AMENDMENT 2 TO MAINTENANCE SERVICES AGREEMENT

This Amendment ("Amendment 2") dated as of March 26™ 2009, is by and between
NICE Systems, Inc., (“NICE"} and Monterey County Communications Department, ("Customer™),
and is made with reference to the following facts:

WHEREAS, NICE and Cusfomer previously emtered into 8 Mantenance Services
Agreement dated September 20, 2008 (the “Maintenance Services Agresment"}, 2 copy of which
is attached hereto and incorporated herein by this reference: and

WHEREAS, all capitalized terms, which are used but not otherwise defined herein, shaill
have the meaning given to such terms in the Agresment: and

WHEREAS, the parties wish to amend the Agreement pursuant fo this Amendment 2,

NOW, THEREFORE, the parties, in consideration of the mutual covenants set forth befow and in
the Agreement, agree to amend the Agreement as follows:

1. Exhibit B and C in the Agreement shall be replaced in thier entirety with Exhibit B and C,
attached herein.

2. The initial period for this Amendment 2 shall be January 5%, 2009 through January 4°,
2010. Thereafter, the Agreement may be renewed In accordance with Section 5.1 of the
Agreement for additional twelve (12) month periods.

3. Except as herein madified, all other provisions of the Agreement remain in full force and
affect as though fully set forth herein.

IN WITNESS WHEREOF, the parties hereto have caused this Amendment 2 to be
executed by their duly authorized representatives as of the date hereof.

NICE Systems, Inc. Monterey County Communications Department
By _ﬁ&ua.Mfg_ By: M
Name: Karen Durden Name:

Title: Service Sales Direcior Title:

Date: __S /14 /0% Date:




Exhibit B

SERVICE LEVEL AGREEMENT
Gold Level
Definitions snd.Raquirements
. Service Priorities
Prigrity 1 — Critical Fallure, as defined below.
! Résponse Category Normal Response Times
Support Coverage Twenty-four (24) hours, seven (7) days per week
Phone Support Twenty-four (24) hours, seven {7) days per week
Call Back Response Time . (60) minutes after receipi of call from Customer's
- authorized representative _ _
On-Site Response Time (4) Hour On Site Response Times are in effect following
- the defermination that on sife support Is required.

Priority 2 ~ Major Problem, as defined below

Response Category : Normail Response Times
Support Coverage _Twenty-four {24) hours, seven (7) days per week
__Phone Coverage Twenty-four (24) hours, séven (7) days per week
Call Back Response Time - (120) minutes after recaipt of cali from Customer's
_ _ authorized representative ~
On-Site Response Time "(24) hours On Sife Response Times 8re in effect
. folfowing the determination that on site support is
required. -




Priority 3 — Product Anomaly

Response Category “Normal Response Times
Support Coverage _ "i"wenty-four {24) hours, seven m'daxs per week

“Tweniy-four (24) hours, seven (7) days per wask

Phone Coverage
Call Back Response Time

{24) Hours after receipt of call from Customer’'s
authorized representative

On-Site Response Time

{48) hours On Sife Rosponse THNes are in sﬂ'eet
following the defermination that on sife support is
required.

Priority 4 ~ System Inquiry, Planned intervantion or Request for Information

Response Category Normal Response Times
Support Coverage 'I;wenty-four (24) hours, seven (7) days per week
Phone Coverage Twenty-four (24) hours, seven (7) days per week

Call Back Response Time

(24) Hours after racaipt of call frorn Customer's
authorized representstive

On-Site Response Time

{48) hours On Site Response Times are in efiect
following fthe defermination thef on sife support is
required.




Priority Definitions

Priority 4 - Criical Failure =in2 100% recording environment, any failure of equipment, NICE
software or communications to the Nice products which resuits in loss of recording channels or

data, oﬁf’aﬂmmmwﬂhesuimsuweﬂingms;

Priority 2 — Major Problem — Any problem resulting in loss of ability to retrieve calls of loss of
replay functioriality for two or more workstations.

Priority 3 — Product Anomaly = Any problem affscting ane or more workstations which doss not
result in a loss of recording or replay but nevertheless results in diminished Product response or
performance, for example if an administrator loses the abifity to add or delete users.

