Form No. DMB 234 (Rev. 1/96)

AUTHORITY: Act 431 of 1984

COMPLETION: Required

PENALTY: Contract will not be executed unless form is filed

STATE OF MICHIGAN
DEPARTMENT OF MANAGEMENT AND BUDGET March 10, 2010
ACQUISITION SERVICES

P.0. BOX 30026, LANSING, MI 48909
OR

530 W. ALLEGAN, LANSING, MI 48933

CHANGE NOTICE NO. 3
TO
CONTRACT NO. 071B6200095
between
THE STATE OF MICHIGAN
and

NAME & ADDRESS OF VENDOR TELEPHONE Jeff Lowe
InfoSpherix Incorporated (301) 419-7835
12051 Indian Creek CT VENDOR NUMBER/MAIL CODE
Beltsville, MD 20705

BUYER/CA Steve Motz
Email: [lowe@infospherix.com | (517) 335-0462

Contract Compliance Inspector: Pete Devlin
DNR Campground Reservation System — DIT / DNR

CONTRACT PERIOD: From: March 12, 2006 To: September 30, 2013
TERMS SHIPMENT
N/A N/A
F.O.B. SHIPPED FROM
N/A N/A
MINIMUM DELIVERY REQUIREMENTS
N/A

MISCELLANEOUS INFORMATION:

NATURE OF CHANGE(S):

Effective March 17, 2010 this Contract is hereby Canceled in its entirety and replaced by
Contract No. 071B0200161 due to Vendor Name, Federal ID No., and Mail Code Change..

AUTHORITY/REASON(S):

Per vendor email dated November 23, 2009 along with updated W-9 and
DMB Purchasing Operations.

TOTAL ESTIMATED CONTRACT VALUE: $0.00



Form No. DMB 234 (Rev. 1/96)

AUTHORITY: Act 431 of 1984

COMPLETION: Required

PENALTY: Contract will not be executed unless form is filed

STATE OF MICHIGAN
DEPARTMENT OF MANAGEMENT AND BUDGET October 30, 2009
ACQUISITION SERVICES

P.0. BOX 30026, LANSING, MI 48909
OR

530 W. ALLEGAN, LANSING, MI 48933

CHANGE NOTICE NO.2
TO
CONTRACT NO. 071B6200095
between
THE STATE OF MICHIGAN
and

NAME & ADDRESS OF VENDOR TELEPHONE Jeff Lowe
InfoSpherix Incorporated (301) 419-7835
12051 Indian Creek CT VENDOR NUMBER/MAIL CODE
Beltsville, MD 20705

BUYER/CA Steve Motz
Email: [lowe@infospherix.com | (517) 335-0462

Contract Compliance Inspector: Pete Devlin
DNR Campground Reservation System — DIT / DNR

CONTRACT PERIOD: From: March 12, 2006 To: September 30, 2013
TERMS SHIPMENT
N/A N/A
F.O.B. SHIPPED FROM
N/A N/A
MINIMUM DELIVERY REQUIREMENTS
N/A

MISCELLANEOUS INFORMATION:

NATURE OF CHANGE(S):

Effective immediately, this contract is amended to allow DNR to purchase 3G cards and
Infospherix will reimburse per the attached CAR 2009-01. All other pricing, specifications,
terms and conditions remain unchanged.

AUTHORITY/REASON(S):

Per DIT, DNR, DMB and vendor concurrence.

TOTAL ESTIMATED CONTRACT VALUE: $21,761,000.00



0 ION EST

Conlract No. 07186200085 : :
Change Authorization Request No 2009-001

. " General

This Change Authorization Request is subject to all terms and conditions of the Central Reservation Systam
(CRS) Contract between InfoSpherix and the State of Michigan. Except as expressly specified herein, all terms
and condiions of the Centract shall remain in full force and effect upon execution of this request. This request is
not valld until it is signed by all parties, a Contract Change Notice Is issued by the Office of Purchasing,
Department of Management and Budget and a Purehase Order is issued by the Department of Information
Technology representing the Department of Natural Resources. :

I Description of Change
This Change Authorization Request is to recognize and support that the State of Michigan will purchase and pay
for eoverage for Verizon network cards in order to support 21 CRS locations, The State will then separately bil

InfoSpherix as a “pass through” expense and InfoSpherix will reimburse the State the same. This change will
modify the InfoSpherix contract by recognizing these expenses and the reimbursement of them to the State,

i Cost
No additional cost.
W, Impact sn Contract

Increase: $10,833.48 per year (21 locations X 12 months X $42.99 per month per location) & $0.00 start-up -
casts per the Federal coniract with Verizon,

\ Signatures

Co tor /-
w _"_F.ni‘\l-——-l'
Title; LT nb
Date:_#&///cy
DIT Contract Administrator
By:

Titke:
Date:

W
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INFOSPHERIX

February 17, 2000

Mr. William Pemble

Michigen Department of Natural Resourpes
OLAF Customer Systems

Stevens T. Mason Building

530 West Allegan

Lansing, MI 48023

Dear Mr. Pemble:

InfoSpherix sumently wiilizes an 802.11g wircless comnection with WI-FI Protected
Access (WPA) securdity protection at several of the marinas. WPA provides both access
proizction to the wireless network and encryption between the wireless deviges and the wireless

fowier.

The utilization of 3G into the parks will be protected in s sitnilar manner. The in park
PC would be equipped with a 3G card, A 3G router will be utilized to enswre the strongest
signal. All raffic between the 3G equipped PC and the 3¢ router as well as the raffic between
the router and the 3G network is encrvpted.

