
Internal Contract Tracking #: AR3759       Solicitation #: KM21-47         Vendor #: VC250985 

Contract #: AR3759

STATE OF UTAH COOPERATIVE CONTRACT 

1. CONTRACTING PARTIES:  This contract is between the Utah Division of Purchasing and the following Contractor:  

Medallia 

Name

575 Market Street
Street Address

San Francisco California 98282

City State Zip 

Vendor # VC250985   Commodity Code #: 920-05   Legal Status of Contractor: For-Profit Corporation 

Contact Name: Matthew Halliday   Phone Number: +1 866-562-1834   Email: mhalliday@medallia.com 

2. CONTRACT PORTFOLIO NAME: Customer Engagement; Social Listening. 

3. GENERAL PURPOSE OF CONTRACT: Citizen Engagement Platform. 

4. PROCUREMENT: This contract is entered into as a result of the procurement process on FY2021, Solicitation# KM21-47 

5. CONTRACT PERIOD: Effective Date: Wednesday, September 15, 2021. Termination Date: Monday, September 14, 2026 unless 
terminated early or extended in accordance with the terms and conditions of this contract. Renewal Options: two 1 year renewal options.  

6. Administrative Fee (if any): One Quarter of One Percent (or 0.25%). 

7. Prompt Payment Discount Details (if any): Refer to Attachment C.. 

8.  ATTACHMENT A: NASPO ValuePoint Master Agreement Terms and Conditions 
 ATTACHMENT B: Scope of Work 
 ATTACHMENT C: Price Schedule 
 ATTACHMENT D: End User License Agreements (as applicable) 

 Any conflicts between Attachment A and the other Attachments will be resolved in favor of Attachment A. 

9. DOCUMENTS INCORPORATED INTO THIS CONTRACT BY REFERENCE BUT NOT ATTACHED: 
 a. All other governmental laws, regulations, or actions applicable to the goods and/or services authorized by this contract. 
 b. Utah Procurement Code, Procurement Rules, and Contractor’s response to solicitation #KM21-47. 

10. Each person signing this Agreement represents and warrants that he/she is duly authorized and has legal capacity to execute and deliver 
this Agreement and bind the parties hereto. Each signatory represents and warrants to the other that the execution and delivery of the 
Agreement and the performance of each party’s obligations hereunder have been duly authorized and that the Agreement is a valid and 
legal agreement binding on the parties and enforceable in accordance with its terms.  

IN WITNESS WHEREOF, the parties sign and cause this contract to be executed. Notwithstanding verbal or other representations by 
the parties, the “Effective Date” of this Contract shall be the date provided within Section 5 above.   

      CONTRACTOR           DIVISION OF PURCHASING 
 

 
 

Contractor's signature  Date  Director, Division of Purchasing  Date 
 

Type or Print Name and Title

 
  

09/15/2021

https://utahgov.na1.documents.adobe.com/verifier?tx=CBJCHBCAABAAoDZzET0LGirc-vl2rVDcbBCafpy0oK04
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ATTACHMENT A 

NASPO VALUEPOINT MASTER AGREEMENT TERMS AND CONDITIONS

I. Definitions 

1.1 Acceptance means acceptance of goods and services as set forth in 
Section IX of this Master Agreement.

1.2 Contractor means a party to this Master Agreement, whether a person or 
entity, that delivers goods or performs services under the terms set forth in 
this Master Agreement.

1.3 Embedded Software means one or more software applications which 
permanently reside on a computing device. 

1.4 Intellectual Property means any and all patents, copyrights, service 
marks, trademarks, trade secrets, trade names, patentable inventions, or 
other similar proprietary rights, in tangible or intangible form, and all rights, 
title, and interest therein. 

1.5 Lead State means the State centrally administering any resulting Master 
Agreement(s) who is a party to this Master Agreement.

1.6 Master Agreement or Contract means the underlying agreement executed 
by and between the Lead State, acting in cooperation with NASPO 
ValuePoint, and the Contractor, as now or hereafter amended. 

1.7 NASPO ValuePoint is a division of the National Association of State 
Procurement Officials (“NASPO”), a 501(c)(3) limited liability company. 
NASPO ValuePoint facilitates administration of the NASPO cooperative 
group contracting consortium of state chief procurement officials for the 
benefit of state departments, institutions, agencies, and political 
subdivisions and other eligible entities (i.e., colleges, school districts, 
counties, cities, some nonprofit organizations, etc.) for all states, the 
District of Columbia, and territories of the United States. NASPO 
ValuePoint is identified in the Master Agreement as the recipient of reports 
and may perform contract administration functions relating to collecting 
and receiving reports, as well as other contract administration functions as 
assigned by the Lead State. 

1.8 Order or Purchase Order means any purchase order, sales order, 
contract or other document used by a Purchasing Entity to order the 
Products. 
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1.9 Participating Addendum means a bilateral agreement executed by a 
Contractor and a Participating Entity incorporating this Master Agreement 
and any additional Participating Entity-specific language or other 
requirements (e.g., ordering procedures specific to the Participating Entity, 
entity-specific terms and conditions, etc.).

1.10 Participating Entity means a state (as well as the District of Columbia 
and US territories), city, county, district, other political subdivision of a 
State, or a nonprofit organization under the laws of some states properly
authorized to enter into a Participating Addendum, that has executed a 
Participating Addendum. 

1.11 Participating State means a state that has executed a Participating 
Addendum or has indicated an intent to execute a Participating 
Addendum.

1.12 Product or Products and Services means any equipment, software 
(including embedded software), documentation, service, or other 
deliverable supplied or created by the Contractor pursuant to this Master 
Agreement. The term Product includes goods and services.  

1.13 Purchasing Entity means a state (as well as the District of Columbia and 
US territories), city, county, district, other political subdivision of a State, or 
a nonprofit organization under the laws of some states if authorized by a 
Participating Addendum, that issues a Purchase Order against the Master 
Agreement and becomes financially committed to the purchase. 

II. Term of Master Agreement

2.1 Initial Term. The initial term of this Master Agreement is for Five (5) 
years, beginning when the first master agreement under this portfolio is 
signed. The term of this Master Agreement may be amended beyond the 
initial term for two (2) additional years at the Lead State’s discretion and 
by mutual agreement and upon review of requirements of Participating 
Entities, current market conditions, and Contractor performance. 

2.2 Amendment Limitations. The terms of this Master Agreement will not be 
waived, altered, modified, supplemented, or amended in any manner 
whatsoever without prior written agreement of the Lead State and 
Contractor. 

2.3 Amendment Term. The term of the Master Agreement may be amended 
past the initial term and stated renewal periods for a reasonable period if 
in the judgment of the Lead State a follow-on competitive procurement will 
be unavoidably delayed (despite good faith efforts) beyond the planned 
date of execution of the follow-on master agreement. This subsection will 
not be deemed to limit the authority of a Lead State under its state law to 
otherwise negotiate contract extensions. 
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III. Order of Precedence 

3.1 Order. Any Order placed under this Master Agreement will consist of the 
following documents:

3.1.1 A Participating Entity’s Participating Addendum (“PA”); 

3.1.2 NASPO ValuePoint Master Agreement, including all attachments 
thereto; 

3.1.3 A Purchase Order or Scope of Work/Specifications issued against 
the Master Agreement; 

3.1.4 The Solicitation or, if separately executed after award, the Lead 
State’s bilateral agreement that integrates applicable provisions; 

3.1.5 Contractor’s response to the Solicitation, as revised (if permitted) 
and accepted by the Lead State. 

3.2 Conflict. These documents will be read to be consistent and 
complementary. Any conflict among these documents will be resolved by 
giving priority to these documents in the order listed above. Contractor 
terms and conditions that apply to this Master Agreement are only those 
that are expressly accepted by the Lead State and must be in writing and 
attached to this Master Agreement as an Exhibit or Attachment. 

3.3 Participating Addenda. Participating Addenda will not be construed to 
dimmish, modify, or otherwise derogate any provisions in this Master 
Agreement between the Lead State and Contractor. Participating Addenda 
will not include a term of agreement that exceeds the term of the Master 
Agreement.  

IV. Participants and Scope 

4.1 Requirement for a Participating Addendum. Contractor may not deliver 
Products under this Master Agreement until a Participating Addendum 
acceptable to the Participating Entity and Contractor is executed.  

4.2 Applicability of Master Agreement. NASPO ValuePoint Master 
Agreement Terms and Conditions are applicable to any Order by a 
Participating Entity (and other Purchasing Entities covered by their 
Participating Addendum), except to the extent altered, modified, 
supplemented or amended by a Participating Addendum, subject to 
Section III. For the purposes of illustration and not limitation, this authority 
may apply to unique delivery and invoicing requirements, confidentiality 
requirements, defaults on Orders, governing law and venue relating to 
Orders by a Participating Entity, indemnification, and insurance 
requirements. Statutory or constitutional requirements relating to 
availability of funds may require specific language in some Participating 
Addenda in order to comply with applicable law. The expectation is that 
these alterations, modifications, supplements, or amendments will be 
addressed in the Participating Addendum or, with the consent of the 
Purchasing Entity and Contractor, may be included in the ordering 
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document (e.g., purchase order or contract) used by the Purchasing Entity 
to place the Order.

4.3 Authorized Use. Use of specific NASPO ValuePoint Master Agreements 
by state agencies, political subdivisions and other Participating Entities is 
subject to applicable state law and the approval of the respective State 
Chief Procurement Official. Issues of interpretation and eligibility for 
participation are solely within the authority of the respective State Chief 
Procurement Official.

4.4 Obligated Entities. Obligations under this Master Agreement are limited 
to those Participating Entities who have signed a Participating Addendum 
and Purchasing Entities within the scope of those Participating Addenda.  
States or other entities permitted to participate may use an informal 
competitive process to determine which Master Agreements to participate 
in through execution of a Participating Addendum. Participating Entities 
incur no financial obligations on behalf of other Purchasing Entities.  

4.5 Notice of Participating Addendum. Contractor shall email a fully 
executed PDF copy of each Participating Addendum to 
pa@naspovaluepoint.org to support documentation of participation and 
posting in appropriate databases. 

4.6 Eligibility for a Participating Addendum. Eligible entities who are not 
states may under some circumstances sign their own Participating 
Addendum, subject to the consent of the Chief Procurement Official of the 
state where the entity is located. Coordinate requests for such 
participation through NASPO ValuePoint. Any permission to participate 
through execution of a Participating Addendum is not a determination that 
procurement authority exists; the entity must ensure that they have the 
requisite procurement authority to execute a Participating Addendum. 

4.7 Prohibition on Resale. Subject to any specific conditions included in the 
solicitation or Contractor’s proposal as accepted by the Lead State, or as 
explicitly permitted in a Participating Addendum, Purchasing Entities may 
not resell Products purchased under this Master Agreement. Absent any 
such condition or explicit permission, this limitation does not prohibit: 
payments by employees of a Purchasing Entity for Products; sales of 
Products to the general public as surplus property; and fees associated 
with inventory transactions with other governmental or nonprofit entities 
and consistent with a Purchasing Entity’s laws and regulations. Any sale 
or transfer permitted by this subsection must be consistent with license 
rights granted for use of intellectual property. 

4.8 Individual Customers. Except as may otherwise be agreed to by the 
Purchasing Entity and Contractor, each Purchasing Entity shall follow the 
terms and conditions of the Master Agreement and applicable 
Participating Addendum and will have the same rights and responsibilities 
for their purchases as the Lead State has in the Master Agreement and as 
the Participating Entity has in the Participating Addendum, including but 
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not limited to any indemnity or right to recover any costs as such right is 
defined in the Master Agreement and applicable Participating Addendum 
for their purchases. Each Purchasing Entity will be responsible for its own 
charges, fees, and liabilities. The Contractor will apply the charges and 
invoice each Purchasing Entity individually. 

4.9 Release of Information. Throughout the duration of this Master 
Agreement, Contractor must secure from the Lead State prior approval for 
the release of information that pertains to the potential work or activities 
covered by the Master Agreement. This limitation does not preclude 
publication about the award of the Master Agreement or marketing 
activities consistent with any proposed and accepted marketing plan.  

4.10 No Representations. The Contractor shall not make any representations 
of NASPO ValuePoint, the Lead State, any Participating Entity, or any 
Purchasing Entity’s opinion or position as to the quality or effectiveness of 
the services that are the subject of this Master Agreement without prior 
written consent.  

V. NASPO ValuePoint Provisions 

5.1 Applicability. NASPO ValuePoint is not a party to the Master Agreement. 
The terms set forth in Section V are for the benefit of NASPO ValuePoint 
as a third-party beneficiary of this Master Agreement. 

5.2 Administrative Fees   

5.2.1 NASPO ValuePoint Fee. Contractor shall pay to NASPO 
ValuePoint, or its assignee, a NASPO ValuePoint Administrative 
Fee of one-quarter of one percent (0.25% or 0.0025) no later than 
sixty (60) days following the end of each calendar quarter. The 
NASPO ValuePoint Administrative Fee must be submitted quarterly 
and is based on all sales of products and services under the Master 
Agreement (less any charges for taxes or shipping). The NASPO 
ValuePoint Administrative Fee is not negotiable. This fee is to be 
included as part of the pricing submitted with a vendor’s response 
to the Lead State’s solicitation. 

5.2.2 State Imposed Fees. Some states may require an additional fee 
be paid directly to the state on purchases made by Purchasing 
Entities within that state. For all such requests, the fee rate or 
amount, payment method and schedule for such reports and 
payments will be incorporated into the applicable Participating 
Addendum. Unless agreed to in writing by the state, Contractor 
may not adjust the Master Agreement pricing to include the state 
fee for purchases made by Purchasing Entities within the 
jurisdiction of the state. No such agreement will affect the NASPO 
ValuePoint Administrative Fee percentage or the prices paid by 
Purchasing Entities outside the jurisdiction of the state requesting 
the additional fee.  
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5.3 NASPO ValuePoint Summary and Detailed Usage Reports 

5.3.1 Summary Sales Data. The Contractor shall submit quarterly sales 
reports directly to NASPO ValuePoint using the NASPO ValuePoint
Quarterly Sales/Administrative Fee Reporting Tool found at 
http://calculator.naspovaluepoint.org. All sales made under this 
Master Agreement must be reported as cumulative totals by state. 
Contractor must submit a report for each quarter, including quarters 
during which a Contractor has no sales, in which case this will be 
indicated in the Reporting Tool. Reports must be submitted no later 
than thirty (30) days following the end of the calendar quarter (as 
specified in the reporting tool). 

