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County of Orange Contract #MA-060-26010997 with
Ondaro LLC., pursuant to DIR Contract No. DIR-CPO-5343 For Products and Related Services 

This Contract MA-060-26010997 is made and entered into upon execution of all necessary signatures 
between Ondaro LLC., having its principal place of business at 8910 University Center Lane, Suite 400, 
San Diego, CA 92122 -
Coroner Department, a political subdivision of the State of California, with a place of business at 320 N. 

referred to as  
 

ATTACHMENTS 
 
This Contract is comprised of this document and the following Attachments, which are incorporated by 
reference into this Contract: 

 
Attachment A- Scope of Work  

Attachment B  Payment and Compensation 
Attachment C  Texas Contract No. DIR-CPO-5343 

 
RECITALS 

 
WHEREAS, the State of Texas, acting by and the Department of Information Resources 

Master Price Agreement as Contract No. DIR-CPO-5343, and Ondaro 
LLC through its program now in effect from June 12, 2024 through and including June 11, 2026, with one 
(1) optional two-year renewal and two (2) optional one-year renewals; and 

 
WHEREAS, COUNTY and CONTRACTOR desire to enter into a Contract for CONTRACTOR 

to perform services under the Texas Contract No. DIR-CPO-5343; and 
 

WHEREAS, Contractor is willing to provide the services specified in this Contract to the County 
of Orange, Sheriff-Coroner Department; 
 

NOW, THEREFORE, the parties mutually agree: 
 

ARTICLES 
 
1. Scope of Contract: The terms and conditions of this Contract, including those in its Attachments, 

specifies the terms and conditions by which Sheriff-Coroner Department will procure services in 
connection with the Texas Contract No. DIR-CPO-5343 from the Contractor, hereinafter referred 

Attachment A, Scope of Work.   

2. Precedence:  Contract documents consist of this Contract and its exhibits and attachments. In the 
event of a conflict between or among Contract documents, the order of precedence shall be the 
provisions of the main body of this Contract, i.e., those provisions set forth in the recitals and 
articles of this Contract, and then the exhibits and attachments. 

3. Term of Contract: This Contract shall commence upon execution of all necessary signatures and 
continue through and including June 12, 2027, unless otherwise terminated by County. The term 
of this Contract exceeds the term of the Texas DIR-CPO-5343, as permitted by Texas DIR-CPO-
5343, Appendix A, Standard Contract Terms and Conditions, Cooperative Contracts, Section 4.5 
Survival. Contractor agrees to perform services specified herein beyond the termination of the 
Texas DIR-CPO-5343 to June 12, 2027. Contract may be renewed beyond June 12, 2027 upon 
mutual agreement of both Parties and upon successful renewal of the Texas DIR-CPO-5343. Each 
renewal of this Contract may require approval by the County Board of Supervisors. The County 
does not have to give a reason if it elects not to renew. 
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4. Taxes: Unless otherwise provided herein or by law, price quoted does not include California state
sales or use tax.  Out-of-state Contractors shall indicate California Board of Equalization permit
number and sales permit number on invoices, if California sales tax is added and collectable.  If no
permit numbers are shown, sales tax will be deducted from payment.  The Auditor-Controller will
then pay use tax directly to the State of California in lieu of payment of sales tax to the Contractor.

5. Payment and Compensation: Contractor agrees to provide services in connection with the Texas
Contract No. DIR-CPO-5343 as set forth in Attachment A, Scope of Work, at the fixed discounted
rates specified in the Texas Contract No. DIR-CPO-5343.  The maximum
amount of compensation under this Contract shall not exceed the amount of $765,600 for the first
contract term.

6. Contingency of Funds:  Contractor acknowledges that funding or portions of funding for this
Contract may be contingent upon State budget approval; receipt of funds from, and/or obligation
of funds by the State of California to County; and inclusion of sufficient funding for the services

by this Contract.  If such approval, funding or appropriations are not forthcoming, or are otherwise
limited, County may immediately terminate or modify this Contract without penalty.

7. Amendments: No alteration or variation of the terms of this Contract shall be valid unless made
in writing and signed by the parties; no oral understanding or agreement not incorporated herein
shall be binding on either of the parties; and no exceptions, alternatives, substitutes or revisions are
valid or binding on County unless authorized by County in writing.

8. Changes:  Contractor shall make no changes in the work or perform any additional work without

9. Termination:  In addition to any other remedies or rights it may have by law, County has the right

without cause, unless otherwise specified.  Cause shall be defined as any material breach of
contract, any misrepresentation or fraud on the part of the Contractor.  Exercise by County of its
right to terminate the Contract shall relieve County of all further obligation.