Sincerely,

Tl fmin.
Teresa Kinser
Project Manag

INFOSPHERI X FROSTBURG OFFICE

1 Technolegy Drive P Frostburg, MD 21532 # 1o (3071} 687-8600 ¥ Fax (301) 6878403
: A Wil Themed St Sisry nF Sotes A
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Jenwary 19, 2009

Mr. William Permble

Michigan Department of Nanural Resources
OLAF Customer Svstems

Stevens T. Mason Building

330 West Allegan

Lansing, MY 48933

Dear Mr, Pemble:

InfoSpherix would like to utilize the Verizon 3G Netwoirk connectivity at several field
site Jocations that show availability for this form of service. Hawever Verizon docs not set
limitation on access for Stare agencies as they do private companies. InfoSpherix is purpnsiqg

associated with this service as required under Article J 1 Seope of Work and Deliverables
within the contract. '

InfoSpheriyx wonld request that the Department of Nanural Resources send an invoice

with supporting documentation each month for this expense.

Sincerely,

.Wy'ﬂd ,?f-/f;bm

Teresa Kinser
Project Manager

o ' INFOSPHER) X FROSTBURG OFFICE
1 Technology Dirve ¥ Frostburg, MD 21832 " Tel (201) 087-8800 # Fax (301) 6E7-8803

& Wi Dhetene Tiptsiians 5 Setieg Al
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Ce:  Davy Lewis, INFOSPHERIX
' Karen Blahn, INFOSPHERIY
Bob Reynolds, INFOSPHERTY

INFOBPHERIX FROSTBURG QFFICE
1 Technology Drive P Frosthurg, MD 21632 # Tel (301) 887-8800 ¥ Fax (301) 6B7-8803
A Wl Dhena s O e ey P At Mt g



Form No. DMB 234 (Rev. 1/96)

AUTHORITY: Act 431 of 1984

COMPLETION: Required

PENALTY: Contract will not be executed unless form is filed

STATE OF MICHIGAN
DEPARTMENT OF MANAGEMENT AND BUDGET May 8, 2008
ACQUISITION SERVICES

P.0. BOX 30026, LANSING, MI 48909
OR

530 W. ALLEGAN, LANSING, MI 48933

CHANGE NOTICE NO.1
TO
CONTRACT NO. 071B6200095
between
THE STATE OF MICHIGAN
and

NAME & ADDRESS OF VENDOR TELEPHONE Jeff Lowe
InfoSpherix Incorporated (301) 419-7835
12051 Indian Creek CT VENDOR NUMBER/MAIL CODE
Beltsville, MD 20705

BUYER/CA Steve Motz
Email: [lowe@infospherix.com | (517) 335-0462

Contract Compliance Inspector: Pete Devlin
DNR Campground Reservation System — DIT / DNR

CONTRACT PERIOD: From: March 12, 2006 To: September 30, 2013
TERMS SHIPMENT
N/A N/A
F.O.B. SHIPPED FROM
N/A N/A
MINIMUM DELIVERY REQUIREMENTS
N/A

MISCELLANEOUS INFORMATION:

NATURE OF CHANGE(S):
Effective immediately, this contract is hereby EXTENDED to September 30, 2013 and
INCREASED by $12,800,000.00. This change will exercise the contract options (2 years)
and inclue 2 %2 additional years to upgrade the Reservation System to include a shopping
cart, gift card promotional pricing and a point of sale system.

AUTHORITY/REASON(S):

Per DIT, DNR, DMB and vendor concurrence and approval at the 5/6/08 Administrative
Board.

INCREASE: $12,800,000.00

TOTAL REVISED CONTRACT VALUE: $21,761,000.00



INFOSPHERIX

December 5, 2007

Mr. William Pemble
Stevens T. Mason Building
530 West Allegan Street
Lansing, Michigan 48909

Re: Upgrade of central reservation system (CRS) to include pomt-of-sale (POS)
Dear Bill:

As requested, T am writing to provide you with InfoSpherix’s proposal to add fully integrated POS
capability to Michigan’s CRS.

This project will involve an extensive conversion of your existing CRS, meluding modifications to the call
center application, the field application, the public website and all associated databases. We will also need
to convert the accounting module to ensure “backward™ compatibility with your current data and reports.
In addition, we will add functionality to enable you to sell all Motor Vehicle Permits (MVPs) through the
field application as well as an off-line POS capability (as discussed in our meeting on November &, 2006).

The resulting central reservation system will include many additional features and functionalities not found
m your current system, including but not limited to:
1. Ability to accept multiple payment types for a single transaction (Split payment)

2. Shopping cart functionality

3. Support for gift cards

4. Pegboard — grid based, site availability search results
5. Discounts

6. Taxes

7. Improved processing of reservation changes

a. The same reservation number 1s retained for extensions, early departures, site changes (af
the customer stays with the same campground)
. Ability to transfer within the same park
c. Ability to complete a date transfer
d. Ability to edit the reservation due to a price change
e. Ability to edif the reservation due to a discount change
f  Ability to handle NSF checks.
8. Better revenue management — Items can be categorized into different revenue accounts (‘buckets”)
which may vary by park.
9. Additional reports
a. Turnover report — particularly useful for cabins, cottages, yurts, etc
b. After hours posting report
c. POS reports
10. Emailed confirmations from call center.

INFOSPHERIX CUMBERLAND OFFICE
12501 Willew Brook Read » Cumberland, MD 21502 » Tel (301) 722-9100 ¥ Fax (301) 722-5103

A Wholly Owned Subsidiary of Spherix Incorporated



INFOSPHERIX PAGE 20F 4

Given t

he development and implementation requirements of this project, the revised system will be placed

mto production during the first quarter of 2009. This schedule will allow all users to be trained and to
become comfortable and familiar with the new software during the off-peak season.

When this proposal 1s accepted, InfoSpherix will perform the following tasks:

R R

PR

&

[ R

10.