5.3.2 Detailed Sales Data. Contractor shall also report detailed sales 
data in accordance with the instructions in Attachment J.1 and in 
the format set forth in Attachment J, or as otherwise instructed by 
NASPO ValuePoint.  Reports are due on a quarterly basis and 
must be received by the Lead State and NASPO ValuePoint 
Cooperative Development Team no later than thirty (30) days after 
the end of the reporting period. Reports must be delivered to the 
Lead State and to the NASPO ValuePoint Cooperative 
Development Team electronically through a designated portal or 
other method as determined by the Lead State and NASPO 
ValuePoint. Detailed sales data reports must include sales 
information for all sales under Participating Addenda executed 
under this Master Agreement.

5.3.3 Reporting on Personal Use. Reportable sales for the summary 
sales data report and detailed sales data report includes sales to 
employees for personal use where authorized by the solicitation 
and the Participating Addendum. Report data for employees should 
be limited to ONLY the state and entity ((state and agency, city, 
county, school district, etc.) under whose authority the employee is 
purchasing Product for personal use and the amount of sales. No 
personal identification numbers (e.g., names, addresses, social 
security numbers or any other numerical identifier) may be 
submitted with any report. 

5.3.4 Executive Summary. Contractor shall, upon request, provide 
NASPO ValuePoint cooperative contract coordinator with an 
executive summary that includes, at a minimum and for the 
preceding quarter, a list of states with an active Participating 
Addendum, states that Contractor is in negotiations with and any 
Participating Addendum roll out or implementation activities and 
issues. NASPO ValuePoint cooperative contract coordinator and 
Contractor will determine the format and content of the executive 
summary. 
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5.3.5 Use of Data. Timely submission of these reports is a material 
requirement of the Master Agreement. The recipient of the reports 
will have exclusive ownership of the media containing the 
reports. The Lead State and NASPO ValuePoint shall have a 
perpetual, irrevocable, non-exclusive, royalty free, transferable right 
to display, modify, copy, and otherwise use reports, data and 
information provided under this section.

5.4 NASPO ValuePoint Cooperative Program Marketing, Training, and 
Performance Review

5.4.1 Staff Education. Contractor shall work cooperatively with NASPO 
ValuePoint personnel.  Contractor shall present plans to NASPO 
ValuePoint for the education of Contractor’s contract 
administrator(s) and sales/marketing workforce regarding the 
Master Agreement contract, including the competitive nature of 
NASPO ValuePoint procurements, the master agreement and 
participating addendum process, and the manner in which eligible 
entities can participate in the Master Agreement. 

5.4.2 Onboarding Plan. Upon request by NASPO ValuePoint, 
Contractor shall, as Participating Addendums are executed, provide 
plans to launch the program for the Participating Entity. Plans will 
include time frames to launch the agreement and confirmation that 
the Contractor’s website has been updated to properly reflect the 
scope and terms of the Master Agreement as available to the 
Participating Entity and eligible Purchasing Entities. 

5.4.3 Annual Contract Performance Review. Contractor shall 
participate in an annual contract performance review with the Lead 
State and NASPO ValuePoint, which may at the discretion of the 
Lead State be held in person and which may include a discussion 
of marketing action plans, target strategies, marketing materials, 
Contractor reporting, and timeliness of payment of administration 
fees. 

5.4.4 Use of NASPO ValuePoint Logo. The NASPO ValuePoint logos 
may not be used by Contractor in sales and marketing until a 
separate logo use agreement is executed with NASPO ValuePoint. 

5.4.5 Most Favored Customer. Contractor shall, within thirty (30) days 
of their effective date, to notify the Lead State and NASPO 
ValuePoint of any contractual most-favored-customer provisions in 
third-party contracts or agreements that may affect the promotion of 
this Master Agreements or whose terms provide for adjustments to 
future rates or pricing based on rates, pricing in, or Orders from this 
Master Agreement. Upon request of the Lead State or NASPO 
ValuePoint, Contractor shall provide a copy of any such provisions. 
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5.5 Cancellation. In consultation with NASPO ValuePoint, the Lead State 
may, in its discretion, cancel the Master Agreement pursuant to section 
28, or not exercise an option to renew, when utilization of Contractor’s 
Master Agreement does not warrant further administration of the Master 
Agreement. The Lead State may also exercise its right to not renew the 
Master Agreement if vendor fails to record or report revenue for three 
consecutive quarters, upon 60-calendar day written notice to the 
Contractor. Cancellation based on nonuse or under-utilization will not 
occur sooner than [two years] after execution of the Master Agreement. 
This subsection does not limit the discretionary right of either the Lead 
State or Contractor to cancel the Master Agreement or terminate for 
default subject to the terms herein. This subsection also does not limit any 
right of the Lead State to cancel the Master Agreement under applicable 
laws.

VI. Pricing, Payment & Leasing

6.1 Pricing. The prices contained in this Master Agreement or offered under 
this Master Agreement represent the not-to-exceed price to any 
Purchasing Entity.  

6.1.1 All prices and rates must minimally be guaranteed for the first year 
of the Master Agreement.   

6.1.2 Following the first year of the Master Agreement, any request for a 
price or rate adjustment must be for an equal guarantee period and 
must be made at least thirty (30) days prior to the effective date.  

6.1.3 Requests for a price or rate adjustment must include sufficient 
documentation supporting the request. Any adjustment or 
amendment to the Master Agreement will not be effective unless 
approved in writing by the Lead State.  

6.1.4 No retroactive adjustments to prices or rates will be allowed. 

6.2 Payment. Unless otherwise agreed upon in a Participating Addendum or 
Order, Payment after Acceptance will be made within thirty (30) days 
following the date the entire order is delivered or the date a correct invoice 
is received, whichever is later. After 45 days the Contractor may assess 
overdue account charges up to a maximum rate of one percent per month 
on the outstanding balance, unless a different late payment amount is 
specified in a Participating Addendum or Order, or otherwise prescribed 
by applicable law. Payments will be remitted in the manner specified in the 
Participating Addendum or Order. Payments may be made via a 
purchasing card with no additional charge. 

6.3 Leasing or Alternative Financing Methods. The procurement and other 
applicable laws of some Purchasing Entities may permit the use of leasing 
or alternative financing methods for the acquisition of Products under this 
Master Agreement. Where the terms and conditions are not otherwise 
prescribed in an applicable Participating Addendum, the terms and 
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conditions for leasing or alternative financing methods are subject to 
negotiation between the Contractor and Purchasing Entity.

VII. Ordering 

7.1 Order Numbers. Master Agreement order and purchase order numbers 
must be clearly shown on all acknowledgments, packing slips, invoices, 
and on all correspondence.    

7.2 Quotes. Purchasing Entities may define entity-specific or project-specific 
requirements and informally compete the requirement among companies 
having a Master Agreement on an “as needed” basis. This procedure may 
also be used when requirements are aggregated or other firm 
commitments may be made to achieve reductions in pricing. This 
procedure may be modified in Participating Addenda and adapted to the 
Purchasing Entity’s rules and policies. The Purchasing Entity may in its 
sole discretion determine which Master Agreement Contractors should be 
solicited for a quote. The Purchasing Entity may select the quote that it 
considers most advantageous, cost, and other factors considered. 

7.3 Applicable Rules. Each Purchasing Entity will identify and utilize its own 
appropriate purchasing procedure and documentation. Contractor is 
expected to become familiar with the Purchasing Entities’ rules, policies, 
and procedures regarding the ordering of supplies and/or services 
contemplated by this Master Agreement.  

7.4 Required Documentation. Contractor shall not begin work without a valid 
Purchase Order or other appropriate commitment document under the law 
of the Purchasing Entity.  

7.5 Term of Purchase. Orders may be placed consistent with the terms of 
this Master Agreement and applicable Participating Addendum during the 
term of the Master Agreement and Participating Addendum.  

7.5.1 Orders must be placed pursuant to this Master Agreement prior to 
the termination date thereof, but may have a delivery date or 
performance period up to 120 days past the then-current 
termination date of this Master Agreement.  

7.5.2 Notwithstanding the previous, Orders must also comply with the 
terms of the applicable Participating Addendum, which may further 
restrict the period during which Orders may be placed or delivered.  

7.5.3 Financial obligations of Purchasing Entities payable after the 
current applicable fiscal year are contingent upon agency funds for 
that purpose being appropriated, budgeted, and otherwise made 
available. 

7.5.4 Notwithstanding the expiration, cancellation or termination of this 
Master Agreement, Contractor shall perform in accordance with the 
terms of any Orders then outstanding at the time of such expiration 
or termination. Contractor shall not honor any Orders placed after 
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the expiration, cancellation, or termination of this Master 
Agreement, or in any manner inconsistent with this Master 
Agreement’s terms. 

7.5.5 Orders for any separate indefinite quantity, task order, or other form 
of indefinite delivery order arrangement priced against this Master 
Agreement may not be placed after the expiration or termination of 
this Master Agreement, notwithstanding the term of any such 
indefinite delivery order agreement.

7.6 Order Form Requirements. All Orders pursuant to this Master 
Agreement, at a minimum, must include: 

7.6.1 The services or supplies being delivered; 

7.6.2 A shipping address and other delivery requirements, if any; 

7.6.3 A billing address; 

7.6.4 Purchasing Entity contact information; 

7.6.5 Pricing consistent with this Master Agreement and applicable 
Participating Addendum and as may be adjusted by agreement of 
the Purchasing Entity and Contractor; 

7.6.6 A not-to-exceed total for the products or services being ordered; 
and  

7.6.7 The Master Agreement number or the applicable Participating 
Addendum number, provided the Participating Addendum 
references the Master Agreement number.

7.7 Communication. All communications concerning administration of Orders 
placed must be furnished solely to the authorized purchasing agent within 
the Purchasing Entity’s purchasing office, or to such other individual 
identified in writing in the Order. 

7.8 Contract Provisions for Orders Utilizing Federal Funds. Pursuant to 
Appendix II to 2 Code of Federal Regulations (CFR) Part 200, Contract 
Provisions for Non-Federal Entity Contracts Under Federal Awards, 
Orders funded with federal funds may have additional contractual 
requirements or certifications that must be satisfied at the time the Order 
is placed or upon delivery. These federal requirements may be proposed 
by Participating Entities in Participating Addenda and Purchasing Entities 
for incorporation in Orders placed under this Master Agreement. 

VIII. Shipping and Delivery  

8.1 Shipping Terms. All deliveries will be F.O.B. destination, freight pre-paid, 
with all transportation and handling charges paid by the Contractor.

8.1.1 Notwithstanding the above, responsibility and liability for loss or 
damage will remain the Contractor’s until final inspection and 
acceptance when responsibility will pass to the Purchasing Entity 
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except as to latent defects, fraud, and Contractor’s warranty 
obligations. 

8.2 Minimum Shipping. The minimum shipment amount, if any, must be 
contained in the Master Agreement. Any order for less than the specified 
amount is to be shipped with the freight prepaid and added as a separate 
item on the invoice. Any portion of an Order to be shipped without 
transportation charges that is back ordered will be shipped without charge.  

8.3 Inside Deliveries. To the extent applicable, all deliveries will be “Inside 
Deliveries” as designated by a representative of the Purchasing Entity 
placing the Order. Inside Delivery refers to a delivery to a location other 
than a loading dock, front lobby, or reception area. Specific delivery 
instructions will be noted on the order form or Purchase Order. Costs to 
repair any damage to the building interior (e.g., scratched walls, damage 
to the freight elevator, etc.) caused by Contractor or Contractor’s carrier 
will be the responsibility of the Contractor. Immediately upon becoming 
aware of such damage, Contractor shall notify the Purchasing Entity 
placing the Order. 

8.4 Packaging. All products must be delivered in the manufacturer’s standard 
package. Costs must include all packing and/or crating charges. Cases 
must be of durable construction, in good condition, properly labeled and 
suitable in every respect for storage and handling of contents. Each 
shipping carton must be marked with the commodity, brand, quantity, item 
code number and the Purchasing Entity’s Purchase Order number. 

IX. Inspection and Acceptance  

9.1 Laws and Regulations.  Any and all Products offered and furnished must 
comply fully with all applicable Federal, State, and local laws and 
regulations. 

9.2 Applicability. Unless otherwise specified in the Master Agreement, 
Participating Addendum, or ordering document, the terms of this Section 
IX will apply. This section is not intended to limit rights and remedies 
under the applicable commercial code. 

9.3 Inspection. All Products are subject to inspection at reasonable times and 
places before Acceptance. Contractor shall provide right of access to the 
Lead State, or to any other authorized agent or official of the Lead State or 
other Participating or Purchasing Entity, at reasonable times, to monitor 
and evaluate performance, compliance, and/or quality assurance 
requirements under this Master Agreement.  

9.3.1 Products that do not meet specifications may be rejected. Failure to 
reject upon receipt, however, does not relieve the contractor of 
liability for material (nonconformity that substantial impairs value) 
latent or hidden defects subsequently revealed when goods are put 
to use.   
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9.3.2 Acceptance of such goods may be revoked in accordance with the 
provisions of the applicable commercial code, and the Contractor is 
liable for any resulting expense incurred by the Purchasing Entity 
related to the preparation and shipping of Product rejected and 
returned, or for which Acceptance is revoked.

9.4 Failure to Conform. If any services do not conform to contract 
requirements, the Purchasing Entity may require the Contractor to perform 
the services again in conformity with contract requirements, at no increase 
in Order amount. When defects cannot be corrected by re-performance, 
the Purchasing Entity may require the Contractor to take necessary action 
to ensure that future performance conforms to contract requirements and 
reduce the contract price to reflect the reduced value of services 
performed. 

9.5 Acceptance Testing. Purchasing Entity may establish a process, in 
keeping with industry standards, to ascertaining whether the Product 
meets the standard of performance or specifications prior to Acceptance 
by the Purchasing Entity.  

9.5.1 The Acceptance Testing period will be thirty (30) calendar days, 
unless otherwise specified, starting from the day after the Product 
is delivered or, if installed by Contractor, the day after the Product 
is installed and Contractor certifies that the Product is ready for 
Acceptance Testing.  

9.5.2 If the Product does not meet the standard of performance or 
specifications during the initial period of Acceptance Testing, 
Purchasing Entity may, at its discretion, continue Acceptance 
Testing on a day-to-day basis until the standard of performance is 
met.  