Priority 4 - System Inquiry, Pianned Infervention or Request for information

Parsonnel

Help Desk Agent (HDA)-- NICE individuat raspensible for opening trouble ticket and assigning
problem ownership within the NIGE Customer support network.

Service Provider (SP) - NICE certified individual responsible for problem ownarship and
resolution of technical and application problems.

Director of Customer Support ~ NICE individual responsible for alt NICE Customer support
‘activities in North America. -

Administrator - Customer inidividual responsible for tape changes, adding and deleting users,
defining user status and system accass, efc.

Custorner Contact—An individuat employed or contracted by Customer who is designated by
Customer as the Site liaison to the SP and HDA.

NICE Systems Managasment contact information

Escaiation Contact Name Contact number
Levef
Leval 1 Dalan Winbush or Frank Marasca 720 264-43688 /720 264-4373
‘ dalan.winbugh@nice.con;
" | frank.maras nice
Level 2 Dave Glenn - VP of Customer Support 720-2684-4391
dave.glenn@nice.com
Level 3 Yali Harari - Chief Operating Officer 201 5491869
Yali.harari@nice.com
Level 4 Eran Gorev ~ President of the America’s 201 549-1888
eran.gorev@nice.Com

Standard Contact for Support—N
Maintenance Services

ICE Systems Help Desk 1-800-NICE-611 (1 -800-842-3611)




Maintenance During Normal Service Hours and Normal Response Times

; Maintenance Servicas shall be provided twenty-four (24) hours per day, seven (7) days per
}________\mga&_éﬂu_dmw-igﬁi%}ub!ished holidays (“Normal Service Hours”), -and within the normal

response times are set forth in the column ontiiad "Normal Responaa TImes. i1 118 CHEfis
above for the various priority levels of service (“Normal Response Times™).

Problem Reporﬁﬁg

: Customer will report technical problems with Equipment or NICE Software or Third Party
; Software to any NICE heip desk agent (HDA). This problem will be fogged for internal reporting
' and tracking. All problems will follow the pattem of communications outlined in the definitions

and escalation provisions above.

The HDA will either resolve the problem over ffie telephione or refar the call to an enginesr with
spacific expertise regarding the problem. The engineer will conduct remote diagnostics if
necessary as well as continue fo fry fo resolve the problem over the telephone.

The HDA will be respansible for resolution and reporting to the project manager.

The engineer will determine if, in NICE's sole discretion, an on-site visit is required by a NICE
certified engineer to resolve the problem. In this event, the engineer will re-engage the HDA
who will dispatch the closest SP. The SP will contact Customer and arrange the Site visit

Additional reporting activities are addressed below.
On-Site Reporting

All SPs will follow the procedure below.

= Upon arrival at tha Customer Site in and go directly to the Customar Contact.
= When the SP is ready to leave, notify the Customer Contact.
= Provide verbal raports to the Customer Contact on all work completed and In progress by

NICE. .
» Sign outand leave with the Customer Contact a visit report of the work accomplished by

NICE and the outstandirig issues.
» Provide to the Customer Contzet within one {1} waek of the on-site visit a follow-up report on

any outstanding issuss.

‘The HDA will monitor the case and make ail necessary updates and attachments.

NICE will provige monthly reports fo Customer on all Priority 1 and Priority 2 problems upen
resoiution.
Escalating

it is the responsibiity of the SP to escalate unresolved problems in the time frames and menner
described in the sections above in the Escalation chart.




Systems Checks and Trouble Shooting

A schedule for dally and weekly checks wil be established based upon such checks'in the
NiceLog and NiceCLS maintenance manual and the practices of Customer. Customer will
assign intemal responsibility for camying out such preventive procedures.

Trouble shooting methodology is established in the above manuals, which are considered
incorporated into this document by reference.

Repair or Replacement of Individual Products

Repalr or replacement (with either new or refurbished parts, at NICE’s sole discretion) of
Individual Products found to be fatlty or unserviceable during the performance of the
Maintenance Services described above.