Convert the existing CRS database to a POS-enabled database structure
Modify and migrate the field application
Modify and migrate the public reservations website
Modify and migrate the call center application
Modify and migrate the Business Objects reporting universe
Assist the central office with the setup of POS categories, subcategories, products, and sub-
products
Provide complete cash drawer functionality
Provide the functionality to sell all MVPs through the field application
Provide an offline POS module for quick sales or for uninterrupted sales (during loss of
connectivity)
Provide each MI CRS workstation with appropriate POS equipment:
e Barcode scanner
e Thermal printer
e Cash drawer

Costs mvolved in completing this project include:

Training:

Software

Training $11,553.30

Software $245.850.00

POS equipment $178.,980.00

Support and supplies $55.660.00

Supervisor S0hrs @ $36.45/hr= §1822.50
Trainer 50hts @ $41.85/hr = §2002.50
Accounting Mgr 40 hrs @ $67.50/hr = $2700.00
Bus objects & cash drawer mgmt admin training 24hrs @ $3083hr= §055.80
Report clerk 100 brs @ $30.83/hr= £3982 .50

Total $11553.30
Database conversion / Database Objects modifications 480 hours (@ $75/hr= $36000.00
Field application migration and development 800 hours @ S73MNr= S$60000.00
Public website modifications 80 hours @ $75hr= § 6000.00
Call center application migration and development 400 hours @ S$75hr= $30000.00
Data management application and development 80 hours @ $75/hr= % 6000.00
Acct reports application development & backward compatibility 200 hours @ S73hr= $15000.00
Resource application and cancellation adjustments 40 hours @ $75hr= § 3000.00
MVP implementation 270 hours @ $73/hr= £20230.00
Offline POS module implementation 200 hours @ S$75/hr= $15000.00
SQA testing 728 hours @ $75/hr= $54600.00
Total $245850.00

INFOSPHERIX CUMBERLAND OFFICE
12501 Willow Brook Road ® Cumberland, MD 21502 7 Tel (301) 722-9100 7 Fax (301) 722-9103

A Wholly Owned Subsidiary of Sphenx Incorporated



INFOSPHERIX PAGE 3 OF 4

POS equipment

Thermal printer 190 units @ $480/unit = $01200.00

Printer cable 190 units @ $12unit = $ 2280.00

Bar code scanner 190 units @ $234/unit = S44460.00

Cash drawer 190 units @ $216/nit = £41040.00

Tatal $178980.00

Support and supplies {annual, on-going costs)

Receipt paper for thermal printer $ 000000y
Technical support staff for field $46680.00/vr
Total $55680.00/vr

InfoSpherix will design and implement a “Hold Site” feature for the MI PRB public reservations website to
be placed mto production for the 2008 season. If this agreement 1s accepted on or before December 15,
2007, the “Hold Site™ feature will be available for release on February 4, 2008.

A tiered pricing structure for net reservation nights will be implemented effective January 1, 2008.
The new pricing structure will be as follows:

Net reservation nights Per night fee
1 - 1,000,000 52.50

1,000,001 - 1,050,000 52.45

1,050,001 - $52.40

Cancellation fees will remain unchanged.

InfoSpherix 1s committed to this industry and to MI PRB as a customer. As part of this agreement, we will
work with the Agency to identify marketing programs that will aid the Division in ncreasing customer
visitation to state parks as well as increasing their awareness of various state park events and activities.
These may mclude but are not limited to:

Promotion on the new ActiveCampground website

Hyperlinks from other Active websites (currently registering more than 20 million web hits per
month) to the appropriate Michigan-related sites

eNewsletter - featuring promotions and articles and directed toward a target audience
Customer surveys — designed to identify customer preferences
Client surveys — desipned to identify agency goals

Active rewards program - a free. opt-in sampling program that will be made available to the
Drvision and 1ts visitors.

INFOSPHERIX CUMEERLAND OFFICE
12501 Willow Brook Read P Cumberland, MD 21502 ™ Tel (301) 722-9100 ¥ Fax (301) 722-3103

A Wholly Owned Subsidiary of Spherix Incorporated



INFOSPHERIX PAGE 4 OF 4

In exchange for the services and cost revisions identified above, MI PRB agrees to extend the InfoSpherix
contract for two years through March 11, 2013,

In order to meet the launch date for this project, we will need written acceptance of tlus proposal from you
by December 15, 2007.

Please contact Dave Detar or me with any questions regarding this proposal.

Sincerely,

Richard Levin
President & CEO
InfoSpherix

INFOSPHERIX CUMBERLAND OFFICE
12501 Willow Brook Road # Cumberland, MD 21502 » Tel (301) 722-9100 ¥ Fax (301) 722-9103

A Wholly Owned Subsidiary of Spherix Incorporated



‘L‘m DEPARTMENT OF INFORMATION TECHNOLOGY

IT SERVICES

LT STATEMENT OF WORK

TECHHOLOGY
Project Title: Period of Coverage:
Central Reservation System Upgrade 3/13/2009 - 9/30/2013
Requesting Department: Date:
Department of Natural Resources 3/28/2008
Agency Project Manager: Phone:
Bill Pemble 517-241-3725
DIT Contract Liaison: Phone:

Brief Description of Services to be provided:

BACKGROUND:

The Department of Natural Resources (DNR) has an excellent reservation system that includes online, call
center, and field components and capabilities for receiving and making reservations for both harbors and
campgrounds for over 100 locations statewide.

The harbor reservations program includes both state and grant-in-aid (local governments) locations.
Participating local governments have long wanted a system to be able to sell goods and merchandise
especially boating fuel which makes up a large volume of their business.

Michigan State Parks have increasingly had to become more self sustainable as the economy has tightened
and General Funding was shifted away. As the Legislature and DNR Management have had to become more
entrepreneurial, it became increasingly important that the DNR needed the reservation system to be more
sophisticated than just processing reservations.

