West Virginia

Purchasing Division

The following documentation is an electronically-
submitted vendor response to an advertised
solicitation from the West Virginia Purchasing
Bulletin within the Vendor Self-Service portal at
wWVOASIS.gov. As part of the State of West Virginia’s
procurement process, and to maintain the
transparency of the bid-opening process, this
documentation submitted online is publicly posted
by the West Virginia Purchasing Division at
WVPurchasing.gov with any other vendor responses
to this solicitation submitted to the Purchasing
Division in hard copy format.
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M |C h | g an Offl ce Of C h | | d ren 'S The State of Michigan Office of Children’s Ombudsman helps protect and improve the lives of

children by investigating complaints regarding Michigan's child welfare system and by

. recommending changes to law, policy, and practice. It needed a better case management
O m b u d S m a n St rea m | | n eS Ca Se system to fulfil its mission to bring greater accountability to Michigan’s child welfare system.

. Adopting i-Sight case management on Microsoft Azure for US Government has improved
Mana g eme n‘t an d Im p rOves efficiency, productivity, and security, empowering the agency to better manage cases from
beginning to end.
Compllance US|ng | Slght on Read the Microsoft Customer Story
| | NV
Microsoft Azure = Microsoft

Products and Services Organization Size Industry Country Business Need
oco —1 Microsoft Azure for US Small (1-49 Government  United States Efficient case
' Government, Azure Cloud employees) management, Data HI]I]HI]
Office of Children’s Ombudsman S e rVi ces

privacy and security
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Everything They Needed — And So Much More

From Mr. Griffith’s standpoint, the Case |Q software offers a
number of key benefits. For one thing, the software is remotely
hosted by Case IQ, so maintenance is not aconcern. The fact
that itis web-based means that users can access the system
securely from the office, at home or on the road; the only
requirement is a computer and an Internet connection (dialup or
better). And Case |Q fraud investigation software is simple to
use, so training time for staff members is minimal.

“Some of our cases might involve three or four investigatorsin
different parts of the state,” Mr. Griffith says. “With Case |Q, they
can each enter their own information separately in the case file
and it will all be logged in chronological order. | or any other
manager can go in and see the status of a particular case, offer
suggestions and direction, see how much time our people have
spent working on a particular case, and have everything
documented inreal-time.”

At Mr. Griffith’s request, the Case IQ software was configured to
send him automatic alerts based on specified triggers, such as
when there has been no activity on a case for 30 days. “That’s
important because it means | can take a look at the case and
make sure there are no problems that are getting in the way of
our investigative work. It gives me much greater supervisory
capability. | can see the whole case at once instead of just bits
and pieces.”

CaselQ

“Inthe past, the lead
investigator or somebody
else would have had to sit
down and manually go
through all of the
informationinafilein
ordertowriteup a
summary. It was very, very
time-consuming, which
meant that people often
got frustrated and took
shortcuts. With Case |Q,
youjust press a button
and the system spitsout a
complete written report. It
saves alot of man-hours
and eliminates duplication
of effort. And the final
resultis more accurate.”

-Gary Giriffith,
Director, Fraud Unit
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The Result

Using Case IQ's built-in reporting capabilities, Mr. Griffith and his Great case management tool

team can also analyze the Fraud Unit's caseload to detect It gives me much greater

patterns of insurance abuse and plan their strategies accordingly. supervisory capability. | can
see the whole case at once

Over time, he says, that should allow them to become much more , , , . )
instead of just bits and pieces.

proactive in dealing with fraudulent behavior.

-Gary Giriffith,
Director, Fraud Unit

Mr. Griffith got all everything his organization needed, and more,
when he chose Case |Q fraud investigation software, the leader in
customizable, web-based investigation software, case
management and complaint-handling solutions. “The Case IQ
fraud investigation software gives me exactly what | need,” says
Mr. Griffith. “It certainly makes my life a lot easier.”

Investigate and Prevent
Workplace Misconduct
with Case lQ

Case |Q helps you investigate, prevent and protect your
company from fraud, harassment and compliance lapses to
lower risk for your organization.

Find out more about how Case |IQ can help your team conduct
more effective investigations and prevent ethics and
compliance lapses.

Book a demo:

0 www.aseig.com

X sales@caseig.com

1-800-465-6089

Copyright © 2023 Case |Q Allrights reserved. Case |Q and the Case IQ logo are registered trademarks of Case Q. 04.23



http://www.caseiq.com

Corporation d/b/a Case 1Q, a Canadian corporation ("Case 1Q”), and

Case 1Q Subscription Services Agreement

This Subscription Services Agreement (this “Agreement”), effective on date on which the last party signs (the “Effective Date”), is by and between Customer Expressions

,a

(“Customer”) for use of the SaaS Application and Professional

Services (each as defined below). Case I1Q and Customer agree as follows:

1.
1.1.

1.2.
1.3.

1.4.

1.5.
1.6.

1.7.

1.8.
1.9.

1.10.
1.11.

2.1.

2.2.

2.3.

2.4.

3.2

Definitions

"Authorized Users" means individuals who are authorized by Licensee to use
the Subscription Services and who have been supplied user identifications
and passwords by Licensee (or by ENC at Licensee’s request). Authorized
Users may include Licensee’s employees, consultants, contractors, and
agents.

“Case 1Q” has the meaning set forth in the preamble.

"Customer Data” means any and all data uploaded, created or otherwise
provided by Customer for use with the SaaS Application.