10. Stop Work:  The County may, at any time, by written stop work order to the Contractor, require
the Contractor to stop all or any part of the work called for by this Contract for a period of 90 days
after the stop work order is delivered to the Contractor and for any further period to which the
parties may agree.  The stop work order shall be specifically identified as such and shall indicate it
is issued under this clause.  Upon receipt of the stop work order, the Contractor shall immediately
comply with its terms and take all reasonable steps to minimize the incurrence of costs allocable to
the work covered by the stop work order during the period of work stoppage.  Within a period of
90 days after a stop work order is delivered to the Contractor or within any extension of that period
to which the parties shall have agreed, the County shall either:

1. Cancel the stop work order; or

2. 

If a stop work order issued under this clause is canceled or the period of the stop work order or any 
extension thereof expires, the Contractor shall resume work.  The County shall make an equitable 
adjustment in the delivery schedule, the Contract price, or both, and the Contract shall be modified 
in writing accordingly if: 

1. 
properly allocable to the performance of any part of this Contract; and 
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2. The Contractor asserts its right to an equitable adjustment within 30 days after the end of 
the period of work stoppage, provided that if the County decides the facts justify the action, 
the County may receive and act upon a proposal submitted at any time before final payment 
under this Contract. 

 
If a stop work order is not canceled and the work covered by the stop work order is terminated in 

resulting from the stop work order in arriving at the termination settlement. 
 
If a stop work order is not canceled and the work covered by the stop work order is terminated for 
default, the County shall allow, by equitable adjustment or otherwise, reasonable costs resulting 
from the stop work order. 
 
An appropriate equitable adjustment may be made in any related Contract of the Contractor that 
provides for adjustment and is affected by any stop work order under this clause.  The County shall 
not be liable to the Contractor for loss of profits because of a stop work order issued under this 
clause. 
 
If any provisions of this agreement are invalid under any applicable statute or rule of law, they are, 
to that extent, omitted, but the remainder of this agreement shall continue to be binding upon the 
parties hereto. 
 

11. Invoicing:  Vendor shall reference Contract Number MA-060-26010997 on all invoices.  Payment 
will be net 30 days after receipt of an invoice in a format acceptable to the County of Orange and 
verified and approved by the agency/department and subject to routine processing requirements.  
The responsibility for providing an acceptable invoice rests with the contractor. 

Invoices shall be submitted to the following location: 

County of Orange  
Sheriff Coroner/Technology Division 
technologyinvoices@ocsheriff.gov 

12. Governing Law and Venue:  This Contract has been negotiated and executed in the State of 
California and shall be governed by and construed under the laws of the State of California.  In the 
event of any legal action to enforce or interpret this Contract, the sole and exclusive venue shall be 
a court of competent jurisdiction located in Orange County, California, and the parties hereto agree 
to and do hereby submit to the jurisdiction of such court, notwithstanding Code of Civil Procedure 
Section 394.  Furthermore, the parties specifically agree to waive any and all rights to request that 
an action be transferred for trial to another county. 

13. Notices: Any and all notices permitted or required to be given hereunder shall be deemed duly given 
(1) upon actual delivery, if delivery is by hand; or (2) upon delivery by the United States mail if 
delivery is by postage paid registered or certified return receipt requested mail.  Each such notice 
shall be sent to the respective Party at the address indicated below or to any other address as the 
respective Parties may  designate from time to time.  

For Contractor: Ondaro LLC. 
8910 University Center Lane, Suite 400 
San Diego, CA 92111 
Attn:  Dehlia Moore 
dehlia.moore@ondarowave.com 
 

For County: County of Orange 
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Sheriff-Coroner Department/Purchasing Services Bureau
320 N. Flower Street, 2nd Floor 
Santa Ana, CA 92703
Attn: Olivia Prudencio, Deputy Procurement Agent 
Ph:   714-834-6687 

14. Insurance Provisions: Prior to the provision of services under this Contract, the Contractor agrees 
to carry all required insurance at  expense, including all endorsements required herein, 
necessary to satisfy the County that the insurance provisions of this Contract have been complied 
with.  Contractor agrees to keep such insurance coverage current, provide Certificates of Insurance, 
and endorsements to the County during the entire term of this Contract.  

Contractor shall ensure that all subcontractors performing work on behalf of Contractor pursuant to 
this Contract shall be covered under  insurance as an Additional Insured or maintain 
insurance subject to the same terms and conditions as set forth herein 
for Contractor.  Contractor shall not allow subcontractors to work if subcontractors have less than 
the level of coverage required by County from Contractor under this Contract.  It is the obligation 
of Contractor to provide notice of the insurance requirements to every subcontractor and to receive 
proof of insurance prior to allowing any subcontractor to begin work.  Such proof of insurance must 
be maintained by Contractor through the entirety of this Contract for inspection by County 
representative(s) at any reasonable time.   

All self-  shall be clearly stated on the Certificate of Insurance.  Any SIR in 
excess of 
Manager, or designee. The County reserves the right to require current audited financial reports from 
Contractor.  If Contractor is self-insured, Contractor will indemnify the County for any and 
all 
stated in this contract.  

If the Contractor fails to maintain insurance acceptable to the County for the full term of 
this Contract, the County may terminate this Contract.  