9.5.3 Upon rejection, the Contractor will have fifteen (15) calendar days 
to cure. If after the cure period, the Product still has not met the 
standard of performance or specifications, the Purchasing Entity 
may, at its option: (a) declare Contractor to be in breach and 
terminate the Order; (b) demand replacement Product from 
Contractor at no additional cost to Purchasing Entity; or, (c) 
continue the cure period for an additional time period agreed upon 
by the Purchasing Entity and the Contractor.  

9.5.4 Contractor shall pay all costs related to the preparation and 
shipping of Product returned pursuant to the section.  

9.5.5 No Product will be deemed Accepted and no charges will be paid 
until the standard of performance or specification is met.  

X. Warranty 

10.1 Applicability. Unless otherwise specified in the Master Agreement, 
Participating Addendum, or ordering document, the terms of this Section X 
will apply.  
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10.2 Warranty. The Contractor warrants for a period of one year from the date 
of Acceptance that: (a) the Product performs according to all specific 
claims that the Contractor made in its response to the solicitation, (b) the 
Product is suitable for the ordinary purposes for which such Product is 
used, (c) the Product is suitable for any special purposes identified in the 
solicitation or for which the Purchasing Entity has relied on the 
Contractor’s skill or judgment, (d) the Product is designed and 
manufactured in a commercially reasonable manner, and (e) the Product 
is free of defects.  

10.3 Breach of Warranty. Upon breach of the warranty set forth above, the 
Contractor will repair or replace (at no charge to the Purchasing Entity) the 
Product whose nonconformance is discovered and made known to the 
Contractor. If the repaired and/or replaced Product proves to be 
inadequate, or fails of its essential purpose, the Contractor will refund the 
full amount of any payments that have been made.  

10.4 Rights Reserved. The rights and remedies of the parties under this 
warranty are in addition to any other rights and remedies of the parties 
provided by law or equity, including, without limitation, actual damages, 
and, as applicable and awarded under the law, to a prevailing party, 
reasonable attorneys’ fees and costs. 

10.5 Warranty Period Start Date. The warranty period will begin upon 
Acceptance, as set forth in Section IX. 

XI. Product Title 

11.1 Conveyance of Title. Upon Acceptance by the Purchasing Entity, 
Contractor shall convey to Purchasing Entity title to the Product free and 
clear of all liens, encumbrances, or other security interests.  

11.2 Embedded Software. Transfer of title to the Product must include an 
irrevocable and perpetual license to use any Embedded Software in the 
Product. If Purchasing Entity subsequently transfers title of the Product to 
another entity, Purchasing Entity shall have the right to transfer the license 
to use the Embedded Software with the transfer of Product title. A 
subsequent transfer of this software license will be at no additional cost or 
charge to either Purchasing Entity or Purchasing Entity’s transferee. 

11.3 License of Pre-Existing Intellectual Property. Contractor grants to the 
Purchasing Entity a nonexclusive, perpetual, royalty-free, irrevocable, 
license to use, publish, translate, reproduce, transfer with any sale of 
tangible media or Product, perform, display, and dispose of the Intellectual 
Property, and its derivatives, used or delivered under this Master 
Agreement, but not created under it (“Pre-existing Intellectual Property”). 
The Contractor shall be responsible for ensuring that this license is 
consistent with any third-party rights in the Pre-existing Intellectual 
Property. 

XII. Indemnification  
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12.1 General Indemnification. The Contractor shall defend, indemnify and 
hold harmless NASPO, NASPO ValuePoint, the Lead State, Participating 
Entities, and Purchasing Entities, along with their officers and employees, 
from and against third-party claims, damages or causes of action including 
reasonable attorneys’ fees and related costs for any death, injury, or 
damage to tangible property arising from any act, error, or omission of the 
Contractor, its employees or subcontractors or volunteers, at any tier, 
relating to performance under this Master Agreement.   

12.2 Intellectual Property Indemnification. The Contractor shall defend, 
indemnify and hold harmless NASPO, NASPO ValuePoint, the Lead 
State, Participating Entities, Purchasing Entities, along with their officers 
and employees ("Indemnified Party"), from and against claims, damages 
or causes of action including reasonable attorneys’ fees and related costs 
arising out of the claim that the Product or its use infringes Intellectual 
Property rights of another person or entity ("Intellectual Property Claim"). 

12.2.1 The Contractor’s obligations under this section will not extend to 
any combination of the Product with any other product, system 
or method, unless the Product, system or method is: 

12.2.1.1 provided by the Contractor or the Contractor’s 
subsidiaries or affiliates; 

12.2.1.2 specified by the Contractor to work with the Product; 

12.2.1.3 reasonably required to use the Product in its intended 
manner, and the infringement could not have been 
avoided by substituting another reasonably available 
product, system or method capable of performing the 
same function; or 

12.2.1.4 reasonably expected to be used in combination with 
the Product. 

12.2.2 The Indemnified Party shall notify the Contractor within a 
reasonable time after receiving notice of an Intellectual Property 
Claim. Even if the Indemnified Party fails to provide reasonable 
notice, the Contractor shall not be relieved from its obligations 
unless the Contractor can demonstrate that it was prejudiced in 
defending the Intellectual Property Claim resulting in increased 
expenses or loss to the Contractor. If the Contractor promptly 
and reasonably investigates and defends any Intellectual 
Property Claim, it shall have control over the defense and 
settlement of the Intellectual Property Claim. However, the 
Indemnified Party must consent in writing for any money 
damages or obligations for which it may be responsible.  

12.2.3 The Indemnified Party shall furnish, at the Contractor’s 
reasonable request and expense, information and assistance 
necessary for such defense. If the Contractor fails to vigorously 
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pursue the defense or settlement of the Intellectual Property 
Claim, the Indemnified Party may assume the defense or 
settlement of the Intellectual Property Claim and the Contractor 
shall be liable for all costs and expenses, including reasonable 
attorneys’ fees and related costs, incurred by the Indemnified 
Party in the pursuit of the Intellectual Property Claim.  

12.2.4 Unless otherwise set forth herein, Section 12.2 is not subject to 
any limitations of liability in this Master Agreement or in any 
other document executed in conjunction with this Master 
Agreement.

XIII. Insurance   

13.1 Term. Contractor shall, during the term of this Master Agreement, 
maintain in full force and effect, the insurance described in this section. A 
Participating Entity may negotiate alternative Insurance requirements in 
their Participating Addendum.  

13.2 Class. Contractor shall acquire such insurance from an insurance carrier 
or carriers licensed to conduct business in each Participating Entity’s state 
and having a rating of A-, Class VII or better, in the most recently 
published edition of A.M. Best’s Insurance Reports. Failure to buy and 
maintain the required insurance may result in this Master Agreement’s 
termination or, at a Participating Entity’s option, result in termination of its 
Participating Addendum. 

13.3 Coverage. Coverage must be written on an occurrence basis. The 
minimum acceptable limits will be as indicated below: 

13.3.1 Contractor shall maintain Commercial General Liability 
insurance covering premises operations, independent 
contractors, products and completed operations, blanket 
contractual liability, personal injury (including death), advertising 
liability, and property damage, with a limit of not less than $1 
million per occurrence and $2 million general aggregate;

13.3.2 Contractor must comply with any applicable State Workers 
Compensation or Employers Liability Insurance requirements.

13.4 Notice of Cancellation. Contractor shall pay premiums on all insurance 
policies. Contractor shall provide notice to a Participating Entity who is a 
state within five (5) business days after Contractor is first aware of 
expiration, cancellation or nonrenewal of such policy or is first aware that 
cancellation is threatened or expiration, nonrenewal or expiration 
otherwise may occur. 

13.5 Notice of Endorsement. Prior to commencement of performance, 
Contractor shall provide to the Lead State a written endorsement to the 
Contractor’s general liability insurance policy or other documentary 
evidence acceptable to the Lead State that (1) provides that written notice 
of cancellation will be delivered in accordance with the policy provisions, 
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and (2) provides that the Contractor’s liability insurance policy will be 
primary, with any liability insurance of any Participating State as 
secondary and noncontributory. 

13.6 Participating Entities. Contractor shall provide to Participating States 
and Participating Entities the same insurance obligations and 
documentation as those specified in Section XIII, except the endorsement 
is provided to the applicable Participating State or Participating Entity.

13.7 Furnishing of Certificates. Contractor shall furnish to the Lead State 
copies of certificates of all required insurance in a form sufficient to show 
required coverage within thirty (30) calendar days of the execution of this 
Master Agreement and prior to performing any work. Copies of renewal 
certificates of all required insurance will be furnished within thirty (30) days 
after any renewal date to the applicable state Participating Entity. Failure 
to provide evidence of coverage may, at the sole option of the Lead State, 
or any Participating Entity, result in this Master Agreement’s termination or 
the termination of any Participating Addendum. 

13.8 Disclaimer. Insurance coverage and limits will not limit Contractor’s 
liability and obligations under this Master Agreement, any Participating 
Addendum, or any Purchase Order.  

XIV. General Provisions

14.1 Records Administration and Audit  

14.1.1 The Contractor shall maintain books, records, documents, and 
other evidence pertaining to this Master Agreement and Orders 
placed by Purchasing Entities under it to the extent and in such 
detail as will adequately reflect performance and administration 
of payments and fees. Contractor shall permit the Lead State, a 
Participating Entity, a Purchasing Entity, the federal government 
(including its grant awarding entities and the U.S. Comptroller 
General), and any other duly authorized agent of a 
governmental agency, to audit, inspect, examine, copy and/or 
transcribe Contractor's books, documents, papers and records 
directly pertinent to this Master Agreement or orders placed by a 
Purchasing Entity under it for the purpose of making audits, 
examinations, excerpts, and transcriptions. This right will survive 
for a period of six (6) years following termination of this 
Agreement or final payment for any order placed by a 
Purchasing Entity against this Master Agreement, whichever is 
later, or such longer period as is required by the Purchasing 
Entity’s state statutes, to assure compliance with the terms 
hereof or to evaluate performance hereunder. 

14.1.2 Without limiting any other remedy available to any governmental 
entity, the Contractor shall reimburse the applicable Lead State, 
Participating Entity, or Purchasing Entity for any overpayments 
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inconsistent with the terms of the Master Agreement or Orders 
or underpayment of fees found as a result of the examination of 
the Contractor’s records.

14.1.3 The rights and obligations herein exist in addition to any quality 
assurance obligation in the Master Agreement that requires the 
Contractor to self-audit contract obligations and that permits the 
Lead State to review compliance with those obligations.  

14.2 Confidentiality, Non-Disclosure, and Injunctive Relief 

14.2.1 Confidentiality. Contractor acknowledges that it and its 
employees or agents may, in the course of providing a Product 
under this Master Agreement, be exposed to or acquire 
information that is confidential to Purchasing Entity or 
Purchasing Entity’s clients.  

14.2.1.1 Any and all information of any form that is marked as 
confidential or would by its nature be deemed 
confidential obtained by Contractor or its employees 
or agents in the performance of this Master 
Agreement, including but not necessarily limited to (1) 
any Purchasing Entity’s records, (2) personnel 
records, and (3) information concerning individuals, is 
confidential information of Purchasing Entity 
(“Confidential Information”).   

14.2.1.2 Any reports or other documents or items (including 
software) that result from the use of the Confidential 
Information by Contractor shall be treated in the same 
manner as the Confidential Information.  

14.2.1.3 Confidential Information does not include information 
that (1) is or becomes (other than by disclosure by 
Contractor) publicly known; (2) is furnished by 
Purchasing Entity to others without restrictions similar 
to those imposed by this Master Agreement; (3) is 
rightfully in Contractor’s possession without the 
obligation of nondisclosure prior to the time of its 
disclosure under this Master Agreement; (4) is 
obtained from a source other than Purchasing Entity 
without the obligation of confidentiality, (5) is 
disclosed with the written consent of Purchasing 
Entity; or (6) is independently developed by 
employees, agents or subcontractors of Contractor 
who can be shown to have had no access to the 
Confidential Information. 

14.2.2 Non-Disclosure.  Contractor shall hold Confidential Information 
in confidence, using at least the industry standard of 
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confidentiality, and shall not copy, reproduce, sell, assign, 
license, market, transfer or otherwise dispose of, give, or 
disclose Confidential Information to third parties or use 
Confidential Information for any purposes whatsoever other than 
what is necessary to the performance of Orders placed under 
this Master Agreement.  

14.2.2.1 Contractor shall advise each of its employees and 
agents of their obligations to keep Confidential 
Information confidential. Contractor shall use 
commercially reasonable efforts to assist Purchasing 
Entity in identifying and preventing any unauthorized 
use or disclosure of any Confidential Information.  

14.2.2.2 Without limiting the generality of the foregoing, 
Contractor shall advise Purchasing Entity, applicable 
Participating Entity, and the Lead State immediately if 
Contractor learns or has reason to believe that any 
person who has had access to Confidential Information 
has violated or intends to violate the terms of this 
Master Agreement, and Contractor shall at its expense 
cooperate with Purchasing Entity in seeking injunctive 
or other equitable relief in the name of Purchasing 
Entity or Contractor against any such person.  

14.2.2.3 Except as directed by Purchasing Entity, Contractor 
will not at any time during or after the term of this 
Master Agreement disclose, directly or indirectly, any 
Confidential Information to any person, except in 
accordance with this Master Agreement, and that upon 
termination of this Master Agreement or at Purchasing 
Entity’s request, Contractor shall turn over to 
Purchasing Entity all documents, papers, and other 
matter in Contractor's possession that embody 
Confidential Information.  

14.2.2.4 Notwithstanding the foregoing, Contractor may keep 
one copy of such Confidential Information necessary 
for quality assurance, audits, and evidence of the 
performance of this Master Agreement. 

14.2.3 Injunctive Relief. Contractor acknowledges that Contractor’s 
breach of Section 14.2 would cause irreparable injury to the 
Purchasing Entity that cannot be inadequately compensated in 
monetary damages. Accordingly, Purchasing Entity may seek 
and obtain injunctive relief against the breach or threatened 
breach of the foregoing undertakings, in addition to any other 
legal remedies that may be available.  Contractor acknowledges 
and agrees that the covenants contained herein are necessary 



NASPO ValuePoint Master Agreement Terms and Conditions (v.3.21)                                                                        19 

for the protection of the legitimate business interests of 
Purchasing Entity and are reasonable in scope and content.

14.2.4 Purchasing Entity Law. These provisions will be applicable 
only to extent they are not in conflict with the applicable public 
disclosure laws of any Purchasing Entity. 

