell and Verizon Wireless. WVOT has defined a need to
reduce environmental impact and also improve operations. The solution benefits are summarized as follows:

¢ Reduce CO; emissions by 10%

Streamline support and hardware

Patch management and application deployment with minimal disruption to end users.
Guarantee security patching/software/OS distribution

Manage branch users across siow links but with reduced infrastructure

Distribution at specified times

Control power states of machines for both pro-active and reactive central management
Designed integration with SMS2003 and System Center Configuration Manager (ConfigMgr)

Reducing server requirements across management infrastructure 1o reduce management costs
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improve the efficiency of infrastructure management by allowing roaming users to obtain important
distributions including security updates.

0 Improvement in network efficiency to better utilize limited connections and bandwidth due to the rising cost
and limitation in availability of these resources

' Gartner research published in eWesk
? Gariner research published in eWeek




3. West Virginia Office of Technology —~ Reguirements Besponse

3.1 Application Requivements

Application Requirement

Response

Must have the ability to fully integrate into the
Office of Technology's existing Microsoft
Configuration Manager 2007 (SCCM)
Infrastructure.

Yes. The 1E Wakeup and Nomad solutions both natively
integrate into the Microsoft System Center Configuration
Manager MMC interface.

Must work together with WVOT's standard
ronitoring and management software (Microsoft
System Center and SMS 2003) with Microsoft
Deployment suite). A seamless integration is
required.

Yes. The 1E solution set has been specifically designed for full
functionality with Microsoft System Center Sciutions through
close communication and collaboration with the Microsoft
System Center development team. Integration of the 1E
Nomad solution with the Microsoft Deployment Toolkit is
handled via the ConfigMgr Interface for the Task Sequencing
engine in order to maintain the Nomad cache through an
Operating System Deployment,

Must be fully integrated into the Configuration
Manager 2007 Administration Console.

Yes. The 1E Wakeup and Nomad soiutions both natively
integrate into the Microsoft System Center Configuration
Manager MMC interface.

Must provide detailed reporting on power
consumption, on a daily and monthly basis,
based on depariment and/or location.

Yes. The 1E Agility Framework Reporting Console provides
detailed reports trending power consumption on an extremely
granular level. This data can be viewed based on defined date
ranges at report run time, meaning the report viewer can enter
the specific date range they want to view.

Must provide detailed reporting on power
consumption and costs by depariment and per
computer.

Yes, The 1E Agility Framework Beporting Console provides
detailed reporting on powsr consumption costs by department
and can also provide detalled reporting based on make and
mode] of computer.

Must provide a report of CO2 emissions on daily
and monthly basis.

Yes. The 1E Agility Framework Reporting Console provides
detailed reporting on CO2 emissions across the environment
based on user-definable date ranges at report generation time.

Must provide monitoring, reporting and
automated fixes for Configuration Manager
clients.

Yes. The 1E Wakeup solution provides comprehensive
computer health checks compiising of over 20 different tests for
the workstations within the managed environment. Some of
these tests can be configured for automated resolution, and
others are for pro-active visibility into potential issues on the
workstations

Must have web-based reporting capabilities.

Yes., The 1k Power and Patch Management Pack provides the
1E Agility Framework Reporting engine that leverages
Microsoft 1IS and provides web based reporting functionality.

Must allow customization of the web based
interface for monitoring and reporting.

Yes. The 1E Agility Framework can be modified to match the
internal corporate intranet, as well as custom reports can be
created that suit the needs of WVOT,




Must be deployable via SCCM.

Yes. All of the 1E solutions are fully deployable via Microsoft
System Center Configuration Manager. All of the solutions are
designed with Windows Automation in mind, and the
installation package is Microsoft Windows Installer MS! format,
and provides extensive unattended installation capabiiities via
the installation command line.

Must provide ability to configure and control the
power scheme on individual computers via
group policy through Active Directory or
command fine.

Yes. 1E NightWaichman provides the ability for full
configuration via Active Dirsctory, as well as the Windows
Command line.

Must reduce required secondary sites, and
distribution points required for SCCM
infrastructure software distribution.

Yes. 1E Nomad Enterprise reduces the need for secondary
sites throughout the enterprise, allowing for full control of the
deployments within the environment without the overhead of
multiple site servers.

Must be able to immediately deploy critical
patches and applications via the SCCM client
policy refresh capabilities.

Yes. The 1E Wakeup Solution provides the ability to deploy
software immediately upon the Mandatory Advertisement
Schedule, ensuring successful deployment of computers
regardiess of their power state by leveraging the Magic Packet
to power on computers that are powered off, as well as the
same magic packet being intercepted by the 1E Wakeup Agent
triggering a Machine Policy Refresh turning Configuration
manager from a "pull” service into a "push® service.

Must not require the network infrastructure
(routers, switches) to be reconfigured to operate
correctly,

Yes. The 1E solution Set has been designed to work in default
network configurations requiring zero modifications to the
current Infrastructure at WVOT.,

Must allow remote wake-up of computers based
on computer name, subnet, or SCCM collection
through SCCM admin console.

Yes. The 1E Wakeup service can wake up individual
machines, groups of machines based on {P Subnet, or
machines based on ConfighMar collection membership.

Must allow scheduling of the shutdown of
computers based on location, subnet, or SCCM
Collection based on Active Directory Group
Policy Settings.

Yes, 1E NightWatchman can be configured efther via Group
Policy or ConfigMgr to schedule shutdowns based on any
criteria that the environment requires.

Must be able o save users' work prior to
shutdown to prevent data loss. This must be
configurable and/or scriptable to allow for
custom applications.

Yes. 1E NightWatchman provides the ability to save
documenis as a part of the shutdown pracess. By default
Microsoft Office solutions are provided, as well as
documentation on the 1E NighiWatchman API to allow for
customization of scripting for other applications.

Must aliow deferred scheduled shutdown, at
user's request.

Yes. 1E NightWatchman provides the ability for users to defer
a shutdown based on either a predeiermined retry schedule or
for up to 24 hours.

1 Must allow for deployments to remote locations

without requiring additional hardware.

Yes. 1E Nomad Enterprise provides for software deployment

with dynamic bandwidth threttling directly to ConfigMgr clients
from a central distribution peoint, requiring no exira hardware to
be installed at remote locations.

Must provide dynamic fault tolerance for
application, patch and distribution.

Yes. 1E Nomad Enterprise provides for dynamic fault
tolerance with failover technology built in so that if the
dynamically elected master should be shutdown or otherwise
become available, all other machines are aware of this and a
new election is immediately instantiated, and a new master is
elected and picks up where the original left off, not only
providing the failover capabilities required, but minimizing the
"re-download" of the current package with a checkpoini-level
restart.




Must be able {o provide onsite assistance to
WVOT staff in the installation and configuration
of the solution.

Yes. The solution will be delivered onsite by 1E Professional
Services working with WVOT technical team to guarantee
successful deployment and full knowledge transter with
documentation.

1E provides support under an ITIL framework thereafter. If
WVOT iater requires onsite assistance at any time, 1E
Professional Services Consultants and Developers are
avallable for hire and a TAM services is also available as an
upgrade to any Premier Support package.

Must be able to not only power off, but manage
the power schemes on Windows computers
including, turning off hard disk, monitor, standby
and hibernation; whether the equipment is
plugged in or on battery.

Yas. 1E NightWaichman provides for complete control over
shutdown modes, including full shutdown, standby, hibernate,
as well as simple logoff, as well as the configuration of Power
Schemes that determine when to standby the monitor, hard
drive, regardiess of power method. Settings can be configured
based on battery or plugged in.

Must be able to prevent shutdown based on a
running process.

Yes. 1E NightWatchman provides two methods of achieving
this. One is an exception list of processes that would defer a
shutdown if they are detected as running as well as a "pre-
flight" script that can defer shutdown based on any number of
definable criteria.

Must run as local system or Network Service
and not require Custom Accounts.

Yes. Both the 1E NightWatchman and the 1E Wakeup
solutions are configured fo run without customized accounts
being created.

Must be fully compatible with Microsoft Windows
XP Service Pack 2 and higher as weli as
Windows Vista RTM and higher.

Yes. 1E solutions have been developed for all Microsoft -
operating systems from Windows XP SP1 and forward.

Must allow for user to configure their computers
power profile through self service portal

Yes, 1E NighiWatchman power profiles can be pre-configured
and then "shopped® for via the 1E Shopping Portal, or ancther
portal and the configuration can then be deployed via
Configuration Manager.

Vendor Requiremsanis

Must have delivered this solution in the context
of a Microsoft environment, utilizing current
management {ools from Microsoft System
Center suite and Microsoft Deployment tools (a
single source soiution is required to reduce the
TCO and potential for maintenance complexity

Yes. This solution has been deployed across over 3 million
PCs, the majority of which are managed under Microsoft
System Center and all of which run Microsoft operating
systems.

1E not only provides this solution to large, complex
organizations but also delivers the underlying environment into
which it integrates, Microsoft System Center, Microsoft
Deployment tools and Microsoft infrastruciure. .

1E designs, delivers and maintains all iis solutions.

1E will support this solution fully from a single, in-house team.
To reduce TCO even further, 1E has appiied a free support
period and a discount for up to 4 years of support.
Maintenance is managed effectively through the adherence fo
iTIL support framework practices.

Must have been in business for a minimum of 5
years.

Yes. 1E was incorporated in 1997. 1E has delivered power
management specific solutions to large government and
commercial organizations for 8 years.

Must be able to provide a reference from at least
one customer with an estimated machine base
of at least 20,000 units.

Yes. 1E works with over 20 customers with a machine base of
100,000 and many of the size of 20, 0000. 1E can provide
references from any of its 1000 customers.




4, Vendor Cost Proposal Shaet

QTyY APPLICATION DESCRIPTION BID COST
Per Unit
1-9 1E WakeUp Includes 1 year free mainienance. 6.50
10-99 [ncludes 1 year free mainienance. 8.50
100-999 Discount when purchased as Power & Patch 5.63
15.000 Management Pack with NightWatchman applied. 563
’ Additional special discount applied and applicable ’
for additional purchases under this coniract.
includes 1 year free maintenance.
Subtotat Cost for 15,000 Wake Up licenses | 84,450.00
1-9 NightWatchman | Includes 1 year free maintenance. 13.50
10-99 Includes 1 year free maintenance. 13.50
100-959 Discount when purchased as Power & Patch 5.63
: 15.000 Management Pack with 1E WakeUp applied. 563
¢ Additional special discount applied and applicable ;
for additional purchases under this contract.
Includes 1 year free maintenance.
Subtotal Cost for 15,000 Night Watchman | 84,450.00
A ‘ _ licenses
1-9 Nomad Discount when purchased as Nomad Enterprise 15.00
Multicast Pack. Includes 1 year free maintenance.
10-99 Discount when purchased as Nomad Enterprise 15.00
Mutticast Pack. Includes 1 year free maintenance.
100-999 Additional special discount applied and applicable | 11.26
for additional purchases under this contract.
Includes 1 year free maintenance.
15,000 Additional special discount applied and applicable | 11.25
for additionat purchases under this contract.
Includes 1 year free maintenance.
Subtotal Cost for 15,000 Nomad licenses | 168,750.00
1 Power Management System Installation at the | $45,000
Agency’s location at One Davis Square 25 days
services @
$1,800 per
day (10%
discount
apptied)
8 Hours Training | $1,800
Totai Cost | $384,300




4,1 Vendor Cost Proposal Sheet Notes

For contract award purposes, the Total Cost for 45,000 licenses (15,000 each of the three applications), instaltation of
one (1) version of each application and eight (8) hours training will be the determining factor.

Smaller quantities are for future orders. Vendor's price must be valid for the life of the contract. WVOT reserves the
right 1o request two (2) optional one-year coniract exiensions.

Vendor submittal must include one (1) power management system installation at One Davis Square, Charleston, WV

with eight (8) hours of training in the total cost. Annual support must be included in the unit cost for each license.
Annual support for additional licenses purchased will begin when the license is purchased.

4.2 Dgptional Maintenance Exiension Offer

This table #llustrates an optional discounted offer available to secure maintenance for a further three years following
the initial free first year.