The purpose of this request is to upgrade the reservation system so that it can be more responsive to the needs
of the participating local governments as well as the DNR as they embark on innovative ways to provide for
the resources that they are responsible for.

PROJECT OBJECTIVE:

Add an integrated Point of Sale (POS) component that the harbors and campgrounds both have access to or
can be prevented from accessing as determined by the Parks & Recreation Division on an as needed basis.
The POS feature would need to be flexible as to who has access, the range of merchandise including fuel, gift
cards, and inventory tracking of items that may be sold, multiple cost structures and a variance in available
items by location, and integrated with both reservation functions (harbors and campgrounds) resulting in the
generation of a single transaction charge and reconciliation account summary totals that can be harmoniously
reconciled against the DNR's account reconciliation totals in adherence to DNR accounting procedures.

SCOPE OF WORK:

Integrated POS System: The POS functionality must be integrated with the central reservation system
(CRS) so that a user can reserve/register a campsite or harbor slip and in the same transaction buy some
retail items and pay for all of these items together. The project objective is to integrate
campground/harbor reservations with a robust Point of Sale system into a single system for staff and
customer processing improvements.

Web-based application: Any authorized worker should be able to access the POS application by using a
browser interface.

Web-based inventory management: The POS system should provide complete inventory management.
Items sold through the POS system should be able to be managed from a remote machine by using a




simple browser-based interface. Any authorized personnel shoul be able to add/update/delete products for
their location from a browser without affecting the sale at the local terminal.

Real time: All the transactions should be posted to the central database in real time for better audit trail
purposes and all the credit cards are validated in real time.

Complete Inventory Management: An inventory management module that can place and receive orders,
provide a physical count, run inventory reports, and warn if an item’s available quantity falls below a
threshold.

Central/Local repository: A localized copy of product inventory should be available at the sale terminal
so that the application does not query the central database each time to get the list of products every time.
Sales, however, should be posted to the central database in real time.

Scalable System: The POS system must be able to sell retail items (i.e., hats, shirts, mugs, fuel, etc.) as
well as gift cards, passes, permits, and special pricing discount deals.

Global/Local: The POS system should allow authorized users to add retail inventory items to be sold into
the system at one central location as well as each park/harbor location adding additional items that they
want to sell. Central location should decide which products are available at all locations so that each
location need not add these items manually into their local inventory.

Reconciliation Reporting: The POS system should have the capability to reconcile seamlessly across all
items be processed by the system including reservations, retail, gift cards, etc including identification of
any overages and shortages.

Multiple payments support: The POS system should have the capability to split-payments across
multiple payment methods for ease of payment acceptance including cash, check, credit cards, and gift
cards.

Gift card support: The POS system should be capable of allowing the DNR to sell gift cards to visitors
and also be used as a refund card following a merchandise return or the refund of all or a portion of a
visitor’s camping fee.

Discount support: The POS system should support multiple discount pricing schemes.

Quick Sale: The POS system should be capable of multi-search criteria including using a bar code
scanner, typing in the bar code/product code, and manually selecting the product. Staff should be able to
sell items quickly and conveniently. POS items must be able to be sold simultaneously to reservation
processing so that staff do not have to leave the reservation/retail session in order to sell a retail item.

Multiple Pricing Schemes: Items sold through the POS system must be able to be sold at various pricing
levels so that an item can be fixed priced throughout the system or be priced differently by location.

Training: Training for the new system will have to be included with a method for training all users
identied.

Hardware: Existing hardware will have to be evaluated and new hardware identified to accommodate the
new system functionality.

Capability: The system to be deployed for use by DNR shall be a system that has been used in
production and gone through a complete fiscal vear is bug free and that there will be no degradation of
response time or network capability compared to the current system. Response times will be consistent
with current processing times.




TASKS:

The contractor will provide a turn-key system using developed system that has be successfully used in a production
environment that includes integrated functionality for processing reservations through a centralized call center, online,
and in a field component; and includes Point of Sale functionality that encompasses the items identified in the Scope of
Work.

The contractor will need to have the new system ready to accept reservations centrally by January 2009 with a full
complement of system functionality including hardware ready and in place at least one month prior to each locations 2009
opening date beginning March 1, 2009,

Staff and users of the system will have to be trained in advance of the 2009 season.
DELIVERABLES:

Deliverables will not be considered complete until the Agency Project Manager has formally accepted them. Deliverables
for this project include:

A fully integrated system that is capable of processing reservations for harbors and campgrounds with multiple sales
channels including call center, online, and a field reservation/registration with fully integrated Point of Sale component,

Within two weeks of acceptance the contractor must provide a detailed project schedule including development items and
dates that they will be completed in keeping with the January and March 2009 dates identified under Tasks.

All field locations will will be trained and new system hardware and software in place at least once month prior to their
2009 opening date.

PROJECT CONTROL AND REPORTS:

A bi-weekly progress report must be submitted to the Agency Project Manager throughout the life of this project. Each
bi-weekly progress report must contain the following:

1. Hours: Indicate the number of hours expended during the past two weeks, and the cumulative total to date for
the project. Also state whether the remaining hours are sufficient to complete the project.

2. Accomplishments: Indicate what was worked on and what was completed during the current reporting period.
SPECIFIC DEPARTMENT STANDARDS:

The new system must adhere to the known Camping standards as described in the contract #071B6200095 between
InforSpherix and the State of Michigan Department of Natural Resources and must be deployed and in place around the
camping and harbor business cycle.