“Documentation” means any explanatory materials, such as user manuals,
training manuals, specifications regarding the implementation and use of the
SaaS Application (electronic or written) that is provided by Case 1Q regarding
the SaaS Application, as may be updated from time to time.

“Initial Term” has the meaning assigned in Section 6.1.

"Order" means any mutually agreed document referencing this Agreement
that defines the specific SaaS Application licensed by Customer pursuant to
this Agreement.

“Professional Services” means  the  consulting, development,
implementation, training, and other services described in a mutually agreed
statement of work (each, a “SOW”) executed by the parties and made a part
of this Agreement.

“Renewal Term” has the meaning assigned in Section 6.2.

“SaaS Application” means the online, web-based applications and platform
provided by Case 1Q as specifically described on the applicable Order.
“Support Policy” means the policy set out in Exhibit B to this Agreement.
“Term” means the Initial Term and each Renewal Term, collectively.
Retained Rights

All rights, title to, and ownership interest in the SaaS Application and the
Documentation, and any all improvements, modifications and enhancements
thereto (“Enhancements”), including all intellectual property rights in and to
the SaaS Application and the Documentation shall remain vested in Case 1Q.
Except for the rights granted pursuant to this Agreement, Case 1Q retains all
copyrights, patents, trade secrets, trademarks, and all other intellectual
property interests in and to the SaaS Application, the Documentation and any
Enhancements.

Customer retains ownership of all Customer Data while properly accessing
and using the SaaS Application under the Customer's login ID.

The parties acknowledge that the SaaS Application may collect and aggregate
certain de-identified information and data regarding the use and operation
of the SaaS Application by Customer. Customer agrees that Case 1Q may
utilize such information and data as well as any Customer suggestions,
enhancement requests or other recommendations (collectively, “Feedback”)
for any lawful business purpose, without a duty of accounting to Customer
so long as such information, data and Feedback does not identify Customer
or Customer Data. No compensation shall be paid with respect to Case IQ’s
use of Feedback.

Customer grants Case 1Q a non-exclusive, royalty-free license to Use De-
identified Customer data in business intelligence initiatives. “De-identified”
means data that is not attributable to Customer or any individual. “Use”
means analysis for purposes of creating and displaying useful data-based
cross-licensee products and tools, industry, and regional key performance
indicators (KPIs), benchmarks, and statistical results such as averages and
means, for distribution to and the benefit of Case IQ’s customers and
prospects generally.

Grant of Access & Use

Case 1Q hereby grants Customer a limited right to access and to use the SaaS
Application solely for Customer’s internal business purposes and subject to
the limitations set forth in the applicable Order. Customer is responsible for
the telecommunications, broadband and computer equipment and services
needed to access and use SaaS Application. Case 1Q will provide the support
in accordance with the Support Policy during the Term.

Customer will not (i) alter, modify, or adapt the SaaS Application or
Documentation, in whole or in part, in any way; (ii) disassemble, decompile,
reverse engineer, translate or create derivative works of the SaaS Application
or Documentation; or (iii) transfer, distribute, rent, sub-license, or lease the
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3.3.

4.2

5.2.

5.3.

5.4.

5.5.

Saa$S Application or the Documentation; (iv) remove, alter or obscure any
product identification, copyright or proprietary notices from the SaaS
Application or Documentation; (v) except to the extent contemplated by use
of the SaaS Application, upload or provide any information or materials that
are defamatory, offensive, abusive, obscene, of menacing character, or that
violate any third party’s privacy or intellectual property rights; (vi) use the
SaaS$ Application to threaten, defame, bully, harass, or harm persons or their
property; (vii) send, store or distribute viruses, worms, time bombs, Trojan
horses and other harmful or malicious code, files, scripts, agents, or programs
with the intent or effect of damaging, destroying, disrupting, monitoring or
otherwise impairing Case IQ’s or any third party’s network, computer system,
or other equipment, or any third party data contained therein; or (viii) access
the Saa$S Application or use the Documentation in order to build a similar or
competitive product.

Customer is responsible for all activity within the Customer’s account
including content created by the Customer, published and/or communicated
when using the Case 1Q’s services as well as the consequences of any such
content or communication, whether or not actually or expressly authorized
by the Customer. Except to the extent caused by Case IQ’s breach of this
Agreement, Case 1Q is not responsible for unauthorized access to the
Customer Account. Customer shall contact Case 1Q promptly if Customer
reasonably believes that the Customer Account has been compromised,
including any loss, theft, or unauthorized access, use, or disclosure of
Account information.

Warranties.

Case 1Q warrants that during the Term the SaaS Application will (i) perform
materially in accordance with the Documentation and the functionality of the
SaaS Application will not be materially decreased; and (ii) be provided in
accordance with applicable law. In the event of any breach of the foregoing
warranty, Case 1Q will use commercially reasonable efforts to correct the
reported non-conformity and/or breach, at no charge to Customer, or if Case
1Q is unable to do so within a reasonable period, not to exceed thirty (30)
days, Customer may terminate the applicable Order, and Customer will
receive a pro-rata refund of any unearned Fees, based on the date Customer
reported the non-conformance, that Customer has pre-paid for the
Subscription Services.

Disclaimer. EXCEPT AS EXPRESSLY SET FORTH IN THIS AGREEMENT, THE SAAS
APPLICATION IS PROVIDED AS IS, WITHOUT WARRANTY OF ANY KIND. ALL
WARRANTIES, WHETHER EXPRESS OR IMPLIED, INCLUDING ALL IMPLIED
WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR
PURPOSE ARE EXPRESSLY DISCLAIMED.