QTy APPLICATION DESCRIPTION BID COST
Per Unit
3 Years 15,000 | NightWatchman
Desktops 1E WakeUp Additional maintenance years 2~ 4 $9.60 per
Nomad Includes 20% discount {rounded to nearest 10%) gesktop for
. A years
Enterprise
{$3.20 per
desktop per
year)
Total $144,000




5, Add 1zl Information

51 About 1B

Founded in 1897, 1E is a world leading specialist in the deployment and management of deskiops and servers based
on the Microsoft platform. With over 100 personnel worldwide 1E specializes in helping the largest organizations in the
world implement SMS/ConfigMgr based solutions both natively and also in conjunction with our portfoan of software -
solutions designed to enhance the SMS/ConfigMgr platform.

1E works extensively with Microsoft both in the deployment space and also with their product division to ensure 1E
solutions work in harmony with the SMS/ConfigMgr platform and deliver real benefits to organizations.

1E solutions for power management are now compatible with any environment running Active Directory services on a
supported Windows platform.

5.2 1E Software Solutions

Our software solutions have been deployed to over 10 million machines worldwide and 1E has extensive experience
in assisting organizations with in excess of 100,000 machines to manage them more effectively. Focusing around
agility and visibility 1E solutions enable organizations to reduce the cost of managing its IT estate, provide greater
control and flexibility over the management of PC’s and ultimately provides companies with the ability to rapidly effect
change within their environment thus enabling them o meet whatever challenges they face within their business.

1E leads the way in the green computing space with its NightWatchman product which enables organizations save
millions of $'s in power savings as well as reducing the CO, footprint through reduced energy consumption. Other
organizations that have benefited from this technology include HSBC, Dell and Verizon Wireless

53 1E and Energy Management

1E’s energy management solution, NightWatchman and the Power and Patch Management Pack is recognized
globally as a leading PC power management solution. NightWatchman has recently been awarded the ‘Enterprise
Software Product of the Year prize at the prestigious 2007 CNET Networks UK Business Technology Awards.

Energy use is rapidly becoming a major concern for business. Energy saving measures canh be implemented with a
minimum of cost and disruption to normal operation. Leaving an average deskiop PC constanily switched on, perhaps
for convenience or IT administration purposes, costs in excess of £50/ year and up 1o 0.5 metric tons of CO, per year
per PC.

1E believes that NightWatchman can and should play a significant part in helping organizations meet their targets for
power savings and CO, reduction. 1E believes that through a centrally coordinated and mandated approach, 1E’s
robust power management solution can deliver a major breakthrough in WVOT's approach 1o tackling these issues.
The benefits of such an approach would be:

¢ Accelerated delivery of CO, savings representing a significant and measurable step in environmental
commitments,

0 Centralized (auditable) measurement and reporting across the WVOT estate (CO,, kWhs and £'s).

¢ Measurable cashable savings/ cost avoidance that will deliver an average of 3-6 month ROl on an individual
organization basis.

¢ Coordinated approach to education and awareness across the enterprise

¢ Reduced requirement and cost of 1E implementation and support services, savings which can be offset in
significantly reduced cost of an enterprise license.

¢ Catalyst to accelerate delivery of other power management solutions and environmental initiatives.

¢ Approach that will guaraniee delivery of the Energy management ‘quick win’




54 1E's Commitment o Dlimate Tha

1E is committed o making a positive environmental contribution and helping organizations reduce energy
consumption. As such, we participate and engage actively in associated trade/ industry organizations as outlined in
the table below.

Alliance to Save The Alliance to Save Energy is a Global ' _ o |
Energy nonprofits coalition of prominent business, wﬂwﬁwﬁ%
government, environmental, and consumer B T o

leaders who promote the efficient and clean
use of energy worldwide to benefit the

o o M
environment, the economy, and national
security More than 100 Global corporations ALETANCE TO
and business trade associations work together IR A - (3 2
through the Alliance to promote greater SAV I.'IJ lb\l ]L R()‘
investment in cost-effective energy efficiency. franti g e Ui B e i

Climate Savers Started by Google and Intel In 2007, the
Initiative Climate Savers Computing Inifiative is a
nonprofits group of eco-conscious consumers,
businesses and conservation organizations.

-
The Initiative was started in the spitit of WWF's cl t
Climate Savers program which has mobilized lm e
over a dozen companies since 1999 1o cut ; 1
carbon dioxide emissions, demonstrating that salvers
reducing emissions is gocd business. Their smart w-rnputing ™
goal is to promote development, deployment

and adoption of smart technologies that can
improve the efficiency of a computer's power.

The Green Grid The Green Grid Is a consortium of information e
technology companies and professionals ﬁ”’“ = e
seeking to lower the overall consumption of MR R -
power in data centers around the giobe. The w B e ?[ h o g FEon g Fi d
organization is chartered to develop & BB

meaningiul, platform-neutral standards,
rreasurement methods, processes and new
technologies 1o improve energy efficient
performance of global data centers.
Membership to The Green Grid is open to
those companies and information technology
professionals with an interest in helping to
support the movement to improve data centre
power consumplion, and improve overall
efficiency.

Energy Star ENERGY STAR is a joint program of the U.S.
Environmental Protection Agency and the U.S.
Department of Energy helping us all save
monegy and protect the environment through
energy efficient products and practices.
ENERGY STAR works with more than 9,000
public and private sector organizations to
improve the energy and financial performance
of their business, manufacture products to
meet ENERGY STAR specifications, sell
ENERGY STAR labeled products to meet
consumer demand for more environmentally
friendly choices on store shelves.




55 Pariners

1E also works closely with a number of pariners including:

-
L]
M’cmsaﬂ 1E has for many years been a Microsoft Gold

T Certified Partner both through its integration of
GOLD CERTIFIED scitware into Microsoft products and work with
Pariner Microsoft Consulting Services around the world.

Dell invested in 1E’s full software portfolio in 2006
and Is saving $1.8m per annum in reduced PC
energy costs. This success led to the formation of
a parinership allowing Dell to provide all of 1E’s
software and services to its customers and
prospects.

1E has already worked closely with Intei to ensure
its 1E WakeUp solution can integrate with intel
VPro technology and continues to build
relationships with this important technology vendor.

5.6 1E Professional Services

1E’s professional services group s the bedrock of the company and historically provides the innovative ideas behind
many of the 1E software solutions. Made up of a focused and specialist team of consuitants with an average of 10
years SMS experience these individuals have delivered some of the largest and most complex SMS environments
around the world. Whether it is designing and building SMS/ConfigMgr environments from scratch, migrating from
alternate management platiorms to SMS, assisting with any existing underlying infrastructure issues (to allow SMS
deployment to take place) or advising on 1E software integration into existing SMS environment, 1E’s consultants
have faced each challenge head on. This has lead to 1E having a 100% success record in the delivery of
SMS/ConfigMgr solutions. '

While ConfigMgr is a relatively new platform in terms of public availability, 1E has been working with this latest version
of SMS for over 18 months. Through extensive involvement in the Microsoft partner TAP program, 1E has been
testing and advising Microsoft on the solution to ensure it meets their vigorous quality criteria. In addition to the TAP
activity, 1E consultants have already undertake Proof of Concept (POC) activity on ConfigMgr for over 10 companies
around the world and is presently deploying ConfigMgr to a major investment back in the New York area to support
over 80,000 machines. 1E has also recently assisted a major oil company with integration of 1E solutions against a
ConfigMgr environment managing over 200,000 machines.

1E believes that the combination of its world class software solutions coupled with its extensive knowledge and
understanding of Microsoft System Center technologies puts us in a unique position to deliver a complete solution that
will meet WVOT’s needs for both the short term and the future.
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5.7 1E Technical and Prolegt Management Approsch

1E will provide dedicated technical resources in accordance with its man-time estimates and project plan. One of the
technical resources appointed 1o WVOT will take the principal role of providing all appropriate project management
documents to the appointed WVOT project manager. With a project of this size and importance it is imperative that a
dedicated WVOT project manager is available and assigned to the project throughout its lifecycie.

1E's approach to project management is based around a clear definition of scope, a strong formal process for change
control and agreed responsibilities for both 1E and the client or third parties. This is linked to both MOF and PRINCE
project management methodologies and is embodied in the 1E Statement of work. To date, 1E has never failed in its
delivery of projects against this framework.

A formal Risk Log will be produced at the commencement of the project and will track all project risks for both
probability and impact. These will be tracked through a “Traffic Light” system and monitored on a weekly basis by the
1E principal consultant, project director and WVOT Project Manager.

1E has extensive exposure to the Microsoft management and infrastructure technology products. This has been
achieved through:

¢ 1E's active and pariicipating membership of the SMS/ConfigMgr Pariner TAP (Technology Adoption Program)
since its inception.

¢ 1E is already completed all design activity for a major SMS/ConfigMgr deployment into a major investment
bank in North America and has completed a number of other successful SMS/ConfigMgr Proof of Concepts
for other major banks which has resulied in Migh Level Design phases heing initiated with these crganizations.

¢ 1E has modified its software to work with the new SMS/ConfigMgr platform and is currently deploying these
solutions for a major Qll company with over 200,000 deskiops.

¢ 1E has worked closely with the Microsoft SMS/ConfigMgr product group to further integrate its Nomad
Enterprise product into the SMS/ConfigMgr solution to provide seamless integrated functionality.

Through all-of the above work, 1E's consultants have gained extensive experience and knowledge of the latest
platform from Microsoft and are in an unrivalled position o deploy power management solutions at an enterprise level
and maximize the value i can bring to an organization.




1E’s business is focused on helping organizations reduce the overall cost and administrative burden of managing a
large number of deskiops, servers and IT networks.

WVOT recognizes the need to improve the current levels of power savings and to provide the ability to guantify and
repori on those savings. The 1E Power Management solution provides additional functionality over and above
SMS/ConfigMgr to meet the key requirements as listed by WVOT.

With over 30 management and infrastructure consultants working across many large organizations, 1E receives
constant feedback for ideas on improving and enhancing SMS/ ConfigMgr and the 1E tools. These ideas are
reviewed by our consultants and development teams, researched and if there is a wide need for such solutions -
developed and productized. Always looking to be at least 2 years ahead of Microsoft, 1E are innovative and agile.
The solutions address real problems that organizations have today, with a return on invesiment usually between 3 to 6
months.

8.1

it
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Power and Paioh Management Soldlion

1E has developed an energy management solution to reduce PC power usage and carbon emissions within a
networked environment. This is known as Power & Patch Management Pack, consisting of two tools NightWatchman
and 1E WakeUp. NightWatchman and 1E WakeUp together provide the perfect balance between energy savings and
enabling fast and safe updating or patching of software across an entire enterprise. The solution addresses the
challenge of shutting down PCs in a large network where users require different settings for working and out-of-office
hours. NightWatchman is a software solution that uses reliable and proven technology to enable centralized control
over shutting down PCs in an enterprise and enforcing corporate energy power schemes. NightWatchman effectively
guarantees that all PCs are shut down every night, even when individuals forget.

NightWatchman enforces corporate energy schiemes by saving any open user files and then shutting down unused -
PCs. 1E WakeUp powers up PCs in order to apply patches and updates. 1E WakeUp remotely turns on PCs at the
start of the working day, provides the capability to allow users to power on their machines when working remotely, or
when needed for patching - even over large and secure networks.

NighiWatchman is installed on every desktop PC. The client can be controlled on a schedule or on an ad hoc basis
(for example after a security patch or software update distributions). Upon execution it can perform any of the
following actions:

Shut down
Standby
Hibernate
Log-Off

Lo R Mol

This service uses Windows native APls to set the correct power level of the system.

This solution is now in its fifth generation. It has been deployed across 6 million seats globally across both public and
private sector organizations.

Key features and benefits inciude:

Reduces bottom-line energy costs, saves energy and reduces CO, emissions
Automatically shuts down PCs according to a centrally controfled schedule
Protects unsaved user data prior to shutdown

Ensures 100% patch management and software update success

Provides fast, detailed reporting on current and future potential savings
Schedules daily, immediate or one-off shutdowns

Centrally controliable using any systems management ool

Minimizes the window of opportunity for virus infiltration

Easily installable lightweight desktop client

SO OO OO OO




If a business cannot monitor how much power its PC base is using, it cannot see how much power it can save.
NightWatchman empowers total visibility and controf of current and fuiure potential power usage. It produces reports
that directly measure PC energy consumption and costs, and can predict savings based on applying different energy
consumption policies

6.2 PFrioh Managemeni (1E Wakelp and Agility Framework Heporting)

This aspect of the solution is comprised of 1E’s WakeUp product with a combined back end reporting solution. 1E
WakeUp is a leading Wake on LAN (WOL) solution allowing centralized wake up of machines from the
SMS/ConfigMgr console in a secure manner to allow administrators to manage machines even when they are
powered off.