PAYMENT SCHEDULE:

The new enhanced system in its entirety with an approximate value of $492,000 as described in the project proposal, will
be made available to the Department for free in exchange for the described extension. Payment will continue to be made
on a per transaction basis as described in the contractors proposal with tiered pricing that will actually lower the per
transaction costs after 1 million camp nights compared to the fixed rate, regardless of the number of transactions, that the
Department is currently paying. DIT will pay CONTRACTOR. upon receipt of properly completed invoices which shall
be submitted to the Project Manager not more often than monthly. All invoices should reflect actual work completed by
payment date, and must be approved by the Agency Project Manager prior to payment. The invoices shall describe and
document to the Project Manager’s satisfaction a description of the work performed, the progress of the project, and fees.
When expenses are invoiced, provide a detailed breakdown of each type.

Payment shall be considered timely if made by the DIT within thirty (45) days after receipt of properly completed
invoices.




EXPENSES:

The State will not pay for any travel expenses, including hotel, mileage, meals, parking, etc.

PROJECT CONTACTS:
The designated Agency Project Manager is:

Name: Bill Pemble

Department: DNR

Area: Customer Systems

Building/Floor: Mason

Address: 530 West Allegan St., 8" Floor Mason Bldg.
City/State/Zip: Lansing, MI 48933

Phone Number: (517) 241-3725

Fax Number: (517) 335-6504

Email Address: pemblewi@michigan.gov

The DIT Contract Administrator for this project is:

Mame

Michigan Department of Information Technology
Building/Floor

Address

City/State/Zip

Fhone Number

Fax Number

Email Address

LOCATION OF WHERE THE WORK IS TO BE PERFORMED:

Contractor can perform the work at their location.

APPROVALS

Agency Project Manager DIT Information Officer

DDl oo

Contractor’s Authorized Representative




Form No. DMB 234 (Rev. 1/96)

AUTHORITY: Act 431 of 1984

COMPLETION: Required

PENALTY: Contract will not be executed unless form is filed

STATE OF MICHIGAN
DEPARTMENT OF MANAGEMENT AND BUDGET
ACQUISITION SERVICES

P.0. BOX 30026, LANSING, MI 48909
OR

530 W. ALLEGAN, LANSING, MI 48933

CONTRACT NO. 071B6200095

between
THE STATE OF MICHIGAN
and
NAME & ADDRESS OF VENDOR TELEPHONE Jeff Lowe
InfoSpherix Incorporated (301) 419-7835
12051 Indian Creek CT VENDOR NUMBER/MAIL CODE

Beltsville, MD 20705

BUYER/CA Steve Motz
Email: | (517) 335-0462

Contract Compliance Inspector: William Pemble
DNR Campground Reservation System — DIT / DNR

CONTRACT PERIOD: From: 3/12/06 To: 3/11/09
TERMS SHIPMENT

N/A N/A
F.O.B. SHIPPED FROM

N/A N/A
MINIMUM DELIVERY REQUIREMENTS

N/A

MISCELLANEOUS INFORMATION:

The terms and conditions of this Contract are those of this Contract Agreement as negotiated,
ITB #071152000159 as clarified, and the vendor's quote dated 9/12/2005. In the event of any
conflicts between the specifications, terms and conditions indicated by the State and those
indicated by the vendor, those of the State take precedence.

Est. Contract Value: $ 8,961,000.00

THIS IS NOT AN ORDER: This Contract Agreement is awarded on the basis of our inquiry
bearing the ITB No #071152000159. Orders for delivery of equipment will be issued directly by
the Department of Information Technology, on behalf of the Department of Natural Resources
through the issuance of a Purchase Order Form.

All terms and conditions of the invitation to bid are made a part hereof.

FOR THE VENDOR: FOR THE STATE:
Firm Name Signature
Elise Lancaster
Authorized Agent Signature Name
Director of Purchasing Operations
Authorized Agent (Print or Type) Title

Date Date




#071B6200095

STATE OF MICHIGAN
Department of Management and Budget
Purchasing Operations

Contract No. 071B6200095
DNR Campground Reservation System

Buyer Name: Steve Motz
Telephone Number: 517-335-0462
E-Mail Address: michelc@michigan.gov
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DEFINITIONS

ALIAS LIST: A listing of parks and campgrounds cross referenced to the official name of the park facility, e.g.
"Wamplers Lake Campground " refers to the campground at Hayes State Park but is not the official name of
the campground.

CABIN: A designated building made available to the general public for lodging purposes. Specific cabins will be
made available for rent for a particular time period.

CABIN RESERVATION: Specific cabins may be requested and/or are assigned at the time of initial reservation.

CABIN RESERVATION PERIOD: Reservations will be accepted beginning on January 2 of each year for the
next two calendar years.

CAMP: A camp shall occupy a single campsite containing no more than one primary shelter as defined under
“Maximum Camp Shelters Per Site” in MAXIMUMS. A single camp shall consist of not more than 4 persons
occupying one site. Exception — A single family including no more than two additional relatives may occupy
one site as long as the maximum number of persons does not exceed 8. For purposes of this policy, a single
family is defined as: “One or two parents or guardians with their dependent children.”

CAMPGROUND: A designated camping facility in a state park or recreation area except that youth organization
campgrounds and backpack campsites will not be included as reservable from the central reservation system
call center.

CAMPGROUND OFFICE: The building at the entrance to a campground where campers are registered and
assigned campsites upon arrival at the campground.

CAMPGROUND OFFICE - PARK HEADQUARTERS WORKSTATION: Those computers, printers and other
hardware located in these offices.

