


































































































































































EXHIBIT NO. 6

Ref No. Material Term Performance Measure Standard Liquidated Damages
Contract 
No.8

The Contractor will make available through the 
Finance Manager application and Resource Manager  
reports necessary for Division to reconcile their bank 
account.  

The Contractor will provide access to credit card batch settlements and 
a park revenue report for documentation of deposits into the Division 
owned bank account on an as needed basis. 

The Contractor shall provide access for specified Division staff to system reports 
necessary to reconcile Division’s bank account. 

$50 per  instance if standard is not met.

Contract 
No.9

 The Contractor shall install and maintain rates and 
charges information in the system.

The Contractor shall ensure data of all fees established by the Division 
and available to the public are accurate.

The fees in the system shall be 100% accurate. $250 per incident

Exhibit 
No.2.1a

Contractor shall train Call Center Sales Agents Contractor shall ensure all Sales Agents  are fully trained as 
representatives of the Division with mandatory tours by call center 
management staff.  Agents will be trained in accordance with Division 
guidelines as defined in Exhibit No. 2.  

Contractor management staff shall visit all state parks within 6 months of execution 
of the contract or within 6 months of employment.  Division shall annually schedule 
times and dates for employees to remotely monitor real time calls received by 
operators.   

$1,000 every six months until training is completed.  $50 per incident may be charged for 
incorrect information given by call center operator that causes a customer complaint.

Exhibit 
No.2.1.b

The Contractor shall be responsible for training 
management, fiscal and facility level personnel from 
the Division and Dept. in the functions of the CRS 
system. 

Contractor shall provide the necessary materials, manuals and hands-on 
training to process all steps in the completion of a transaction, daily 
reconciliation, navigate the sytem and pull complex and multiple 
reports. 

Contractor shall provide  daylong on-site training annually at their own expense to 
State of Delaware Employees at a minimum.  New applications for the system shall 
require additional hands-on training until employees are knowledgeable to operate 
the system independently and without assistance.   

$7,500 for any on-site training not held in accordance with the standards.  

Exhibit 
No.2.2 

Reservation Call Center Hours Contractor shall ensure that the Call Center operates at the required days 
and hours  as set forth in the Contract.

Contractor shall be operational except for pre-emptive maintenance mutually agreed 
to by both parties or a Natural Disaster or State of Emergency in Delaware

$15 for each hour or partial hour that the standard is not met may be assessed monthly. 

Exhibit 
No.2.2g 

The Contractor shall be responsible for maintaining 
the system 24/7 with varying loads of transactions 
throughout the year.

The Contractor shall provide access to all points of entry (internet, call 
center, field applications) during the times accessible to customers and 
staff as set forth in the schedule.

The system shall operate year round at 99.9% uptime with the exception for 
mutually agreed upon routine maintenance, Delaware's State of Emergency and in 
case of a natural disaster.

$100 an hour for outages in excess of the standard, solely attributable to the action or inaction 
of the Contractor occurring between December 1st and Feb. 28th and $250 an hour for 
outages in excess of the standard, solely attributable to the action or inaction of the 
Contractor, occurring all other times of the year.  

Exhibit       
5SOW     
12SOW      
13SOW

The Contractor shall maintain and update the plan for 
recovery time from a system failure.  The plan must be 
executable and include all procedures and information 
necessary to fully perform, test and/or restore services 
at the recovery site. The Division reserves the right to 
review and approve recovery plans. 

The Contractor shall provide a copy of the Attestation of Compliance 
report within 10 days or receipt from the third party conducting the test 
(not to exceed 30 days). 

For failure to conduct the annual internal penetration and vulnerability test or 
providing the Attestation of Compliance report or notifying the Division and DTI of 
the compliance status.

$500 per day for non-compliance with PCI audit requirements within timeframe approved by 
DTI and Division. 

Exhibit         
5SOW

The Contractor shall conduct an annual internal 
penetration and vulnerability test through a third party 
as part of the PCI Certification Compliance 
requirements. 

The Contractor shall provide a report of the testing within 10 business 
days of completion to DTI and the Division.  If any issues are 
encountered during testing the Contractor shall notfy the Division and 
DTI of each individual failure and the remediation plan with 24 hours of 
the test.     

For failure to provide the required annual testing as prescribed and for failure to 
properly notify the Division and DTI of unsatisfactory testing issues.  