Qualified Insurer 

The policy or policies of insurance must be issued by an insurer with a minimum rating of A- 
(Secure A.M. Best's Rating) and VIII (Financial Size Category as determined by the most current 
edition of the Best's Key Rating Guide/Property-Casualty/United States or ambest.com). 

If the insurance carrier does not have an A.M. Best Rating of A-/VIII, CEO/ Risk Management 
retains the right to approve or reject a carrier after a review of the company's performance and 
financial ratings. 

The policy or policies of insurance maintained by the Contractor shall provide the minimum limits 
and coverage as set forth below:   

 
 
 

Coverage       Minimum Limits  
 
Commercial General Liability      $1,000,000 per occurrence   

$2,000,000 aggregate  
 
 Automobile Liability including coverage for   $1,000,000 combined    owned or 
scheduled, non-owned, and hired vehicles   single limit each accident  
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Workers Compensation      Statutory  

Employers Liability Insurance     $1,000,000 per accident or                                                                              
                                                                                              disease    
  
Network Security & Privacy     $1,000,000 per claims-made  
Liability          
 
Technology Errors & Omissions     $1,000,000 per claims-made   

$1,000,000 aggregate  
 
Professional Liability      $1,000,000 per claims-made   

or occurrence   
$1,000,000 aggregate 

 
 
Increased insurance limits may be satisfied with Excess/Umbrella policies. Excess/Umbrella 
policies when required must provide Follow Form coverage.  
 
Required Coverage Forms  
 
The Commercial General Liability coverage shall be written on occurrence basis utilizing Insurance 
Services Office (ISO) form CG 00 01, or a substitute form providing liability coverage at least as 
broad.  
 
The Business Auto Liability coverage shall be written on ISO form CA 00 01, CA 00 05, CA 0012, 
CA 00 20, or a substitute form providing coverage at least as broad. 
 
Required Endorsements  
 
The Commercial General Liability policy shall contain the following endorsements, which shall 
accompany the Certificate of Insurance:  
 
1) An Additional Insured endorsement using ISO form CG 20 26 04 13, or a form at least as broad 

naming the County of Orange its elected and appointed officials, officers, employees, and 
agents as Additional Insureds, or provide blanket coverage, which will state As Required by 
Written Contract.    

 
2) A primary non-contributory endorsement using ISO form CG 20 01 04 13, or a form at least as 

-
insurance maintained by the County shall be excess and non-contributing.  

 

rights of subrogation against the County of Orange, its elected and appointed officials, officers, 
employees, and agents or provide blanket coverage, which will state As Required by Written 
Contract. 
 
 
The Network Security and Privacy Liability policy shall contain the following endorsements which 
shall accompany the Certificate of Insurance:  
 
An Additional Insured endorsement naming the County of Orange, its elected and appointed 
officials, officers, employees, and agents as Additional Insureds for its vicarious liability.  
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A primary and non- insurance is 
primary, and any insurance or self-insurance maintained by the County shall be excess and non-
contributing.
 
All insurance policies required by this Contract shall waive all rights of subrogation against the 
County of Orange, its elected and appointed officials, officers, employees, and agents when acting 
within the scope of their appointment or employment. 
 
Contractor shall provide thirty (30) days prior written notice to the County of any policy 
cancellation or non-renewal and ten (10) days prior written notice where cancellation is due to non-
payment of premium and provide a copy of the cancellation notice to County.  Failure to provide 
written notice of cancellation may constitute a material breach of the Contract, upon which the 
County may suspend or terminate this Contract. 
 

-  
 
1) The retroactive date must be shown and must be before the date of the Contract or the beginning 

of the Contract services.  
  
2) Insurance must be maintained, and evidence of insurance must be provided for at least three 

(3) years after expiration or earlier termination of Contract services.  
 
  
3) If coverage is canceled or non-renewed, and not replaced with another claims-made policy 

form with a retroactive date prior to the effective date of the contract services, Contractor must 
purchase an extended reporting period for a minimum of three (3) years after expiration of 
earlier termination of the Contract. 

 
The Commercial General Liability policy shall contain a severability of interests clause also known 

 
 
Insurance certificates should be forwarded to the agency/department address listed on the 
solicitation.  
 
If the Contractor fails to provide the insurance certificates and endorsements within seven (7) days 
of notification by CEO/Purchasing or the agency/department purchasing division, award may be 
made to the next qualified vendor.  
 
County expressly retains the right to require Contractor to increase or decrease insurance of any of 
the above insurance types throughout the term of this Contract.  Any increase or decrease in 
insurance will be as deemed by County of Orange Risk Manager as appropriate to adequately 
protect County.   
 
County shall notify Contractor in writing of changes in the insurance requirements.  If Contractor 
does not provide acceptable Certificates of Insurance and endorsements to County incorporating 
such changes within thirty (30) days of receipt of such notice, this Contract may be in breach 
without further notice to Contractor, and County shall be entitled to all legal remedies.  
The procuring of such required policy or policies of insurance shall not be construed to limit 
Contractor's liability hereunder nor to fulfill the indemnification provisions and requirements of 
this Contract, nor act in any way to reduce the policy coverage and limits available from the insurer. 
 

