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fi Statement of Work for Services
Acquired from an IBM Business Partner

ServiceSuite

1. Scope of Services

We will provide to you the Services described in this Statement of Work for the Machines we specify (called "Eligible Machines"). We will identifythe Ellgible Machines, and the Services that apply to them, in a Schedule to this Statement of Work. The Schedule will also identify the SpecifiedLocations at which the Services will be provided. A Specified Location rnay be your entire information processing environment, or a portion thereof,which may be resident at multiple sites or a single building.

This Statement of Work is designed to enable you to contract for a wide range of Services that apply for your Eligible Machines and the Programsthat run on those Machines, To allow for maximum flexibility enabling you to add Services as needed, basic terma regarding our relationship areincluded as well as more specific terms that apply for Machine maintenance and Program support Services, The specific terms regarding Machinemaintenance and Program support Services apply only when you have contracted for an associated Machine maintenance Service or Programsupport Service as speelfled in the Schedule.

These Services are available for Machines normally used for business, professional, or trade purposes, rather than personal family, or household
purposes.

2. Contract Period
Start Date: 09-14-2004 End Date: 09-30-2006

Eligible Machines, Specified Locations, or new Services added to this Statement of Work following its Start Date will assume the remaining portionof the existing contract period.

Renewal Contract Period (years): 2_

We will renew the Services that apply for each Specified Location on the Contract Period End Date for the number of years (called the "RenewalContract Period") specified above.
Thereafter, we will automatically renew for the same length periods unless you notify us and your IBM Business Partner in advance of your desireto change the length of the renewal. Elther of us can select not to renew by providing written notincation (et least one month prior to the end of thecurrent contract period) to the other and to your IBM Business Partner of their decision not to renew.

Each of us agrees that the complete agreement between us about this transaction consists of 1) this Statement of Work and its Schedules, 2) supplementalterms referenced herein, and 3) the IBM Agreement for Services Acquired from an IBM Business Partner (or any equivalent agreement in effect betweenus) identified below.

Agreed to: -Agreed to:
CITY OF RED NDS International Business Machines Corporation

By
bWsaK e M / /

Authorizedsignature
A ttes t: ?(?YPaor P'int)

Lorffe Poyze y Clerk
Date: October 5? Statement of Work number: AS82K3Customer Company address:

Agreement number:MUNICIPAL UTILITIES DEPARTMENT
35 CAJON - StJITE 15-A Customer number: TTD28ZK3REDLANDS CA 92373

Telephone number 909-798-7568
IBM CORPORATION
4111 NORTHSIDE PARKWAY

Bl!!ing Address: P. O. BOx 3005
ATLANTA, GA 30327

Redlands, CA 92373

After signing, please retum e copy of this Attachment to the *1BM address" shown above.
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3. Your Responsibilities
You agree:

L to provide your IBM Business Partner with an inventory in which you identify all Ellglble Machines to be covered at each SpecMed Locahon.All E!lgible Mach!nes of the same type et a Specified Location must be included in the coverage. You also agree to identify all Eligible Mach nesfor which we are to provide warranty service:
2. to notify your IBM Business Partner whenever you wish to add Eligible Machine typea to an existing Specified Locahon or set up new SpectiedLocations;
3, to return to IBM all defective CRUs (frorn covered Ellgible Machines) within 30 days of your receipt of the replacement CRU. A "CRU" is aMachine part which is designated as a Customer Replaceable Unit (e.g. keyboards, mernory, or hard disk drives). IBM provides CRUs to you

for replacement by you;
4. to ensure that any access codes we provide to you are used only by those who are authorized to do so:5. to provide your IBM Business Partner wlth information we request which is related to our provision of these Services to you and notify your IBMBusiness Partner of any changes:
8. to allow Intematlonal Business Machines Corporation and its subsidiaries to store and use your business confect information, including names,businese phone numbers, and business e-mail addresses, anywhere they do business. Such informahon will be processed and used inconnection with our business relationship, and may be provided to contractors acting on IBM's behalf, IBM Business Partners who promote,market and support certain IBM products and services, and assignees of intemational Business Machines Corporation and its subsidiaries foruses consistent with our business relationship;7. to use any electronic diagnostic and seMce delivery facilities we provide to you only in support of Eligible Machines identified in the Scheduleto this Statement of Work;

8. that electronic access to our support centers and certain databases may require a separate network seMces agreement;"9. to pay any communications charges associated with accessing these Services unless we specify otherwise;10. to use the information obtained under these Services only for the support of the information processing requirements within your Enterprise;and
i t that your acceptance of any software Services does not alter your responsibilities for Distributed System Ucense Option licenses.