14.2.5 NASPO ValuePoint. The rights granted to Purchasing Entities 
and Contractor’s obligations under this section will also extend 
to NASPO ValuePoint’s Confidential Information, including but 
not limited to Participating Addenda, Orders or transaction data 
relating to Orders under this Master Agreement that identify the 
entity/customer, Order dates, line-item descriptions and 
volumes, and prices/rates. This provision does not apply to 
disclosure to the Lead State, a Participating State, or any 
governmental entity exercising an audit, inspection, or 
examination pursuant to this Master Agreement. To the extent 
permitted by law, Contractor shall notify the Lead State of the 
identify of any entity seeking access to the Confidential 
Information described in this subsection. 

14.2.6 Public Information. This Master Agreement and all related 
documents are subject to disclosure pursuant to the Lead 
State’s public information laws. 

14.3 Assignment/Subcontracts   

14.3.1 Contractor shall not assign, sell, transfer, subcontract or sublet 
rights, or delegate responsibilities under this Master Agreement, 
in whole or in part, without the prior written approval of the Lead 
State.  

14.3.2 The Lead State reserves the right to assign any rights or duties, 
including written assignment of contract administration duties, to 
NASPO ValuePoint and other third parties. 

14.4 Changes in Contractor Representation. The Contractor must, within ten 
(10) calendar days, notify the Lead State in writing of any changes in the 
Contractor’s key administrative personnel managing the Master 
Agreement. The Lead State reserves the right to approve or reject 
changes in key personnel, as identified in the Contractor’s proposal. The 
Contractor shall propose replacement key personnel having substantially 
equal or better education, training, and experience as was possessed by 
the key person proposed and evaluated in the Contractor’s proposal.  

14.5 Independent Contractor. Contractor is an independent contractor. 
Contractor has no authorization, express or implied, to bind the Lead 
State, Participating States, other Participating Entities, or Purchasing 
Entities to any agreements, settlements, liability or understanding 
whatsoever, and shall not to hold itself out as agent except as expressly 
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set forth herein or as expressly set forth in an applicable Participating 
Addendum or Order.

14.6 Cancellation. Unless otherwise set forth herein, this Master Agreement 
may be canceled by either party upon sixty (60) days’ written notice prior 
to the effective date of the cancellation. Further, any Participating Entity 
may cancel its participation upon thirty (30) days’ written notice, unless 
otherwise limited or stated in the Participating Addendum. Cancellation 
may be in whole or in part. Any cancellation under this provision will not 
affect the rights and obligations attending Orders outstanding at the time 
of cancellation, including any right of a Purchasing Entity to 
indemnification by the Contractor, rights of payment for Products delivered 
and accepted, rights attending any warranty or default in performance in 
association with any Order, and requirements for records administration 
and audit. Cancellation of the Master Agreement due to Contractor default 
may be immediate. 

14.7 Force Majeure. Neither party to this Master Agreement shall be held 
responsible for delay or default caused by fire, riot, unusually severe 
weather, other acts of God, or acts of war which are beyond that party’s 
reasonable control. The Lead State may terminate this Master Agreement 
upon determining such delay or default will reasonably prevent successful 
performance of the Master Agreement. 

14.8 Defaults and Remedies  

14.8.1 The occurrence of any of the following events will be an event of 
default under this Master Agreement: 

14.8.1.1 Nonperformance of contractual requirements; 

14.8.1.2 A material breach of any term or condition of this 
Master Agreement; 

14.8.1.3 Any certification, representation or warranty by 
Contractor in response to the solicitation or in this 
Master Agreement that proves to be untrue or 
materially misleading; 

14.8.1.4 Institution of proceedings under any bankruptcy, 
insolvency, reorganization or similar law, by or against 
Contractor, or the appointment of a receiver or similar 
officer for Contractor or any of its property, which is 
not vacated or fully stayed within thirty (30) calendar 
days after the institution or occurrence thereof; or 

14.8.1.5 Any default specified in another section of this Master 
Agreement. 

14.8.2 Upon the occurrence of an event of default, the Lead State shall 
issue a written notice of default, identifying the nature of the 
default, and providing a period of fifteen (15) calendar days in 
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which Contractor shall have an opportunity to cure the default. 
The Lead State shall not be required to provide advance written 
notice or a cure period and may immediately terminate this 
Master Agreement in whole or in part if the Lead State, in its 
sole discretion, determines that it is reasonably necessary to 
preserve public safety or prevent immediate public crisis. Time 
allowed for cure will not diminish or eliminate Contractor’s 
liability for damages, including liquidated damages to the extent 
provided for under this Master Agreement.

14.8.3 If Contractor is afforded an opportunity to cure and fails to cure 
the default within the period specified in the written notice of 
default, Contractor shall be in breach of its obligations under this 
Master Agreement and the Lead State shall have the right to 
exercise any or all of the following remedies:

14.8.3.1 Any remedy provided by law;

14.8.3.2 Termination of this Master Agreement and any related 
Contracts or portions thereof; 

14.8.3.3 Assessment of liquidated damages as provided in this 
Master Agreement; 

14.8.3.4 Suspension of Contractor from being able to respond 
to future bid solicitations; 

14.8.3.5 Suspension of Contractor’s performance; and 

14.8.3.6 Withholding of payment until the default is remedied.

14.8.4 Unless otherwise specified in the Participating Addendum, in the 
event of a default under a Participating Addendum, a 
Participating Entity shall provide a written notice of default as 
described in this section and shall have all of the rights and 
remedies under this paragraph regarding its participation in the 
Master Agreement, in addition to those set forth in its 
Participating Addendum. Unless otherwise specified in an 
Order, a Purchasing Entity shall provide written notice of default 
as described in this section and have all of the rights and 
remedies under this paragraph and any applicable Participating 
Addendum with respect to an Order placed by the Purchasing 
Entity. Nothing in these Master Agreement Terms and 
Conditions will be construed to limit the rights and remedies 
available to a Purchasing Entity under the applicable 
commercial code.   

14.9 Waiver of Breach. Failure of the Lead State, Participating Entity, or 
Purchasing Entity to declare a default or enforce any rights and remedies 
will not operate as a waiver under this Master Agreement, any 
Participating Addendum, or any Purchase Order. Any waiver by the Lead 
State, Participating Entity, or Purchasing Entity must be in writing. Waiver 
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by the Lead State or Participating Entity of any default, right or remedy 
under this Master Agreement or Participating Addendum, or by 
Purchasing Entity with respect to any Purchase Order, or breach of any 
terms or requirements of this Master Agreement, a Participating 
Addendum, or Purchase Order will not be construed or operate as a 
waiver of any subsequent default or breach of such term or requirement, 
or of any other term or requirement under this Master Agreement, any 
Participating Addendum, or any Purchase Order.   

14.10 Debarment. The Contractor certifies that neither it nor its principals are 
presently debarred, suspended, proposed for debarment, declared 
ineligible, or voluntarily excluded from participation in public procurement 
or contracting by any governmental department or agency. This 
certification represents a recurring certification made at the time any Order 
is placed under this Master Agreement. If the Contractor cannot certify this 
statement, attach a written explanation for review by the Lead State. 

14.11 No Waiver of Sovereign Immunity  

14.11.1 In no event will this Master Agreement, any Participating 
Addendum or any contract or any Purchase Order issued 
thereunder, or any act of the Lead State, a Participating Entity, 
or a Purchasing Entity be a waiver of any form of defense or 
immunity, whether sovereign immunity, governmental immunity, 
immunity based on the Eleventh Amendment to the Constitution 
of the United States or otherwise, from any claim or from the 
jurisdiction of any court. 

14.11.2 This section applies to a claim brought against the Participating 
Entities who are states only to the extent Congress has 
appropriately abrogated the state’s sovereign immunity and is 
not consent by the state to be sued in federal court. This 
section is also not a waiver by the state of any form of 
immunity, including but not limited to sovereign immunity and 
immunity based on the Eleventh Amendment to the 
Constitution of the United States. 

14.12 Governing Law and Venue    

14.12.1 The procurement, evaluation, and award of the Master 
Agreement will be governed by and construed in accordance 
with the laws of the Lead State sponsoring and administering 
the procurement. The construction and effect of the Master 
Agreement after award will be governed by the law of the state 
serving as Lead State. The construction and effect of any 
Participating Addendum or Order against the Master Agreement 
will be governed by and construed in accordance with the laws 
of the Participating Entity’s or Purchasing Entity’s state.   
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14.12.2 Unless otherwise specified in the RFP, the venue for any 
protest, claim, dispute or action relating to the procurement, 
evaluation, and award is in the state serving as Lead State. 
Venue for any claim, dispute or action concerning the terms of 
the Master Agreement will be in the state serving as Lead State. 
Venue for any claim, dispute, or action concerning any Order 
placed against the Master Agreement or the effect of a 
Participating Addendum will be in the Purchasing Entity’s state.

14.12.3 If a claim is brought in a federal forum, then it must be brought 
and adjudicated solely and exclusively within the United States 
District Court for (in decreasing order of priority): the Lead State 
for claims relating to the procurement, evaluation, award, or 
contract performance or administration if the Lead State is a 
party; a Participating State if a named party; the state where the 
Participating Entity or Purchasing Entity is located if either is a 
named party. 

14.13 Assignment of Antitrust Rights. Contractor irrevocably assigns to a 
Participating Entity who is a state any claim for relief or cause of action 
which the Contractor now has or which may accrue to the Contractor in 
the future by reason of any violation of state or federal antitrust laws (15 
U.S.C. § 1-15 or a Participating Entity’s state antitrust provisions), as now 
in effect and as may be amended from time to time, in connection with any 
goods or services provided in that state for the purpose of carrying out the 
Contractor's obligations under this Master Agreement or Participating 
Addendum, including, at the Participating Entity's option, the right to 
control any such litigation on such claim for relief or cause of action. 

  



NASPO ValuePoint Master Agreement Terms and Conditions (v.3.21)                                                                        24 

Exhibit 1 to the Master Agreement: Software-as-a-Service

1. Data Ownership: The Purchasing Entity will own all right, title and interest in its 
data that is related to the Services provided by this Master Agreement. The 
Contractor shall not access Purchasing Entity user accounts or Purchasing Entity 
data, except (1) in the course of data center operations, (2) in response to 
service or technical issues, (3) as required by the express terms of this Master 
Agreement, Participating Addendum, SLA, and/or other contract documents, or 
(4) at the Purchasing Entity’s written request. 

Contractor shall not collect, access, or use user-specific Purchasing Entity Data 
except as strictly necessary to provide Service to the Purchasing Entity. No 
information regarding a Purchasing Entity’s use of the Service may be disclosed, 
provided, rented or sold to any third party for any reason unless required by law 
or regulation or by an order of a court of competent jurisdiction. This obligation 
shall survive and extend beyond the term of this Master Agreement. 

2. Data Protection: Protection of personal privacy and data shall be an integral 
part of the business activities of the Contractor to ensure there is no 
inappropriate or unauthorized use of Purchasing Entity information at any time. 
To this end, the Contractor shall safeguard the confidentiality, integrity and 
availability of Purchasing Entity information and comply with the following 
conditions: 

a. The Contractor shall implement and maintain appropriate administrative, 
technical and organizational security measures to safeguard against 
unauthorized access, disclosure or theft of Personal Data and Non-Public 
Data. Such security measures shall be in accordance with recognized 
industry practice and not less stringent than the measures the Contractor 
applies to its own Personal Data and Non-Public Data of similar kind. 

b. All data obtained by the Contractor in the performance of the Master 
Agreement shall become and remain the property of the Purchasing 
Entity. 

c. All Personal Data shall be encrypted at rest and in transit with controlled 
access. Unless otherwise stipulated, the Contractor is responsible for 
encryption of the Personal Data. Any stipulation of responsibilities will 
identify specific roles and responsibilities and shall be included in the 
service level agreement (SLA), or otherwise made a part of the Master 
Agreement. 

d. Unless otherwise stipulated, the Contractor shall encrypt all Non-Public 
Data at rest and in transit. The Purchasing Entity shall identify data it 
deems as Non-Public Data to the Contractor. The level of protection and 
encryption for all Non-Public Data shall be identified in the SLA. 

e. At no time shall any data or processes — that either belong to or are 
intended for the use of a Purchasing Entity or its officers, agents or 
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employees — be copied, disclosed or retained by the Contractor or any 
party related to the Contractor for subsequent use in any transaction that 
does not include the Purchasing Entity.

f. The Contractor shall not use any information collected in connection with 
the Services issued from this Master Agreement for any purpose other 
than fulfilling the Services.

3. Data Location: The Contractor shall provide its services to the Purchasing Entity 
and its end users solely from data centers in the U.S. Storage of Purchasing 
Entity data at rest shall be located solely in data centers in the U.S. The 
Contractor shall not allow its personnel or contractors to store Purchasing Entity 
data on portable devices, including personal computers, except for devices that 
are used and kept only at its U.S. data centers. The Contractor shall permit its 
personnel and contractors to access Purchasing Entity data remotely only as 
required to provide technical support. The Contractor may provide technical user 
support on a 24/7 basis using a Follow the Sun model, unless otherwise 
prohibited in a Participating Addendum. 

4. Security Incident or Data Breach Notification: 

a. Incident Response: Contractor may need to communicate with outside 
parties regarding a security incident, which may include contacting law 
enforcement, fielding media inquiries and seeking external expertise as 
mutually agreed upon, defined by law or contained in the contract. 
Discussing security incidents with the Purchasing Entity should be 
handled on an urgent as-needed basis, as part of Contractor’s 
communication and mitigation processes as mutually agreed upon, 
defined by law or contained in the Master Agreement. 

b. Security Incident Reporting Requirements: The Contractor shall report a 
security incident to the Purchasing Entity identified contact immediately as 
soon as possible or promptly without out reasonable delay, or as defined 
in the SLA. 

c. Breach Reporting Requirements: If the Contractor has actual knowledge 
of a confirmed data breach that affects the security of any purchasing 
entity’s content that is subject to applicable data breach notification law, 
the Contractor shall (1) as soon as possible or promptly without out 
reasonable delay notify the Purchasing Entity, unless shorter time is 
required by applicable law, and (2) take commercially reasonable 
measures to address the data breach in a timely manner. 