15. Indemnification:  Contractor agrees to indemnify, defend with counsel approved in writing by 
County, and hold County, its elected and appointed officials, officers, employees, agents and those 

governing Board 
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including but not limited to personal injury or property damage, arising from or related to the 
services, products or other performance provided by Contractor pursuant to this Contract.  If 
judgment is entered against Contractor and County by a court of competent jurisdiction because of 
the concurrent active negligence of County or County Indemnitees, Contractor and County agree 
that liability will be apportioned as determined by the court.   Neither party shall request a jury 
apportionment. 

 
16. Confidentiality: Contractor agrees to maintain the confidentiality of all County and County-related 

records and information pursuant to all statutory laws relating to privacy and confidentiality that 
currently exist or exist at any time during the term of this Contract.  All such records and 

staff, agents and employees. 
 

17. Default  Re-Procurement Costs:  In case of Contract breach by Contractor, resulting in 
termination by County, County may procure the commodities and services from other sources. If 
the cost for those commodities and services is higher than under the terms of the existing Contract, 
Contractor will be responsible for paying County the difference between Contract cost and the price 
paid, and County may deduct this cost from any unpaid balance due Contractor. The price paid by 
County shall be the prevailing market price at the time such purchase is made. This is in addition 
to any other remedies available under this Contract and under law. 
 

18. Dispute - Contract:  The parties shall deal in good faith and attempt to resolve potential disputes 
informally. If the dispute concerning a question of fact arising under the terms of this Contract is 

 

attention of the County DPA by way of the following process: 
 

A. The Contractor shall submit to the agency/department assigned Deputy Procurement 
Agent a written demand for a final decision regarding the disposition of any dispute 
between the parties arising under, related to, or involving this Contract, unless County, on 
its own initiative, has already rendered such a final decision. 

B. 
such demand involves a cost adjustment to Contract, Contractor shall include with the 
demand a written statement signed by a senior official indicating that the demand is made 
in good faith, that the supporting data are accurate and complete, and that the amount 
requested accurately reflects Contract adjustment for which Contractor believes County is 
liable. 

Pending the final resolution of any dispute arising under, related to, or involving this Contract, 
Contractor agrees to diligently proceed with the performance of this Contract, including the 
delivery of commodities and/or provision of services. Contractor
shall be considered a material breach of this Contract. 
 
Any final decision of County shall be expressly identified as such, shall be in writing, and shall be 
signed by County Deputy Procurement Agent or his designee. If County fails to render a decision 

all be deemed a final decision adverse to 

terminate Contract for cause or termination for convenience as stated in Article 7 herein. 
 

19. Data Ownership:  All County materials, data, metadata, and information obtained, created, or 
derived under this Contract remain the exclusive property of the County.  Contractor shall use such 
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data only as necessary to perform this Contract and shall provide the County full access at all times, 
including export in common, non-proprietary formats (e.g., CSV, JSON, XML) and through a fully 
documented, open API, at no additional cost. Upon completion or termination, Contractor shall 
return all data, including copies, backups, and derivatives, and certify that no data remains in its or 

  Contractor may not retain, disclose, or use County data without 
en consent and shall comply with all applicable data security and privacy 

requirements, including CJIS standards where applicable.  
 

20. County Data: Subject to applicable law, the County shall permit the Contractor and its 
subcontractors to have access to, and make appropriate use of, the information or material that the 
County submits to the Contractor pursuant to this Contract ("County Data"), solely to the extent 
the Contractor requires such access  and use in order to properly and appropriately perform the 
Services as contemplated by this Contract. The Contractor may only access and use County Data 
in connection with performance of its duties under this Contract or as specifically directed by the 
County in writing and may not otherwise use, disclose, modify, merge with other data, 
commercially exploit, or make any other use of County Data or take, or refrain from taking, any 
other action that might, in any manner or form, adversely affect or jeopardize the integrity, security, 
or confidentiality of County Data, except as expressly permitted herein or as expressly directed by 
the County in writing. The Contractor acknowledges and agrees that, as between the Parties, the 
County owns all right, title, and interest in, and all Intellectual Property Rights in and to, all County 
Data. 
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Signature Page

The Parties hereto have executed this Contract# MA-060-26010997 on the dates shown opposite their 

respective signatures below  

Contractor*:  Ondaro LLC 

 

By:  Title:   

Print Name:   Date:   

 

Contractor*: Ondaro LLC 

 

By:  Title:   

Print Name:   Date:   

*If the contracting party is a corporation, (2) two signatures are required:  (1) signature by the Chairman 
of the Board, the President or any Vice President; and one (1) signature by the Secretary, any Assistant 
Secretary, the Chief Financial Officer or any Assistant Treasurer.  The signature of one person alone is 
sufficient to bind a corporation, as long as he or she holds corporate offices in each of the two categories 
described above.  For County purposes, proof of such dual office holding will be satisfied by having the 
individual sign the instrument twice, each time indicating his or her office that qualifies under the above 
described provision.  