Unscheduled Remedial Baintenance

Unscheduled rertedial maintenance, as requested in writing by Customer, in respect of those
items that fafl to operate properly; provided that fo the extent any such remedial mainienance is
requested by Customer and provided by NICE, and the reported problem g not due t6 a failure
of the relevant Individual Product fo function in acgordance with the documentation for such
Individual Product as provided fo Customer by NICE ("Documentatlon”), then such remedial
maintenance {including without limitation any on-site services) shalt be considered Additional
Services hereunder.

Installations and Upgrades or Updates

The SP will be responsible for instailations of new Equipment and NICE Software and Third
Party Software, if any, as well as Equipment and NICE Software and Third Party Software
upgrades o updates, ¥ any, scheduled with Customer through the Cusiomer Contact.




Spares

NICE will assure the availability of Sparé parts through its direct service providers. Customers
also will have the option of maintgining a critical spares list at the Site at an additional expense.

Critical spares kits may include:
s DAT drive

Hard drive

Power supply

CPU board

Audio card

Software Updates

NICE's standard Maintenance Servicas shall include installation of only such scftware updates
to the NICE Software which, in NICE’s sole discretion, are necessary to ensure efficient
operation of the Products {'NICE Sofiware Updates”). NICE will provide Cusiomer with a
version of the NICE Software Update for Customer to review and authorize for instaltation.

Upon such installatiori, Customer shall receive a copy of all written materials necessary to aliow
Customer to operate such NICE Sofiware Updates. All NICE Software Updates are licensed for
use solely on the Equipment on which the relevant NICE Software was first installed and shall,
unless ctherwise set forth herein, ba governed by the terms and conditions of the software
license for the NICE Software executed by both parties "NICE Software License”).




Additional Services

Services Outside of Normal Service Hours or Normal Response Times

Additional Service fees shall apply to services provided by NICE Maintenance Personnel to
Customer outside of Normal Service Hours or Normal Response Times, as defined above.

Ineligible Products

Additional Service fees shall apply for any maintenance provided by NICE for any and all
Individual Products that are damaged by causes not caused directly by the gross negligence or
intentional misconduct of NICE and extemal to the relevant Individual Product, including without
limitation, damages to & Individual Product caused by: (i) neglect, mishandling, misuse and/or
unauthorized repair by anyone other than NICE or a NICE cartified technician; (i) faliure to-
maintain the Site in accordance with NICE's installation site specifications ("Installation Site
Specifications”); (fii) relocation from the Site specified by the parties; (iv) use by anyone other
than NICE or & NICE certified technician for purposes other than those for which it was
designed, as described in the applicable documentation, Operating Manuals and/or
specifications provided by NICE; {v) use by anyone other than NICE or a NiCE certified
technician of materials or supplies, insluding without limitation software and firmware
programming, that do not meet NICE's specifications and Instructions; (vi) use of the Products
with any Non-NICE Hardware and/or (vil) an accident, transportation, improper cooling or
humidity control, failure of felephone equipment or communication lnes, failure or fiuctuation of
electrical power, other unusual physical or elactrical stress and/or failura of interconnect
equipment not provided by NICE or a NICE certified technician.

Modiflcations

Additiona Service fess shalf apply for modifications, alterations, specification changes,

engineering changes, enhancemants, and other forms of extra work, including without limitation
relocating the Products coflectively or any Individual Product, and adding or removing !
accessories, wiring or devices.

Improperly ldentified or Unidentified Individual Products

Additional Service fees shalt apply, at NICE's sole discration, for maintenance provided to any !
Individuel Product if the original identification marks on such Individual Product have been n
removed or altered.

Miscellaneous

Additional Service fees shall apply for any other maintenance services that are not expressly
included in Maintenance Services, as defined above, which shall be performed by NICE only
pursuant to a separate writtén agreement to be exscuted by the parties in the future.




EXHIBIT G

NICE-MAINTENANCE-AND-APBITIONAL-SERVICES-PRICE LIST

Maintenance Services and Additional Services will be billed to Customer according to
tha fee schedule below. Any services that are not included on the lists of Maintenance
Services and Additional Services set forth on the Service Level Agresment attached
hereto as Exhibit B shali be provided pursuant to a separate waitten agreement to be

executed by the parties in the future.