5. Personal Data Breach Responsibilities: This section only applies when a Data 
Breach occurs with respect to Personal Data within the possession or control of 
the Contractor. 

a. The Contractor, unless stipulated otherwise, shall immediately notify the 
appropriate Purchasing Entity identified contact by telephone in 
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accordance with the agreed upon security plan or security procedures if it 
reasonably believes there has been a security incident.

b. The Contractor, unless stipulated otherwise, shall promptly notify the 
appropriate Purchasing Entity identified contact within 24 hours or sooner 
by telephone, unless shorter time is required by applicable law, if it has 
confirmed that there is, or reasonably believes that there has been a Data 
Breach. The Contractor shall (1) cooperate with the Purchasing Entity as 
reasonably requested by the Purchasing Entity to investigate and resolve 
the Data Breach, (2) promptly implement necessary remedial measures, if 
necessary, and (3) document responsive actions taken related to the Data 
Breach, including any post-incident review of events and actions taken to 
make changes in business practices in providing the services, if 
necessary.

c. Unless otherwise stipulated, if a data breach is a direct result of 
Contractor’s breach of its contractual obligation to encrypt personal data 
or otherwise prevent its release as reasonably determined by the 
Purchasing Entity, the Contractor shall bear the costs associated with (1) 
the investigation and resolution of the data breach; (2) notifications to 
individuals, regulators or others required by federal and state laws or as 
otherwise agreed to; (3) a credit monitoring service required by state (or 
federal) law or as otherwise agreed to; (4) a website or a toll-free number 
and call center for affected individuals required by federal and state laws 
— all not to exceed the average per record per person cost calculated for 
data breaches in the United States (currently $217 per record/person) in 
the most recent Cost of Data Breach Study: Global Analysis published by 
the Ponemon Institute at the time of the data breach; and (5) complete all 
corrective actions as reasonably determined by Contractor based on root 
cause. 

6. Notification of Legal Requests: The Contractor shall contact the Purchasing 
Entity upon receipt of any electronic discovery, litigation holds, discovery 
searches and expert testimonies related to the Purchasing Entity’s data under 
the Master Agreement, or which in any way might reasonably require access to 
the data of the Purchasing Entity. The Contractor shall not respond to 
subpoenas, service of process and other legal requests related to the Purchasing 
Entity without first notifying and obtaining the approval of the Purchasing Entity, 
unless prohibited by law from providing such notice. 

7. Termination and Suspension of Service:

a. In the event of a termination of the Master Agreement or applicable 
Participating Addendum, the Contractor shall implement an orderly return 
of purchasing entity’s data in a CSV or another mutually agreeable format 
at a time agreed to by the parties or allow the Purchasing Entity to extract 
it’s data and the subsequent secure disposal of purchasing entity’s data.
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b. During any period of service suspension, the Contractor shall not take any 
action to intentionally erase or otherwise dispose of any of the Purchasing 
Entity’s data.

c. In the event of termination of any services or agreement in entirety, the 
Contractor shall not take any action to intentionally erase purchasing 
entity’s data for a period of:

 10 days after the effective date of termination, if the termination is 
in accordance with the contract period

 30 days after the effective date of termination, if the termination is 
for convenience 

 60 days after the effective date of termination, if the termination is 
for cause  

After such period, the Contractor shall have no obligation to maintain or 
provide any purchasing entity’s data and shall thereafter, unless legally 
prohibited, delete all purchasing entity’s data in its systems or otherwise in 
its possession or under its control. 

d. The purchasing entity shall be entitled to any post termination assistance 
generally made available with respect to the services, unless a unique 
data retrieval arrangement has been established as part of an SLA.

e. Upon termination of the Services or the Agreement in its entirety, 
Contractor shall securely dispose of all Purchasing Entity’s data in all of its 
forms, such as disk, CD/ DVD, backup tape and paper, unless stipulated 
otherwise by the Purchasing Entity. Data shall be permanently deleted 
and shall not be recoverable, according to National Institute of Standards 
and Technology (NIST)-approved methods. Certificates of destruction 
shall be provided to the Purchasing Entity.

8. Background Checks: Upon the request of the Purchasing Entity, the Contractor 
shall conduct criminal background checks and not utilize any staff, including 
subcontractors, to fulfill the obligations of the Master Agreement who have been 
convicted of any crime of dishonesty, including but not limited to criminal fraud, or 
otherwise convicted of any felony or misdemeanor offense for which 
incarceration for up to 1 year is an authorized penalty. The Contractor shall 
promote and maintain an awareness of the importance of securing the 
Purchasing Entity’s information among the Contractor’s employees and agents. If 
any of the stated personnel providing services under a Participating Addendum is 
not acceptable to the Purchasing Entity in its sole opinion as a result of the 
background or criminal history investigation, the Purchasing Entity, in its’ sole 
option shall have the right to either (1) request immediate replacement of the 
person, or (2) immediately terminate the Participating Addendum and any related 
service agreement. 
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9. Access to Security Logs and Reports: The Contractor shall provide reports on 
a schedule specified in the SLA to the Purchasing Entity in a format as specified 
in the SLA agreed to by both the Contractor and the Purchasing Entity. Reports 
shall include latency statistics, user access, user access IP address, user access 
history and security logs for all public jurisdiction files related to this Master 
Agreement and applicable Participating Addendum. 

10. Contract Audit: The Contractor shall allow the Purchasing Entity to audit 
conformance to the Master Agreement terms. The Purchasing Entity may 
perform this audit or contract with a third party at its discretion and at the 
Purchasing Entity’s expense. 

11. Data Center Audit: The Contractor shall perform an independent audit of its data
centers at least annually at its expense, and provide an unredacted version of the 
audit report upon request to a Purchasing Entity. The Contractor may remove its 
proprietary information from the unredacted version. A Service Organization 
Control (SOC) 2 audit report or approved equivalent sets the minimum level of a 
third-party audit. 

12. Change Control and Advance Notice: The Contractor shall give a minimum 
forty eight (48) hour advance notice (or as determined by a Purchasing Entity 
and included in the SLA) to the Purchasing Entity of any upgrades (e.g., major 
upgrades, minor upgrades, system changes) that may impact service availability 
and performance. A major upgrade is a replacement of hardware, software or 
firmware with a newer or better version in order to bring the system up to date or 
to improve its characteristics. It usually includes a new version number. 

Contractor will make updates and upgrades available to Purchasing Entity at no 
additional costs when Contractor makes such updates and upgrades generally 
available to its users. 

No update, upgrade or other charge to the Service may decrease the Service’s 
functionality, adversely affect Purchasing Entity’s use of or access to the Service, 
or increase the cost of the Service to the Purchasing Entity. 

Contractor will notify the Purchasing Entity at least sixty (60) days in advance 
prior to any major update or upgrade. 

13. Security: As requested by a Purchasing Entity, the Contractor shall disclose its 
non-proprietary system security plans (SSP) or security processes and technical 
limitations to the Purchasing Entity such that adequate protection and flexibility 
can be attained between the Purchasing Entity and the Contractor. For example: 
virus checking and port sniffing — the Purchasing Entity and the Contractor shall 
understand each other’s roles and responsibilities. 

14. Non-disclosure and Separation of Duties: The Contractor shall enforce 
separation of job duties, require commercially reasonable non-disclosure 
agreements, and limit staff knowledge of Purchasing Entity data to that which is 
absolutely necessary to perform job duties. 
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15. Import and Export of Data: The Purchasing Entity shall have the ability to 
import or export data in piecemeal or in entirety at its discretion without 
interference from the Contractor at any time during the term of Contractor’s 
contract with the Purchasing Entity. This includes the ability for the Purchasing 
Entity to import or export data to/from other Contractors. Contractor shall specify 
if Purchasing Entity is required to provide its’ own tools for this purpose, including 
the optional purchase of Contractors tools if Contractors applications are not able 
to provide this functionality directly. 

16. Responsibilities and Uptime Guarantee: The Contractor shall be responsible 
for the acquisition and operation of all hardware, software and network support 
related to the services being provided. The technical and professional activities 
required for establishing, managing and maintaining the environments are the 
responsibilities of the Contractor. The system shall be available 24/7/365 (with 
agreed-upon maintenance downtime), and provide service to customers as 
defined in the SLA. 

17. Subcontractor Disclosure: Contractor shall identify all of its strategic business 
partners related to services provided under this Master Agreement, including but 
not limited to all subcontractors or other entities or individuals who may be a 
party to a joint venture or similar agreement with the Contractor, and who shall 
be involved in any application development and/or operations. 

18. Right to Remove Individuals: The Purchasing Entity shall have the right at any 
time to require that the Contractor remove from interaction with Purchasing Entity 
any Contractor representative who the Purchasing Entity believes is detrimental 
to its working relationship with the Contractor. The Purchasing Entity shall 
provide the Contractor with notice of its determination, and the reasons it 
requests the removal. If the Purchasing Entity signifies that a potential security 
violation exists with respect to the request, the Contractor shall immediately 
remove such individual. The Contractor shall not assign the person to any aspect 
of the Master Agreement or future work orders without the Purchasing Entity’s 
consent. 

19. Business Continuity and Disaster Recovery: The Contractor shall provide a 
business continuity and disaster recovery plan upon request and ensure that the 
Purchasing Entity’s recovery time objective (RTO) of XXX hours/days is met. 
(XXX hour/days shall be provided to Contractor by the Purchasing Entity.) 
Contractor must work with the Purchasing Entity to perform an annual Disaster 
Recovery test and take action to correct any issues detected during the test in a 
time frame mutually agreed between the Contractor and the Purchasing Entity. 

20. Compliance with Accessibility Standards: The Contractor shall comply with 
and adhere to Accessibility Standards of Section 508 Amendment to the 
Rehabilitation Act of 1973, or any other state laws or administrative regulations 
identified by the Participating Entity. 

21. Web Services: The Contractor shall use Web services exclusively to interface 
with the Purchasing Entity’s data in near real time. 
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22.Encryption of Data at Rest: The Contractor shall ensure hard drive encryption 
consistent with validated cryptography standards as referenced in FIPS 140-2, 
Security Requirements for Cryptographic Modules for all Personal Data, unless 
the Purchasing Entity approves in writing for the storage of Personal Data on a 
Contractor portable device in order to accomplish work as defined in the 
statement of work. 

23. Subscription Terms: Contractor grants to a Purchasing Entity a license to: (i) 
access and use the Service for its business purposes; (ii) for SaaS, use 
underlying software as embodied or used in the Service; and (iii) view, copy, 
upload and download (where applicable), and use Contractor’s documentation.

No Contractor terms, including standard click through license or website terms or 
use of privacy policy, shall apply to Purchasing Entities unless such terms are 
included in this Master Agreement. 
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Exhibit 2 to the Master Agreement: Platform-as-a-Service

1. Data Ownership: The Purchasing Entity will own all right, title and interest in its 
data that is related to the Services provided by this Master Agreement. The 
Contractor shall not access Purchasing Entity user accounts or Purchasing Entity 
data, except (1) in the course of data center operations, (2) in response to 
service or technical issues, (3) as required by the express terms of this Master 
Agreement, Participating Addendum, SLA, and/or other contract documents, or 
(4) at the Purchasing Entity’s written request. 

Contractor shall not collect, access, or use user-specific Purchasing Entity Data 
except as strictly necessary to provide Service to the Purchasing Entity. No 
information regarding a Purchasing Entity’s use of the Service may be disclosed, 
provided, rented or sold to any third party for any reason unless required by law 
or regulation or by an order of a court of competent jurisdiction. This obligation 
shall survive and extend beyond the term of this Master Agreement. 

2. Data Protection: Protection of personal privacy and data shall be an integral 
part of the business activities of the Contractor to ensure there is no 
inappropriate or unauthorized use of Purchasing Entity information at any time. 
To this end, the Contractor shall safeguard the confidentiality, integrity and 
availability of Purchasing Entity information and comply with the following 
conditions: 

a. The Contractor shall implement and maintain appropriate administrative, 
technical and organizational security measures to safeguard against 
unauthorized access, disclosure or theft of Personal Data and Non-Public 
Data. Such security measures shall be in accordance with recognized 
industry practice and not less stringent than the measures the Contractor 
applies to its own Personal Data and Non-Public Data of similar kind. 

b. All data obtained by the Contractor in the performance of the Master 
Agreement shall become and remain the property of the Purchasing 
Entity. 

c. All Personal Data shall be encrypted at rest and in transit with controlled 
access. Unless otherwise stipulated, the Contractor is responsible for 
encryption of the Personal Data. Any stipulation of responsibilities will 
identify specific roles and responsibilities and shall be included in the 
service level agreement (SLA), or otherwise made a part of the Master 
Agreement. 

d. Unless otherwise stipulated, the Contractor shall encrypt all Non-Public 
Data at rest and in transit. The Purchasing Entity shall identify data it 
deems as Non-Public Data to the Contractor. The level of protection and 
encryption for all Non-Public Data shall be identified in the SLA. 

e. At no time shall any data or processes — that either belong to or are 
intended for the use of a Purchasing Entity or its officers, agents or 
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employees — be copied, disclosed or retained by the Contractor or any
party related to the Contractor for subsequent use in any transaction that 
does not include the Purchasing Entity.

f. The Contractor shall not use any information collected in connection with 
the Services issued from this Master Agreement for any purpose other 
than fulfilling the Services.

3. Data Location: The Contractor shall provide its services to the Purchasing Entity 
and its end users solely from data centers in the U.S. Storage of Purchasing 
Entity data at rest shall be located solely in data centers in the U.S. The 
Contractor shall not allow its personnel or contractors to store Purchasing Entity 
data on portable devices, including personal computers, except for devices that 
are used and kept only at its U.S. data centers. The Contractor shall permit its 
personnel and contractors to access Purchasing Entity data remotely only as 
required to provide technical support. The Contractor may provide technical user 
support on a 24/7 basis using a Follow the Sun model, unless otherwise 
prohibited in a Participating Addendum. 