Whenever both of us agree to store repair parts at your Specified Location, you also agree:
L to provide secure storage space for all parts stored at your Specified Location:2. to provide IBM service technicians easy access to the secure storage space so that they may promptly store, inspect, and remove the partswhenever they deem necessary; and
3. that while in storage,

a. you are responsible for all loss or damege to the parts,b, you will be separately charged for any parts that we find to be missing, used, or damaged, andc. parts remain the property of IBM and will be subject to IBM parts control procedures and must be made available for retum to IBM uponour RequesL

4. Mutual Responsibilltles
if at any time either of us requests a review of the inventory count each of us will cooperate in updating the last formal inventory.

5. Services Program License
The following terms apply to each Program we provide with a Service that is not otherwise accompanied by a license agreementWe grant you a nonexclusive license to use the Program on the Eligible Machine we designate to assist us in problem determination or othersystem support in conjunction with these Services.

If we do not supply a backup copy, you may make one copy of the Program for backup purposes provided you reproduce the copyright notice andany other legend of ownership on the copy. The backup copy is subject to the same terms as the original. You may not 1) modify the Program'smachine readable instructions or data or merge them into another Program, 2) reverse assemble, reverse compile, or otherwise translate theProgram, 3) sublicense, assign, or transfer the license for the Program, or 4) distribute the Program to any third party. We provide the ProgramWITHOUT WARRANTIES OF ANY KIND.

Your license terminates when 1) the Service terminates. Is withdrawn or expires and is not renewed, 2) the Program is no longer needed to performthe Service, or 3) the Eligible Machine which we designated for the Program is mmoved from pmductive use within your Enterprise,
We may terminate your license if you fall to comply with these tenne.

Upon termination, you agree to destroy the Program and any backup copy you were given or made.

6. Automatic Inventory increases
We will automatically increase the inventory count at a Specified Location whenever;t an Eligible IBM Machine is added to the inventory. If the Machine is under warranty when added, maintenance Services will commence atwarranty exit. If the Machine is not under warranty when added, maintenance Services will commence at the taler of a) the date of installationor b} the previous yearly anniversary of the start of the contract period. IBM Machines specifically excluded from coverage at contract periodstart will remain outside the scope of this Statement of Work unless you request we add them during the contract period, However, all EligibleIBM Machines added to your inverdory during the contract period will be inoluded in the inventory count and receive maintenance Services asset out in this Section; or

2, an Eligible non-1BM Machina, of the same type as other non-IBM Machines already covered at that Specified Location, is added to theinventory. If the Machine is under warranty when added, maintenance Services will commence at warranty exit. If the Machine is not underwarrenty when added, maintenance Services will commence at the later of a) the date of instaRation or b) the previous yearly anniversary ofthe start of the contract period.

Z125-576843 10/2003 (MK078) contract AS82K3 (prepared 09/14/04 15:43) Page 2 of 3



The maintenance Services that apply for these Machines will be the same as that which you are receiving for all other Eligible Machines of the sametype,

Newly installed IBM Machines of the same type for which you have already selected Warranty Service Upgrade will be added at date of adualInstallation and will be covered at the same Warranty Service Upgrade support level.