CAMPSITE TYPE: The level of service provided in a campground:

PREMF - Full hook-up (Flush Toilets, 50 or 30 amp, Water/Sewer Hookup)

PREMA - Flush Toilets, 50 amp, High Occupancy CG (had over 85% occupancy during July 2003)
PREM — Flush toilets, 50 amp service

MODA — Flush Toilets, 30 amp, High Occupancy CG (had over 85% occupancy during July 2003)
MOD - Flush Toilets, 30 amp service

SEMIA - 50 amp, (no flush toilets)

SEMI — Flush Toilets OR 30 amp

Equestrian — Horse Camp (rustic)

Rustic — No electric, No flush Toilets

MINI — Mini Cabin

CAMPING EQUIPMENT TYPE: The type and size of a camper's

camping equipment; i.e. sleeping bag, tent, tent- trailer, trailer, motor home, car or boat.

CAMPSITE: A single unit in a campground designated for the occupancy of one camping party, group or family
as designated by the Parks & Recreation Bureau and which will be identified by type and included in the

campground inventory for reservations as determined by the Parks & Recreation Bureau.

CANCELLATION: A contact by the reservation party to cancel the entire reservation including the actual refund
of fees, as appropriate.

CEPAS: Centralized Electronic Payment Authorization System
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CENTRAL RESERVATION CALLER: Any person who calls the central reservation telephone number.

CENTRAL SERVER SYSTEM: That host computer system upon which the master reservation software and
other primary software systems are installed and accessible at the Contractor's premises.

CRS - Central Reservation System

CUMULATIVE CONTRACTOR BILLABLE TRANSACTIONS - The total net active reservations plus the net
cancellations.

DIT: Department of Information Technology
DNR: The Department of Natural Resources.
DNR COMMISSION: That body charged with providing guidance on setting DNR policy and fees.

FEE: That amount of money established by the DNR Commission or Legislature for the use of state park and
recreation area facilities and services. Such fees may be added or altered at the sole discretion of the
Commission. The term "fee" does not apply to Contractor compensation in any way.

FISCAL YEAR: October 1 through September 30.

INITIAL RESERVATION: The initial contact to reserve a campsite/mini-cabin space for a specific period of time
in a particular campground or cabin. The initial reservation to include the acceptance of payment for all
related camping and reservation fees as well as the issuance of a reservation confirmation number and
transaction number.

NET ACTIVE RESERVATIONS - A reservation, processed at the Central Reservation Center, with a status of ‘AC’
(Active Confirmed), that has not been canceled, made during the contract period for which payment has been
received.

NET CANCELLATIONS - A reservation, processed at the Central Reservation Center, with a status of ‘CN’
(Canceled reservation) in which the original reservation was made during the contract period and for which
payment has been received. However, cancellations processed beyond the termination of this contract shall not
be included in this category.

NET TRANSFERS - A change to an ‘AC’ reservation processed by the Central Reservation Center during the
contract period for which payment has been received.

NSF CHECKS: Non-sufficient fund checks. Checks submitted as payment for state park services for which the
payers' bank reports insufficient deposits to cover the amount of the check.

OPERATIONAL POLICY: All terms and conditions under which the public reserves and/or uses a state park
facility, program or service. The Parks & Recreation Bureau reserves the right to change any and all
operational policies.

ORGANIZATION CAMPS: An organized camp is a group of youngsters who are members of a youth education
sponsored organization with adequate adult leadership. The youths must be no older than 18 years of age.
The park’s regular camping fee, based on facilities provided, will be charge on the basis of four people with a
per head fee being added for the number of people included in the group over four. These camps will be
placed in an organization campground rather than in the regular campground. The park supervisor, or
designated representative, must verify youth education organization legitimacy before a camp is approved.
Reservations for Organization Camps are park-based only.
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PARK OR RECREATION AREA: A Parks & Recreation Bureau administered property identified as a separate
park or recreation area.

PARKS & RECREATION BUREAU: That section of the DNR charged with the administration and management
of state parks and recreation areas.

POS: Point-of-sale. A revenue transaction generated from the sale of goods or merchandise.

PRB: Parks & Recreation Bureau

PROGRAM: A Parks & Recreation Bureau service or activity offered to park visitors and/or the general public.
REAL TIME: A single centralized database using ODBC (open database concept) that instantly and

simultaneously processes all reservations made through all sales channels as they occur including the call
center, Internet, and the field application with an integrated credit card verification interface.

RESERVATION CAMP SPACE: For Site-Standard only a camp space capable of accommodating the campers'
equipment is reserved. Specific locations may be requested, but are not guaranteed. Such requests will be
accommodated, if possible, at 8:00 A.M. on the first day of the campers' stay if the requested site, or area, is
available. For Site-Specific, exact locations are guaranteed.

RESERVATION CENTER: That location housing the telephone operators where reservation information
requests are received.

RESERVATION CHANGE: A contact subsequent to the initial contact by the reservation party to add or delete
nights from the camping stay or to change the reservation period including the additional payment or refund
of monies, as appropriate.

RESERVATION INVENTORY: That amount of campsites, as established by the Parks & Recreation Bureau, in
any given campground subject to occupancy through the reservation system.

RESERVATION NUMBER: A unique and specific number assigned to each tentative or confirmed reservation.
The use of the number will allow those administering the reservation and camping program to quickly identify
a camping party's specific reservation period at a particular campground.

RESERVATION TRANSACTION: All initial reservations, reservation changes and cancellations.

RESERVATION WINDOW: That period of time the Contractor will be required to accept and process reservation
transactions. The current advance “window” for accepting reservations is 6 months to the date of the
camper’s requested arrival date.

SITE-STANDARD: Non-site specific.

TENTATIVE RESERVATION: A reservation for which the fee payment has not yet been received because it
is being mailed. Upon receipt of payment the initial reservation is confirmed by mail.
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Article 1 — Statement of Work (SOW)

1.0 Project Identification

1.001 PROJECT REQUEST
Michigan Department of Natural Resources / Department of Information Technology — Centralized Reservation
System.

This Contract includes the provision and support of a dedicated centralized reservation system, fulfillment
center, and call center including all of the related hardware, software, and telecommunications equipment
needed in order to make available a fully functioning system that includes Internet, Call-in, and Park Walk-in /
Harbor Float-in reservation components.