Billing, Payment Terms & Taxes

The fees payable for the SaaS Application and Professional Services are set
outin the applicable Order. The initial Order is attached to this Agreement as
Exhibit A.

Case 1Q will invoice Customer upon execution of the applicable Order and on
each anniversary of the applicable Order during the Term. Payment is due
within thirty (30) days from the date of the applicable invoice unless
otherwise set forth in the applicable Order. Customer may withhold
payment of amounts disputed in good faith so long as Customer notifies Case
1Q of the dispute prior to the applicable payment due date and provides
supporting documentation.

All fees are exclusive of taxes. Customer is responsible for paying all present
and future applicable taxes of any nature including but not limited to sales,
goods and services taxes and/or value added taxes payable by reason of this
Agreement except for taxes on Case IQ's income, assets or capital,
irrespective of which party is responsible for reporting and/or collecting such
taxes.

If any undisputed amount owed hereunder is more than thirty (30) days past
due, Case IQ may impose a late payment fee not exceeding the lesser of 1%
per month and the maximum amount permitted by law on the undisputed
amount past due.

The SaaS Application shall be deemed to have been accepted by Customer
upon the first to occur of the following: (a) the move of the SaaS Application
from a test environment to a production environment; or (b) the completion
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6.2.

7.2.

8.

8.1.

8.2.

8.3.

of a formal acceptance test which formal acceptance test shall be conducted
on the following terms: (i) Case 1Q shall notify Customer in writing that the
SaaS Application is ready for acceptance; (ii) upon receipt of such notice,
Customer shall test the SaaS Application in a manner it deems appropriate
for a period of up to three (3) weeks; (iii) upon the expiration of such three
(3) week period, Customer shall either certify to Case IQ that the SaaS
Application is accepted or deliver to Case 1Q a written description of any
failure of the SaaS Application to conform to the Documentation; (iv) upon
receipt of such written description, Case IQ shall determine whether any of
such claimed defects are bona fide defects, and, if so, shall proceed to
remedy the same, whereupon the formal acceptance test procedure will be
run. Certification by the Customer that the SaaS Application, is accepted, or
in the absence of such certification, the failure of the Customer to provide
Case 1Q with a written description of bona fide defects in a timely manner,
shall constitute successful completion of the formal acceptance test.

Term & Renewal

The SaaS Application will be provided beginning on the effective date of the
applicable Order (the “Order Effective Date”) and continuing for the initial
term identified on the applicable Order (the “Initial Term”) unless earlier
terminated in accordance with this Agreement.

Upon completion of the Initial Term, the term will automatically renew for
successive one (1) year renewal terms (each, a “Renewal Term”) unless a
different renewal period is specified on the applicable Order. Each party
must provide at least forty-five (45) days written notice if they intend for the
SaaS Application to expire at the end of the Initial Term or the then-current
Renewal Term. The Fees payable during any Renewal Term may be increased
by Case 1Q upon notice to Customer at least ninety (90) days prior to the
expiration of the then current Term.

Data Protection

Case 1Q will implement and maintain administrative, physical, and technical
safeguards designed to ensure that the SaaS Application meets then-current
and relevant industry standards relating to the privacy, security,
confidentiality, integrity, and availability of Customer Data, including by
maintaining a written information security program that includes applicable
policies, procedures, training, and technology controls designed to protect
Customer Data from unauthorized access, use, disclosure, alteration, or
destruction. Case IQ will only use and/or process Customer Data in
accordance with this Agreement and for purposes of providing the Services.
Case 1Q will promptly (and in any event within forty-eight (48) hours) notify
Customer in the event of the occurrence of any unauthorized access to
Customer Data (a “Data Privacy Breach”). Case 1Q will provide as many
details as known at that time (and regularly update Customer thereafter in
writing or by email followed by a written notification) setting out in
reasonable detail, without limitation, the nature of the information
compromised, threatened, or potentially compromised, the specific
information compromised or potentially compromised and of all events
which may adversely affect Case 1Q’s ability to provide the SaaS Application.
Case 1Q further agrees to provide reasonable assistance and cooperation
requested by Customer in the furtherance of any correction, remediation, or
investigation of any Data Privacy Breach.

Indemnification

By Case IQ. Case IQ will defend, indemnify and hold harmless Customer from
and against from and against all third party claims, causes of action, costs,
damages, losses, liabilities and expenses (including attorneys’ fees and costs)
(collectively, “Losses”) made or brought against Customer by a third party
alleging that the use of the SaaS Application as permitted hereunder is in
violation of applicable law or infringes or misappropriates the intellectual
property rights of such third party.

By Customer. Customer shall defend indemnify and hold harmless Case 1Q
against any Losses made or brought against Case 1Q alleging that Customer
Data, or Customer’s use of the SaaS Application in violation of this
Agreement, infringes or misappropriates the intellectual property rights of a
third party or violates applicable law.

Exclusive Remedy. Case 1Q shall have no obligation under Section 8.1 for any
Claim to the extent arising out of or is based upon: (i) Customer’s use of the
SaaS Application not in compliance with this Agreement or the
Documentation; (ii) Customer’s combination of the SaaS Application with
software, hardware, system, data, or other materials not supplied or

8.4.

9.2.

9.3.

10.
10.1.