In the alternative, a single corporate signature is acceptable when accompanied by a corporate resolution 
demonstrating the legal authority of the signature to bind the company. 

County Of Orange 

A political subdivision of the State of California 

 

Sheriff-Coroner Department 

 

 

By:  Title:   

Print Name:  Date:    

 

Approved by the Board of Supervisors: ____________________ 

 
Approved as to Form 
Office of the County Counsel 
Orange County, California 
 
By: ____________________ 
     Deputy 
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ATTACHMENT A
 

Scope of Work
    

1. Service Overview 

Contractor shall provide the capacity and platform expertise to assist 
Department (OCSD) in enhancing and supporting their ServiceNow environment. 

1.1 Service Offerings 

 service shall provide OCSD the ability to utilize subscription for any of the following Core 
Service Offerings 

1.1.1 Technical Services: 

 Enhancement & Defect development/configuration 

 Platform technical guidance to your team that includes: 

 ServiceNow related technical question/answers 

 Remote working sessions 

 Support and resolution of ServiceNow related Issues  

 Ongoing Maintenance requests (Ex. data file uploads)  

 Reporting configuration and maintenance 
 

1.1.2 Architectural Services: 

 Assist in ServiceNow platform architectural analysis & design 

 Assist in ServiceNow Platform strategy 

 Assist in ServiceNow Upgrade guidance 

 Informal training of new functionality/ applications 

 Integration support or modifications 

1.1.3 Service Management Consulting Services: 

 Assist County with design of process solutions 

 Requirements Gathering and Documentation of enhancement ideas 

 Assist County in setting up ServiceNow Governance models 

1.1.4 ServiceNow Operational Services: 

 Assist County with intake/ prioritization coordination/ assignment of work 
 Assist County in sprint planning / release management activities 

 

1.2 Assumptions for Core Service Offerings 

 Service Requests are limited to already implemented, production 
modules/functionality only unless agreed-upon by both parties. 
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Service Requests are limited to a scope not warranted of a project team.   Scope 
should fit within the confines of a sprint as defined by the Reserve team.   See Section 7.2 
for Request Complexity defined.

 Requests that do not meet eligibility criteria and/or are overly complex will be 
referred to via the SDM and Account Executive for discussion about formal project-based 
implementations and an associated quote. 

 Contractor will staff OCSD Reserve team with resources that possess the required skill 
and experience from any one of Contractor
be located in USA), in accordance with the business hours defined in this Agreement and 
any location requirements County is bound by which will be made known to Contractor 
before any work is started. 

 Contractor is using their Global Technical team. This includes Contractor personnel, 
affiliates, subcontractor, or otherwise, which may be outside the United States. Location 
of the Global Team is available to County upon request. 

 County has been aware and pre-approves the user of subcontractors in the provision 
of services under this Agreement. 

1.3 Governance of Service 

A Service Delivery Manager (SDM) will be assigned as the Point of Contact. The following 
activities are performed by the SDM as a part of this service: 

 Work planning 

 Escalations, and questions concerning service.  See Section 7.1 for more Information 
on escalation procedures. 

 Monthly Governance meeting to review previous months' service, subscription 
utilization, gather County feedback, as well as discuss upcoming work request needs. 

 Facilitation of backlog management activities. 

The SDM will work with the County to develop an operational plan in alignment with the 
County
Date, the SDM will work with the County to assess current state and backlog priorities in 
order to create an operational plan. On a monthly basis, the SDM will continue to assess the 
workload based on the County
the SDM will determine the skill sets and capacity required to perform the upcoming work 
and collaborate with the County to activate additional resources for assignment as necessary. 
As with any work performed under the Contractor Reserve service, all planning work after the 
Subscription Start Date utilizes the monthly allotment of funds as described in Attachment B, 
Payment and Compensation, Section 2. Fees and Charges.  

 1.4 Request Process 

 All Work Requests must be submitted by County through agreed upon intake method 
(Agile within County site for example). 

 The estimated Level of effort (LOE) will be sent for  approval at the time of 
the Acknowledgement/Response of the Request. Should additional information be required 
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and/or a meeting before Contractor can provide a LOE, that will be noted during the 
Acknowledgement/Response to the Request. 

 County to review and approve LOE. 

 After approved LOE; County will be notified of the resource assignment and 
confirmed start date. In all cases, Contractor will strive for an 'as soon as possible' start 
unless otherwise requested by the County. 

1.5 Request Tracking 

 Requests will be stored and managed in the County's instance or agreed upon 
method. 