$5,000 per missed test and for failure to notify the Division of unsuccessful tests within the 
time limits. $1,000 per day for failure to develop and submit a remediation plan.

Contract 
No. 20

The Contractor shall notify the Division and DTI 
within one hour of determination of a disaster 
occurrence.

The Contractor shall provide notification to the Division and DTI 
through telephone and e-mail with information including, but not limited 
to:  date/time of the disaster, severity of the issue, cause of the issue, 
proposed solution to the issue.

For failure to provide the required disaster condition report to Division and DTI.  $500 per late reporting of failure and $1,000 per unreported disaster condition.

Exhibit         
5SOW         
12SOW

The Contractor shall ensure full restoration of the 
System operation within 7 days should a Disaster 
occur. 

The Contractor shall provide a follow-up notification to the Division 
and DTI upon the resolution of the Disaster including but, not limited to 
the following information:  date/time of resolution, remedy to the issue, 
total lost time.

For failure to restore the System to operational capability within 7 days of a 
Disaster.

After 7 days, $10,000 per day until restored.



Attach 1 At a minimum, the Help Desk shall provide support 
during the hours each park campground office is open.

The Contractor shall provide a weekly report between Memorial Day 
and Labor Day and bimonthly reports all other times of the year 
documenting support level of services by park, time and date.

Help Desk shall be operating for all hours the campground and park offices are open 
unless mutually agreed upon.

$50/ hr each hour not meeting the minimum.

Exhibit 
No.2.15

The Contractor shall describe the issue resolution and 
escalation process used by its Help Desk and resolve 
issues in a timely manner.

The Contractor shall provide a weekly report from Memorial Day to 
Labor Day and bimonth all other times of the year documenting the 
Help Desk calls including but not limited to the following: date/time of 
the call, category of the issue, severity of the issue, resolution 
of/resolution plan for the issue, and timeframe.

The Contractor shall provide an issue resolution plan (including actions, schedule, 
and responsible parties) by the next business day.

$70/day in excess of the standard.

Exhibit 
No.2.4

Contractor shall provide system hardware with costs 
averaged over the life of the Contract to all locations 
as designated in the contract

Contractor shall ensure hardware components necessary to fully operate 
the system is installed and functioning soundly.

The hardware shall be inspected by an Active technian at each site where a system is 
scheduled to operate and conduct routine diagnotic repairs to ensure the system is 
100% operational for employees to effectively utilize the system  

$500 a day  per location if system is not fully functional by March 30th of each year.  

Contract 
No. 22 I

Contractor must warrant that the software performs for 
the digital system as specified in the Contract.

The Contractor shall provide a weekly report documenting on a daily 
basis the following: calls offered, calls answered, calls handled within 
30 seconds, call handled within 60 seconds, call handled within 90 
seconds, calls handled greater than 90 seconds.

90 % of calls shall be answered within 30 seconds.100% of calls shall be answered 
within 60 seconds                       

$100 per weekly period or part thereof that any of these standards is not met.

Contract 
No. 22 I

Contractor must warrant that the software performs for 
the digital system as specified in the Contract.

The Contractor shall provide a weekly report documenting on a daily 
basis the following: calls offered, calls answered, calls abandoned,  
average queue time, average wait before abandoned, and longest wait 
before abandoned.

Less than 5% of all calls offered shall be abandoned after 120 seconds. $200 per weekly period or part thereof that standard is not met.

Exhibit 
No.3

The Contractor shall perform the Data entry for all 
transactions with a 98% or better accuracy rate, to 
include Reservations, Cancellations, and Reservation 
Modifications.   

The Contractor shall provide a biweekly report from Memorial Day to 
Labor Day and monthly all other times of the year of the number of 
agent Data entry errors affecting the ability of the Customer to use their 
Reservation based on investigation of Customer complaints and/or 
discovery during internal quality monitoring effort.

Documented and verified agent errors and omission, misinformation, inappropriate 
Reservations, and data entry of no more than 2 per 100 Reservations. 

$50 per error in excess of total allowed by the standard.

Exhibit   
No. 2.6

The System availability; defined here as the end-to-end 
composite consisting of the network, firewall(s), 
communication server(s), application server(s), 
database server(s), and all components necessary for 
the System to be fully operational; shall be at 99.9% or 
greater. (Downtime of 9 hours per year).

The Contractor shall provide a monthly report of all System and 
component outages for review by the Division.

The end-to-end composite System shall have less than 9 hours of downtime per any 
12 month period. 