10.2.

authorized by Case 1Q (unless expressly permitted by the Documentation)
without Case 1Q’s prior written authorization; (iii) Case 1Q’s adherence to
Customer’s written specifications or written instructions pursuant to a
separate SOW or (iv) the Customer Data. In the event an infringement or
misappropriation claim involving the SaaS Application is brought or
threatened, or is likely to be brought or threatened in Case 1Q’s reasonable
opinion, Case 1Q will, at its sole option and expense: (x) procure for Customer
the right to continue to use the Subscription Services, (y) modify the SaaS
Application in a manner that does not materially degrade the functionality of
the SaaS Application functionality, or (z) terminate the affected SaaS
Application and, with respect to such termination, refund the unearned
portion of the applicable pre-paid Fees. Notwithstanding anything else
herein, the foregoing indemnification obligations are Case 1Q’s only
obligations and liability, and Customer’s exclusive remedy, in respect of any
infringement or misappropriation claim.

Process. The party seeking indemnification hereunder shall provide the other
party with: (i) prompt written notice of any claim for which indemnification
is sought; (ii) complete control of the defense and settlement of such claim;
and (iii) reasonable assistance and cooperation in such defense at the
indemnifying party’s expense. Notwithstanding the foregoing, the
indemnifying party may not enter into a settlement of a claim that involves a
remedy other than the payment of money by the indemnified party (which
amounts must be subject to indemnification by the indemnifying party)
without the indemnified party’s written consent.

Confidentiality

Both the Customer and Case 1Q acknowledge that by reason of their
relationship, they may have access to certain information and materials
related to each other’s business, plans, customers, software technology, and
marketing strategies that is confidential and of substantial value
(“Confidential Information”), which value would be impaired if such
information were disclosed to third parties. Both the Customer and Case 1Q
agree that they will not use in any way (other than in furtherance of or as
permitted by this Agreement) neither for their own account nor for the
account of any third party, nor disclose to any third party, any such
Confidential Information revealed to them by the other as such, without
express written permission from the other.

“Confidential Information” does not include information that: (i) is known to
the receiving party prior to receipt from the disclosing party directly or
indirectly from a source other than one having an obligation of confidentiality
to the disclosing party; (ii) becomes known (independently of disclosure by
the disclosing party) to the receiving party directly or indirectly from a source
other than one having an obligation of confidentiality to the disclosing party;
(iii) becomes publicly known or otherwise ceases to be secret or confidential,
except through a breach of this Agreement by the receiving party; or (iv) is
independently developed by the receiving party.

The receiving party may disclose Confidential Information pursuant to the
requirements of a governmental agency or as required by law, provided that
it gives the disclosing party reasonable prior written notice sufficient to
permit the disclosing party to contest such disclosure. If the disclosing party
is not successful in precluding the requesting legal body from requiring
disclosure of the Confidential Information, the receiving party shall furnish
only that portion of the Confidential Information which is legally required and
will exercise all reasonable efforts to obtain reliable assurances that
confidential treatment will be accorded with the Confidential Information.
Termination & Suspension

A party may terminate this Agreement and/or any then current Order for
cause: (i) upon thirty (30) days written notice to the other party of a material
breach if such breach remains uncured at the expiration of such period; or (ii)
upon notice to the other party of a material breach that is not subject to cure
or such longer period as may be mutually agreed in writing. If this Agreement
or any Order is terminated by Case 1Q under this Section 10.1, Customer will
also pay all amounts to become due and owing under the applicable Order;
and if this Agreement or any Order is terminated by Customer under this
Section 10.1, Case 1Q will refund the unearned portion of any prepaid fees.
Case 1Q reserves the right to suspend access to the SaaS Application if (a)
Customer has undisputed amounts more than 5 business days past due; (b)
Case IQ reasonably determines that Customer or any its Authorized Users are
in breach of this Agreement; or (c) Case IQ reasonably determines that
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10.3.

10.4.

11.

12,
12.1.

13.
13.1.

13.2.

13.3.

13.4.

Customer or any its Authorized Users are using the SaaS Application in a way
that creates a security vulnerability, may disrupt others’ use of the SaaS
Application, or have misappropriated or infringed Case IQ’s or another third-
party’s intellectual property or proprietary rights. Case 1Q will only suspend
access to the extent, and for the duration, necessary to address the violation
and will promptly restore access once the issue has been resolved.

Upon termination or expiration of this Agreement for any reason: (a) all
licenses granted hereunder will immediately terminate; (b) promptly after
the effective date of termination or expiration, each party will comply with
the obligations to return all Confidential Information of the other party, as
set forth above; and (c) upon request within thirty (30) days after termination
of the applicable Order (the “Data Retention Period”), Case 1Q will provide
the Customer Data to Customer in a commonly used format. Case IQ has no
obligation to retain Customer Data after expiration of the Data Retention
Period. In addition, Case 1Q will provide other data export services subject to
mutual agreement of the parties.

The following sections survive termination of this Agreement for any reason:
Section 2 (Retained Rights), Section 5 (Billing, Payment Terms & Taxes),
Section 7 (Data Protection), Section 8 (Indemnification), Section 9
(Confidentiality), this Section 10, Section 11 (Limitation of Liability), and
Section 13 (General Provisions).

LIMITATION OF LIABILITY.

TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, IN NO EVENT
SHALL EITHER PARTY BE LIABLE TO THE OTHER OR TO ANY OTHER PERSON
OR ENTITY FOR (I) ANY INCIDENTAL, INDIRECT, CONSEQUENTIAL, SPECIAL,
PUNITIVE, OR EXEMPLARY DAMAGES OF ANY KIND OR NATURE, HOWEVER
ARISING, UNDER ANY THEORY OF LIABILITY, ARISING OUT OF, OR IN ANY WAY
CONNECTED WITH, THE SAAS APPLICATION OR THIS AGREEMENT, EVEN IF
SUCH PARTY HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES;
AND (Il) DIRECT DAMAGES IN EXCESS OF THE FEES ACTUALLY PAID OR
PAYABLE BY CUSTOMER UNDER THE APPLICABLE ORDER DURING THE
TWELVE (12) MONTHS PRIOR TO THE DATE ON WHICH THE CLAIM
RESULTING IN SUCH DAMAGES AROSE. THE FOREGOING LIMITATIONS AND
EXCLUSIONS DO NOT APPLY TO EITHER PARTY’S INDEMNIFICATION
OBLIGATIONS, OR CUSTOMER’S FAILURE TO REMIT ALL FEES PROPERLY DUE
AND OWING TO CASE Q.

Force Majeure

Neither party shall be liable for any failure or delay in performance to the
extent caused by causes beyond its reasonable control, including, without
limitation, labour disputes, fires or other casualties, weather or natural
disasters, damage to facilities, or the conduct of third parties beyond the
reasonable control of a party ("Force Majeure"). In the event such failure or
delay exceeds a consecutive period of two (2) months, either party may
terminate this Agreement by written notice to the other.

General Provisions

This Agreement and the parties' obligations hereunder will be governed,
construed, and enforced in accordance with the laws of the province of
Ontario and the federal laws of Canada applicable herein, if the defendant is
Case 1Q, and with the laws of the United States and the State of New York, if
the defendant is the Customer without giving effect to its choice of law rules.
If for any reason a court of competent jurisdiction finds any provision of this
Agreement to be invalid, illegal, or unenforceable, the provision shall be
modified by the court and interpreted so as best to accomplish the objectives
of the original provision to the fullest extent permitted by law, and the
remaining provisions of this Agreement shall remain in full force and effect.
This Agreement, the Order(s) and the schedules attached hereto, constitute
the entire Agreement between the parties with respect to the subject matter
hereof and supersede all prior or contemporaneous understandings or
agreements, written or oral, regarding such subject matter. This Agreement
takes precedence over any conflicting terms in any Order or any Customer-
provided purchase or procurement documentation, such as a purchase
order, acknowledgement form, or other similar documentation and any pre-
printed terms and conditions on or attached to Customer’s purchase orders
or invoices will be of no force or effect.

Neither party may assign this Agreement or any Order without the prior
written consent of the other party, except to an Affiliate or an entity that
acquires all or substantially all of its stock, business or assets, whether

13.5.

13.6.

13.7.

13.8.

13.9.

14.
14.1.

through merger, consolidation, reorganization or otherwise. Any assignment
in violation of the foregoing shall be void and of no effect.

No failure or delay by either Party in exercising any right under this
Agreement shall constitute a waiver of that right. Any waiver of any provision
of this Agreement will be effective only if in writing and signed by the party
granting the waiver.

Notices shall be in writing and delivered by personal delivery, by email (with
transmission confirmation), by a recognized overnight courier service or by
first class mail (postage prepaid) and be addressed to the parties at the
address set forth in the applicable Order.

All additions or modifications to this Agreement must be made in writing and
must be signed by both parties.

The relationship of the parties is that of independent contractors and not that
of employee, agent, joint venture, or partner.

If either party engages attorneys to enforce any rights out of or relating to
this Agreement, the prevailing party in any action to enforce or interpret this
Agreement shall be entitled to recover any and all costs and expenses of any
nature including, attorneys’ and experts’ fees and costs. Customer shall be
responsible for any collection fees incurred by Case 1Q in collecting Fees.
Authorization

Signing this Agreement confirms that (i) each person signing is authorized on
behalf of their respective parties, to enter into and bind their respective
parties to this Agreement and (ii) each person on behalf of their respective
parties accepts the terms of this Agreement.

On behalf of

Name (please print)

Position

Signature Date

On behalf of Custom Expressions Corporation d/b/a Case 1Q:

Name (please print)

Position

Signature Date
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EXHIBIT A - INITIAL ORDER

Part | - Term of Agreement

This Agreement is for an initial Term of three (3) years.

Part Il — Statement of Work
Background

This Statement of Work (“SOW”) is entered into by and between Customer and Case IQ pursuant to the Agreement. The Hosted
Application will be configured with Customer, as guided and instructed by Case 1Q, to meet the specific data capture, workflow,
access, and reporting needs of the Customer through standard Case IQ application features and functionality.

The specifications that are detailed in the Configuration Tasks section of this SOW will be configured in accordance with the
Implementation Schedule attached in this SOW. Any changes to the demonstrated application outside of the scope of this
SOW, such as additional integrations or data migrations, will be provided subject to a mutually agreed change order. For a full
list of the Case 1Q application functionality, see the Application Feature Knowledge Base.

Scope

The Hosted Application contains Administration functionality, allowing the Customer to further uniquely configure the
settings. The primary goal of the Application Configuration is to

1. configure the Hosted Application in accordance with the Customer’s data capture, workflow, access, and reporting
needs through standard Case IQ application features and functionality.
Case IQ will:

e  Configure the application as set forth above.

e Host the Application and provide access to Customer authorized users.

®  Provide initial training for system administrators, trainers, and reporting.
The Customer will use the Hosted Application to:

Record cases and all associated case data.

Allow its users to view and submit cases and associated data.

Report on and communicate case data.