InfoSpherix will continue operating the Michigan CRS as a turnkey service at the Company’s Cumberland,
Maryland, facility, and at a new reservations call center in Iron River, Michigan. InfoSpherix’ subcontractor,
Global Response North Corp. (GRNC) will operate a Michigan-based reservations call center at its new facility
in Iron River, Michigan. InfoSpherix will host the customer service staff (for cancellations, changes, and
resolving problems), Help Desk, website, and data center at this facility, which also houses InfoSpherix’s other
state and national parks reservation projects. This arrangement means the Michigan project will continue to
receive onsite support from Contractor's ReserveWorld Accounting, Data Management, and Reporting teams.

InfoSpherix will use ReserveSuite, their proprietary, real time central reservation system / point-of-sale
(CRS/POS) software to process all transactions, capture and manage data, and generate reports. Software
development will be managed at Contractor’s Beltsville, Maryland, headquarters. ReserveSuite will be utilized
as a web-based field application operated through primary satellite / dialup backup connectivity and industrial
strength workstations.

Three major system enhancements will be implemented with this Contract:

1. Integration of ReserveSuite with Michigan’s payment portal
2. Inventory management from the field
3. Smart Redirection to automate referrals from overused to underused parks

Contractor will also implement an IVR/callback solution to process cancellations in a cost effective way, as well
as a self service function to allow Internet customers to process cancellations on the website.

1.002 BACKGROUND
1. THE CURRENT RESERVATION SYSTEM:

Michigan State Parks began taking camper reservations in 1974. Until 1989, a maximum of 50% of all
campsites in any campground could be reserved. The 50% cap was lifted in 1990. The percent of reservable
sites now ranges from as low as 80% to as high as 100% depending on the park. In 2001, harbors
reservations for slips were added to the system. The popularity of reservations has continued to climb every
year.

Parks:
The park system currently charges a non-refundable reservation fee of $2.00 and a cancellation fee of $5.00.
The park system has worked as follows:

a. Reservations may be made by telephone or Internet. Reservations for multiple periods are permitted with
one phone call. However, a separate reservation fee is charged for each reservation period.

b. Campground reservations are site standard from September and part way through May. In May, parks
switch to site specific for the summer months.
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c. Reservations may be made for no more than 15 consecutive nights. Reservations are accepted Monday
through Friday from 8:00 A.M. to 8:00 P.M. and Saturday and Sunday 9:00 A.M. to 5:00 P.M. through
the call center.

d. The following information is needed to reserve a campsite: name, address, telephone number, first and last
day of the stay, time of arrival, size and type of camping equipment, number in the camping party, and
credit card number (if used).

e. If a camper with a reservation does not show up for the first night of the stay, the campsite is held until 3:00
P.M. of the second day of the scheduled stay; and, it is then re-sold to another camper.

f. Campers must leave the site by 1:00 P.M. on the last day of their stay.

Harbors:
The harbor system currently charges a non-refundable reservation fee of $2.00 and a cancellation fee of
$10.00. The harbor system has worked as follows:

1. Reservations for boat slips are made by telephone or Internet. Reservations will be processed by the CRS
call center between the hours of 8:00 AM and 8:00 PM, Monday through Friday and 9:00 AM to 5:00 PM on
Saturdays and Sundays. All hours are Eastern Standard/Daylight Savings Time

2. Reservations will be made slip-standard in the system. To make the most efficient use of the slip space
available slip assignment will be made by the Harbormaster, or harbor staff person, on the day of arrival.

3. Confirmed reservations will be held until 5:00 PM on the date of arrival. If a boater will be arriving after 5:00
PM, the boater must contact the Harbormaster to notify staff of late arrival.

4. Reservation cancellations must be received before the day of arrival in order to qualify for a refund. If
notice of cancellation is received by the call center before the day of arrival, a full refund will be issued
minus a $10 cancellation fee in addition to forfeiture of the $2 reservation fee. Cancellations received on
the day of arrival will be charged that night’s slip rental.

5. All slips will be rented using the fee schedule titled “Michigan State Waterways Commission Transient Rate
Schedule For Reservations”. This rate schedule is applied to both reserved slip nights as well as “float-in”
use.

6. The system will allow for the “double-booking” of slips by the harbor only through the use of “auxiliary”
sites. This will allow for “rafting” and double-use of slips not fully utilized by a single craft.

7. Information needed when placing a reservation: Harbor name, Arrival date, Departure date, Boat size
(length, width, draft), Boat Type (Power or Sail), Name, full address and phone number of customer; Boat
registration number (MC or other), Payment method, number and expiration date of credit card, if used.

2. THE FACILITIES:

The state parks in Michigan that provide overnight camping vary tremendously in facility type, activities and
environment. They range from large, rugged parks of thousands of acres to small parks in urban areas of 40
acres. The number of campsites varies from campgrounds with 25 to those with over 500 sites. (See APP-C
Michigan State Park Campsite Data). Current numbers are:

NO. of parks.......cccovviiiininnnnil 96
No. of parks with campgrounds: 67
No. of campgrounds.................. 73
No. of campsites............ceeeeennl 14,000

Services in the campsites fall into the following types:
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Modern: Electricity to each campsite. Modern restroom and shower facilities available in the
campground.
Mini-Cabin: A free standing wooden structure placed on a campsite in lieu of a tent or RV. Includes

electricity, bunk beds, space heater, table, and chairs.

Semi-Modern: Either electricity to each campsite or modern restroom and shower facilities, but not
both.
Rustic: Only vault-type toilets and hand pumps for water. No electricity to campsites.