1.6 Service Level Objectives (SLOs) 

Contractor strives to provide continuity of resources and the best possible response time 
throughout the engagement. When issues or urgent items arise, we prioritize work 
depending on the type of issue and County needs but may be constrained by available 
resources. Certain service levels for resource changes are defined below: 

SLO Definition Response time 

Standard Ticket Response* 2 business days 

New Resource Identification up to 2 weeks 

New Resource Onboarding** up to 6 weeks 

 
*Response is defined as an acknowledgement from a Contractor resource via email, 
ticket. update, or phone call in reference to a County  

**The Onboarding SLO assumes that the County
be completed, and access will be granted within the SLO Response time. 

2.  Contractor Roles 

The following roles will be provided by Contractor. Contractor provides the following roles 
In Its Reserve Core offering to provide assistance and fulfill work requests within the scope 
of the Core service Offerings activities listed in Section 1.1: 

Role Role Description 

Service Delivery Manager An RS Service Delivery Manager is 
advocate.   They oversee the end-to-end delivery of 
ServiceNow Managed Services. 
 
Ensure timely and successful delivery of our solutions 
according to County needs and their specific 
contractual objectives. Monitor service KPIs, ensuring 
that SLAs are met or exceeded.  Resolve any 
operational-related issues, ensuring 
satisfaction. 
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Overall responsibility for the Integrated County Team 
(ICT) and Integrated Delivery Team (IDT) activities 
on assigned accounts. 

Technical Consultant Performs configuration, scripting, and integrations to 
meet defined business requirements. Collaborates with 
developers, analysts, and admins to deliver working 
technical solutions. Participates in testing and 
documentation and supports deployment activities. 

Sr. Technical Consultant Independently implements platform features and 
integrations. Translates functional requirements into 
technical specifications, supports quality assurance 
efforts, and troubleshoots system issues. Maintains 
platform knowledge and contributes to reusable 
solution design. 

 

3. County Responsibilities 

  County will provide a named point of contact who will have overall responsibility 
for managing and coordinating the performance of the party it represents in a prompt and 
professional manner.   

  The following County roles should be available when needed to complete a work 
request: 

 Program/Project Manager 

 ServiceNow Platform Owner 

 Business Process Owner(s) 

 System Administrator(s) 

  County point of contact will communicate no less than weekly with the SDM at 
regular intervals to review progress and resolve any issues relating to the 
Engagement. 

 County will provide the appropriate admin level access needed for the Contractor 
Managed Services team. 

 County will provide approval of the level of effort and scope of enhancements prior 
to development starting. Changes to scope after approval may impact the level of 
effort and time to completion. 

 County is responsible to work with the SDM to ensure that there is an appropriate 
number of requests being entered to consume all the monthly contracted dollars. 

 County will be responsible for any configuration necessary outside of the 
ServiceNow platform related to current 3rd party integrations.  

 County will not alter Contractor's update sets or configurations therein. 
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County is responsible to have the required software and licenses needed to 
complete the effort and outcomes in this Agreement.  

 County will utilize the Standard ServiceNow role and object-based access control 
model for securing individual data elements, records and tables to the appropriate 
logged in user. 

 County will notify Contractor in advance of any planned changes to the 
ServiceNow System and or Platform.  

 These changes include but are not limited to code changes, cloning in or 
out of the environment, installation of patches/upgrades.   

 Contractor and County will need to have mutual agreement on the 
date/time of any ServiceNow system or platform changes to ensure that 
the changes do not impact this engagement. 

 If changes are made without mutual consent, costs and timelines may be 
impacted. 

 System Access: 

 County will provide Contractor full access to the ServiceNow 
environment from Day 1 of the engagement upon completion of 
backgrounded, or if Contractor holds the proper clearances to the 
satisfaction of the OCSD. If work cannot be performed due to resource 
allotment or lack of cleared staff, OCSD will reduce the projected hourly 
consumption to accommodate. If other resources need to be brought on to 
satisfy the scope of work requested, County will provide the requested 
access in a timely manner. 

 External Systems: 

 ServiceNow can connect to git-related repositories to manage versioning 
of built and deployed applications. County will provide repositories and 
credentials to utilize this functionality for global and scoped applications. 

4. Assumptions and Constraint 

4.1 Assumptions 

The following assumptions and constraints have been made for this Subscription Services 
Agreement: 

a. IP based access controls are out of scope. 

b. All Services will be performed directly into the County's ServiceNow instance. At no 
time will Contractor ingest any County Data or hold any County Data. All work will 
be focused on the County  

c. County assumes and understands that ServiceNow is a cloud platform and may have 
known and unknown vulnerabilities. It is assumed that County

basis and has full responsibility for ensuring effective safeguards are in place and 
operational.  See Section 7.0 for more detailed information. 
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d. All work will be completed remotely.

e. Contractor Reserve is limited to operational work that does not require a project 
manager, doesn't have typical project elements such as strict deliverables and 
deadlines. 

f. If a County request involves a significant expansion of the platform, such as 
implementing/configuring a new module or product that is not currently 
implemented or in use, it will be scoped and sold separately from the Contractor 
Reserve service. 

g. Contractor will provide US residing resources which can be backgrounded to 
discretion of the OCSD. 

h. County has been made aware and pre-approves the use of subcontractors in the 
provision of services under this agreement. 

i. The provided pricing assumes: 

County grants Contractor non-exclusive, royalty-free permission to use County
name and/or logo for the sole purpose of identifying County as a Contractor 
County on our website and marketing materials. 