Update the Application Configuration as required, as it relates to data capture, workflow, access, and reporting.

Configuration Tasks

The following tasks will be completed by Customer and Case IQ to configure the application in accordance with the Customer’s
data capture, workflow, access, and reporting needs through standard Case 1Q application features and functionality. The
Customer can also manage the configuration items through their System Administrator settings after the application launch.

Fields and Forms Requirements
Customer and Case 1Q shall configure the application’s data input options, including:

e Adding fields and tabs for standard record types to collect different types of data or adjust the data collected.
e  Configuring child record types for Customer’s instance (“Forms”).
e Setting the values available in the applicable dropdown menus.

Milestones for this configuration task include:

1. Review of Customer artifacts (e.g., current application fields, reports, templates, etc.) to determine the data points
to be tracked in the Hosted Application.
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2. Revisions to the base application template as required by adding, removing, or changing fields.
3. Creation of Forms (child records to a case) as needed.

Two-Way Portal Requirements

The Case 1Q two-way portal allows non-users to submit new cases into the application. To submit a case, the non-user will
navigate to the dedicated portal URL provided by Case IQ. The case submitter will also receive credentials that shall permit
them to login, view their case, and maintain ongoing communication with Customer.

Milestones for this configuration task shall include:

1. Two-way portal is enabled by Case IQ to permit non-users to submit cases into the application.

2. Customer will decide if they want to enable anonymous two-way case submission, in which the submitter can choose to
remain anonymous from Customer but still receive login credentials for ongoing communication with Customer.

3. Configuring the landing page messaging and the Terms and Conditions.

4. Selecting which fields should display on the portal and their respective rules (mandatory/optional field, business logic
display rules, etc.).

Workflows Requirements

Case 1Q shall configure workflows in the Hosted Application with Customer to build automated case management processes.
Workflows generally guide users through the steps to close a case. Workflows in Case IQ consist of:

e C(Case statuses for each step (e.g., “Initial Review”, “In Progress”, and “Closed”).

e Steps in the process timeline (e.g., Investigation Required (from “Initial Review” to “In Progress”) and Investigation
Complete (from “In Progress” to “Closed”)).

e Automatic actions to trigger as cases progress through workflows (e.g., notifications, tasks, templates, purge rules,
case assignment).

Milestones for this configuration task include:

1. Discuss Customer’s current process for a case, including the main statuses of a case, the progression of a case from
status to status, and the automation of certain application tasks throughout the lifecycle of a case.

2. Add workflow for 1 business unit (Complaints).

3. Configure workflow rules and criteria.

User Roles Requirements

Case 1Q shall add user roles in the Hosted Application and configure the same with Customer input. A user role defines 1) the
actions that an individual can complete and 2) the information they can access in the Hosted Application with their user
account.

Case 1Q contains a “Dynamic Access Control List”, a hierarchy structure of permissions to grant and revoke access by user role.
The permissions structure will be documented for each user role, including:

e The entities that each role can: view, create, and edit.
e  The system settings that roles can: view and edit.
e The additional functionality that roles can access: links, calendar, and reporting.

Milestones for this configuration task include:

1. Discuss Customer’s user base and needs to determine the necessary user roles.
2. Create new user roles.
3. Configure permissions of created user roles.

Template Files Requirements
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Case 1Q shall provide training on the Generate Template functionality and support Customer in the creation of template files
to generate standardized documents populated with case record information during the training sessions. Following the
training sessions, Customer will be able to create, configure, and maintain templates within the Hosted Application.

Milestones for this configuration task shall include:

1. Train Customer on template creation process.
2. Provide Customer with field mapping information.

Yellowfin Reports Requirements

Case I1Q integrates with Yellowfin, a business analytics platform, for reporting, where users can dive deeper into their case
data. Case IQ shall enable the creation of dashboards and reports for the Customer in the Yellowfin application. Case IQ shall
provide initial training sessions to the Customer’s reporting users and the Customer will have the ability to create Yellowfin
reports and dashboards on information that is captured within the application.

Training

Case IQ’s training program is designed to ensure the success and full utilization of the Hosted Application by each customer.
Case 1Q provides System Administrator Training, Train the Trainer, Yellowfin Report Training, and Flex Training. These training
sessions are tailored to empower users with the knowledge and skills necessary to Administer the Hosted Application, train
end-users, create meaningful reports, and address specific areas of need. Our training program is essential to our customers'
success, as it provides a learning experience that maximizes the value of our software and supports their business needs. Case
IQ’s training is broken out into the following session types:

e  System Administrator Training: During the training phase, workshops and a dedicated 90-minute session will be held
to equip Customer's Super Users (system administrators) with the necessary skills to manage the Hosted Application
settings and configurations. The focus of the training is to empower Customer's Super Users to effectively manage
Fields/Forms, Workflow, Access, and Templates, which are the most frequently adjusted elements in Case I1Q.

e  Train the Trainer: During this training phase, a 90-minute session will be held to empower Customer's core business
user(s)/trainer(s) to effectively train the end-user population on Case IQ's standard functionality (case opening,
tracking, management, and closing). Case 1Q will provide the trainers with a thorough understanding of the core
functionality, much of which will have been covered during the configuration workshops. As a result, the trainers will
be equipped to train their end-users on Case 1Q's standard functionality, and can provide additional business context
to support successful adoption of the application.