7. Charges and Payment
Your IBM Business Partner sets the charges and terms governing charges. Your IBM Business Partner may impose an addllional charge for someactions, e.g_ termination, or for our provision of some additional services, e.g, Service upgrades, additional Systems Administrators, additionalreports, or support for other Products. These actions or additional services are identified in this Statement of Work with an asterisk (""). Where yousee en asterisk, check with your IBM Business Partner to determine if you will incur an additional charge. You will rnake payment directly to yourIBM Business Partner,

8. Termination
You have committed to continue Services for the entire contract period. However, you may terminate Services for an Eligible Machine, on noticeto us (copy to your IBM Business Partner), if you permanently remove it from productive use within your Enterprise. Otherwise, if you choose toterminate Services and these are not being replaced by equivalent Services, you may do so by providing un one monthly written notice (copy toyour IBM Business Partner), after the Services have been covered under this Statement of Work for at least one year '

9. Satisfaction Guarantee
if, for any reason, you are not completely satisfied with a Sentice we provide to you under this Statement of Work, notify us in writing within onemonth of the time you first become dissatisfied, We will try to resolve the probiem to your satisfaction. it we are unable to do so, you will receivea credit equal to the prorated charge for the Service for the period of time you were dissatisfied.

10. Maintenance Services
Maintenance of IBM Machines

We will provide Service for Machines, as described in our Agreement, for those Eligible IBM Machines specified in the Schedule.

2125-S766-13 10/2003 (MK076) AWK1 :om
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Agreement for Service
Acquired from an IBM Business Partner

Thank you foryour business. We strive to provide you with high quelltÿ Santices. If, et any time, you have any questions orprobberns, or are not completely
satisfied, please let us know. Our goal is to do our best foryou.

IBM ("we") has signed agreements with certain organizations (called "lBM Business Partners") to promote, market. and support certain Services. Some IBM
Business Partners also fulfill these functions through other remarketers who are not IBM Businese Partners. However, for purposes of brevity in thisAgreement, when we use the term IBM Business Partner we mean IBM Businese Partners and their remarketers. When the Customer ("you") orders ourServices under this Agreement from an IBM Business Partner, we are responsible for providing the Services to you under the warranties and other terms
of this Agreement We are not responsible for 1)the actions of IBM Business Partnets. 2) any additional obligations they have to you, or 3) any products
or serviosa that they supply to you under their agreements. IBM Business Partners establish the price and terms at which they market IBM Services, in
the event that your IBM Business Partner is no longer able to offer our Services, for any reason, we wiß so notify you in writing. You may continue to receiveour Services by instructing us to transfer administration of your Service to either (1) another IBM Business Partner of your choice (who may require you to
first execute one of their agreements) who is approved to offer you our Services, or (2) us and signing a seperate IBM agreement for services.
This IBM Agreement for Services Acquired from an IBM Business Partner (called the *Agreement") govems the Services you acquire from an IBM BusinessParmer and we perform.

Part 1 - General
Ut - Definitions
Enterprise is any legal entity (such as a corporation) and the subsidiaries it owns by more than 50 percent. An Enterprise also includes the entitles wMeh
are mutually agreed-to in writing

Machine is a machine, its features, conversions, upgrades. elements, or accessories, or any combination of them. The tonn "Mechine" includes an IBMMachine and any non-1BM Machine (including other equipment) for which we may provide maintenance Services,
Materials are literary works or other works of authorship (such as programs, program listings, programming tools. documentation, reports, drawings, andsimilar works) that we may deliver to you es part of a Service. The term "Meterials' does not include licensed program products available under their ownlicense agreernent

Service is performance of a task, provision of advice and counsel, assistance, or access to a resource (such as access to an Information data base) wemake available to you.

PAGES 2 THRotJGH 4 ARE ALSO PART OF THIS AGREEMEÑÜlds Agreement and its applicable Attachments and Transaction Documentsare the complete agreement between us regarding these Services and replace any prior oral or written communications regarding theseServices. No machines or licensed program products are acquired under this Agreement. Such items are available only under the terms of 1)
the IBM Customer Agreernent (or any equivalent agreement between us) or 2) the applicable third-party agreement. By signing below for ourrespective Enterprises, each of us agrees to the terms of this Agreement. Once signed 1) any reproduction of this Agreement, an Attachment,
or Transaction Document made by reliable means (for example, photocopy or facsimile) is considered an original and 2) all Services you orderunder this Agreement are subject to it.

Agreed to:
.