4. Security Incident or Data Breach Notification: The Contractor shall inform the 
Purchasing Entity of any security incident or data breach within the possession 
and control of the Contractor and related to the service provided under the 
Master Agreement, Participating Addendum, or SLA. Such notice shall include, to 
the best of Contractor’s knowledge at that time, the persons affected, their 
identities, and the Confidential Information and Data disclosed, or shall include if 
this information is unknown.

a. Incident Response: The Contractor may need to communicate with 
outside parties regarding a security incident, which may include contacting 
law enforcement, fielding media inquiries and seeking external expertise 
as mutually agreed upon, defined by law or contained in the Master 
Agreement, Participating Addendum, or SLA. Discussing security 
incidents with the Purchasing Entity should be handled on an urgent as-
needed basis, as part of Contractor’s communication and mitigation 
processes as mutually agreed, defined by law or contained in the Master 
Agreement, Participating Addendum, or SLA.

b. Security Incident Reporting Requirements: Unless otherwise stipulated, 
the Contractor shall immediately report a security incident related to its 
service under the Master Agreement, Participating Addendum, or SLA to 
the appropriate Purchasing Entity. 

c. Breach Reporting Requirements: If the Contractor has actual knowledge 
of a confirmed data breach that affects the security of any Purchasing 
Entity data that is subject to applicable data breach notification law, the 
Contractor shall (1) promptly notify the appropriate Purchasing Entity 
within 24 hours or sooner, unless shorter time is required by applicable 
law, and (2) take commercially reasonable measures to address the data 
breach in a timely manner 
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5. Breach Responsibilities: This section only applies when a Data Breach occurs 
with respect to Personal Data within the possession or control of the Contractor.

a. The Contractor, unless stipulated otherwise, shall immediately notify the 
appropriate Purchasing Entity identified contact by telephone in 
accordance with the agreed upon security plan or security procedures if it 
reasonably believes there has been a security incident.

b. The Contractor, unless stipulated otherwise, shall promptly notify the 
appropriate Purchasing Entity identified contact within 24 hours or sooner 
by telephone, unless shorter time is required by applicable law, if it has 
confirmed that there is, or reasonably believes that there has been a data 
breach. The Contractor shall (1) cooperate with the Purchasing Entity as 
reasonably requested by the Purchasing Entity to investigate and resolve 
the data breach, (2) promptly implement necessary remedial measures, if 
necessary, and (3) document responsive actions taken related to the data 
breach, including any post-incident review of events and actions taken to 
make changes in business practices in providing the services, if 
necessary. 

c. Unless otherwise stipulated, if a Data Breach is a direct result of 
Contractor’s breach of its contractual obligation to encrypt Personal Data 
or otherwise prevent its release, the Contractor shall bear the costs 
associated with (1) the investigation and resolution of the data breach; (2) 
notifications to individuals, regulators or others required by federal and 
state laws or as otherwise agreed to; (3) a credit monitoring service 
required by state (or federal) law or as otherwise agreed to; (4) a website 
or a toll-free number and call center for affected individuals required by 
federal and state laws — all not to exceed the average per record per 
person cost calculated for data breaches in the United States (currently 
$217 per record/person) in the most recent Cost of Data Breach Study: 
Global Analysis published by the Ponemon Institute at the time of the data 
breach; and (5) complete all corrective actions as reasonably determined 
by Contractor based on root cause. 

6. Notification of Legal Requests: The Contractor shall contact the Purchasing 
Entity upon receipt of any electronic discovery, litigation holds, discovery 
searches and expert testimonies related to the Purchasing Entity’s data under 
the Master Agreement, or which in any way might reasonably require access to 
the data of the Purchasing Entity. The Contractor shall not respond to 
subpoenas, service of process and other legal requests related to the Purchasing 
Entity without first notifying and obtaining the approval of the Purchasing Entity, 
unless prohibited by law from providing such notice. 

7. Termination and Suspension of Service: 

a. In the event of an early termination of the Master Agreement, Participating 
or SLA, Contractor shall allow for the Purchasing Entity to retrieve its 
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digital content and provide for the subsequent secure disposal of the 
Purchasing Entity’s digital content.

b. During any period of service suspension, the Contractor shall not take any 
action to intentionally erase or otherwise dispose of any of the Purchasing 
Entity’s data.

c. In the event of early termination of any Services or agreement in entirety, 
the Contractor shall not take any action to intentionally erase any 
Purchasing Entity’s data for a period of 1) 45 days after the effective date 
of termination, if the termination is for convenience; or 2) 60 days after the 
effective date of termination, if the termination is for cause. After such day 
period, the Contractor shall have no obligation to maintain or provide any 
Purchasing Entity data and shall thereafter, unless legally prohibited, 
delete all Purchasing Entity data in its systems or otherwise in its 
possession or under its control. In the event of either termination for 
cause, the Contractor will impose no fees for access and retrieval of digital 
content to the Purchasing Entity. 

d. The Purchasing Entity shall be entitled to any post termination assistance 
generally made available with respect to the services, unless a unique 
data retrieval arrangement has been established as part of an SLA.

e. Upon termination of the Services or the Agreement in its entirety, 
Contractor shall securely dispose of all Purchasing Entity’s data in all of its 
forms, such as disk, CD/ DVD, backup tape and paper, unless stipulated 
otherwise by the Purchasing Entity. Data shall be permanently deleted 
and shall not be recoverable, according to National Institute of Standards 
and Technology (NIST)-approved methods. Certificates of destruction 
shall be provided to the Purchasing Entity. 

8. Background Checks: 

a. Upon the request of the Purchasing Entity, the Contractor shall conduct 
criminal background checks and not utilize any staff, including 
subcontractors, to fulfill the obligations of the Master Agreement who have 
been convicted of any crime of dishonesty, including but not limited to 
criminal fraud, or otherwise convicted of any felony or misdemeanor 
offense for which incarceration for up to 1 year is an authorized penalty. 
The Contractor shall promote and maintain an awareness of the 
importance of securing the Purchasing Entity’s information among the 
Contractor’s employees and agents. 

b. The Contractor and the Purchasing Entity recognize that security 
responsibilities are shared. The Contractor is responsible for providing a 
secure infrastructure. The Purchasing Entity is responsible for its secure 
guest operating system, firewalls and other logs captured within the guest 
operating system. Specific shared responsibilities are identified within the 
SLA.
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c. If any of the stated personnel providing services under a Participating 
Addendum is not acceptable to the Purchasing Entity in its sole opinion as 
a result of the background or criminal history investigation, the Purchasing 
Entity, in its’ sole option shall have the right to either (1) request 
immediate replacement of the person, or (2) immediately terminate the 
Participating Addendum and any related service agreement. 

9. Access to Security Logs and Reports:

a. The Contractor shall provide reports on a schedule specified in the SLA to 
the Purchasing Entity in a format as specified in the SLA and agreed to by 
both the Contractor and the Purchasing Entity. Reports will include latency 
statistics, user access, user access IP address, user access history and 
security logs for all Purchasing Entity files related to the Master 
Agreement, Participating Addendum, or SLA. 

b. The Contractor and the Purchasing Entity recognize that security 
responsibilities are shared. The Contractor is responsible for providing a 
secure infrastructure. The Purchasing Entity is responsible for its secure 
guest operating system, firewalls and other logs captured within the guest 
operating system. Specific shared responsibilities are identified within the 
SLA.

10. Contract Audit: The Contractor shall allow the Purchasing Entity to audit 
conformance to the Master Agreement terms. The Purchasing Entity may 
perform this audit or contract with a third party at its discretion and at the 
Purchasing Entity’s expense. 

11. Data Center Audit: The Contractor shall perform an independent audit of its data 
centers at least annually at its expense, and provide an unredacted version of the 
audit report upon request to a Purchasing Entity. The Contractor may remove its 
proprietary information from the unredacted version. A Service Organization 
Control (SOC) 2 audit report or approved equivalent sets the minimum level of a 
third-party audit. 

12. Change Control and Advance Notice: The Contractor shall give a minimum 
forty eight (48) hour advance notice (or as determined by a Purchasing Entity 
and included in the SLA) to the Purchasing Entity of any upgrades (e.g., major 
upgrades, minor upgrades, system changes) that may impact service availability 
and performance. A major upgrade is a replacement of hardware, software or 
firmware with a newer or better version in order to bring the system up to date or 
to improve its characteristics. It usually includes a new version number. 

Contractor will make updates and upgrades available to Purchasing Entity at no 
additional costs when Contractor makes such updates and upgrades generally 
available to its users.

No update, upgrade or other charge to the Service may decrease the Service’s 
functionality, adversely affect Purchasing Entity’s use of or access to the Service, 
or increase the cost of the Service to the Purchasing Entity.
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Contractor will notify the Purchasing Entity at least sixty (60) days in advance 
prior to any major update or upgrade.

13.Security: As requested by a Purchasing Entity, the Contractor shall disclose its 
non-proprietary system security plans (SSP) or security processes and technical 
limitations to the Purchasing Entity such that adequate protection and flexibility 
can be attained between the Purchasing Entity and the Contractor. For example: 
virus checking and port sniffing — the Purchasing Entity and the Contractor shall 
understand each other’s roles and responsibilities.

14. Non-disclosure and Separation of Duties: The Contractor shall enforce 
separation of job duties, require commercially reasonable non-disclosure 
agreements, and limit staff knowledge of Purchasing Entity data to that which is 
absolutely necessary to perform job duties. 

15. Import and Export of Data: The Purchasing Entity shall have the ability to 
import or export data in piecemeal or in entirety at its discretion without 
interference from the Contractor at any time during the term of Contractor’s 
contract with the Purchasing Entity. This includes the ability for the Purchasing 
Entity to import or export data to/from other Contractors. Contractor shall specify 
if Purchasing Entity is required to provide its’ own tools for this purpose, including 
the optional purchase of Contractors tools if Contractors applications are not able 
to provide this functionality directly. 

16. Responsibilities and Uptime Guarantee: The Contractor shall be responsible 
for the acquisition and operation of all hardware, software and network support 
related to the services being provided. The technical and professional activities 
required for establishing, managing and maintaining the environments are the 
responsibilities of the Contractor. The system shall be available 24/7/365 (with 
agreed-upon maintenance downtime), and provide service to customers as 
defined in the SLA. 

17. Subcontractor Disclosure: Contractor shall identify all of its strategic business 
partners related to services provided under this Master Agreement, including but 
not limited to all subcontractors or other entities or individuals who may be a 
party to a joint venture or similar agreement with the Contractor, and who shall 
be involved in any application development and/or operations. 

18. Business Continuity and Disaster Recovery: The Contractor shall provide a 
business continuity and disaster recovery plan upon request and ensure that the 
Purchasing Entity’s recovery time objective (RTO) of XXX hours/days is met. 
(XXX hour/days shall be provided to Contractor by the Purchasing Entity.) 
Contractor must work with the Purchasing Entity to perform an annual Disaster 
Recovery test and take action to correct any issues detected during the test in a 
time frame mutually agreed between the Contractor and the Purchasing Entity.

19. Compliance with Accessibility Standards: The Contractor shall comply with 
and adhere to Accessibility Standards of Section 508 Amendment to the 
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Rehabilitation Act of 1973 or any other state laws or administrative regulations 
identified by the Participating Entity.

20.Web Services: The Contractor shall use Web services exclusively to interface 
with the Purchasing Entity’s data in near real time.

21. Encryption of Data at Rest: The Contractor shall ensure hard drive encryption 
consistent with validated cryptography standards as referenced in FIPS 140-2, 
Security Requirements for Cryptographic Modules for all Personal Data as 
identified in the SLA, unless the Contractor presents a justifiable position that is 
approved by the Purchasing Entity that Personal Data, is required to be stored on 
a Contractor portable device in order to accomplish work as defined in the scope 
of work. 

22. Subscription Terms: Contractor grants to a Purchasing Entity a license to: (i) 
access and use the Service for its business purposes; (ii) for PaaS, use 
underlying software as embodied or used in the Service; and (iii) view, copy, 
upload and download (where applicable), and use Contractor’s documentation. 

No Contractor terms, including standard click through license or website terms or 
use of privacy policy, shall apply to Purchasing Entities unless such terms are 
included in this Master Agreement. 
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Attachment B – Scope of Work 

Contractor – Medallia

I. Awarded Scope / Executive Summary

The scope of this contract award includes the following category(ies):  

Category 4 – Customer Engagement - A software solution that provides a centralized 
platform to manage multiple interactions with customers. Provides a platform for 
studying customer behavior through all channels and touchpoints of interaction such as 
phone, in-person, or online. 

Category 5 – Social Listening - A software solution that allows entities to view the “voice 
of the customer” across all input channels such as through email, web forms, social 
media, and inbound calls. Solution utilizes a dashboard to effectively identify issues, 
satisfaction, and needs. 

Additional Value Add Items / Services may be offered by Contractor within the Award Category 
listed above. Such value-added solutions may include, but are not limited to, solutions as -
identity management, referrals engine, user behavior analytics, digital wallets, web hosting, 
Website & web app development, eCommerce services and payment processing, etc.  

II. Value Add Solutions 
a. Value Add Items

Value Added Item #1: Action Intelligence and Suggested Actions capabilities (two additional 
functionalities powered by Medallia Athena Artificial Intelligence Layer). 

How will this add value? Medallia’s Action Intelligence module (powered by Medallia Athena), 
enables actionable, adaptive intelligence in customer experience programs. Action Intelligence 
parses comments in customer feedback to discover suggested actions or ideas based on those 
comments, and then scores those suggestions based on actionability. This feature helps clients 
understand issues and prioritize business decisions and actions that will have the highest impact 
on customer satisfaction, trust, loyalty, or whatever key metric(s) the client is focused on. In reports 
available via Medallia’s intuitive dashboards, client users can sort feedback by date or actionability 
score to further drive efficient program action and optimization. Medallia’s Suggested Actions
module (powered by Medallia Athena), allows client users to understand directly from customers 
what actions can be taken to improve experiences. It enables clients to dig into suggestions for key 
topics or customer segments, highlighting tangible ideas related to your most valuable customer 
demographic, or an issue that has bubbled up through Medallia’s Text Analytics capability. Not 
only does Suggested Actions automatically bubble up suggestions, but it scores comments based 
on actionability so clients can easily prioritize which ideas to try first.

Documented Performance: Hundreds of Medallia’s clients (including the U.S. Department of 
Veterans Affairs, the U.S. Postal Service, and other large, complex Federal agencies as well as 
state department / agencies) currently leverage capabilities provided by Medallia Athena -
including Action Intelligence, Suggested Actions, and Text Analytics.  
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Cost Impact (%): Additional services costs would increase the year one budget proposed in 
Attachment C by approximately 1.4 percent. Software cost will vary depending on specific 
configuration.  

Schedule Impact (%): Standard implementation timeline for the solution proposed by Medallia 
in response to Category 4 would not be impacted, as these additional capabilities would be “turned 
on” and tested as part of the standard implementation process. 

Value Added Item #2: Medallia X-Stats.

How will this add value? Medallia X-Stats is a statistical analysis tool powered by an analytics 
engine and user interface that performs common statistical computations (listed below) on CX 
data. 

- Descriptive Statistics: Ability to list descriptive statistics such as median, mode, sample size, 
and data distribution. 

- Correlation Tests: Ability to perform the following correlation tests based on the data types 
of the selected variables: Chi-squared tests (categorical vs categorical); ANOVA (categorical 
vs numerical); Pearson’s r (numerical vs numerical). 

- Regression Analysis: Ability to select a primary metric (or outcome variable) and multiple 
independent variables and perform a regression analysis. The following types of regression 
models are supported: OLS-based multiple linear regression (numerical outcome variable); 
Logistic regression (boolean outcome variable); Multinomial regression (categorical outcome 
variable). 