®  Yellowfin Report Training: This 90-minute session will provide Customer with the foundational knowledge required
to effectively configure reports and dashboards in Yellowfin. This session will cover the basics of report creation,
including data selection and report creation. In addition, the session will also provide an overview of the dashboard
creation process and how to effectively organize and display data using Yellowfin's built-in visualization tools. The
goal of this training is to empower Customer with the skills necessary to create meaningful reports and dashboards
that can be used to drive decision-making and support their business needs.

e  Flex Training: During both the training and adoption phases, Case 1Q offers up to four hours of flexible training that
can be tailored to Customer's specific needs. This training can be scheduled as individual or group sessions, as
requested by Customer, and can focus on any specific areas that require additional attention. The purpose of flexible
training is to provide Customer with a customized training experience that ensures successful adoption and utilization
of the Hosted Application.

Case 1Q also provides Customer with access to its Knowledge Base, which contains detailed articles and supporting materials
on standard functionality.

Data Hosting

Case 1Q uses the Microsoft Azure Enterprise Cloud for the Hosted Application. The location of data centres to store the
Customer’s application data, chosen by the Customer, is detailed in the chart below.

Data Infrastructure for Hosted Application Services Location

Microsoft Azure - Server region Azure United States of America
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Implementation Schedule

The following schedule is an estimated timeline of the Hosted Application implementation for the Customer that will be
confirmed with the Project Implementation Team at the beginning of the implementation process. The estimated project
timeline is typically between 8-12 weeks and subject to availability of resources. The Workshop sessions outlined below
require active participation by Customer personnel knowledgeable in both the process and organizational goals. Customer is
expected to be engaged with the project and assigned tasks following each configuration workshop to ensure the review
sessions can be most effective. Customer technical resources will be required for additional discussions related to integrations,
migrations, and/or deployments.

To the extent that Customer is unable to provide necessary engagement to progress the project due to resourcing or other
factors, Customer and Case IQ will work in good faith to adjust the project implementation schedule as mutually agreed.

Case IQ
Project Deliverables Responsibility  Description
(8-12 weeks)

Prior to kickoff, the Customer will be responsible for forwarding any artifacts
related to their current business process and data collection. This may

Artifact Collection Customer . . . S . L
include but is not limited to screenshots of their existing system, investigative
templates, and/or current reports.

The purpose of the kickoff meeting is to introduce team members, identify
roles, set expectations for both parties, and to outline the project
. . . implementation process and timeline. Service Provider will demonstrate the
Kick off Service Provider P P

initial wireframe of the application based on the information provided by the
Customer and existing product templates to provide stakeholders an
overview of the application ahead of the configuration workshops.

Service Provider and the Customer will engage in workshops to discuss
business processes and use case. In most cases, the application will be
configured live based on feedback from the Customer in real-time. These
workshops will include field and form review, workflow configuration, ACL,
. . Reporting and more.

Service Provider P g
Service Provider and the Customer will work together to break down sessions
by business unit, as deemed necessary, with additional sessions involving
multiple/all business units to ensure harmony within the application (e.g.
common fields, access controls, etc.).

Configuration
Workshops

The Customer will actively engage with Case IQ during the workshops and will

Customer learn how to use and configure the application as administrators. Following
the live session, the Customer will continue to review and work on test cases
and configurations and will meet with Case 1Q for review sessions and to
answer any questions.

During this phase, Case 1Q’s development team will be responsible for
preparing and configuring the application for in-scope integrations and data
Service Provider migrations.

Integrations and Data

Migrations The planning work, which shall happen in parallel with the Configuration

Workshops shall include discussion regarding scoping, planning, and mapping
among other items. Following the conclusion of the Configuration
Workshops, the integration development work, mapping, and testing will
occur.
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Case IQ
Project Deliverables
(8-12 weeks)

Responsibility

Description

Validation

Training

Go-Live & Adoption

Customer

Service Provider
/ Customer

Service Provider
/ Customer

Service Provider
/ Customer

The Customer shall provide appropriate resources for integration and
migration development and testing, as required.

During this phase, Case 1Q shall present the Hosted Application to the
Customer with the configured integrations (if applicable) and test migrations
(if applicable). The Customer will then be responsible for reviewing the
application’s configuration and Case 1Q will support final adjustments with
the Customer. Following this phase the application will be deemed ready for
production and go-live.

Case 1Q will engage with the Customer in training sessions designed for end
users, system administrators, and reporting specialists.

Case 1Q will configure the production environment and the application is now
live. During the 60-day adoption period, the Customer will remain under the
care of the Project Implementation Team. Case IQ will continue to provide
support and enablement to ensure strong adoption of the application. The
Customer will be responsible to provide timely feedback on any issues or
questions as they arise.
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Part lll — Description of Fees

Application Service Fees

The Customer’s fees are detailed below.

Item Cost (US Dollars)

Annual Subscription Fees

If the number of users exceeds # users, the user overage fee will be an additional $950/user/year.

Annual Cost (US
Dollars)

Item

Variable Storage Fees

The Variable Storage Fee is based on an allocation of data storage and backup capacity associated with thresholds set in
advance. The threshold for this Agreement is outlined in the following table:

Database Size Cost (US Dollars)
Less than 50 Gigabytes (GB) No fee
Subsequent 25 GB blocks $250/Quarter

Part IV — Terms of Payment

e The following additional services may be purchased for an additional fee of $1,500/day:
o Data migration.
o System integration.
o Additional Case IQ training.
* Any system overages (users or storage) are calculated on a monthly basis and billed quarterly in arrears, starting the
quarter after any threshold is exceeded.
® Travel expenses are billed as they occur and will be charged in addition to the Application Configuration, Hosting and
User, and Storage Fee amounts.
e All other fees are billed on the Effective Date. For billing purposes, the start date of the Base Annual Fee and User
Annual Fee is the Effective Date.
e All payments are due net 30 days of their respective billing date.
Any invoices will be sent to the attention of:



Case 1Q Subscription Services Agreement

Name:

Title:

Phone Number:
Email:

PO # for Reference:
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1. Definitions

EXHIBIT B — SUPPORT POLICY

Capitalized terms have the meaning assigned in the Agreement unless otherwise defined below.