Agreed to:CITY OF RED NDS .

International Business Machines Corporation

By
Bybrtsa e pler , Ma /

Authortred signatureA ttes t:
Name gype or print):Lorfe Poyze y Clerk

Date: October 5, 200
Enterprise number:

Agreement number:
Enterprise address:

IBM Address:
MUNICfPAL UT!UT!ES DEPARTMENT IBM CORPORATION35 CAJON - SUITE 15-A - P . O. Box 3005 4111 NORTHSrDE PARKWAYREDLANDS CA92373

ATLANTA, GA 30327

After signing p ease retum a copy of this Agreement to theflBM address" shown above

Z125-5774-00 02/98 (MK002) contract AS82K3 (prepared 00h4/04 15:43) Page 1 of 5



ik Agreement for Service
Acquired frorn an IBM Business Partner

1.2 - Agreement 8tructure

Attachrnents
Some Services have terms in addition to those we specify in this 'Agreement. We provide the additional terms in documents called "Attachments*, whichare also part of this Agreement Attachments will be signed by both of us if requested by either of us. Your IBM Business Partner makes the Attachmentsavailable to you for signature.

Transaction Documents
For each business transaction, your IBM Business Partner will provide you with the appropriate 'Traneaction Documents" that confirm the specific detailsof the transaction. Transaction Documents will be signed by both of us if requested by either of us. The following are examples of Transaction Documents,with examples of the information they may contain:

1. statements of work (scope of Services, responsibilities, deliverables, completion criteria and estimated schedule or contreet period); and2. supplements and order forms (Service type ordered, and contmat period).

Conflicting Terms
If there is a conflict among the terms in the various documents, those of an Attachment prevail over those of this Agreement. The terms of a TransactionDocument prevail over those of both of these documents.

Our Acceptance of Your Request for Service
A Service becomes subject to this Agreemem when we accept your request for Service from your IBM Business Partner by:
1. providing you a transaction document, or
2. providing the Service.

Your Acceptance of Additional Terms
You accept the additional terms in en Attachment or Transaction Document by doing any of the following:
1. signing the Attachment or Transaction Document
2. using the Service, or allowing others to do so; or
3, making any payment to your IBM Business Partner for the Service.

1.3 ? Charges and Payment

Your IBM Business Partner sets the charges and terms gov aming charges. You will make payment directly to your IBM Business Partner However, wemay charge you directly for expenses incurred to perform your Service requeal e.gn actual travel and living expenses, out-of-pocket expenses. We wiunot incur these expenses without your prior approval.

1.4 - Changes to the Agreement Terms

in order to maintain flexibility in our Services, we may change the terms of this Agreement by gMng you three months' wrltion notice. However, thesechanges are not retroactive. They apply, as of the effective date we specify in the notice, only to new requests for Service and ongoing transaclions. Part3 of this Agreement contains additional provisions for changes to the terms of individual Service transactions. Otherwise, for a change to be valid, both ofus must sign it. Addidonal or different terms in any written communication from you are vold.

1.5 - Limitations of Liability

Circumstances may arise era, because of a default on our part or other Hability, you are entitled to recover damages from us. In each such instance.regardless of the beeia on which you are entitled to claim damages from us (including fundamen tal breach, negligence, misrepresentadon, or other contractor tort claim), we are liable for no more than

1. darnages for bodily injury (including death) and damage to real property and tangible personal property; and2. the amount of any other actual direct damages, up to the greater of U.S. $100,000 (or equivalent in local currency), or the charges (if recurring. 12rnonths' charges apply) you paid to your IBM Business Partner for the Service that is the subject of this claim.

This limit also applies to any of our subcontractors. It is the mexirnum for which we and our subcontractors are collectively responsible.
Items for Which We are Not Liable

Under no circumstances are we or our subcontractors Noble for any of the fonowing;
1. third-party claims agelnst you for damages (other than those under the first item listed above);2. loss of, or damages to, your records or data; or
3, special, incidental, or indirect damages or for any economic consequenöal damages (including lost proftts or savings), even îf we are informed of theirpossibility.