Agility Framework Reporting (AFR) is a centralized reporting solution that collates data captured by the 1E WakeUp
and {where installed) NighiWatchman agents to provide visibility of wake up success, shutdown success as welf as
power consumption figures. These reports give fast insight into the ramifications of power management policies and
savings. AFR can also be used to mode! potential future power policies that an organization may be interested in
implementing.

6.3 Power Mansgement (NightWaichman)

NightWatchman is a leading power management solution aliowing scheduled and fully configurable shutdown of PC’s
within the enterprise environment while ensuring that no loss of data occurs for applications running at the time of
shutdown. This solution allows machines to be optimized in terms of power consumption and has allowed
organizations around the work to save millions of dollars on power costs as well as significantly reducing organizations
CO., footprint and contributing to Corporate Social Responsibility (CSR) programs.

6.4 CosieHeclive management of remots locations (Momad Enterprise)
1E proposes to augment the ConfigMgr solution through the use.Nomad Enterprise.
This solution will:

0 Saves Energy from the server estate through removing unnecessary branch servers,

¢ Removes the requirement for ConfigMgr secondary site servers in small branches. This significantly reduces
deployment costs, hardware costs, management costs and license costs.

¢ Managed distribution rates with redundancy to guarantee delivery at acceptable rates to users.

0 Multicast & Global Multicast (NEW!) facilitates effective distribution within large branch offices (+120 PCs) and
head office controliing large scale distribution and packages such as OS images

¢ Roaming users and Internet facing ConfigMgr client support with HTTP & HTTPS functionality

These solutions combined with GonfigMgr complete the managément solution and ensures that WVCOT address all of
the key requirements and needs for enterprise management.

Further solution options foliow and are available as an Enterprise Agreement.




7. Benefits of the Solution

The 1E Power Management Solution allows WVOT to leverage their existing investment in systems management and
lead carbon reduction in its operations.

Through this combined solution WVOT will realize significant benefits both immediately and over time.

By selecting this solution WVOT s joining an ever growing group of enterprise companies which have invested
significant amounts of fime and money in ensuring that the solutions are world class and fit for purpose.

Primary benefits of the solution to WVOT include:

> Significant Cost and Carbon savings

Energy Cost Savings $475,000+ per annum
Support & Operation Cost Savings $285,000+ per annum

> Experts in Systems Management for server and desktop environments

This reduces risk during delivery and improves success probability. Single accountability also allows
for a greater controf of costs.

Average of 16 years specialist IT industry experience; 14 years Microsoft technology, 10 years
SMS/ConfigMgr experience, 8 years Power Management

1E hires only the best 1 in 50 pass rate on technical recruitment tests

4 MVPs on technical team

» A successful delivery of the solution on time and within budget

L d

1E is comfortable to commit to fixed price is required.

> A much improved user experience and perception leading to simplified operation and management
> Better visibility and control across the desktop environment through integrated reporting.

> Decrease cost and effort

-

*

Reduction in energy costs through powering off PCs when not in use - -

Reduction in GO, emissions through powering off PCs when not in use

Avoidance of user downtime as upgrades and patches can be run overnight without disrupting the
working day; reduction by providing administrators visibility of client and machine healh so they can
monitor frends and detect deterioration in health before the user is aware thus reducing helpdesk calls
Reduction in IT support through the ability to control and change workstation status remotely during
network upgrades and ensuring near 100% success with all distributions

Increases productivity — deploys requested software faster and out of hours allowing users fo remain
productive

Lowers in Helpdesk calls - client and machine health reporting and automation, allowing 1T to focus
on more productive tasks

Set and forget configuration - once the solution has been configured according to your hierarchy and
system population, no further configuration is required

Reduction in network outages — reduces load on the network by providing software distribution
staging

» HReporting

»

A single reporting framework

» Can leverage 1E reporting framework or SMS/ConfigMgr reporting framework
Network Energy Siate reporting — measures and analyzes energy consumption and costs, hardware
model specific, sending this data back to the 1E Agility Framework server for reporting
Reports, viewable over any web console, quickly show administrators how much energy is being
used, how much it’s costing, and how much could be saved by switching off, how much is being
saved In both cost and CO, emissions.
NightWatchman reports provide the ability to query against SMS/ConfigMgr inventory data
Reports for Client & Computer Health provide visibility of symptoms and issues across groups of
computers of any size.

WakeUp provides accurate reports on the success of SMS deployments involving wake up. 1t will
also provide detailed information on any failures and the associated reasons.
Integration with SMS/ConfigMgr allows detailed trend analysis to be performed on health data.




> Ease of Administration

L]

Fuli & seamless integration with SMS/ConfigMgr

integration with Group Policy Management

Simpilicity, ease of use, multiple configuration options suitable for enterprise level organizations
Allows complete power management of your full Windows estate from a single console

Configurable in any type of network - can send remote wakeup requests on networks that do not allow
Magic Packet forwarding because directed broadcasts are disabled.

> Availability Management

-

Client & Machine Health features provides high availability, reliability and performance of a Windows
computers — ensure users systems are not only available but reliable

Administrators get visibility of faults before they become critical, be it a bad device driver, unreliable
hardware, broken Operating System component etc.

Administrators can modify and extend the suite of tests and fixes based on WVOT's requirements.

> Software Distribution & Patch Management Success

s o & 0
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Proven success of near 100% installation success on overnight distributions

»  Significantly reduces the chances of machines being left unpatched/insecure

» Improves speed of delivery for software making WVOT more agile
Speeds up software deployments through 1E WakeUp without impacting SMS/ConfigMgr
performance
Proven scalability of 200,000 seats
Proven testing up to 1 million seats
Ensures all your PCs receive critical patches immediaiely
Minimizes the time between the advertisement of the pateh and its delivery to the target PC. it
powers-on PCs which are shutdown and instructs PCs which are on to check immediately for the
update
Ensures all PCs completely install the patch regardiess of whether they are currently on or not, locked
out or in sleep or hibernate .
Make sure that any critical patches requiring the reboot of PCs do not cause loss of data for any
unattended PCs with files currently open
Works seamlessly with SMS/ConfigMgr to ensure that all software distributions benefit in a similar
manner to critical patch deployment.
Reduced servers and streamlined management costs reduces Total Gost of Ownership and eases
general administration.
Agile deployment processes to speed up distribution significantly and vastly improved reliability of
distribution.
Bandwidth control and eradication of network outages associated with SMS/ConfigMgr distribution
Multicast functionality to facilitate rapid deployment across large subnets.
Seamless integration with Microsoft Deployment Technologies
PXE Lite functionality enabling branch ievel bare-metal build for faster response and reduced cost of
provisioning.
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8. Beferences

Company Name: Dell

With a worldwide IT infrastructure consisting of approximately 100,000 Windows®-based computers and 13,500
servers, Dell needs scalable IT management solutions to keep its global business running smoothly. To meet that
need, the company chose Microsoft® System Center solutions, enabling Dell to manage its extensive IT infrastructure
with minimal time and expense. Microsoft Systems Management Server 2003 facilitates the deployment of new
software and updates to desktop and laptop computers and servers, as well as their inventorying and support, thereby
streamlining IT operations while increasing reliability and security. With Microsoft Operations Manager 2005, Dell can
closely monitor its thousands of enterprise systems, including hardware and software, helping the company ensure
that its mission-critical supply chain and manufacturing solutions remain continually up and running.

Energy conservation results in US$1.8 million savings

By deploying 1E’s NightWatchman and 1E WakeUp applications to an estimated 50,000 client computers, Dell is
achieving a 40 percent reduction in energy costs, which translates into US$1.8 million in savings. Energy consumption
for its desktop computers dropped to 36 watts per hour, down from 89 watts per hour, and power consumption for
notebook computers declined from 25 watts per hours to 10 watts per hour. “These are significant cost savings that
put us far out in front of regulatory benchmarks and show the rest of the industry what can be achieved,” Jay Taylor,
Regulatory Engineer Strategist

In addition to delivering significant energy and cost savings, the Dell power management program has achieved its
successes without disrupting operations. “We thought that if we were going to be the leader in the industry in this
energy-saving program, we should test it on-ourselves first,” Jay Taylor says. “We had confidence that the experiment
would work well, but it turned out much better than we anticipated.”

Company Name: Verizon Wireless

in 2007, Verizon Wireless decided to improve their ability to migrate machines form Windows 2000 across to both XP
and Vista leveraging their existing SMS2003 infrastructure. 1E proposed the use of its SMS Nomad product coupled
with the PXE Lite solution (for serverless bare metal builds) integrated with the Microsoft Business Desktop
Deployment solution accelerator (BDD) for a fully automated end to end solution.

Working alongside the Verizon Wireless SMS team, 1E consultants designed and built a single solution capable of
deploying to XP or Vista to all hardware types within the Verizon estate. The end solution is now being used by
Verizon to fully automate deployment of OS both for migrations ad break fix scenarios with volumes of up to 3,000
machines a week being built. A full training program was also designed and built to ensure that the Verizon team
could maintain the solution once the initial project was complete.

The above customers have been selected due fo the complexity of the environments and are global implementations
of SMS2003 or ConfigMgr. Other customers include Allstate Insurance, Astra Zeneca, Nestlé, Wachovia and the US

Air Force on behalf of the Pentagon.
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1E Appendix 1. Company Information

Name of organization: 1k Limited

Registered Office Address: Farringdon Place, 20 Farringdon Road, London, EC1M 3AP

UK Office: CP House, 97-107 Uxbridge Road, London, W5 5TL UK Tel: +44 (0) 208 326 3880
LIS Office: 1E Inc 5 Penn Plaza, 23rd Floor, New York, NY 10001 LUSA Tel: 1 866 592 4214
German Office: 1E, Am Hofgarten 4, 53113 Bonn, Deutschland Tel: +49 (0) 800 664 6702

Australian Partner Office: Corporate Network integration

Suite 507, 2 Queen Street, Melbourne, Victoria 3000, Australia Tel: +61 (0) 396 211 222
Address for Correspondence: 1E Inc 5 Penn Plaza, 23rd Floor, New York,

NY 10001 USA Tel: 1 866 592 4214
Contact; Vanessa Palmer

Enterprise Business Manager
1 866 582 4214 EXT 3490 Direct Dial

vanessap@ te.com

www.1e.com
Nature of Organization: 1E is a Private Limited Company.
Names of the Board of Directors: Sumir Karayi - Founder and CEO

David Carmen - Non Executive Director
Barbara Karayi - Non Executive Director

Date of Incorporation: 1987

Ownership: 1E is wholly owned by its Directors and employees.
Company Registration: 3401322

VAT Registration Number: 707 01 9065

Company Insurance: Professional Indemnity Policy

Hiscox Insurance Lid
(Policy HU TMT 2302049)
indemnity Value $10,000,600




1E Anpendix 2. Business Cases

This business case has been calculated using the 1E software investment of $22.50 per seat.