  4.2 Work Hours & Days 

a. All County facing work will be performed during normal business hours defined as 
Monday through Friday 8AM  5PM Pacific Standard Time excluding Contractor 
company holidays.   

b. Any work requested outside of normal business hours must be previously arranged 
and mutually agreed upon at least two (2) business days in advance. 

5. Additional Information 

5.1 Place of Performance 

It is expected that this Engagement will be delivered entirely virtually.  Contractor will 
work with the County to reevaluate the need for in-person and/or on-site meetings 
monthly and, when appropriate, is willing to support the needs of the County. 

5.2 Additional Terms of Services 

If County requests additional resource capacity above the Subscription(s) purchased, 
County may purchase additional services via an additional subscription agreement or a 
separate agreement at a time and material rate.  

6. Program Change Request Procedure 

A Program Change Request (PCR) will be the vehicle for communicating changes to the 
Scope of Work. The PCR must describe the change, the rationale for the change and the 
effect the change will have on the program. The designated County Program Manager of 
the requesting party will review the proposed change and determine whether to submit 
the request to the other party. 

 

7.  Third Party Issues 
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Contractor is not responsible for ServiceNow product defects. County will manage all 
ServiceNow product defects directly with ServiceNow. Contractor is not responsible for 
resolving bugs identified as those belonging to the commercial off the shelf (COTS) 
application. Should there be occasions wherein a defect or issue with a third-party 
product affects the outcome of this program, Contractor will use the following process to 
assist County with coordination of its resolution. 

 Notify ServiceNow via the appropriate ticketing vehicle using County's support 
ID.  

 Include County's ServiceNow administrator in ticket details to expedite transfer 
of Item should It become necessary. 

 Communicate issue to County with ticket details, recommended next steps and 
any existing workarounds. 

 Document issue and any required steps with a Program Change Request (PCR). 

7.1 Escalation Process 

The timely resolution of issues is critical to maintaining program control and County's 
satisfaction. The purpose of the escalation process is to help ensure that issues are 
identified and resolved quickly. The escalation process provides a mechanism to alert the 
SDM,  Program Manager and other management personnel to issues not being 
resolved. Throughout the program lifecycle Contractor or County may escalate a program 
issue as follows: 
 
1. Raise the issue initially to the Contractor Service Delivery Manager. 

2. If not resolved at this level, an issue report will be generated, and the issue will 
be escalated to the CONTRACTOR's Practice Executive Director. 

7.2 Complexity of Request 

Each request will be evaluated for level of complexity and effort. Requests that are 
deemed more of an Implementation of a new module/application/integration or complex 
development requests that are required to be Implemented as a project may be referred to 
the County Services Delivery Team for a formal Project-based evaluation and 
implementation recommendation. 
Application development requests that may be potentially out of scope for this service are 
listed below and are subject to both parties flushing out the details to understand 
complexity and if it should be delivered via a separate project-like implementation: 

 Implementing any new modules in the production environment. 

 Setup of any new, advanced integrations to outside systems 

 Process design or other workshops 

 UI/UX design, new user interfaces or related workshops 

 New ServiceNow module / process deployment 

 New User Interface 

 Organizational Change Management activities to aid in adoption 

 Formal Training (e.g. certification class or custom course) 

 Process workshops 
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ATTACHMENT B

Payment and Compensation 

1. Compensation: 

This is a firm fixed fee Contract between County and Contractor for Products and Related Services as set 
 

Contractor agrees to accept the specified compensation as set forth in this Contract as full payment for 
performing all services and furnishing all staffing and materials required, for any reasonably unforeseen 
difficulties which may arise or be encountered in the execution of the services until acceptance, for risks 
connected with the services, and for performance by Contractor of all its duties and obligations 
hereunder.  Contractor shall only be compensated as set forth herein for work performed in accordance with 
the Scope of Work.  County shall have no obligation to pay any sum in excess of the fixed rates 
specified herein unless authorized by amendment in accordance with Articles "Changes" and 
"Amendments" of County Contract, which may require approval by the County Board of 
Supervisors. 