A few example use cases that help articulate the value X-Stats can offer to client users include 
prioritizing improvement areas,  focused Customer Segmentation, and survey question 
optimization. 

Documented Performance: Medallia X-Stats is a newly developed capability that can be 
customized based on the specific client’s use case and desired functionality.  

Cost Impact (%): The total servicing cost to configure and implement X-Stats (one-time 
implementation cost) represents an approximate 9 percent increase to the year one budget proposed 
in Attachment C. Additional software cost will depend on specific configuration.   

Schedule Impact (%): Implementation of X-Stats will require between 77 and 100 servicing 
hours in addition to the servicing cost proposed in the response to Category 4. There is no 
anticipated impact to Medallia’s proposed 6-12 week implementation timeline. 

Value Added Item #3: Employee Experience.

How will this add value? Based on formal studies as well as experience across our vast client 
base,  Medallia knows that there is an undeniable virtuous cycle between happy customers and 
happy employees. As such, we view employee feedback - and the demonstrated ability for an 
organization to take action on that feedback - as an integrated part of the organization’s customer 
experience program. Employee engagement is critical to customer satisfaction, and employee 
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feedback is critical to engagement - it's as simple as that. Medallia views employee experience as 
a collection of perceptions that impact a number of important outcome behaviors, which in 
combination with other employees impact organizational performance. We see employee 
experience as becoming a more tangible aspect of organizations: one that can be measured, 
compared and even valued, positively impacting performance and effective delivery of services to 
the public. It will become an integrated part of how every agency works. We recognize the critical 
correlation between employee and customer experience. The same solution capabilities - capturing 
feedback, analyzing at scale, and operationalizing to drive action - power Medallia’s approach to 
employee engagement and experience. 

Documented Performance: Medallia’s flagship employee experience clients include the U.S. 
Department of Agriculture, the City of San Diego, Bank of America, and Walmart. 

Cost Impact (%): The total servicing cost to implement Employee Experience (one-time 
implementation cost, dependent on program scope) represents a 17 percent increase to the year 
one budget proposed in Attachment C. Additional software cost is subject to specific configuration. 

Schedule Impact (%): Implementation of Employee Experience will require approx. 175 
servicing hours in addition to the servicing proposed in the response to Category 4. There is no 
anticipated impact to Medallia’s proposed 6-12 week implementation timeline. 

Value Added Item #4: Medallia Zingle - the Medallia platform’s real-time customer engagement 
& listening capability. 

How will this add value? Medallia Zingle is an enterprise messaging platform that creates positive 
business outcomes by enabling agencies and organizations to listen to and communicate with 
customers via text and other mobile messaging channels. Zingle empowers customers to make 
inquiries or request services from an organization or business that are then automatically delivered 
to the appropriate client team member for instant on-demand service. Zingle works on any mobile 
device and does not require a customer to download an app to communicate with a business. It is 
not enough to deploy only passive channels when listening to the voice of the customer; active, 
real-time channels allow agencies and organizations to understand, analyze and act on the voice 
of the customer in-the-moment. Medallia Zingle is a two-way, TCPA compliant messaging 
platform. Zingle clients can minimize friction, simplify workflows, create a scalable approach to 
managing customer communications and deepen understanding of the voice of the customer. 
Additionally, Zingle provides robust reporting on areas such as messages, conversations, contacts, 
team performance, templates, and Zings (Zingle’s automated messaging capability). With 
interactive, in-the-moment engagement, the concept of social listening and understanding the voice 
of the customer is raised to the next level. 

Documented Performance: Medallia Zingle has been effectively deployed by the world’s leading 
retail, hospitality and travel companies who keenly understand that understanding the voice of the 
customer goes beyond passive engagement to channels that allow for instant, on-demand service. 

Cost Impact (%): The cost impact (software + servicing) of including Medallia Zingle depends 
on message volume. For example, 10,000 annual messages would add less than 1% to the proposed 
annual cost; 100,000 annual messages would add 1.3% to the proposed annual cost. 
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Schedule Impact (%): There is no anticipated impact to Medallia’s proposed 6-12 week 
implementation timeline. 

b. Value Add Solutions That Involve Third-Party Software Solutions 

Contractor must be the original software publisher of the solutions offered within its Awarded 
Scope. Contractor may nonetheless submit value added solutions that involve third-party 
software solutions. As Contractor chooses to offer third-party software solutions as part of its 
value-added offerings any third-party end user licensing agreements (distributed with such 
software) are included in this Master Agreement through Attachment D.  

The third party end user license agreements will be at the discretion of each Participating State or 
Participating Entity to review, negotiate and/or utilize these documents within their Participating 
Addendum. Purchasing Entities that acquire third-party software solutions shall be subject to the 
end user licensing agreements distributed with such software, unless otherwise stated in a 
Participating Addendum or as negotiated between the Purchasing Entity and third-party software 
provider. 

 

III. Service Approach. 

Medallia has delivered thousands of implementations, many highly complex, over 21 years in 
business. During that time we have developed a systematic and robust implementation 
methodology based on our experience and industry best practices that adapts to each customer's
unique and individual needs. Our proven methodology has achieved a 100% implementation 
success rate since the company’s inception. Our implementation methodology is broken into five 
distinct phases. These phases are: 1) Discovery, 2) Design, 3) Prototype, 4) Readiness, and 5) 
Launch. Descriptions of each phase are provided below:

1) Discovery: The discovery phase sets the foundation on which the Medallia’s 
implementation team will build a best-in-class program. The intent is to identify what data 
the client possesses, any processes the client is already conducting, and critical tools the 
client is using that will inform project design. Our team seeks to understand the desired 
end-state of customer interactions, current data architecture, security protocols in place as 
well as the customer personas the organization routinely interacts with. With an 
understanding of a client’s customers and what data it is currently collecting on or from 
them, Medallia can then begin to understand the current maturity level of the organization's 
customer engagement. A major phase of this component is the discovery workshop, 
consisting of a live engagement (historically conducted in person) but now available 
through digital conference should the client desire. Within this workshop our full project 
team engages with a broad set of stakeholders from different units of the organization. 
During this workshop we engage in multiple discussions around topics such as reporting 
use cases, survey & sampling design, risk assessment and mitigation, and data 
architecture and security. Projects containing complex integrations require multiple 
discovery workshops and preparation, especially around data modeling, mapping and 
visualization. This phase ends with a “Customer Journey Review” session with the client 
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where we review our discovery findings and validate any assumptions made during 
discovery.

2) Design: The Design Phase begins with the process of prototyping a number of different 
artifacts based on the validated organizational picture found within the discovery phase. 
The Medallia project team team begins to conduct tasks such as: 1) Survey and sampling 
design, 2) Survey build prototyping, 3) Data architecture and security integration 
prototyping, 4) Dashboard design prototyping, 5) Creation of and execution of a test plan; 
and most importantly at the end of the design phase, 6) Two-way sign-off from the 
customer and Medallia that the proposed collective prototype is in line with organizational 
and programmatic goals. This phase is where we will begin to incorporate Medallia Subject 
Matter Experts and Solutions Principals who will assess the findings within the Discovery 
Phase and provide recommendations on key program aspects such as question design, 
methods and channels of customer engagement that may provide the highest response rates, 
target data for collection from customers that more broadly inform organizational decision 
making, and how presenting that collective data within a role-based dashboard can most 
effectively communicate necessary actions to organizational stakeholders. With sign-off 
from the client secured, Medallia’s team and the client should be in complete alignment on 
the goals of the project and the planned phases of maturing over the lifecycle. Following 
that alignment the Medallia team then transitions into the prototyping phase. 

3) Prototype: Within this phase, Medallia begins to build the agreed-upon prototype. This 
phase is the most labor intensive of the five phases as the prototype artifacts will often 
transition directly into the artifacts used during the launch phase. During this phase a major 
component of success is building role-based dashboard views within the Medallia platform 
that accurately and concisely represent the client’s desired reporting views and enable 
action. Additionally, the Medallia team hosts the Readiness Assessment Workshop(s) 
during this phase. During this workshop Medallia will present a host of reporting views 
and will work in collaboration to iterate and improve those views in real-time, 
collaboratively with the client team. With this feedback we will also continue to update the 
project risk assessment and mitigation plan. We will also list out the proposed 
enhancements and a prioritization of those enhancements that are identified within the 
workshop to finalize the reporting design. Once the initial prototype has been completed 
and validated within the workshop the prototyping phase is complete. 

4) Readiness: this phase of the implementation process prepares the system as well as the 
client organization for launch through 1) a deliberate hardening of the system and training 
of the primary users, and 2) a communication plan to the larger organization around the 
initiative. We start with internal testing, which is primarily automated, where we catch any 
minor issues and remediate them rapidly. This is followed by internal end-to-end testing 
conducted by the Medallia implementation team. Once that passes we open the program to 
the client for User Acceptance Testing (UAT). We allow the client team to test extensively, 
log anything unexpected and track requests for reporting changes. Finally, before launch, 
Medallia will provide a user guide and conduct “Train the Trainer” sessions for your 
internal trainers.

5) Launch: In the Launch phase the platform “goes live” into production and follows a 
mutually agreed upon roll-out plan. While every implementation is different, we typically 
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recommend a “soft launch” to a subset of users or customers to allow for any final feedback 
or concerns. Once the program has been successfully launched, the Medallia 
implementation team will transition to your managed services team for long-term program 
success. The managers services team hand-off will take place in a live setting (when 
possible) and Medallia also will conduct an internal transition with a full briefing and client 
handbook guide created to ensure all learnings from the initial implementation are 
captured. Throughout the project the Medallia team will meet with you weekly to discuss 
project status, upcoming milestones, outstanding issues, and mitigation strategies to ensure 
a smooth and successful project delivery.

Once a program is launched, clients will have immediate access to Medallia’s Premium 
Technical Support Plan, whereby Program Administrators may request technical support/report 
issues via Medallia’s Knowledge Center "Contact Support" form or by telephone. Support is 
available 24 hours per day on weekdays, excluding company holidays. For High Priority cases 
(P1), Premium Technical Support is available 24 hours per day, 7 days per week, including 
company holidays. Each case is assigned a priority level; clients will receive a response to Level 
1 cases within one (1) business hour. Additionally, clients will have access to a Support Manager, 
a point of contact for case escalations and support program insights. Further, upon request Medallia 
will provide quarterly reporting on topics such as key quarterly trends, analysis of support issues 
and program optimization opportunities. 

IV. Service Assumptions 

Medallia’s service delivery plan relies on a few key assumptions regarding client involvement as 
well as access to both key stakeholders and systems of record. Primary among these is that the 
client will make available the following role types during the project to align with the Medallia 
delivery team and make available the data and stakeholders with the relevant information to inform 
the phase deliverables. 

Core client team member roles:

Program Sponsor: Decision maker from business perspective. Anticipated project 
engagement level: medium.

Program Manager: Interface with Medallia team and internal constituents 
throughout the project. Coordinate across survey types and feeds. Lead program 
rollout and operation. Anticipated project engagement level: high.

IT/Technical Lead: Coordinate development of feed file specifications and system 
integrations for: survey invitation file(s); organizational file(s); user file(s); other 
files and processes depending on scope. Anticipated project engagement level: high 
during beginning of project implementation through pre-launch, ad-hoc 
engagement during testing phases.

Program Success Team: Approve program design and establish program success 
metrics. Anticipated project engagement level: medium.
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 Pilot Users: Team who will first pilot your operational customer engagement / 
experience management program. As early adopters, drive interest and momentum 
among the broader user base. Anticipated project engagement level: high during 
launch phase. 

 Support client team member roles: 

 Subject Matter Experts: key internal constituents; core or rotating points of 
contact; testing Medallia platform pre-launch. Anticipated project engagement 
level: ad-hoc; high during design and testing phases.  

 Legal Contact: Contact for any legal matters related to the survey program; review 
privacy laws and policies. Anticipated project engagement level: ad-hoc. 

 Communications / Marketing Contact: review and approve survey and email 
template / branding. Anticipated project engagement level: ad-hoc. 

 Internal Trainers: train end-users on Medallia and the reporting application. 
Anticipated project engagement level: ad-hoc. 

Additional assumptions are made at the individual client level when not specified within an RFQ 
and are immediately addressed during the discovery phase if not earlier. Common assumptions 
that Medallia makes based on omission for solicitation documents include: 

 Number of languages to be included in survey deployment, feedback, reporting and text 
analytics; 

 Complexity of reporting build based on requested outcomes; and 

 Software integration dynamics, including access to platform managers for the different 
platforms the client wishes to integrate customer feedback into and out of, as well as 
documentation from vendors around integration best practices with specific platforms.  

Supporting Medallia’s approach to service assumptions is a robust risk assessment plan to ensure 
that any issues, whether or not they are based on assumptions, are quickly addressed. Medallia’s 
proactive risk analysis and management process at every stage of the client's cycle ensures early, 
effective identification, prioritization, mitigation, and monitoring of any and all project risks. A 
key to Medallia’s risk management success is having every Medallia team member identify 
potential risks throughout the program's lifecycle, and following strict checkpoints reviews. This 
ensures that the implementation / servicing team assigned to the program is able to work cohesively 
to assess and address any risk when it surfaces, evaluating their potential impact on the program. 
The Medallia Project Manager will track all risk information and maintain a list throughout the 
program. Medallia uses three risk ratings (low, medium, high) to monitor programs and track any 
potential impacts to them; each rating results in a management action. Please see attachment D(2) 
Risk Assessment (RA) Plan for additional details. 

 

V. Roles, Responsibilities, & Exceptions 
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Medallia’s core project delivery team consists of the following roles:  

 Program Advisor: Provides design and configuration guidance during implementation 
and acts as an escalation point for Client Team. 

 Program Manager: Manages Medallia Team and acts as the primary point of contact at 
Medallia for Client Team.  Leads implementation projects and meets with Client Project 
Manager to review program progress. 

 Analyst: Executes implementation and managed services (e.g., build surveys and reporting 
hierarchies). Supports program documentation, configuration, and QA. 

Depending on specific program specifications and scope, the following team members may 
engage: 

 Solution Architect: Provides advanced design and configuration technical guidance 
during the implementation and large managed services projects 

 Text Analytics Expert: Provides Text Analytics best practices and advanced technical 
guidance on design and configuration of Text Analytics.

 Social Expert: Provides Medallia Social best practices and advanced technical guidance 
on design and configuration of Medallia Social. 