Summary
Total Cost: $406,020
of which
One off cost: $394 500 tless depreciation charge for the year)
Ongoing annual cost; $11,520 (including depreciation charge for the year)
Total Annual Cost Savings: $2,163,300

Savings
1. Energy Cost Saving Calculations §
Per workslation KMonitor  Systern Units Total
Power usage when on: ‘ 57.5 (W) 88.0 (W) 143.5 (V)
Power usage when offt 0.0 (v (.0 (AN 0
Energy cost per kW hour {Cents): 6.35 / KW
Cast per haur on (Cents): 0.37 / hour .55 / hour 0.91 { hour
Cost per hour on {Cents): 0.00 1 hour 0.00 / hour 0.00 / hour
Cost saved per hour per workstation {Cents): .37 hour 0.85 / hour 8.91 / hour
Number of high cost hours saved per week: 108.6 hours

BUT 20% of monitors and 50% of system units are curently already being turned off and the expected shut down rate foilowing
implementation is 99.9% for monitors and 98.9% for system units. ’

Therefore the average number of high cost hours saved per workstation per :

week: £5.3 howrs 53.9 hours

Average cost saved per workstation per week ($): 8.32 0.29 0.6%
Average cost saved per workstation per year {8 16.38 15.30 31.68
For State of West Virginia nelwork, as proposed:

Number of workstations: 15,000
Gross forecast energy cost saving for State of West Virginia per 9,141
week:

Gross forecast energy cost saving for State of West Virginia per 479,200
year:




2. Software Upgrade Cost Saving Calculations

2.a Support Cost Savings

Upgrades per month;

Numiber of sites:

Haurs of iT time saved per site using SMBWakeup:

Total hours saved per month:
Average cost pef hour of IT Hime:
{T support cost saving per month:

Hours to administer SMS8Wakelp per upgrade:

Average cost of administrator time:
Incremental support cost per month:

Net support cost savings per year:

2 b User Downtime Cost Savings
Number of workstations that would have to be upgraded during the working day in the
absence of both NightWatchman™ and SMSWakeUp:

Average downtime per user per upgrade for upgrades carried out during the day:
Average downtime cost per user per hour, including estirate for overhead costs etc.:

User downtime cost savings per year:

Total annual cost savings from implementing NightWatchman™ and SMSWakeUp ($):

1.60

1

80.90 hour{s)

80.00 hour(s)

60.60 / hour

4,800

7.50 hour{s) / upgrade

60.00 / hour
450

52,200

7,500

0.25 hour(s)
66.00 f hour

1,350,060

1,877,400




1. Branch Server Cost Saving Calculations

Server Type

Server Costs

Hardware Cost

Software Costs (per year):

Vendor Support costs(per year)y:
Ongoing Management Costs {per year):

internal IT Resource Cosis
internal Server Admin Costs:

Gross forecast ongoing cost saving

4 4 4 4

Amount

HP ML 300

* Note - No replacement cost is used in buginess case

1. User downtime cost savings

User dowrtimne - using 050 rebuild method
Nusnber of System rebuiids per month:

Cost of user downtime per kour:

Total current user downtime per year:

Total cost of user downtime (current):

User downtime - using OSPlusPacik

MNumber of System rebuilds per month:

Cost of user downtire per hour:

Total current user downtime per year:

Total cost of user downtime (proposed):

Cost Saving - user downtime:

2. PC image cost savings

Cost to Image PCs from the manufactirer

New builds per month:

Cost per machine to apply corporate image from manufacturer
Total cost to apply corparate image from manufacturer per year:

Total cost to apply corparate image from manufacturer (current):

{:ost Saving - PC Image:

¥ Number of
SMS servers Total
649 60 38,960
266 60 15,980
143 60 8,580
33 60 2,000
& £5,520
§ 28800 / year
$ 84,320
uso (s
3
£0.00
1432.0 hours
96,500
35
50.00
872.0 hours
$,720
89,880
LS (5}
80
25.00
24,000
24,000
24 000



3. ITResource Cost Savings USD 5

Current IT Resource fime ulilised:

Numbar of System rebuilds per month: 35
Total Engineer/Support time used per year: 1,960.00 hours
I¥ Resource Cost per hour: 60.00
Total cost of IT resource {current): 117,600

Proposed IT Resource fime ulilised:

Number of System rebuilds per month: 35
Total Engineer/Suppor time used per year; §65.08 hours
IT Resopurce Cost per hour: . 60.60
Total cost of IT resource [proposed): 39,500
1T resource cost savings per year: 77,700

Total annual cost savings from implementing Nomad Enterprise with OS deployment ($): 285,900
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PRESS RELEASE

1E WakeUp(TM) and Nomad Enterprise Software Used by
Microsoft for Added Windows Management Abilities

BARCELORNA,. Bpain. Moy 06, 2008 (BUSINESS VARE) — 1E. a leading provider
of Windows management software and senices, today announced at the
TechEd ENMEA 2008 conference that Microsoft hes signed an agreement to
license 1E Wakelp 5.5 and Nomag Enterprise acrass more than 200.600
desktop PCs used within Microsoft.

1E Momad reduces ihe number of servers required for branch offices and low
bandwidth locations as well as providing advanced internel management
capabilities for the desktop and mobile client estate. PC availability and
refiability is also critical fo employees as unmanaged PCs are an expensive
probiem. It therefors pays to ensure management clients remain operational
and 1E WakeUp sobies this chaflenge. WakeUp's Computer Haalth functienality
perisdically runs tests and applies fixes dosigred to improve availability,
refiability and perfarmance as tests can be tailored to match desktop buitd and
applications. 1E Waketlp groups problem machines and if configured to do so,
avtomatically stans a repair.

Sumir Karayi, CEO of 1E rernarked. ™E and Microse® have been working
together far over & decade to deliver soiutions to ouwr mutual custorers that

Page Break

reduce the cost of managing Windows environments. We are delighted to
cantinee kuilding our strong pernership with Microsoft and throughout this
project haue worked coliaboratively together. to further improve Cemputer Health
functionality provided through our 1€ Wakelp 5.5 solution. The addiion of
Momad Enterprise will enable Microsofl to seduce the number of servers across
their orgenization and hetter manage their clients ever the internet in a highly
cost effective manner.”

“The System Cenlar suite delivers centralized systers management
capabilities for the enterprise which are further extended by pastners such as
1E, whom we have worked closely with over the years on the development of
sclutions,” said Brad Anderson. genaral manager. Managament and Senices
Divigion at Micresoft Corp. "After interaally testing the 1E sofbwvere across
§G,900 of our own cesporate computers, we ficensed it for our own deployment
to extend our desktop management capabilities within our infrastructure.”

About 1E

1E£ is a global Winglows Management sofware and serices comparry. Our
expetise in providing leading-adge automation sclutions, which reduce
complexity, management ¢osis and power consumption, bas earned us the
trust and cenfidence of over 10 miflion users across 1.65G businesses in 42
countries woridwide, Customers inciude Allstate insurance, Blue Cross. British
Airways, Dell inc.. HEBC, (MG Investment Management, Marks & Spancer,
Microsoft. Nestle, Reed Elsevier, SABMillsr, Syngenta, the US Air Force on
nehalf of the Pentagon and Verizon Wireless. Please visit www. fe.com.
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phil . rawclifiogle.com
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1E Appendix 4. AT&T Cusiomer Reference

En Esoafiol | Other Lanpuanes | Contact Us

Home = PMepe Room

ATET Lounches New Energy-Saving Software
Company Deploys 1E Might Watchman fo Reduce P Power ConsunmipEion
Dallas, Texas, October 29, 2008

ATET Inc (RYSETY tedey anneunced it iz launching the nightWatchman® PC pevar managemant selutian
from LE on 3310.000 derbiop computsrs acoss itz domestic cparetionsz to help improve enargy efficiency,
Powaring down cerporate POs during nen-verk hours is expected to save ATAT maore than 133 milllen
Lilovtt hours of slscrcity & yesr and sliminats 123,941 tanz of carbon dioxide emissions — aquivelant
ko the slectricity requirad to cowsr 12,252 hamas,

“For tha 1T funchion at ATET, cur empheziz iz doing morg work with lsss enargy aand using products that
a@re minimally impacting the endronmeant,” gaid Rick Felts, ATET senier vice prasident of Infermation
Technology Operations. "Ingtaliing 2 powsr manzgsment gelution builds on our ongeing efforts to drive
enargy effidency inghde our fadlitizs, It alse allevs us to systamatically and safely power down PCs vhile
at the zame time noet compromising our ability to parform sofovare updates as nesded.”

Bumir Karayi, chief swecutive officer of 18, zaids "LE iz proud te work with ATRT on this prepect. Tha
deployment of RightWatchman reflects ATET's commitment te find sustainable business solutions that not
ooy halp the company reduce costs but also help reducs mnvironmanta! impack, Sinee its inception eight
. vears age, HightWatchmzan Bas bass deplovad on mors thian 2.5 millisn machines worldride, helping to

FORTUNE drasticelly reducs OO, emizsions gicbally.”

AMERICA'S MOSBT
2008 AUMIRED COMEANIES
indlusiry Champion — Morked #1. Redudng energy consumption duting nen-peaic howrs iz one way ATET iz sbriving b minfmize the

enviranmantal impact of ita opsrationz, The company ig vorking to sakance ensrgy performancs and
reducs energy conaumption in company buildingz, dats canters, IT systeme and netvorks . ATET has
begun ko uss alternalive snsrgy sourcss such 25 wind and selar powesr, and it consarves natural resvurcas
through waste reduction, recovery snd regveling affarts. ATET alzo halps customers further manzgs thelr
cum enviroamental impant through intelligent use of ATAT producks and services, such az teleoonfersncing,
videa enferencng grd other broadband sprlications,

For mors infermation sbout AT&T 2 auzbainability efferts, plesse visit wvenatt.comizsr.

FIND MORE IRFRRMATION DHNLINE

gamentally Fripndiy -

ATST Eavirpamental Sustainabili Fach Ehpsets Mow T Be B0

Page Break




2educe, Reuze, Recycle

ATET Strmngthens Commitment ke Make STET Web Eiks

Companw, Cuztemers and Communities Mors
Sushainakle ATST Citizmenghin sad Sustainability

Bookmarks and Tags:

@ delitiows m Technerati:
ATET

AbouE ATET

ATET fac. FAUVSET] iz & premier semmunicsbions folding compsny. Tie subsidiaries and sfidistes. ATRT opersting
Compsniss, sre the peovidecr of ATET ssrvices in the inited States and secund the warld. Ameng thelr offerings are
the wond's most adverred IP-Dazad bysiness communicstions Services snd the astion's (eading wirsless, kigh
speer’ Internet sccess and yoive servicas, In domestic markets, ATET is koo for the divectory publishing and
advertizing & lpadership of its Yellow Fsges and YELLOWPAGES. QOM organizations, snd tne ATAT band iz
Fepnmed bo inrovators in such tields as communications equipmsnd, Ag part of ity three-goreen integration strategy,
ATET (5 expsnding ite TV entertainment offerings. In 2008, AT&T again renked Wo. 1 en Fortune magaring's World's
Moat Admired Telecommunicstions Company b5t and Mo, L en Amence's Most Admired Telecemmunicalivns
Company list, Additionst information sbout AT&T ine, snd the produsts and services provided by ATET subsidiaries
and affilNates iz svailsble at wyne.ath com.

& 3008 ATE&T Intellectus! Fropsety. AH rights rezerved. ATET, the ATET lege ans si other marks contained hersin

are trademarks of ATET intelleciual Proparty andlor ATET afflieted companies.

Mebe: This ATRT nswe relesse and obier snacun cements sre svailabla as part of en REF Fead ot wirw.ath comdrss.

& FN03-Z008 ATET Intellectual Promerty. o : SRR
Al rights reeecved, ATRT, the ATET iogo and all ather ATET rmarks contalned hereis are trademarks of
ATET Intelizctual Property andfar ATRT affiliabed companies. Privacy Policy YELLOWBAGES CiOM -
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& Appendix 5. 1E Boclal, BEnvironmental and Ethical Policy

1E wants to show its customers and staff that it is taking its social, environmental and ethical ‘SEE’ responsibilities
seriously. 1E has developed its SEE policy to help ensure that these issues form an integral part of the Company’s
performance management and decision making processes.

1E is committed to engaging with, and supporting, the communities in which it operates. As usual, during 2008, 1E is
making charitable donations to various projects; however the willingness of our employees to engage in community
projects is equally important. 1E seeks to identify charities active in the communiiies where our offices are located
and o work with them fo improve life chances. All employees are encouraged to devote a small amount of work time
each year to support local charities and for 1E's chosen charities the Company will %op-up’ funds raised by
employees. Examples of current ongoing charitable projects that 1E supporis are as follows:

1) British Association for Adoption and Fostering ‘BAAF’,
http:/fwww.baaf org.uk

1E has become a key BAAF supporter committing to a 2 year project focused on
supporting the education of children aged 5-11 in foster care. BAAF has been
working for over 25 years to find loving, permanent families for children in care and
ensure that these children receive the best possible support. There are many
children, particularly boys over 7 years of age, groups of brothers and sisters,
minotity ethnic children and children with special or complex needs, for whom it is
very difffcult, at times impossible, to find a family. An estimated 40% of children
who need to be adopted are never found a permanant family.

ADOPTION -
EFQSTERIMG

2) Manav Mandir Ashram Orphanage
hitp:/Awanw. manavmandir.com

The Manav Mandir Ashram Orphanage in India (located near to our testing
facilities) provides a home for children from families who can no longer look after
them. Although the children receive great care, the orphanage cannot afford to
educate them, limiting thelr fulure prospects.

1E provides educational funds and equipment for the children. In addition to the
basic curriculum, they can also be trained in academic or vocational fields to
increase their employment opportunities. The children are also encouraged 1o
participate in extracurricular activities, such as yoga, music and playing cricket.