1.6 - Mutual Responsibilities

Both of us agree that under this Agreement:

1 nehher of us granta the otner the nght la uSe it5 (o' ary of ts En±orise's) :rademar×s, irsas narnes or olner designations in any promown orpublication without prior wnnen causer t
2. aH informaüon exchanged is non conf|dentw H enher of us requires the exchange of conhCPntial InfD rnBÙon, it WW be made under a d CnedconfidentiaMy agreement:
3. each is free to enter into s1rrWar agreemenM wKn 0:ners
4. each grants the other only the ucenses and nants spec:ñec. No atrer heenses or råbts OnciuWng Aconses or rights under patents) are granted
2125-5774-00 02/98 (MK002) contract AS8ZK3 (prepared 09/14/04 15:43) Page 2 of 5



A5!!ëM Agreement for Service
Acquired from an IBM Business Partner

5. each may communicete with the other by electronic means and such communication is acceptable as a signed writing to the extent permissible underapplicable law. An identification code (called a "user ID") contained in an electronic document is sufficient to verify the senders identity and thedocument's authenticity;
6. each will allow the other reasonable opportunity to comply before it claims that the other has not met its obligations;7. neither of us will bring a legal action more than two years after the cause of action arose unless otherwise provided by local law without the possibilityof contractual walver or limitation; and
8. neither of us is responsible for failure to fuHill any obligations due to causes beyond its control.

1,7 - Your Other Responsibilitiae

You agree:

1. not to assign, or otherwise transfer, this Agreement or your rights under this Agreement, delegate your obligations, or resell any Service, without ourprior written consent, Any attempt to do so is vold;
2. that you are responsible for the results obtelned from use of the Services; and3. to provide us with sufficient, free, and safe access to your facilities for us to fulfill our obligations.
1.8 - Agreement Termination

You may terminate this Agreement on written notice to your IBM Business Partner and to us following the expiration of termination of your obligations.
Either of us may terminate this Agreernent on written notice to the other and to your IBM Business Partner, if the other does not comply with any of its terms.
Any terms of this Agreement which by their nature extend beyond the Agreement termination remain in effect until fulfilled, and apply to both of ourrespective successors and assignees.

1.9 - Geographic Scope

All your rights and all our obligations are valid only in the Unlied Stated and Puerto Rico, except that sit licenses to Meterials are valid as specificallygranted.

1.10 - Governing Law

The laws of the State of New York govern this Agreement Nothing in ibis Agreement affects any statutory rights of consumers that cannot be waived orlimited by contract.

Part 2 - Warranty Terms
2.1 ? Warranty for IBM Services

For each IBM Service, we warrant that we perform 11

1. using reasonable care and skill; and
2. according to its current descHption (including any cornpfetion criteria) contained in this Agreement, an Attachment, or a Transaction Document

2.2 - IExtent of Warranty

THESE WARRANTIES ARE YOUR EXCLUSIVE WARRANTIES AND REPLACE ALL OTHER WARRANTIES OR CONDITIONS, EXPRESS ORIMPLIED, INCLUDING, BUT NOT UMITED TO, THE IMPLIED WARRANTIES OR CONDITIONS OF MERCHANTABILITY AND FITNESS FOR APARTICULAR PURPOSE.

2.3 - Items Not Covered by Warranty

We do not warrant uninterrupted or error-free operation of any deliverable or Service.

Unlesa we specify otherwise, we provide Materials and non-18M Services WITHOUT WARRANTIES OF ANY KIND.

Part 3 - Services

3.1 - IBM Services

Services may be either standard offerings or customized to your specifle requirements. Each Service transaction may include one or more Services that:
L expire at task cornpfehon or an agreed upon date;
2. automahcally renew as another transacuon with a specMed contract period. Renewals will continue until edner of us terrmnates the Servke: or3. do not expire and are avaHable for your use unW either of us Terminate the Service.

3.2 - Personnel

Z125-6774-00 02/g8 (MK002) contract AS82K3 (prepared 09/14/04 15:43) Page 3 of 5



Agreement for Service
Acquired from an IBM Business Partner

Each of us will be responsible for the supervision, direction, and control of our respective personnel
We reserve the right to determine the assignment of our personnel

We may subcontract a Service, or any part of it, to subcontractors selected by us.