 Digital Expert: Provides digital best practices and advanced technical guidance on design 
and configuration of Medallia for Digital.

 Pooled Technical Resources: Pool of Analyst-level configuration resources. This role 
applies to Standard Methodology only.

Following the launch of the client’s customer engagement program, Medallia provides Managed 
Services to help our clients leverage their Medallia Experience Cloud products to achieve strategic 
customer experience goals. What differentiates our Managed Services offering? 

 Prescriptive recommendations based on the client’s specific customer experience journey.

 Flexible service models aligned to the client’s goals.

 Admin Suite (Medallia’s self-service capability) that allows clients to independently 
manage, test and innovate their customer engagement program.

 Best Practices from customer experience thought leaders and 15-plus years of Operational 
Customer Experience Management (OCEM). 

At a high level, Medallia’s Managed Services has the following key components: 

 Business/Program Reviews: Medallia will engage the customer experience core team and 
Executive stakeholders to assess program impact and align on Primary Business 
Objectives, customer engagement priorities, and design/update program roadmap. 

 Program Check-ins: Scheduled on a cadence that meets the client's needs, Medallia will 
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plan and track progress against goals, discuss corresponding Projects, and answer system 
or best practice questions.

 Projects: Our Managed Services project options include advisory (insights/analytical), 
customized/client-tailored, and standardized Medallia best practices projects. We will 
design, scope and launch projects to enable your customer engagement priorities through 
program improvements & system enhancements. 

 Maintenance and Monitoring of the client’s  program is divided into 2 sections:

Day-to-Day: We will handle program-specific questions, issue investigations & 
hot-fixes to ensure the system is functioning with high quality.

 Support (included in Software): Issue handling, first-level support for technical 
investigations and simple change requests

Following successful program implementation, Medallia clients will continue to be engaged by 
their proactive, supportive Medallia team. This engagement can take the form of Managed
Services, in addition to an account team that will remain closely engaged with the client throughout 
the entire lifecycle of their relationship with Medallia. Below is a breakdown of roles and 
responsibilities for the team that will remain engaged with the client from the pre-sales process 
through implementation and beyond: 

 Engagement Manager: your engagement manager operates as the day-to-day Medallia 
contact in charge of answering any client questions about the platform, keeping you 
updated on project status, and acting as your liaison between other key Medallia team 
members.

 Program Advisor: Working closely with your engagement manager, the Program Advisor 
assigned to each client will help guide the strategy and best practices rollout. Program 
Advisors will often join weekly calls to provide guidance as well as run your program and 
business reviews.

 Solutions Architect: Assigned to a specific vertical, the solutions architect for our State, 
Local and Education practice will work closely with your manager and advisor to ensure 
proper use of the solution as well as to help iterate on best practices across teams. 

 Solutions Principal: Assigned to our State, Local and Education practice area, your 
assigned solutions principal(s) will have extensive practice-specific, customer engagement 
and Medallia experience. They will provide best practice sharing at the programmatic as 
well as business objective levels, including being a resource for key client stakeholders and 
executives.

 Customer Success Manager: Acting as your business relationship owner with Medallia, 
your customer success manager (CSM) will be your first point of contact when discussing 
contracts, scoping, and expansions in your program. Your CSM will work closely with 
your procurement, legal, stakeholders and program teams to ensure scope is properly 
aligned to business objectives. 



Attachment B   Page 10 of 14

 Solutions Consultant: Working closely with client stakeholders and the CSM, the 
Solutions Consultant will provide updates on the Medallia platform in the form of demos 
and scoping sessions, as well as become a resource for best practices in the technology and 
engagement. 

Every Medallia client can be confident that their unique efforts will be supported by a devoted 
team that spans the pre-sales, implementation (Professional Services) and program growth and 
evolution (Managed Services and Customer Success) phases. Additionally, as described in the 
previous section “Service Approach” clients will have 24-7 access to Medallia’s Premium 
Technical Support. 

VI. Risk Management Plan 

Risk #1 Description:  

Any and all risks associated with customer engagement / customer experience programs.

Solution: Medallia’s proactive risk analysis and management process at every stage of the client's 
cycle ensures early, effective identification, prioritization, mitigation, and monitoring of any and 
all project risks. A key to Medallia’s risk management success is having every Medallia team 
member identify potential risks throughout the program's lifecycle, and following strict checkpoint 
reviews. This ensures that the implementation / servicing team assigned to the program is able to 
work cohesively to assess and address any risk when it surfaces, evaluating potential impact on 
the program. The Medallia Project Manager will track all risk information and maintain a list 
throughout the program. Medallia uses three risk ratings to monitor programs and track any 
potential impacts to them; each rating results in a management action.  

- High risks must be resolved (elevated into issues and addressed immediately via collaboration 
between the Medallia team and the client team.) 

- Medium risks must be actively managed.

- Low risks are monitored to ensure their rating stays low. 

Medallia controls risks by creating mitigation plans for risks that must be resolved, managed, or 
monitored. These plans may include workarounds to ensure continued program rollout progress. 

Documented Performance with Solution to Risk #1: Medallia’s proven risk mitigation 
methodology has contributed to our 100% implementation success rate since the inception of the 
company. We have never failed to successfully implement a client’s program, including for large 
& complex as well as smaller Federal, State and local government departments / agencies and 
large, complex global businesses. 

Risk #2 Description:  

Unavailability of technical / IT resources at [client], resulting in lack of access to provide 
Medallia’s implementation team with the necessary data access, data transfer setup, and 
troubleshooting for any discovered issues or gaps identified. 
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Solution: Medallia has an impeccable record of successful implementations globally, from 
programs launching multi-market, cross-channel, transformational programs to single touchpoint 
programs within one vertical, industry, or on behalf of a single department / agency. This is driven 
by an approach to implementing programs that combines Agile and Waterfall methodologies and 
includes key steps spanning Discovery, Design, Prototype, Readiness, Launch, and Enhance. At 
the outset of implementation, a RACI (Responsible, Accountable, Consulted, and Informed -
methodology) plan is put in place to ensure that each client team member understands their role / 
respective deadlines. Additionally, before progression from one stage to the next, there is a 
dedicated Risk Assessment and Mitigation touchpoint planned to ensure alignment to initial 
objectives of the stage, and a detailed path forward for the next stage. From a program 
implementation perspective, once the program enters the design phase, two-way sign-off and user 
acceptance testing checkpoints are instituted (executed by the client and implementation team) to 
ensure the program matches the specifications and expectations with built-in time for any 
corrections or modifications. 

Critical factors for implementation success include aligning on the vision and scope of the program 
for each implementation wave, ensuring the correct decision makers at [client] are available and 
engaged to keep forward momentum, and availability of technical / IT resources at [client] to 
provide the implementation teams with the necessary data access, data transfer setup, and 
troubleshooting for any discovered issues or gaps identified. These risks are typically related to 
timing and potential delay in launch date, due to the [client’s] Decision Makers unavailability to 
confirm and/or make choices, or due to delays in configuring the necessary data transfers to 
execute survey invitations, transfer of operational data, and automation of user authorization and 
access. 

These risks are mitigated through the approach described in the first paragraph - prior to starting 
implementation, alignment is reached between the implementation team and [client] on the correct 
contacts, expected amount of time to be invested by each during the implementation, a draft 
timeline and RACI chart for each phase, and finally risk assessment & mitigation / UAT / two-
way sign-off milestones included at the end of each implementation phase. Further, Medallia’s 
team will continuously and proactively engage with the client team to drive progress towards 
originally agreed-upon milestones. If unforeseen circumstances (lack of team member availability, 
technical issues from the client side as integrations are built out, etc.) render it unlikely that 
originally agreed-upon milestones will be achieved, Medallia’s team will present a revised rollout 
plan to the client. This type of workaround will identify the priority program areas that can move 
forward to launch unencumbered by any issues, while a checklist of action items to address 
unforeseen circumstances impacting other program areas will be developed, agreed-upon and 
implemented.   

Documented Performance with Solution to Risk #2: Medallia’s proven risk mitigation 
methodology has contributed to our 100% implementation success rate since the inception of the 
company. We have never failed to successfully implement a client’s program, including for large 
& complex as well as smaller Federal, State and local government departments / agencies and 
large, complex global businesses.

VII. Deliverables
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Medallia offers a comprehensive and centralized platform to manage customer interactions, 
capture and analyze customer feedback (Voice of the Customer), and take action in-the-moment 
to deliver superior customer experiences. The following Medallia solutions (non-exhaustive) are 
configured and deployed as needed anc in accordance with the client's functional and business 
requirements:

Medallia Conversations: Medallia Conversations enables real-time customer interaction and 
feedback through SMS and popular messaging apps to engage customers in the moment, offer 
interactive customer experiences and create compelling and adaptive customer interactions. 

Medallia Speech: Medallia Speech provides fast and accurate voice transcription while our 
powerful analytics capabilities surface critical customer pain points and insights. By analyzing 
every call, Medallia Speech surfaces financial impact, drives continuous process improvement, 
and provides key insights to better train and equip contact center agents. Since it’s part of the 
Medallia Experience Cloud™, voice insights are combined with other channels for a complete, 
rich view of your customers’ journey.

Medallia Digital: Collect real-time customer feedback across digital channels, including web, 
mobile and in-app. Uncover deep insights using advanced reporting and text analytics. Drive 
action throughout an organization by empowering employees to close the loop with role-based 
reporting and alerts. Integrate multi-channel feedback and reporting to build a fuller 
understanding of customer journeys 

Medallia Decibel: Decibel by Medallia is the only analytics software in the world that can 
automatically identify, score and prioritize every online user experience impacting adoption of 
digital solutions and driving cost-avoidance. Decibels forensic tools get to the root cause of 
urgent issues so you can troubleshoot, validate hypotheses, and find the fastest path to resolution. 

Together with Medallia Digital, Decibel empowers organizations with a complete understanding 
of what the online visitor thinks and what they are experiencing in the moment to ensure a great 
online/digital experience — every time.

Medallia Digital Anywhere: Engage customers and stakeholders on any internet connected 
(IoT) device. Medallia Digital Anywhere allows brands to reach customers in radically new 
ways, cutting through the noise of usage data, and showcasing what really matters. We support 
fully self-administered, dynamic, in-the-moment CX engagement programs that go beyond 
websites and mobile apps. Feedback interactions can be rapidly implemented through a 
lightweight, self service interface. So you can build once and then deploy across all your 
connected devices. Feedback data from Digital Anywhere can be combined with other feedback 
sources in Medallia Experience Cloud to create a unified view of customer experiences across all 
channels.

Medallia Social: Easily capture online customer/stakeholder feedback and comments from over 
25 social and review sites, including Google, Facebook, Twitter, and TripAdvisor. Leverage 
artificial intelligence to uncover customer issues and suggestions and identify at-risk customers. 
View social feedback alongside survey data to identify cross-channel issues.
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Medallia Surveys: Comprehensive Feedback Collection - Capture the voice of customers and 
employees wherever and however they want: email, website, mobile app, mobile messaging, IoT 
connected devices, phone (IVR), and social review sites. 

Medallia LivingLens (Video): Harness the power of video — the authentic, human insights it 
provides can change your organization’s ability to understand how people experience your 
brand, products and services. Video can also help you retain employees, and change culture. 
However, without the right platform, working with video at scale has been difficult. Medallia 
LivingLens helps you gain rich insights and better understand your customers and employees by 
making it easy to add the power of video to experience programs. 

Medallia Ask Now: Deploy new questions to ongoing surveys at a moment’s notice and collect 
responses in real-time. 

Medallia Text Analytics: Customers broadcast valuable feedback about your business through 
surveys, social media, review sites and countless other channels. The problem is, much of this 
feedback is in written form. It’s unstructured, disorganized and hard to analyze at scale. Medallia 
Text Analytics uses machine and human learning to automatically analyze text feedback, so you 
can understand what matters most to your customers and what you can do about it. 

Medallia CX Profiles: Medallia CX Profiles bring together omnichannel signals into a complete 
view of each customer’s experience with your brand. Provide employees with a complete view 
of end-to-end customer experiences, so they can have more meaningful follow-up interactions 
after a negative moment. Give customers more personalized and tailored experiences by 
understanding their preferences from prior feedback and relationship history.

Medallia CX Journeys: Unify data sources and resolve identity across channels to gain a 
comprehensive view of customer journeys. Uncover common paths and areas for improvement 
with powerful query and visualization tools. Group customers by common behaviors, 
experiences and other attributes to uncover trends and identify priority segments. Use experience 
feedback to enhance your understanding of all customers in a segment, including the silent 
majority.

Medallia Action Intelligence: Gather consumer opinions, motivations, and feelings through 
video, audio, or images within online surveys. Automatically record virtual IDIs and focus 
groups via video conference and let the Insights Suite analyze the content for you. Run 
international research with automated transcriptions and translations to save considerable time 
and resources.

Alerts & Reporting: Medallia Experience Cloud provides powerful capabilities to keep 
experience data in sync with your continually evolving organizational structure. Medallia Org 
Sync ensures that every employee gets an accurate view of the data tailored to their role and 
relevant to the customer interactions for their area of responsibility. 

Medallia Mobile: Access the power of the Medallia Experience Cloud on your mobile device.
Medallia Mobile allows employees to listen and act on feedback, no matter where they are.With 
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customer experience insights at your fingertips, Medallia Mobile drives customer engagement 
and makes delivering great experiences a habit. 

Medallia Crowdicity: Crowdsource ideas from customers, residents and stakeholders. Benefit 
from the collective expertise and creativity of your employees, partners, and customers with idea 
challenges. Improve customer and employee experience, co-create new products and services, 
streamline processes, and increase cross-team collaboration. 
 
Integrations: Medallia seamlessly hooks into established systems and processes, automating 
workflows, notifying relevant teams inside collaboration tools like Slack and Workplace by 
Facebook, and even triggering customer engagement campaigns in platforms like Salesforce or 
Marketo. Medallia’s RESTful APIs, automated processes, and flexible data handling enable real-
time CX data sharing across the enterprise and keep your finger on the pulse of the customer 
experience. 
 

VIII. Financial Summary 

Medallia invoices on both a Time and Materials and Firm Fixed Price basis, which can include 
methods such as deliverable or milestone based increments, though for our SaaS services we 
invoice up front at the execution of the agreement as it is a commercial off the shelf (COTS) 
product. 

IX. Contractor Contact List 

Matthew Halliday, Sales Director
mhalliday@medallia.com
(248) 860-1087

-- END OF ATTACHMENT B --
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Attachment D – End User License Agreements 

Not applicable. 
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