3) 1E continues to enter a team into the ‘Microsoft Challenge’ each year. In June this year a team of 6 battle-
hardened 1E employees will participate in this weekend challenge, supporting the National Society for the
Prevention of Cruelty to children ‘NSPCC’,

1E's commitment to saving the planet is unsurpassed by a company of its size. Since 2001 it has been developing its
world revered leading edge software solutions. The Company’s Power State Management suite of products continues

" to be purchased and implemented across the globe by companies and public sector organizations. 1E estimate that

together with its customers it is currently saving over 330,000 tons of CO, emissions each and every year, 1E and
its customers are making a real difference in reducing CO, emissions globally.

1E is a contributing member of the ‘Green Grid’, a consortium of information technology companies and professionais
seeking to fower the overall consumption of power in data centers around the gicbe. The organization is chartered to
develcp meaningful, platform-neutral standards, measurement methods, processes and new technologies o improve
eneryy efficient performance of global data centers.



Internally 1E has launched its ‘Green Awareness’ initiative to s employees. 1E actively purchases only
environmentally-friendly products wherever possible, including recycled paper used in all business processes. 1E
won an award for office recycling in its head office, saving the equivalent of 21 frees in paper recycling. Other
examples of internal actions include: increased visibility and availability of paper and metal recycling facilities within
the office; encouraging staff to work from home, share cars, cycle or use public transport wherever possible. As part
of this initiative, 1E recently launched the government approved ‘cyclescheme’ encouraging all of its employees to
cycle to work. These initiatives have had a real impact in reducing the numbers of 1E staff travelling to work in their
own car, with more than 60% of staff now travelling to work without their own vehicle. ’

1E firmly believe that the only way to reduce carbon emissions into the environment is to take positive actions to
reduce actual consumption. While acknowledging the benefits of carbon offsetting schemes, 1E believes that real and
sustainable reductions in carbon emissions take place by taking positive actions {o reduce consumption.

1E continues to develop its ethical policies in line with best practice and is committed to transparency in all its
operations. It is 1E policy to communicate openly about its business practices and to be accountable for its actions.



1E Appendix 6. 1€ Software & Maintenance Standard Terms &
Conditions

Please note; 1E Terms & Conditions can be accepted with an Agreement Addendum if State of West Virginia
requires this in order for the State’s interests to take priority.

SCHEDULE 2

TERMS AND CONDITIONS

1.1

DEFINITIONS AND INTERPRET ATION

In this Agreement inciuding the Schedules the foliowing words shall have the
following meanings:

“Additional Charges”

means 1E's rates from time to fime for work undertaken on & time and materisls or
fixad basgis;

“Agresment”

maans the Agreement in which each and every Schedule referred to in the
Agreament inciuding this Schedule is included;

“Business Day™

maang any day other than Saturdays, Sundays or public holidays in England;
“Commencement Date”

means the date of this Agreemant, as indicated in Schedule 1;

“Concurent Users”™

moans the users who are permitted to have simuitansous use of the Softwara in
accordance with the terms of this Agreement, the number of which is specified in
Schedule 1;

“Consuitancy Charges”

means 1E's fees for providing Consultancy Services, as set out in Scheduie 1 and as
the same may be varied in accordance with Clause 4.11;

“Consultancy Services”

means the consultancy services to be provided by 1E if agreed by the Parties and as
set outin the SOW;

“CPI-U"

means the Consumer Price Index for alf urban consumers (or such other index as
may be published from time to time by the United States Bureau of Labor Statistics);

"Force Majeure”

maans the following: Acts of God; autbreak of hostilities, riot, civil disturbance, acts of
terrorism; an act of any government or authority (ncluding refusal or revocation of
any lcence or consenty fire, explosion or fleod; power failure, fallure of
talecommunication lines, fallure or breakdown of plant, machinery or vehicles, and
any calse of ciicumstance whatscever bayond the reasonable control of a Party;

“Group”

means in respect of either Parly, that Parly and any direct subsidiary or holding
company of such Party, and any subsidiary of any such holding eompany or any
company in which a Parly holds 50% or more of the shares;

“Initial Maintenarce Term”

maeans the initial perfod duing which 1E provides the Maintenance Services as
specified in Schedule 1;

“Intellectual Property Rights”

means all invenfons {whether patentable or not), patents, utility medels, designs
(both registered and unregistered and including rights in  semiconductor
topographies), copyright, database rights, tade and service marks (both registered
and unregistered) together with all applications for, right to the grant of and
extansions of the same, and all other intellectual and industrial property including but
neot limited to all simitar or analogous rights throughout the werld, in each case for the
full term of the relevant sight;

“Licence Fee”

means the fee payable by the Licensee o 1E for the Licence as specified in
Schedule 1;

“|icensed Software Materials”

means the Softwara, the Software Documentation, the New Releases, any
Updates and any fixes created during the provision of the Malntenance
Senvices;

“Maintenance Fee"”

means the annual fee payable to 1E by the Licenses for the Maintenance
Services as sat out in Schedule 1 and as the same may be varied in
accordance with Clause 4,4;

“Maintenance Services”

maans the services to be provided by 1E in respect of the Scftware as
specifiad in Schedule 3;

“Materials"”

means any and aff know how, wosks of authorship, matsrials, invensons,
davices, processes and discoveries developed, wiitten, modified and/or
produced by or on behealf of 1E (including without limitation by any sub-
contractors, consultants, employees and agents acting on 1E's behalf) in
relation to or in the course of the parformance of the Consultancy Services
including without limitation any and ali reporis, studies, diagrams, computer
programs, charts and spacifications;

“New Releases”

means & release of a new version of the Softwars thal improves its
functionality and which is deemed by 1E to be of benefit to the Licensee;

“Party"”

means each of the persons identified as paries to this Agreement and jointly
*‘the Parties”;

“Program Error”

means a faylt in the Software diagnosed and rectified by 1E;

“Scope of Work Agreement (“SOW")”

means the consultancy sewvices provided by 1E and specified in Schediie 4;
“Services”

means the Consultancy Services and the Maintenance Services to the extent
such are provided by 1E under this Agreemeant;

“Software”

means the scftware programs in object code form identified by tifle and
reference humber in Schedule 4;

“Software Documentation™

means the instruction manuals, user guides and other information In respect
of the Scftware to be made available by 1E at its diseretion to the Licensee In
either printed or machine readabls form;

“Software Specifications”

means the technical specifications from time to time published by 1E in
respect of the Software;



1.2

1.3

1.4

241

2.2

23

3.1

4.1

4.2

“Updates”

means an update to the Software provided pursuant to the Maintenance Services;
and

“iigg”

mgans tha copying or transmission of the Software or (where in machine readable
form} the Software Documentation for use in accordance with the instructions
contained in the Sofiware or (as the case may be) the Software Documertation.

Ins this Agreement unless the context requires otherwise;

121 the singular includes the plural and vice versa and any gender includes any
other gender;

122 references 1o Clauses and Schedules are o clauses of, and schedules to,
this Agreement;

1.23 any reference to an enactment, order, regulation or other similar instrument
includes a reference to that enactment, order, regulation or instrurment as
from time 1o time amended, extended or re-enacted; and

124 raferences  to  persons include bodies corporate, unincorporated
agsociations and parinerships, and any reference to the Parties inciude
their  respective successors, permilted assigns  and  personal
Tepresentatives,

The headings of this Agresmant are for ease of reference only and shaff not affect its
interpretation or construction.

Ir: the event of & conflict between any of the terms of this Agreement including its
Schedufes and appendices, the confiict shall be reselved accerding to the foffowing
order of prierity:

141 the Schedules of this Agreement;
1.4.2 the Clauses of this Agreement; and

143 the Racitals,

"GRANT OF LICENCE, ACCEPTANCE AND PROVISION OF MAINTENANCE

SERVICES

1E in consideration of the payment by the Licansee of the Licence Fee and from fime
ie time the Maintenance Fee and Consultancy Charges in accordance with Clause 4
below hereby:

2.1.1 grants to the Licenses a non-exclusive, norrtransferable, world-wide and
{subject to Clause 15) perpetual licence o Use the Scitware (and where
appropriate the Software Documentation, any New Releases and any
Updates} and to possess and refer to the Softwara Documentation (the
“Licence™); and

212 agrees o provide the Maintenance Services,

in dl cases in accordance with and subject to the terms and conditions of
this Agreement.

1E may from tirme to time produce New Releases of the Software and offer such New
Releases to the Licensee.

The lLicensee acknowledges that it has already evaluated the Software and
accordingly the Software shail be deemed to be accepted with effect from delivery of
the Software to the Licensee.

TERM
This Agreement shali commence on the Commencement Date and shall confnue;

311 in force in respect of the Licence unless or until terminated by either Party
in accordance with the provisions of Clause 15; and

332 in respect of the Maintenance Senvices for the Initial Maintenance Term
unless or untl tarminated in accordance with Clause 15, provided that the
Licensee shall have the oplion to extend the term of this Agraement in
relation to the Maintenance Sarvices, on the same terms and conditions as
are contained herein, for addifional periods of twelve (12) months upon
paymant of the Maintenance Fee to 1E, such payment to be made no jess
than thirty {30} days prior to the expiry of the initial Maintenance Term or
each anniversary thereof.

CHARGES

All amounts payable under this Agreement are exclusive of federal, state and local
sales and use taxes, which shall be paid by the Licensee at the rate and in the
mannar for the ime being prescrived by law,

The Liconce Fee shail be payable by the Licensees within thirty (30) days of the date
of 1E's inveice.

4.3

4.4

4.5

4.6

47

4.8

4.9

4.1

pars

5.1

62

The Maintenance Fee shall be levied by 1E annually in advance with effect
from the date of this Agreement and shall be payable by the Licenses within
thirty (30} days from the date of 1E's invoice.

1E shall, upon thity {30} days' wwitten nofice to the Licensee in every
succassive petiod of twelve (32) months duing the currency of this
Agreement, be entited to vary the Maintenance Fes by an amount equaf 1o
the higher of 5% and the rate of increase in CPI-U.

Additional Charges {if any) shafl be levied by 1B monthly in arrears and shali
be payable by the Licensee within thirty {30} days from the date of the
refevant involce.

All payrrerts shall be made in the currency as stated in Schedule 1 and by
glectronic paymant to the bank account specifiad in Schadute 1.

If the Licensee fails to pay 1E any sum due within 15 days of that date due
pursuant to this Agreement on the due date then, without prejudice to any
other tight or remedy available to 18

4.7.1 at its sole discretion, 1E shall be sntifed to suspend or terminate
the provision of any Services immedlately, and

4.7.2 the Licensee wif be liable to pay interast to $E on such sum from
the dus date for payment at the rate of the lesser of 1.5% per month
or the maximum rate permitied under applicable law, accruing on a
daily basis uniil payment is made, whather before or after any
judgment.

Ary and all sums payable to 1E under this Agreement shall become due
forthwith on termination of this Agreement for any reason.

It any federal, state or local sales or use tax (or its equivatent) is legally due in
relation to the Software, 1E shall separately bifl such tex on its invoica. The
Licensee shail pay 1E for such tax or, if such tax is not applicabls 1o the
Softwars, the Licensee shall provide appropriate exemption staterments and
any necassary information required by the applicable taxing authority.  All
other taxes, including but not limited %o federal, state and local income taxss,
franchise taxes, gross receipt laxes, faderal, state and fosal sales and use
taxes and property taxes shall be the respensibifity of the party whe incurs the
tax liability.

For the avoldance of doubt, if the Licensee is permitied to sub-license the

Software,.it shall be liable in respect of compliance with all relevant tax and

export laws and applicabie iegislation arising from any and all sub-ficensing.

i a payment due from the Licenses is subject to tax {whather by way of direct
asgoserment or withholding al its source), 1E shall be entitted to receive from
the Licenses such amounts as will ensure that the net receipt, after tax, to 1E
in respect of the payment is the same as it would have been were the
payment not subject to tax.

i 1E provides Consultancy Servicas then:

4.14.1  the Cohsultancy Charges shali be payable by the Licensea within
(30) thirty days of the date of 1E's invoice;

4,142 the Licenseo shali relmburse all reascnable expenses which have
been approved by the Licensee and incured by 1E in the provision
of the Consultancy Sarvices within thirty {30) days of receipt of an

invoice plus supperting documentation; and

4.14.3  1E shall, upon ninety (8Q) days’ written notice to the Licenses be
entitfed to vary the Consultancy Charges with the agreament of the

Licensee.
MAINTENANCE SERVICES

With affect from the Gommencament Date and subject 1o the Licensea paying
any and all Mainterance Fees as they become due, 1E shall provide the
Maintenance Services specified in Schedule 3 subject to the terms and
condifions of this Agreament, Mainterance Services shall comprise support
in accordance with the provisions of this Agreement and the release of
Updates as 1E may deem necessary in order to remedy Program Errors or
ingrease functionality.