Services Price

Maintenance Servicas* $21,182.00 (Annual Contract Period)

* Maintenance Services inciude all services fisted in the Maintenance Services section of
the Service Level Agresment attached hereto as Exhibit B.

Additional Services shall be billed at NICE's then current hourly rates. Expenses

will be billed as incurred as they relate to Additional Services.
Additional Services shall be bilfad at NICE's then current hourly rates. Expenses
will be billed as Incurred as they relate to Additional Services. Detalled copies of

expense receipts shall accompany each invoice.




Customer is responsible for any additional costs associated with Upgrade implementation,
including, but not limited to: any Third Party Software required, such as any Microsoft™ server or
workstation applications (including SQL server licenses), additional hardware, Services, Including
but not Fmited to, installation, specialized customization or integration services, such as the
OPUS integration, (which shall be made available as Additional Services) or training that [s

required as a result of an Upgrade.




Exhibit D

Upgrades

in-additionto the Maintenanca Sendces as_descrbed in_Exhibit. B. of the Apreement,. in

accordance with the annual fess listed In Exhibit C2 — Commerdial, and for the Products listed in
Exhibit A2 — Commercial, NICE shall provide subseqguent releases of the NICE Software, which
replacas a previously Instalied version of the NICE Bofiware, with a newer version of the same
NICE Software, excluding any relesse, aption or new feature which NICE detemmines will be
licensed separaiely ("Upgrades”). Upgrades will be delivered or made available to Customer for
downloading free of charge. For the avoidance of doubt, in the event that the Maintenance
Services are terminated in accordance with Seclion 12 of the Agreement, NICE shall not provide,

and Customer shall not be enfitied to receive, any Upgrades after the date on which such
tarmination is effactive. For the avoidance of daubl Unnrades shall aobe_be mate availabla ... _.




AMENDMENT NO. 1
To Madntenmues Services Agreement between NICE Systems, Inc., sud the County of Monterey

[0S AMENDMENT NO. 1 0 fe Agrocment by and between NICE Systems, Ins:, a Delawate
ing its principal offices 2t 301 Route 17 North, 10* floor, Rutherford, NI 07070

Corporatiop, baving b .
CNICE™) znd the Comnty of Monterey (“Customer”), is hereby entered into by snd between the parties
effective Jamary 5, 2008.

RECITALS:

Wmnﬁ.mep&ﬁﬂmm_ammmSuﬁNW(“wﬁﬁrﬁtpﬁﬁ.
September 20; 2006 to September 19, 2007, which provided for the purchace and installation of .

specified poods, servioos, and cquipment; end

WHEREAS, the parties desire to continue maintenanos of the NICE voice recording system sbr the
priodlamyS,ZOOStomd!ncludingImny@ZﬂO&mthsmemamdoond:lﬁmauatm
o the Agreement, - s

NOW THRREFORE, the parties agreo 2 follows:

1. NICE Systems, Inc. shall maintain ths velce recording system instelled purswant to the
Agresmentt for the pariod Jarmery 5, 2008 to end inclnding Jmuary 4, 2009 on the same terms
and conditians as set forth in the Agreement, ' ; ;

2 mwmbm@mmmmﬁmunm
(cash » "Renewel Term™) unless, at least ninety {90) days prior to fhe conchision ‘of the Initial
Term or the then cument Reanewal Temm, either party fommishes the other with 8 written notice of
termination, which notice shall be affective at the conclusion of the then-current texm.

3 mhmmmofﬁsvﬁwrw&ﬁngmhﬁcMofﬁﬁsm
subsaquent two antroal terms is set forfh in Bxhibit A. - -

4. Bxcopt as provided hercin, all terms ‘end conditions of the Maittensmos Services Agreement
shall remain wnchanged and in full force and effect.

5. A copy of fie Amendment #1 shall bo attached to the Maintenance Services Agreement dated
Septentber 20, 2006, .

N WITNESS WHEREOFY, the parties have caused this Amendment No. 1 to be exeouted by thoir
dnly suthorized tepresentatives.

NICE SYSTEMS, INC,

By_Konza Qenslin
Tite_Jowia Sefie Donretan

/25 /08