3.3 - Materials Ownerahlp and License We will specHy Materials to be dahvered to you. We or third parties have all right, title, and interest (includingownership of copyright) in Materials created during the Service performance period or otherwise (such as those that preexist the Service). We will dellverone copy of the speelfled Maledels to you. We grant you an irrevocable, nonexclusive, worldwide, paid-up license to use, execute, reproduce, display,perform, and distribute, within your Enterprise only, copies of these Materials.

You agree to reproduce the copyright notice and any other legend of ownership on any copies made under the license granted in this Section,
Any idea, concept, know4tow, or technique which relates to the subject matter of a Service and is developed or provided by either of us, or lointly by bothof us, in the performance or a Service may (subject to applicable patents and copyrights) be freely used by either of us,
3,4 - Changes to Service Terms

we may change the terms of Services that are renewable or non-expiring by giving you three months' written notice. However, these changes are notretroactive. They apply immediately to renewal transactlons and as of the effective date we specify in the notice to all existing transactions, if we make achange to the terms of a renewable service that 1} affects your current contract period and 2) you consider unfavorable, at the request of your IBM BusinessPartner, we will defer It until the end of that contract perioct.

When both of us agree to change any Services statement of work other than as described above, "we will prepere a written description of the agreedchange
'

(called a "Change Authorfration*), which both of us must sign. The terms of a Change Authorization prevall over those of the statement of workand any of its previous Change Authorizations.

15 - Renewal

Renewable Services renew automatically for a same length contract period unless either of us provides written notification (at least one month prior to theend of the current contract period) to the other and to your IBM Business Partner of their intent not to renew.
3.6 - Termination and Withdrawal

Either of us may terminate a Service if the other does not meet its obligations concerning the Service.
You may terminate a Service transaction on one month's written notice to us and to your IBM Businese Partner '"

We may withdraw a renewable or non-expiring Service or support for an ellglble product on three months' written notice to you. If we withdraw a Service
for which you have prepaid and we have not yet fully provided it to you, your IBM Busineas Partner will give you a prorated refund.
Any terms which by their nature extend beyond termination or withdrawal remain in effect until fuSed and apply to respective successors and assignees.17 - Service for Machines

We provide certain types of repair and exchange Servios either at your location or at a service center to keep Machines in, or restore them to, conformancewith their official published specifications. We may repair the failing Machine or exchange it at our discretion.
When the type of Service requires that you deliver the failing Machine to ussyou agree to ship !!suitably packaged (prepaid unless we specify otherwise)
to a location we designate. After we have repaired or exchanged the Machine, we will retum it to you at our expense unless we specffy otherwise. We areresponsible for loss of, or damage to, your Machine while It is 1) in our possession or 2) in transit in those cases where we are responsible for thetransportation charges.

You agree to:

1. obtain authorization from the owner to have us service a machine that you do not own: and2. where applicable, before we provide service -
(e) follow the problem deterrnination, problem analysis, and service request procedures that we provide,(b) secure all programs, data, and funds contained in a machine, and
(c) Inform your IBM Business Partner of changes in a Machine's location.

When Service involves the exchange of a Machine or part, the item we replace oecomes our property and the replacement becomes yours. You reoresentthat all removed items are genuine and unaRered. The replacement may not be new but w be in gooo wo&ng order and at least functionalfy equiva entto the hem replaced, The replacemer1t assurnes the warraruy of Se-vice status of the rep!aced dem. Before we exchange a Machine or part you agree toremove ali features, pans. options. aftersons. and anacnments not under our serace You also agree to ensure that the item !s free of any lagai obguonsor restrictìons that prevent its exchange

Any feature, conversion, or upgrade we service must be installed on a Machine which is 1) for certain Machines, the designated, serial-numbered Machineand 2) at an engineering<henge level cornpatible with the feature, conversion, or upgrade.