1E shall not be liable to provide Maintenance Services:

5.2, inzespect of Software that is rot properly licensed pursuant to Clause
2.10of this Agreement;

5.2.2 if the Licensee is operating the Software on a Micresoft platform
whereby the applicable version of ‘Microsoft Windows™ or ‘Microsoft
SMS' or 'Microsoft MOM" or Microsoft Systern Center’ or any other
relevant Microsoft platform is not, or ceases at any time o be,
supported by Microsoft Corporation; of

523 If the Licenses is not in cenformity with the mirdmum technical
requirements and prerequisites set out in the Software Specifications;
or

5.24 inthe circumstances sat cut in clauge 5.9,




53

54

55

5.8

57

58

58

5.10

5.1

p

592

6.1

6.2

6.3

8.4

8.5

Maintenance Services shall not include the diagnosis and rectification of any
Program Error resufting from:

53.1 the improper use, operaion or neglect of either the Software or the
aquipment upor: which the Software is instalied or used:

532 the failure by the Licensee to implement recommandations in respect of or
solutions to Program Errers previously advised by 1E;

533 any repalr, adjustment, alteration, merger or modification of the Software by
any persen other than 1E without 1E's prior consent;

534 any breach by the Licensee of any of its obligations under any maintenance
agreement in respec! of the equipment upon which the Sofiware is instatied
or used; or

535 any failure, accident, neglect or misuse of equipment, software or media not
supplied by 1E.

Subject to Clause 5.8, 1E may at its own discretion upon request by the Licensee
provide Maintenance Services notwithstanding that the Program Error results from
any of the circumstances described in Clause 5.3 gbove,

1E shall be antitled to levy Addifional Charges, subject 1o the prior written request of
Licenses for:

55.1 Maintanance Services provided pursuant to Clause 5.4;
552 the provision of any othe? services by 1E not specified in this Agreement; or

553 any Maintenance Services provided outside of the Maintenance Hours,

-

1£ shall provide Maintenahce Services for New Releases {if any). Updates shail be
provided pursuant to the Maintenance Sesnvices.

The Licensee shall allow 1E all necessary access o the Licensee's premises where
this is required to grovide the Maintenance Services under this Agreement. The
Licensee shafl take ail reasonable precautions to ensure the health and safety of 1E's
smployees or agents whilst on the Licenses’s premises. 1K and its employees shall
to the extent that thay have been so advised by the Licensea observe and comply
with the Licensea’s reascnable heaith and safety requirements applicable to such
premises,

In the event of a disaster or catastrophe totally or partially disabling the Licensee’s
computing or telecommunications capability, whether due to naturai or man-made
causes, 1E shall, at the Licensee’s expense, use reascnable endeavours to assist in
the prompt restoration of such capability, including, but not fimited to, the provision of
emergency replacements of the Software, Maintenance Services and other technical
assistance.

1E will provide maintenance services for the current version of Software, and the one
preceding version of Software for up to twelve (12) months from the date of release
of the current versicn of the Software.

1E may at lts discrotion cease to provide Maintenance Services in respect of any
decommissioned Software ("Unsupported Software™ on not less than six (8) menths
written notice to the Licansee.

if 1E ceases to provide Maintenance Services pursuant to clause 5,10, 1E shail use
all reasenable endeavours to provide alternative software with the same or similar
functionallty as the Unsupported Seftware and such alternative software shall repiace
the Unsupported Scftwere as the Software. If the provision of such altemative
software results in an adjustment to the Licence Fee or Maintenance Fee 1E shal
notify the Licensee of such adjustment. For the avoldance of doubt, no refunds or
credits shaft be payable by 1E if appropriate alternative software is provided.

{f 1E is unabie to provide alternative software or New Releases pursuant to clauses
5.11, no Maintenance Fee shall be payable by the Licensee during the six (6}
months’ notice perlod specified in clause 5,11, and any Maintenance Fees paid in
advance by the Licensee for such Unsupported Soltware during the six (6) months’
notica pariod shali be refunded to the Licenses on a pro rate basis,

CONSHLTANCY SERVICES

Clausas 6.2 to 6.10 and defined terms shell be applicable if 1£ provides Consultancy
Services to the Licensee.

With effect from the Conurencemant Date and in consideraion of the payrmant by the
Licensee of the Charges, 1E shall provide the Constltancy Services.

The Coneuitancy Services shall be specified in the SOW and shall continue for the
period specified in the SOW unless or until terminated in accordance with Clause 15,

The Licensee will assist 1E by previding 1£ with access to such of ils premises and
faciliies together with any Information or assistance which 1E may reasonably
require for the performance of the Consultancy Sesvices,

The Licensee shafi enswre that there are in place ail necessary Hoences and
permissions needed to aillow 18 and its employees, consultants and sub-contractors
to access and use all premises, facilies, computer systerms, materials, information
and other lems as may be appropriate for the performance of the Consultancy
Services in connection with this Agreement,

6.6

6.7

6.8

6.9

6.10

741

7.2

73

7.4

75

76

7.7

7.8

Each Party shalf appoint an authorised rapresentative (specified in the SOW)
whe shall have responsibility for the day to day operation of the Consuitancy
Services.

If the Licenses requests varation to the Gonsullancy Services, 1E shalt
consider such request and, if such request is acceptable to 1E, notify the
lLicensee in witing of its acceplance of the varation to the Consuftancy
Services and the Additional Charges payabie by the Licensee.

In performing the Consultancy Services 1E shall use reasonable endeavours
not to interfare with the operations of the Licensee.

In providing the Consultancy Seivices 1 will exercise such level of skill, care
and diligenee as would ba sxpected from an ocrganisation involved in the
provision of services of & nature simitar to the Consultancy Services.

1 warrants that the Consultancy Sarvices shall be periormed by employees
or subcontractors of suitable quatifications, skills and experience.

PROPERTY AND CONFIDENTIALITY IN THE LICENSED SOFTWARE
MATERIALS

Al Inteflectual Preperty Rights in the Licensed Software Materlals are the
exclusive property of or are ficansed to tE,

Tha Licensee shail not:

7.2.1 sava as provided in Clause 8 below copy the whota or any part of the
Licensed Software Matsrials;

7.2.2 save as required to be permitted by law modify, merge or combine the
whole or any part of the Licensed Software Materials with any other
software or decumentation;

7.2.3 assign, license, transfer, sell, lease, rent, charge or otherwise deal in
of encumber the Licensed Software Materials nor use on behalf of or
make available the sams to any third party; or

7.24 save as fequired o be permitted by law reverse engineer or
decompile the whele or any part of the Licensed Software Materials
from ohject codae inte source code or make any derivative works from
or based upon the Licensed Software Materlals or any part thereof.

The Licensee shail:

7.3.1 repreduce on any copy of the Licensed Software Materials 1E's
copyright and trade mark notices;

7.3.2  maintaln an up-to-date record of tie nuirber of copies of the Licensed
Software Matarials and thelr location and upon raguest forthwith
produce such record to 1E;

7.3.3 only use the Software in accordance with the number of copies
licensed to the Licensee {and as set out in the order form}; and

7.34  without prejudice to the foregoing take ak such other steps as shalt
from time to fime be necessary te protect the Confidential Information
{as defined in Clause 14.1 below) and [ntellectual Property Rights of
1E in the Licensed Software Matetinls.

The Licensed Software Materials, and all fechnical information relating or
preparatory thereto including without fimitaion modules, sub-modules,
programs, sampies, know-how, dala, formulae, processes, designs, drawings,
specifications, inventions, and information concerning the functionality,
faatures, compatibility, errors, performance, speed of execution, architecture
and business legic of or connected therewith, shall be deemed to be
Confidantial Information (as defined in Clause 14.1 below) of 1E.

It any part of the equipment on which the Software is installed becomes
temporasdly inoperable then $he Licenses may use the Software on other
equipment until the original egquipment becomas operabla,

1E and its nominated representatives shall have the right to audit all the
Softwara provided of instailed under this Agreamant and all back-up copies of
the Software 1o ensure that the use of the Software by the Licensee is in
compliance with the terms of this Agreement. Such audit shall take place ho
more than once every twelve (i12) months with effect from the
Commencement Date, and on net lass than twenty-eight (28) days' written
nofice to the Licenses. The Licensee shall provide all reasonable assistance
to 1E as 1E may require in the performance of such audit.

Upon the request of the Licensee 1E shalt enter inte an agreement with NCC
Escrow International of Oxford House, Oxford Foad, Manchester, M1 7ED
{“NCC") for the deposit of the source code of the Sofiware. The terms of that
agresment will be on the standard terms issued by NCC from time o tme,
Tha Licensea shall be responsible for any set up charges associated with
establishing the escrow and for any subsequent charges necessary to
maintain the escrow for the Licenses'’s benefit

The Licensee shall notincrease the number of Cancurrent Users without 1£'s
prior written consent and subject to paying the applicable Licence Fee as 15
shal nolify to the Licenses. The Licence shad immediately notify 1E ¥ the
number of ugers of the Software excerds the Concurrent Users,
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COPYRG OF THE LICENSED SOFTWARE MATERIALS

The Licensee shall be entiled fo make a reasonable number of copies of the
Licensed Software Matarials. Any such copy shall in all respects be subject to the
terms and conditions of this Agreement and shall be deemed to form part of the
Licensed Software Materals,

WARRANTY

Subject 1o the exceptions set out in this Clause 9 and the limitations upon its liability
in Clause 12 below 1E watrants that:

$.1.1 it has the right, power and authority to ficense the Licensed Software
Materiats upon the terms and conditions of this Agreement;

8.1.2 the Software will for a period of ninety {90) days from the date itis delivered
to the Licensee conform to the Software Specifications, and

2.1.3 it wifl parform the Maintenance Services with reasonable skill and care,

The Licenses shall give notice to 1E as scon as it is reasonably able upon becoming
sware of a breach of warranty, ¥ ne such notice Is given within 30 days of the
Licensee becoming aware of a breach of warranly, 1E shall not be liable for such
breach of warranty. The #mited werranty given in Clause 9.1 shall apply only if: (i}
Scftware is used and maintained as directed by all applicable documentation and
instructions and the clalm s unrelated to the negligence, aceident or act of you or any
third-pasty; (i) you have paid 1E alf sums due hereunder; (ili) Software has notin any
way been modilied; {v) the claim is unralated o the faliure of the Software o funclion
in accordance with Software Spacifications, to normal wear and tear o to any
products normally consumad in operation or that have & norrmal life inherently shorter
than the applicable warranty period; {v} there has been operation of Software under
conditiens ne more severe than those for which the Software was designed; (vi} the
claim ie unrelated to force majeure; and (viiy Software has nof been used in
combmation with any softwaze or sther equipment which s not provided by 1E. Also,
1E shall have no Sability to remedy a breach of warranty where such breach arises as
a result of any of the circumstances described in Clauses 5.2 and 5.3 above. In the
evanl of any breach of the foregoing warranty, $E's sole obligation and liabity, and
your sole and exclusive remedy shafl be {1) 1E's exercise of commercially-
reasonable efforts to replace software media or modify the Software so that the
foregoing warranty is true, and (2) thereafter, 1E’s delivery of any modified Software.

WITHOUT PREJUDICE TO THE FOREGOING 1E DOES NOT WARRANT THAT
THE USE OF THE SOFTWARE WilL MEET THE LICENSER'S REQUIREMENTS
OR THAT THE OPERATION OF THE SOFTWARE {(INCLUBING WHERE IN
MACHINE-READABLE FORM THE SOFTWARE DOCUMENTATION) WILL BE
UNINTERRUFTED OR ERROR FREE.