Term

Definition

Downtime
Downtime Minutes

Error

Error Correction

Excused Downtime

Initial Response

Measurement
Interval

Service Level
Requirements

System
Maintenance

Uptime Minutes

Uptime Percentage

Workaround

The Services are not accessible to Authorized Users for any reason other than Excused Downtime.
The sum of the minutes of Downtime.
A failure of the SaaS Application to conform to the Documentation.

A modification or addition that, when made or added to the SaaS Application, corrects the Error, or a
procedure or routine that, when observed in the regular operation of the SaaS Application, eliminates the
practical adverse effect of the Error.

Time that the SaaS Application is not available to Customer because of (a) System Maintenance, (b) outages
caused by misuse of the SaaS Application by Customer, (c) failure of the Internet or any other communication
network, and (d) events that are beyond Case IQ’s reasonable control

Contact by either email acknowledging the case and providing information about the support process.

Each month during the Term.

The agreed online availability being measured in the Service Level Agreement.

Maintenance of the Saa$S Application, including maintaining and upgrading software and hardware.

Minutes that are included in Uptime.

The product of:

(Uptime Minutes) — (Downtime Minutes)
x 100

Uptime Minutes

Provides relief from the non-conforming product behavior. Relief may take the form of an alternate usage, a
System configuration change, a patch and/or design approach, or information in the case of an information
request.

2. Service Level Requirements

Online Availability

i The Saa$S Application be available at least 99.7% of the time during each Measurement Interval.

Errors and Error Correction

ii. Case 1Q will use commercially reasonable efforts to provide an Error Correction in a timely manner. Case 1Q shall

reasonably determine the priority level of Errors.

iii. Severity of Errors are classed as follows:
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Severity Level

Impact

Description

Critical Business Impact — All

General Saa$S Application access failure or reporting system access or update

Severity 1 . L failure. Customer is unable to use the SaaS Application or to continue work
Productive Activity Stopped . e . <
using the Saa$S Application in a production environment.
Major Business Impact — Specific Customer is unable to log into the SaaS Application or reporting or requires
Severity 2 User Access Failure or System access granted into the application or reporting. Upload failure regarding
Upload Failure attachments, emails, and SFTP Files
Major Business Impact - Major Critical components of the SaaS Application are not working in accordance
Severity 3 Feature Failure or Performance with the Documentation but not all components are impacted. Behavior has
Degradation created a significant negative impact on the Customer’s productivity.
Minor components of the SaaS Application are not working in accordance
Minor Business Impact - Minor with the Documentation.
Severity 4 . P ® SaaS Application behavior yields minimal loss of operational
Feature Failure . . . .
functionality or implementation resources.
e |[ssueis isolated to a single user or instance.
e Services Information Request.
. Minimal Business Impact — General . 9
Severity 5 . Services Enhancement.
Questions . . -
e  Services Documentation Clarification.
iv. Case IQ is not required to provide any support services relating to problems arising out of:
a. Changes to the Customer’s operating system or environment which adversely affect the SaaS Application;
b. Any alterations of or additions to the SaaS Application performed by parties other than the Case IQ or at the
direction of Case 1Q;
c. Use of the SaaS Application in breach of the Agreement;
d. Accident, negligence, or misuse of the SaaS Application by Customer;
e. Introduction by the Customer of data into any database used by the SaaS Application by any means other than the
use of the SaaS Application; or
f.  Use of the SaaS Application on equipment or in connection with third party software other than for which it was
designed and access provided.
V. If it is determined that the problem resulted from one of the causes above, and Customer requests Case IQ to provide

services, then Customer will be responsible for all reasonable travel and lodging expenses in addition to the Case 1Q’s

standard consulting rates, if applicable. Travel time will be charged at consulting rates.

Support Procedure

vi. Support requests must be directed to the Support at support@Case |Q.com.

vii. Support will be provided during regular business hours are Monday — Friday, 8am — 5pm eastern time excluding nationally

recognized holidays.

Service Level Objectives

viii. The Service Level Objectives (“SLOs”) stated below are targets and do not include or account for time waiting for further

information from the Customer or other delays beyond Case IQ’s reasonable control.

iX. Time periods refer to operating hours from when the case is received or to business days.
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SLOs:

f:\‘”:lr ity Initial Response Target Workaround Target Target

1* 60 minutes 8 hours 1 business day
2* 4 business hours 1 business day 4 business days
3 4 business hours 2 business days 6 business days
4 4 business hours 3 business days 8 business days
5 As mutually agreed N/A N/A

*Severity Levels 1 and 2 will be addressed on a 24X7 basis.
System Maintenance

X. Routine maintenance s performed on Fridays, Saturdays, or Sundays between 12:00 AM Eastern Time and 6:00 AM Eastern
Time (the “Standard Maintenance Window”).
Xi. If emergency maintenance is required during any time other than the Standard Maintenance Window, Case IQ will notify all

affected Customers directly either by telephone or via email.