? Check wäh your IBM Business Partner to determine if you will incur an additional charge for this.
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¿!ëTL Agreement for Service
Acquired from an IBM Business Partner

Repair and exchange Services do not cover

1. accessories, supply items, and certain parts, such as batteries, frarnes, and covera;2. Machines damaged by misuse, accident modification, unsultable physical or operating environment, or improper maintenance by you;3. Machines with removed or altered Machine or parts identification labels;
4. failures caused by a product for which we are not responsible; or
5. service of Machine alterations.

We manage and Install engineering changes that apply to IBM Machines and may also perform preventive maintenance.
We provide maintenance Services for selected non-IBM Machines.

When you request maintenance Services under this Agreement your IBM Business Partner will inform you of the date on which maintenance Serviceswin begin. We may inspect the Machine within one month foHowing that date. If the Machine is not in an acceptable condition for service, you may haveus restore it, 'Altematively, you may withdraw your request for maintenance Services. *

* Check with your IBM Business Partner to determine if you will incur an additional charge for lhls.
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ää?ë?a Schedule for Services for Remarketers - ServiceSuite
Maintenance Machine List

-- Eligible Machine Description --

SpeclGed Locaffom 00693708 City, State
IBM 3580 L23 001325838 ULTRlUM 2 TAPE DRIVE 1 B iIBM 7025 6FO 0000A291A PSERIES 620 1 B iTotal
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a u Schedule for Services for Remarketers - ServiceSuite

Legends:

# TYPiz QF REPAlR SERVICE

A) On-Site Repair/Exchange Services, Monday through Friday (excluding holidays), Barn to Sp n,next business dayB) On-Site Repair/Exchange Services, 7 days a week, 24hrs/day, 4 hour response objectiveThis type of repair servloe includes a response objecfrve and is not a guarantee
C) On-Site Repair/Exchange Services, Monday through Friday (excluding holidays), Barn to 5pm, 4 hour response objectiveThis ty pe of repair servioe includes a response objective and is not a guarantee
D) On-Sne Repair/Exchange Services, 7 days a week, 24hrs/day, 2 hour response objectiveThis type of repair service includes a response objective and is not a guaranteeX) EasyServe (n3motely delivered services)

## MAINTENANCE SERVICES

1) Maintenance of IBM Machines
2) Maintenance of non-lBM Machines
3) Wananty Service Upgrade

18) Post Installation Coverage (PIC) Service Upgrade, for selected Non-lBM Machines

'Charges shown are for the Charge Perlod
A (C) Indicates a Machine that will have Usage Charges billed separatelyAn (E) indicates a Machine that has been announced as withdrawn from generally avaIlable Maintenance ServiceAn (H) (dentifies a Machine on an existing ServiceSuite/ServiceElect CHlS contract with dupilcate Maintenance Services CoverageAn (N) Indicates that the product is a non-GSA Schedule item
An (O) lndicates a One Time Charge
A (P) indicates avernged billing or annual prepayrnentAn (R) indicates the usage charge rate (Feet, Hours, or Impressions) for a machine under a usage planA (U) indicates Usage Chatges which are ineasured in enher Feet, Hours, or IrnpressionsA (W) indicates a Machine/Model/Feature under Warranty(W without a date represents a rnachine off warranty, but which rnay have wananty content)An (X) indicates On-order Products which are shown for planning purposes onlyA (Y) indicates On-order MES products which are shown for planning purposes only. These charges are Included in the related machine

"Charges Start/Stop dates shown are those that differ from the Contract Period Start/End Dates
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401 Water Tower Circle 802/655.4400
Colchester, VT 05446-1928 802/655.4401 fax

Systems
& Software

Received

November 4, 2004

City Clerk's Office
City of Redlands
P. O. Box 3005
Redlands, CA 92373

To Whom It May Concern:

The attached contract copies are the only copies of the signed contract that IBM would send us.If you have any questions, please call me at 802-655-4400.

With kind regards,

Michele Ovitt
Systems & Software, Inc.
p: 802-655-4400
f: 802-655-4401

e:Michele.Ovitt@ssiutilitysuite.com
w: www.ssiutilitysuite.com

www.ssiutilitysuite.com