2. Fees and Charges: 

County will pay the fees and charges in accordance with the provisions of this Contract. In accordance with 
Payment shall be as follows: 

Item Invoice Date Invoice Due Date Period Start Period End Monthly Fee 
Month 1 Upon Execution 

of Contract 
5/1/2026 5/1/2026 5/31/2026 $63,800 

Month 2 6/1/2026 6/30/2026 6/1/2026 6/30/2026 $63,800 
Month 3 7/1/2026 7/31/2026 7/1/2026 7/31/2026 $63,800 
Month 4 8/1/2026 8/31/2026 8/1/2026 8/31/2026 $63,800 
Month 5 9/1/2026 9/30/2026 9/1/2026 9/30/2026 $63,800 
Month 6 10/1/2026 10/31/2026 10/1/2026 10/31/2026 $63,800 
Month 7 11/1/2026 11/30/2026 11/1/2026 11/30/2026 $63,800 
Month 8 12/1/2026 12/31/2026 12/1/2026 12/31/2026 $63,800 
Month 9 1/1/2027 1/31/2027 1/1/2027 1/31/2027 $63,800 
Month 10 2/1/2027 2/28/2027 2/1/2027 2/28/2027 $63,800 
Month 11 3/1/2027 3/31/2027 3/1/2027 3/31/2027 $63,800 
Month 12 4/1/2027 4/30/2027 4/1/2027 4/30/2027 $63,800 

 

Contract shall not exceed $765,600 for the term of May 1, 2026 through and including April 30, 2027 

The above is projected spend ONLY and does not oblige OCSD to ensure dictated spend. Total contract 
allotment may be allocated at OCSD discretion pending resource allocation. This may include increasing 
or reducing monthly hours based on project workload and resource availability.  

All billing will be based on service beginning on the 1st of each month.  In the event that work on this 
Agreement commences after the 1st of the month, the first billing will be for the 1st monthly period plus a 
proration for the partial month, with monthly billing initiating thereafter through the remainder of the term. 

All renewals of this contract, Contractor may escalate the then current fee schedule by no more than three-
percent (3%) annually. 
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There is no expected travel or related costs included in this Agreement. However, in the event travel 
becomes necessary to perform services, all reasonable travel, meals, and living expenses for all Contractor 
personnel who travel in support of the Engagement shall be billable at cost and all such expenses shall be 
borne solely by OCSD. Travel and expenses will be incurred in accordance with OCSD Travel Policy 
provided such policy is provided to Contractor prior to the start of our engagement. 

Contractor Reserve Core  Rate Card: 

Resource Type Rate 

Enterprise Program Director 247.00 

Engagement Coordinator 152.00 

Engagement Manager 226.00 

Program Manager 276.00 

Service Delivery Coordinator 128.00 

Service Delivery Manager 206.00 

Service Delivery Manager, Principal 271.00 

Enterprise Architect 321.00 

Architect 240.00 

Architect, Principal 280.00 

Developer 147.00 

Developer, Sr 211.00 

Developer, Principal 275.00 

Technical Consultant 154.00 

Technical Consultant, Sr 219.00 

Technical Consultant, Principal 287.00 

UX/UI Designer 161.00 

UX/UI Designer, Sr 252.00 

Platform Admin 157.00 

Platform Admin, Sr 247.00 

Product Owner 168.00 

Product Owner, Sr 230.00 

Business Analyst 149.00 

Business Consultant 207.00 

Business Consultant, Principal 294.00 

Scrum Master 168.00 

Technical Writer 130.00 

Technical Writer, Sr 183.00 
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3. Price Increase/Decreases: 
 

No price increases will be considered during the first year of the Contract. County requires documented 
proof of cost increases on Contracts prior to any price adjustment. A minimum of 30-days advance notice 
in writing is required for consideration of such adjustment. No retroactive price adjustments will be 
considered. All price decreases will automatically be extended to County of Orange. County may enforce, 
negotiate, or cancel escalating price Contracts or take any other action it deems appropriate, as it sees fit. 
The net dollar amount of profit will remain firm during the period of Contract. Adjustments increasing 

 
 
4.     Firm Discount and Pricing Structure:  
 
Contractor guarantees that prices quoted are equal to or less than prices quoted to any other local, State or 
Federal government entity for services of equal or lesser scope. Contractor agrees that no price increases 
shall be passed along to County during the term of this Contract not otherwise specified and provided for 
within this Contract.  
 
5.    
 
Contractor will be responsible for all costs related to photo copying, telephone communications and fax 
communications while on County sites during the performance of work and services under this Contract.  
 
6.  Payment  Invoicing Instructions: 
  
Payment  Invoicing Instructions: 
for goods delivered and/or services rendered. In the case of goods, the Contractor will leave an invoice 
with each delivery. Each invoice will have a number and will include the following information:  
 
Invoices and support documentation are to be forwarded to:  
Sheriff-Coroner  
Attn: Sheriff Technology Accounting  
1382 Bell Avenue  
Tustin, CA 92780  
Email: TechnologyInvoices@ocsheriff.gov  
 
7.  Payment (Electronic Funds Transfer (EFT):  
 
County of Orange offers contractors the option of receiving payment directly to their bank account via an 
Electronic Fund Transfer (EFT) process in lieu of a check payment. Payment made via EFT will also receive 
an Electronic Remittance Advice with the payment details via e-mail. An e-mail address will need to be 
provided to The County of Orange via an EFT Authorization Form. To request a form, please contact the 
agency/department Procurement Buyer listed in Contract. Upon completion of the form, please mail, fax or 
email to the address or phone listed on the form. 
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ATTACHMENT C 

Texas Contract No. DIR-CPO-5343 
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