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This Agreement is entered into thisryUJr day of iJ U r-* . rfx/i -1 , by and between CITY OF REEDLEY,
(hereinafter "CLIENT") and CRW SYSTEMS, INC., (hereafter "CRW") (collectively referred to as "the PARTIES") for the
maintenance and support services of permit and code enforcement software as further specified in Exhibit A (the
"SOFTWARE") provided to CLIENT by CRW pursuant to a separate Installation & License Agreement.

IN CONSIDERATION of the covenants as set forth in this Agreement, CLIENT and CRW agree as follows:

A. INCORPORATION OF DOCUMENTS

The following documents are attached hereto and, by this reference, incorporated in this Agreement:

EXHIBITA: Covered Sites, Software Modules & Configuration

EXHIBIT B: Services and Fees

B. COVERAGE

B.l. SCOPE OF SERVICES:

CRW shall provide maintenance service, technical support and software updates for the SOFTWARE as further
detailed in Exhibit A and herein referred to as "Covered Software". Covered software does not include

hardware, hardware vendor operating systems and other system software, CLIENT-developed software, or
third-party software.

B.2. DESCRIPTION OF SERVICES:

B.2.1. SUPPORT SERVICES. During the term of this Agreement, CRW shall provide the services described
herein so as to maintain the Covered Software in good working order, keeping it free from material
defects so that the Covered Software shall function properly and in accordance with its intended use.

B.2.2. TECHNICAL SUPPORT. CUENT shall have email and Toll-free phone access to CRW Monday
through Friday during their normal business hours. CRW shall use its best efforts to work with and
support all CLIENT-users who may call CRW with technical questions, however, CRW reserves the right
to restrict email and/or telephone access to CLIENT-designated representatives only, as further
detailed in Section G.3. herein. CRW shall have contact with CLIENT'S designated System
Administrator by telephone or email at least once per month to discuss system performance and
unanswered questions. At the request of the CLIENT a quote for onsite technical support may be
provided at any time.

B.2.3. REMEDIAL SUPPORT. Upon notification by CLIENT of an error, defect, malfunction or
nonconformity in the Covered Software, CRW shall respond as follows:

(a) SEVERITY 1: Produces an emergency situation in which the Covered Software is
inoperable, produces incorrect results, or fails catastrophically.

RESPONSE: CRW shall provide a response by a qualified member of its staff to begin to
diagnose and to correct Severity 1 problem as soon as reasonably possible, but in any event,
a response via telephone will be provided within two (2) hours. CRW will continue to provide
best efforts to resolve Severity 1 problems in less than forty-eight (48) hours. The resolution
will be delivered to CLIENT as a work-around or as an emergency software fix. If CRW
delivers an acceptable work-around, the severity classification will drop to Severity 2.

(b) SEVERITY 2: Produces a detrimental situation in which performance of the Covered Software
degrades substantially under reasonable loads, such that there is a severe impact on use; the
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Covered Software is usable, but materially incomplete; one or more mainline functions or
commands is inoperable; or the use is otherwise significantly impacted.

RESPONSE: CRW will provide a response by a qualified member of its staff to begin to
diagnose and to correct a Severity 2 problem as soon as reasonably possible, but in any event
a response via telephone will be provided within six (6) hours. CRW will exercise best efforts
to resolve Severity 2 problems within five (5) days. The resolution shall be delivered to
CLIENT in the same format as Severity 1 problems. If CRW delivers an acceptable work
around for a Severity 2 problem, the severity classification will drop to a Severity 3.

(c) SEVERITY 3: Produces an inconvenient situation in which the Covered Software is usable, but
does not provide a function in the most convenient or expeditious manner, and the user
suffers little or no significant impact.

RESPONSE: CRW will provide a fix or fixes for Severity 3 problems within 15 days or at the
next scheduled maintenance release, whichever occurs first.

(d) SEVERITY 4: Produces a noticeable situation in which the use is affected in some way which
is reasonably correctable by a documentation change or by a future, regular release from
CRW.

RESPONSE: CRW will provide a fix or fixes for Severity 4 problems within 15 days or at the
next scheduled maintenance release, whichever occurs first.

(e) For the purpose of the response listed above, an "hour" is defined as one (1) business hour
during CRW office hours, and a "day" is defined as one (1) business day during CRW office
hours.

B.2.4. EMAIL/FACSIMILE SUPPORT. For Severity 3 & Severity 4 issues, CRW provides a written problem
report. CLIENT may submit a problem report via email or fax at any time. CRW shall acknowledge
receipt of all reports with a telephone call or response email to CLIENT and provide a resolution to the
problem within 15 days or at the next scheduled maintenance release, whichever occurs first.

B.2.5 MAINTENANCE SERVICES. During the term of this Agreement CRW will maintain the Covered
Software by providing CLIENT with all software upgrades, enhancements and modifications. All
updates or new versions shall be provided to CLIENT via download through CRW's website. CRW
anticipates at least one upgrade per quarter.

B.2.6. SERVICES NOT INCLUDED. Maintenance Services do not include any of the following:

(a) Custom programming services;
(b) On-site support, including installation of hardware or software;
(c) Support of any software not designated as Covered Software.
(d) Custom reports/forms or a modification to an existing reports/forms.
(e) Training, except as specified in Exhibit B.

B.2.7. LIMITS OF LIABILITY. CRW assumes no responsibility for the correctness of, performance of, or
any resulting incompatibilities with, current or future releases of the Covered Software if CLIENT has
made changes to the system hardware/software configuration or modifications to any supplied source
code of the Covered Software.

B.2.8. ADDITIONAL SERVICES. CLIENT may request CRW perform additional services which are not
covered under the Scope of Services or Description of Services as provided in this Agreement. Should
CRW agree to perform said additional services, CRW & CLIENT shall enter into a separate written
agreement setting forth the scope of said additional services and the compensation to CRW for those
additional services. Said separate written agreement may be made an amendment to this Agreement
at CRW's discretion.
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