$250/hr in excess of the standard.

Exhibit   
No. 2.2

The Call Center System components; defined here as 
all the components necessary for the completion of 
Reservations and transactions at the Call Center or 
Delaware's home-based agents; shall be inoperable for 
no more than 30 minutes per bi-weekly period.

The Contractor shall provide a bi-weekly report of all Call Center 
System and component outages for review by the Division.

The Call Center composite System shall have less than 30 minutes of downtime per 
biweekly period.

$10/minute in excess of the standard.

Contract  
No.3

The Internet Reservation application and its supporting 
components; defined here as all the components 
necessary for the completion of Reservations, ticket 
sales and transactions via the Internet Reservation 
application; shall be inoperable for no more than 60 
minutes per biweekly period.  If the application is 
unexpectedly out of service, the Contractor shall 
immediately contact the Division detailing the issue 
and resolution.  If an immediate resolution is not 
possible, the Contractor will submit a resolution plan 
to the Division within 24-hours.  Scheduled, planned 
downtime should beat night.

The Contractor shall provide a bi-weekly report of all Internet 
application and supporting system component outages for review by the 
Division.

The Internet application and support system components shall have less than 60 
minutes of downtime per biweekly period.

$10/minute in excess of the standard and $500 per unreported, unexpected down time.

Exhibit        
No.3

The AWO system, defined here as all the components 
necessary for the completion of Reservations, 
Customer Registrations, and performance of Facility 
operational management functions; shall be inoperable 
for no more than 60 minutes per bi-weekly period.

The Contractor shall provide a bi-weekly report of all  
Reservation/Registration/ticketing/management and supporting system 
component outages for review by the Division.

The AWO reservation/registration/ticketing/management and support system 
components shall have less than 60 minutes of downtime per biweekly period.

$2/minute in excess of the standard for each affected Facility.



Exhibit       
No.2.15

The Contractor shall provide biweekly reports of all 
Customer complaints to verify service level 
compliance.  These reports shall contain resolutions to 
complaints and proposed resolutions if the issue could 
not be immediately rectified.

The Contractor shall provide biweekly reports of all customer 
complaints that shall include, but limited to the following:  Customer 
name, the type of complaint, the method of reporting (i.e., copies of 
letters, emails or a completed form), resolution, and proposed 
resolution.

The biweekly service level report is provided within five (5) business days of the 
end of the biweekly performance period.

$100/day for each day the report is late.

Exhibit         
No.1

The Contractor shall implement the transition plan 
from a seven (7) month window for reservations to a 
one (1) year window detailing how it will implement 
the change for the 2014 season. 

The Contractor shall implement the transition plan detailing at a 
minimum staff training, customer notification, and reservation 
benefits/impact.    

For failure to provide the necessary time to minimize the impact on park visitors.    $100 per customer complaint leading to a loss of a reservation  

Exhibit         
No.2

The Contractor shall provide full System training for 
Agency personnel annually at the start of each season.

The Contractor shall provide full System training on an annual basis to 
Agency personnel in accordance with an approved plan.

For failure to provide a full System training on an annual basis within prescribed 
time.

$2500 per week to be prorated until Authorized Users are trained.

Exhibit 
No.2.5

The Contractor shall deploy annual upgrades to the 
System no later than January 30 of each year or as 
agreed upon by the Division.  Upgrades shall not occur 
during the camping season.    

The Contractor shall deploy upgrades 2 months prior to the camping 
season or as agreed upon by the Division.

For failure to deploy upgrades within the prescribed time. $4,000 each week until upgrades are delayed.

Contract  
No.4

The Contractor shall be responsible for cooperating in 
the transition to a new Contractor in case of 
revocation, insolvency, termination or change in 
Contractors. This cooperation shall include, but is not 
limited to:
* Providing full access to all databases, systems, and 
facilities necessary for the transfer of all data.
* Copies of the Reservation application and database, 
and all necessary technical information necessary for 
the transition shall be made available within a 
mutually agreed time or six (6) months prior to the 
expiration date of the Contract.

The parties agree to an orderly transition of delivery of services in the 
event of early termination or at the conclusion of the Contract term.  All 
parties shall agree to a coordinated, collaborative and timely execution 
of these activities, to commence no later than six (6) months before the 
Contract completion date or at the time of a written notice of 
termination. 

100% compliance $500 per day until transition is completed.
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