EXCEPT AS EXPRESSLY PROVIDED IN CLAUSE 9.1, 1E MAKES NO OTHER
WARRAANTIES, EITHER EXPRESS OR IMPLIED, REGARDING THE SOFTWARE,
MAINTENANCE SERVICES, CONSULTANCY SERVICES, OR ANY OTHER
PRODUCT OR SERVICE, THEIR MERCHANTABILITY OR FITNESS FOR ANY
PARTICULAR PURPOSE, HIDDEN DEFECTS, DURABILITY, SUITABILITY,
COURSE OF PERFORMANGE, COURSE OF DEALING, USAGE OF TRADE,
NONINFRINGEMENT OR OTHERWISE. EXCEPT AS EXPRESSLY PROVIDED IN
CLAUSE 9.1, THE ABOVE ARE PROVIDED STRICTLY *AS 18" AND 1E MAKES
NO ADDITIONAL SUCH WARRANTIES FOR SUCH PRODUCTS AND SERVICES.
1E DOES NOT WARRANT THAT THE OPERATION OF THE PRODUGTS WILL BE
UNINTERRUPTED OR ERROR-FREE QR THAT ALL ERRORS WILL BE
CORRECTED. LICENSEE SHALL NOT MAKE Off PASS ON ANY EXPRESS OR
IMPLIED WARRANTY OR REPRESENTATION ON BEHALF OF 1E OR ITS
LICENSORS TO ANY ENO USER OR CTHER THIRD PARTY..

1E£ DOES NOT WARRANT THAT THE SOFTWARE WILL. BE COMPATIBLE WITH
THE LICENSEE'S SOFTWARE, HAROWARE OR QTHER EQUIPMENT AND
SHALL NOT BE LIABLE FOR ANY DAMAGE CAUSED TG THE LICENSEE'S
SOFTWARE, HARDWARE OR OTHER EQUIPMENT AS A RESULT OF USING
THE SCFTWARE. THE LICENSEE 1S SOLELY RESPONSIBLE FOR ENSURING
THE SOFTWARE IS COMPATIBLE WITH THE LICENSEE'S SYSTEMS AND
REQUIAEMENTS AND ACCEPTS THAT THE SCFTWARE WAS NOT DESIGNED
TO THE LICENSEE'S INDIVIRUAL REQUIREMENTS,

Licensee specifically agrees to comply with the requirements of alf applicable US

* axport laws including, bis not limited to, the 1.S. Export Administrafion Regulations.

Unless permitted by U.S. regulation or Bxport Licence, Licensee will not export or re-
axport, directly or indirectly, any software or technology received from 1£, or allow
the direct product of the same to be exported or re-exported.

INTELLECTUAL PRCPERTY

If 1E provides Consultancy Services, then during the term of this Agreement, 1E
grants to the Licensee a non-transferable, non-exclusive licence to use any Materials
delivered to the Licensee by 3£ pusuent to the provision of the Constitancy
Services which use shall be in a manner consistent with the terms and cordditions of
this Agreernant and limited to the scope of usage set out in the SOW, For the
avoidance of doubt, the Licensae shall not be entitled 1o grant to any other person the
right to use the Materials or any intellectual Property Fights.

10.2 The Licensee agrees that should any right {including any moral right), tide or interest

n any of the Intellectual Property Rights or any goodwill arsing out of the use thereof
become vested in it or any of }ts employees, sub-contractors, consultants or agents
{by aperation of law or ctherwise} then, 1o the extant that such rights have vested in
the Licansee, it shall hold the same on trust for 1E and in any event the Licensee
shall upon 1E's reguest and without charge promptly and unconditionally take af
sueh action and execute all such documents andfor procure the taking of such action
and the execution of such documents by any such empioyees, sub-congactors,
consultants or sgents as shall be necessary to assign such right, Btle or interest to
1E.
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INTELEECTUAL PROPEATY RIGHTS INDEMNITY

1E shall inderanify the Licensee against and defend any claim by a third party
that the Software or Materials infringes that third party’s intellectuat Property
Rights. The Licensee shall immediataly notify 1E i it becomes aware of such
a claim and provide such assistance to 1€ as 1E may require in the defence
or settlement of such claim at 1E's expense. 1E shall have the sole right to
conduct the defenca of any such claimand all negofiations for #ts setdement,

In the event that any claim referred to in Clause 11.1 is mads or threatened,
1E may at its option and expense:

11.2.1  procure for the Licensee the right to continua using the Software or
Materials or infringing part thereof; or

11.22  modify or amend the Software or Materials or infringing part thereof
so that it becomes non-nfringing; or

1123 replace the Software or Materials or Infringing thereof by other
software of similar capability; or

11.24 terminate this Agreement on notice and refund a proportion of the

charges paid by the Licensee under this Agreemant, on a pro rata
basis over sixty {60} menths fom the date of this Agreement.

Tha indemnity given under Clause 11.1 will not apply to the extent that any
infringement has arisen directly from:

13,1 any medifications to the Sofiware or Materials which are not
cantermplated by this Agreement and which are made by the
lLicensee withou! 1E's written consent or written: authorisation; or

11.3.2  the use of the Software or Materlals in combination with any other
materials, software, equipment or systems not supplied or approved

by 1E and In a manner not contemplated by this Agreement,

The Licenses shail be under an obligation to mitigate its losses, in respect of
liabilities being indermnified and shall, if requested by 1E, provide svidence to
IE of all steps that it has taken to do so.

EIMITATION OF LIABILITY

1E SHALL NOT BE LIABLE FOR ANY LOSS OF REVENUE, ANTICIPATED
SAVINGS, GOODWILL, REPUTATION QR USE, INTERRUPTION OF
BUSINESS, LOSS OR CORRUPTION GF DATA, OR ANY INDIRECT,
SPECIAL, INCIDENTAL, PUNITIVE OR CONSEQUENTIAL DAMAGES OF
AREY KIND (INGLUDING LOST PROFITS) WHETHER I CONTRACT, TORT
(NCLUDING  NEGLIGENCE), STRICT PRODUCT  LIABILITY  OR
OTHERWISE, EVEN IF 1F HAS BEEN ADVISED OF THE POSSIBILITY OF
SUCH DAMAGES. IN NO BVENT SHALL 1E BE LIABLE FOR THE COST
OF PROCUREMENT CF SUBSTITUTE GOODS. 1E'S ENTIRE LIABILITY
ARISING OUT OF OR RELATING TO THIS AGREEMENT SHALL NOT
EXCEED THE AMOUNTS PAID BY LICENSEE TO 1E HEREUNDER FOR
THE 12 MONTH PERIOD ENDING ON AND INCLUDING THE DATE OF
THE CLAIM.  THE FOREGOING LIMITATIONS OF LIABILITY SHALL
APPLY EVEN IF ANY REMEDY AVAILABLE TO LICENSEE HEREUNDER
15 FOUND TO HAVE FAILED OF ITS ESSENTIAL PURPOSE.

For the aveidance of doubt, the Licensee agrees and acknowledges on its
own behalf and on behalf of ali of members of the Licensee’s Group that
nothirig i this Agreement shall aliow multiple recovery by the Licensee and
members of the Licensea's Graup of the sams loss. The Licensee shall be
the only enfity enfifled to pursue remedies against 1E in the event of any
breach of this Agresment by 1E.

The Licensee undertakes to indemnify 1E against any loss suffered by 1E as
a result of any act or omission of a member of the Licensee's Group using the
Software andfor Services which, if such act or omission was by the Licensee,
woutd constitute a breach of any term of this Agreement.

HISK IN THE LICENSED SOFTWARE MATERIALS

Hisk in the Licensed Scftware Materials will pass to the Licensee upon the
delivety of the Licensed Software Materiais to the Licensea. i subsequently
the Licensed Software Materlals are (in whole or in part) destroyed, damaged
or lost 1E wil upon writter request replace the same.

CONFIDENTIALITY

Without limitation to obligations of confidentiality i respect of the ticansed
Software Materials under clause 7, neither Party shall use, copy, adapt, alter,
discloge or part with possession of any information or data of the other Party
which is disclosed or otherwise comes into its possession directly or indirectly
as a result of this Agreement and which is of a confidential nature
("Confidential Information”) without the prior written consent of the disclosing
Parly except as strictly necessary to parform its obligations or exercise its
rights under this Agreement.

The recsiving Party undertakes not to disclose any Gonfidential information of
the disclosing Party to any third party other than employees, professional
advisors and approved sub-contractors of the receiving Party on a “need to
know" basis enly and o whom disclosure is nacessary for the proper
performance of their duties under this Agreement.

The foregeing cbligations shail not apply to Confidential Infermation that:
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1431  as proven by dated written records, was known to the receiving Party prior
ta recelpt from the disclosing Party,; o

14.3.2  is receivad from a third party without breach of any other confidentiality
arrangements; or

14.33 s or becomes public knowledge other than by breach of this Clause or is
independently deveioped by or for the receiving Party; or

1434 s required to be disclosed by any applicable law or by order of any Court of

compatent jurisdiction or any government body, agency of regulatory body,
1o the axtant of the requirad disclosure, provided that the recelving Party
shall use all reasonable endeavours to give the disclosing Parly not less
than two business days’ written notice of the disclosure and cooperates
reasonably with the disclosing Party, at the disclosing Party’s expense, in
the obtaining of a protective or similar order with respect thereto,

The Parties shall ensure shat their fespective ermployaes, agents and sub-contractors
comply with the provisions of this Clause and are bound by terms and conditions of
use and non-disclosure at least as onerous as those contained in this Clause.

if this Agreement is terminated, the receiving Party shall return or destroy at the
request of the disclosing Party all Confidential Information of the disclosing Party.

TERMINATION
This Agreernent may be terminated:

15.1.1  forthwith by eithar Party upon giving written notice to the other i the other
commits any material breach of this Agreement and which (in the case of a
breach capable of remedy) shall not have been remedied within thirty (30)
days of a written request to remedy the same (and ron-payments of sums

when due to 1E shall be a material breach);

15.1.2  forthwith by either Party upon giving writtan notice to the other Parly if tha
other Party makes or proposes to make any arrangement or composition
with its creditors or has a receiver, administrative receiver, administrator,
liquidator, manager or simiar officer appointed in: respect of ali or any part
of its assets or passes a resolution for winding-up (otherwise than for the
purpose of a solvent merger, consolidation or gombination where the
resulting entity assumes all of tha obligations of the relevant party under
this Agreement), or {in the case of an individual) commits any act of
bankruptey or dies, or (in the case of a partnership) is dissoived, or
undergoes ar suffers any analfogous acts or proceedings undar any foraign
law;

15.1.3 i the other Party shall commit any act of bankruptey, shall have a2 receiving
or bankrupicy order mads against it, shall make or negotiate for any
composition or arangement with or assignment for the benefit of its
craditors or if the other pany being a body corporate, shail present a
petition of have a petition presented by & creditor for its winding up or shal
enter into any fiquidation {other than for the purpose of reconstruction of
amalgamalion}, shali eall any meeting of its craditors, shall have a receiver
of all o any of its undertakings or assets appointad, shall be unable to pay
its debts, or shall cease ta camry on business; or

18.1.4  forthwith by either Party upon giving written notiea 10 the other if the other
shall cease to carry on its business or substantially the whole of its

busiress;

15,15 In respect of the Maintenance Services only, by either Party on not less
than shdy (60} days written notice to the other, such notica not o be given
effective to the expiry of the Initial Maintenance Term, in the event of
termination of the Maintenance Services

{a) 1E will repay 1o the Licenses any fees paid by the Licenses o 5 in
advance for Maintenance Services on a pre rata basis at the date
of tarmination; and

{b) the Licensee will pay to 1E any fees due to 1E for Maintenance
Services on a pro rata basis calculated as al the date of
termination,

Any terrination of this Agreement {however occasioned) shail not operate so as to
affect any acerued rights or liabilities of either Party.

Within fourtean (14) days of the termination of this Agreement (howsoever ard by
whomsoever accasioned) the Licensee shall return or destroy (as 1€ shall instruct)
all copies of the Licensed Software Materials in its pe ion and a duly
authorised officer of the Licensee shall certify in writing 1o 1E that the Licenses has
camplied with such ebiigation,

if 1£ has provided Consuitancy Services then prompsy after the date of termination
or axpiry of this Agresment, £ will deliver a final invoice to the Licenses in respact
of Consultancy Services rendered and the licensee will pay the same in
accordance with Clause 4.

FORCE MAJEURE

Maither Party shali ba liable fo the other Party for any delay of non-performance of
its obligations under this Agreement to the extent that its performance s Interrupted
or prevented by Force Majeure.

Such delay or failure shall not constitite a breach of this Agreement and the ime
for performance shall be extended by a perod equivalent to that during which
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performance is so pravented provided that if such delay or failure persists
for ninety (90) days or more, the Party not affected may, at its option and if
it is reasonabla for # to do so, terminate this Agreement by giving fourteen
{14} days written notice to the other Pasty.

WAIVER

Any failure or delay on the part of either Party to exercise any power or right
under this Agraement shall not operate as a waiver of it, nof shall any single
or partial exercise of any such right or power preclude any other or further
exercise of the right or power. Any of the rights and remedies of either Party
under this Agreement may at any time be enforced separately or
concurrenty with any other rights and remedies, whether under this
Agreement or arising by oparation of law with the efiect thal the rights and
remedios are cumulative and not exclusive of each other.

NOTICES

Any nofices required to e given under this Agreement shaf be in wiiting
and delivered personally or by internationatly-recogrized overnight
commereial courdar o ransmitted by facsimile 1o the Parlies at the address
specified in this Agreement.

Any notice served by:
18.2.1 parsonal defivery, shall be deemed served at the ime of defvery;

18.2.2 courier, shall be deemed served at the start of the fifth business day
after posting; and

18.2.3 facsimile, shall be desmed served on the day of transmission (or
the next following business day if #ansmilted outside the Party's
normal working hours) provided that the sender shall have received
a transmission report indicating that aff the pages of the notice have
besn fransmitted to the correct tacsimite number.

Any Party ay change any detalls of its address or facsimile number by
notice in the manner described abave.

SEVERABILITY

if any term or provision of this Agreement or #s application to any Party or
circumnstances .shall, to any extent, be invalld or unenforcesble, the
remainder of this Agreement or the application of the tarm or provision fo
any other Party or circumstances, other than those as to which it is already
invalid or unenforceable, shall not be affected, and each term and provision
of this Agreement shall be valid and enforceable to the fullest extent
permitted by law. The Parties shall negetiate in good faith to replace any
invalid or unenforceabla provisions by substitute previsions.

ENTIRE AGREEMENT

This Agreament constitutes the entire agreement between the Parties with
respect to the subject matter hereot and supersedes and invalidates all prior
oral of written communications, understandings, representations or
warranties relating 1o the subject matter hereof,

Each Party warrants to the other that #t has not relied on any such
corynunications, understandings, representations or warranties in entering
into this Agreement.

Notwithstanding anything contained herein to the contrary, the provisions of
Clauses 4, 7, 12, 14 and any other Glauses which ara intended to survive
expiration of termination shall survive the expiration or termination of the
Agreement for any reason and shall continue in full force and effect
thereafiar.

ASSIGNMENT/SUB-CONTRACTING/AGENCY

Save as stated herein, neither Party shall be entited to assign, sub-contract
or stherwise transfer its rights or obligations under this Agreement whether
in whaole or in part without the other Party’s prior writters consent (not to be
unreasonably withheld), save that 1E shall be entitled to assign its rights
hereunder {in whole or i part) to any member of 1E's Group. 1E shall have
the right to sub-contract its obligations under this Agreement provided that
1E shefl remain primarily respensible to the licensee for all the acls and
omissians of the sub contractors as fully as if they were the acts and
amissions of 1E,

THIRD PARTY AIGHTS

A person who is not a Parly to this Agreement shall have no rights under
this Agreement.

PUBLICITY

Subject to Clause 23.2, the Parties agree to keep confidential the terms of
this Agreement, and neither Party shall make any announcement in reiation
to this Agreement or otherwise publicise its existence or its contents oF use
or refer to the name, trade mark or trade name of the other Parly in any
disclosure without the prior written consent of the other Parnty,

Each Party agress the folfowing:
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23.2.1  to provide the publicity (if any) as specified in Schedule 1 {if applicable),
and

2322  notto unreasonably withheld its consent to the other parly publicising this
Agreement, either by refarenca, case study or other means.

1E shall be permitted to use the Licensee's name in its marketing and promotional
materials, including but not limited to 1E's website.

AMENDMENTS

No amendment to this Agreement whethsr oral or writtens shall be binding on gither
Party untess in writing and signed on behalf of the Parlies.

GOVERNING LAW AND JURISDICTION

The substantive, and rot conflicts, iaws of the State of New York shalt govern this
Agreamant. The Parties expressly disclaim the applicability of, and waive any rights
based upon, the Uniform Computer Information Transactions Act or the United
Nations Convention on: the Sale of Goods. Nothing stated in 1his Agresment will
prejudice or limit the rights or zemedies of either Party to anforce any award or
dacrea under the faws of any iurisdicton where properly or assets of the other
Party may be located.

A claims or disputes arising out of or in connection with this Agreament shall be
hoard nen-exclusively by any of the lederal or state courl{s} of compstent
jurisdiction located in the Boreugh of Manhattan, Mew York City, New York, United
States of America. Each party consents to the jurisdiction: of such calxts.

Any action against TE must be brought within one year after the event giving rise to
the claim or be barred forever.

SPECIAL CONDITIONS

Where special cenditions are included as part of this Agresment they shail apply
equally with these, except thal where thers is any incensistency batwezen these
conditiens and the special condions, the speciai conditions shall apply.

NON SOLICITATION

The Parlies agree that during the period in which this Agreement is in place and for
12 months after the dase on which this Agreement is terminated or expires, neither
party shall directly; solicit, endeavour to entice away, employ or offer to emiploy dny
director, officer o employee of the other Parly, whether or not that persen would
commit any breach of his or her contract of service in jeaving his or her
eimpioyment.

HEALTH AND SAFETY

1E shall use reascnable endeavours 1o ensure that any of #s employees o
consultants who are involved in the provision of the Services shall comply with any
heaith and safety policies and procedures of which the Licensee has made 1£ fully
aware,

The Licensee shall ensure that ali premises, facilities or other equipment which
shaill be made available 1o 1 under clause 2 or otherwise shail comply with ail
relavant heaith and safety legislation and any other applicable laws,

29 STATHE

29.1

28.2

Each parly to this Agreement is an independent corractor. Mo provision of this
Agreemsn or any act of the parties pursuant to this Agreement will be construed to
exprass or imply a joint venture, parinership, or relationship other than vendor and
purchaser of the Services. No employes, agent or other representativa of either
party will at any time be deemed to be under the contral or authority of the other
party, or under the joint control of beth parties,

Maither party has the right to commit the other to any legally binding cbligation of to
hold the other party’s personnel {whether such personnel are employees, sub-
cohtractors, consuitants of otherwise) out as its personnal.
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1E Appendbt 7. 1E Premisr Support

Please note; upgrade packages including TAM support services are available at additional investment. To upgrade
this package or to receive full information please contact vanessap @ 1e.com




1E Premier Support Process

1E Technology Support Cenire

/
§
o G O E E G A O O B G R Ol O i G EE ER




1E Premier Support Process
Document version 1 revision 0
Copyright @ 1E LTD 2008

All rights reserved. No part of this document shall be reproduced, stored in a retrieval system,
or transmitted by any means, electronic, mechanical, photocopying, recording, or otherwise,
without permission from 1E LTD. No patent liability Is assumed with respect to the use of the
information contained herein. Although every precaution has been taken in the preparation of
this document, 1E and the authors assume no responsibility for errors or omissions. Neither is
liahility assumed for damages resulting from the information contained herein.

Trademarks

1E LTD namae is a registered trademark of 1E LTD in the UK, applied for in the US and EC. 1E
LTD device is a registered trademark of 1E LTD in the UK, US, EC and Australia.

1E Technology Support Centre - 1E Premier Support Process




Contents
Contents
1. Introduction 0 T g
1.1 1E Technotogy Support Centire .........
2.7 1E Premier Support Model’ "~ U 4
2.1 INTOrMAation SeIVECES.. .ot s e e e ra e 4
2.2 MNOLIFICATION SEIVICES 11vviiiisicrirsarairinersaieirr et tiia it ot bvas s it s retsbarsanntaarmassasrersrrnsann 4
2.3 RE=lw T o= I P o o Lo PPN resisiscneneans 5
2.3.1 o133 0] Tel gl 1<t Yo 41214 10t o IR TOPU PPN S 5
2.3.2 Service Hours........... g P 5
2.3.3 Product Maintenance Support Lifecycle .rvnieriecennn.. ferarearia et e enns 5
2.4 Contact Details .....occvviniiiianniiinrninnanss fe e Eaeeraeu v h e st et i e e e s e e e e 6
2.4.1 P1 Critical and P2 Serious INCIABNTS .ouvvvsivrivrsre e rnr i &
2,42  P3 Moderate and P4 Minor INCIAENES ....vovcoveieeerisieireenirennns v IS 6
2.4.3 Required information 10 100 @ CaIE oooiiii i e e e 6
2.5 Incident Priority and Response TIMES ....civrvreenranareeas S 7
2.6 Escalation Path ........oooiieveenneens L I ILTIOT LI OTP LI REY 8
Support Team escalation PrOCASS . iiiveiiiviars v s rraree et e an e 8
2.7 Customer Care & Escalation POINt (.o e s rae e 9

1E Technology Support Centre - 1E Premier Suppott Process



Introduction

1. Introduction

This document describes what you should expect as a customer, from the 1E Technology
Support Centre Premier Support level.

1.1 1E Technology Support Centre

The 1£ Technology Support Centre (TSC) is responsible for all Post Sales and Technical Support
activities and has been modelied on the ITIL framework of best practice approaches, intended to
facilitate the delivery of high quality IT operations and support.

The Premier Support level offers 1E customers the following services:
¢ Accouni Management & Notification

+ Information Services

«  Teachnical Support
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2. 1E Premier Support Model

This sectioh gives information on the services, schedules and response times provided by the 1E
Premier Support level,

2.1  Information Services

The Technology Support Centre provides customers with information on 1E products through
the following channels:

«  Support online at: htto://www.le.com/support/
o Product FAQ's

o Product Troubleshooting
o Evaluation guides
= Support online downloads at hitp://www. ie.com/Downioads/Index.aspx
o Software Evaluations
o Free software tools
o Whitepapers: Including Administrator, Instaliation and Evaluation Guides
¢ 1E product published articles and solution presentations

+ Release news

2.2 Notification Services

1E Marketing and Customer Relations work closely with the Technology Support Centre to
ensure customers are kept up to date with new product launch and maintenance update
notifications.
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2.3 Technical Support

1E support is based on the ITIL framework of best practice approaches, making it easier to
deliver high quality IT services. The goal of 1E Support is to restore services as quickly as
possible with minimal disruption to its customaers.

2.3.1 Support Description

Initial Response

Initial Response responds to all incidents raised with 1E Support, recording all
necessary details to log the incident and directing the call onto the relevant support
team.

Incident Management

An incident Is termed as any event which is part of the standard operation of a service
and which causes, or may cause, an interruption to, or a reduction in the quality of that
service,

Incident Management provides the following services:

+ Incident identification, investigation, diagnosis and resolution

Problem Management

A problem usually results from common symptoms in multiple Incidents, or a single
Incident for which the cause is unknown, but for which the impact is significant,

Problem Management provides the following services to identify route cause:
» Escalation route to the Incident Management team
. Identify the root cause of issues ‘

¢ Replicate customer issues in 1E offices, or at customer site if necessary

Sustained Engineering

The Sustained Engineering team work directly with Problem Management, providing the
following services:

« Ongeing product maintenance

« Program break/fix escalation from Problem Management, from Monday to
Friday during business hours (08:30zam to 18:00pm GMT)

2.3.2 Service Hours

Business days

Premier Support operates from 08:30am to 22:00pm, Monday to Friday, excluding UK bank
holidays.

Program break/fix escalation from Problem Management, from Monday to friday during business
hours (08:30am to 18:00pm GMT)

2.2.3 Product Maintenance Support Lifecycle

Product maintenance provides previous version support, for up to 12 months from the release
date of the current product.

Customers will be proactively notified of the next version product release date.

1E Technology Support Centre - 1E Premier Support Process
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2.4 Contact Details

Customers may log calls with 1E Premier Support in the following ways:

2.4.1 P1 Critical and P2 Serious Incidents

To ensure response times, P1 Critical and P2 Serfous incidents should be logged by phone on
the following numbers:

USs/Canada (Toli-Free): 1-866-349-4032
UK: 0208 326 3499
PIN code: 3892

2.4.2 P3 Moderate and P4 Minor Incidents

P3 Moderate and P4 Minor may be logged via phone, as for P1 Critical and P2 Serious, or via the
1E web support page, or emall:

«  htto://www, le.com/support/support. aspx

¢ FEmeil support@lie.com

2.4.3 Required information to log a call
1E Support will reguest the following information for logging a call:

« Company name

» - Customers own narme

» Valid email address

» Fixed and mobile telephone number

« 1E product name and version

» Microsoft OS and BackOffice product versions
+ Description of the incident and history

» log files pertinent to the product in question

1E Technology Support Centre - 1E Premier Support Process
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