The Michigan harbors participating in the reservation system include both state and local community harbors.
They range from small harbors with broad side moorage docking to large full service marinas with well over
100 slips. The number of participating harbors continues to increase every year. Current numbers are:

No. of harbors ...................... 91

No. of transient harbors .......... 76

No. of Grant In Aid (local) harbors 62

No. of State harbors ................ 14
No. of harbors accepting reservations 32

No. of SlipS ovvvvii, 3,453

1.1 Scope of Work and Deliverables

1.101 IN SCOPE (4.304.1. InfoSpherix response)

The Central Reservation System has long been a major department customer service program with a
statewide presence. A highly reliable reservation system with up to the second accuracy is required. The scope
of this contract is to provide and support all of the components that make up the Central Reservation System
including the fulfillment center, call center, all related hardware, software, and telecommunications equipment
in order to make available a fully functioning system including Internet, Call-in, and Park Walk-in / Harbor Float-
in reservation sales channels.

The system is standardized on satellite communications from the field for reliable, affordable, real-time,
broadband service, including the integration of the harbor system with the camping functionality. InfoSpherix
will continue to provide the Michigan specific reservation website, with its own dedicated servers and DNR’s
own special look and feel.

Figure 1: InfoSpherix compliance with in-scope requirements

DNR In-Scope Requirement InfoSpherix Achievement/Compliance

Improve the reservation services. Provide better public v InfoSpherix’s turnkey service improves public access

access to reservation services and facilities. through its high-speed, real-time reservation processing
for all Michigan inventory, including campgrounds and
harbors, through all three sales channels, with proven,
high quality customer service and no double-bookings.

Increase occupancy and revenues at under-utilized v InfoSpherix has implemented a redirection process
facilities. Implement a system that will re-direct campers that allows the redirection of customers to any of five
from facilities that are full to those that have vacancies parks that are closest to the customer’s first choice, in
and promote certain parks and special events. case that park is full.

Automate public service and management systems.

e Reduce the amount of DNR staff time needed to
administer the reservation program and reduce errors
inherent in a complex system.

v InfoSpherix’s ReserveSuite software and turnkey
reservation service have provided DNR with high
degrees of accuracy and efficiency throughout the
contract, and will continue to do so in the coming
contract.
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InfoSpherix Achievement/Compliance

e Establish a system which allows revenue flows and
related documentation to enter the automated system
at the point of sale.

¢ Improve the timeliness of management reports.

v ReserveSuite’'s web-based field application provides
this functionality in real time through fast, reliable
satellite links to Cumberland.

v' ReserveSuite processes management reports in real

time for up-to-the-moment accuracy, with no need to
wait for batched data transfers from the field.

e Improve the information provided in reports to assist
management in evaluating programs and in making
informed management decisions.

v ReserveSuite's standard reporting package,
combined with the power of Business Objects to
produce detailed ad hoc reports, allows DNR to make
management decisions based on accurate, relevant,
timely data.

v As part of its turnkey service, InfoSpherix provides an
Accounting Team to multiply the effectiveness of its
powerful ReserveSuite software, which has been proven
in Michigan to provide secure and auditable transaction,
reconciliation, and remittance functions.

e Provide secure and auditable transaction,

reconciliation, and remittance systems.

v InfoSpherix’s reservations call center has proven over
the past five years to be a valuable customer service
asset in the Michigan State Parks system. The quality
of our reservation and customer service specialists will
be established and maintained after transition to our
Michigan-based call center subcontractor through
InfoSpherix's proven approach to training, quality
assurance, and management.

e Provide an accurate, efficient and hospitable
telephone service for people seeking camper
reservations.

1.102 OUT OF SCOPE
This is a turn-key solution. Any services that are outside of the delivery of a reservation system will be
considered out of scope.

1.103 TECHNICAL ENVIRONMENT (4.304.3.InfoSpherix Response)

InfoSpherix will provide everything needed to operate the Michigan central reservation system at its
facility in Cumberland, Maryland, and at GRNC'’s call center facility in Iron River, Michigan.

Building: All telephony and computer equipment is onsite — as is all administrative, technical, and operational
staff. The Cumberland building possesses a full sprinkler and fire safety system. Building security is provided
through a computerized access control system that uses proximity cards for controlling access to the call
center floor and telephony/server rooms. There are also security guards and surveillance cameras. The site,
which can remain open for operations 24x7, has proven to be in a premier area for recruiting disabled and
other special-skills and professional employees. Call center space: GRNC's Iron River facility will have 92
seats on three floors and about 6,000 sq. ft. of call center and related space. The 37 seats on the first floor will
be enough to handle the total volume when GRNC begins taking 100% of the calls at the end of the 1% quarter,
2006. The other floors in Iron River, as well as the Cumberland facility, will be available to handle the call
spikes later in the summer and in the winter. With space for more than 400 call center seats on our current
floor in Cumberland, and a similar number available on an adjacent floor, InfoSpherix will provide DNR with
more than enough space to operate the combined project and absorb any growth. This space also includes
ample office and storage space, well-equipped and spacious training and conference rooms, and a full service
mail room.

Call center technology: InfoSpherix uses Nortel's Meridian 1 Option 81C PBX, and Symposium, a top-line
Nortel system for managing calls in both standard telephony and VOIP formats. We use Genesys CTIl and IVR
platforms for integrating the computer and telephony systems, generating screen pops and other efficiencies,
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and offering our customers both touch-tone and voice activated interactive self-service features. TTY/TDD
equipment is available for handling contacts from hearing-impaired customers. Telephone and Internet
connections are provided through a combination of DS3, DS1, and POTS lines, as well as high-bandwidth
satellite links to field sites via SpaceNet.

Global Response North uses Nortel's Meridian 1 Option 61 PBX, and Symposium, a top-line Nortel system for
managing calls. We use Genesys CTI and IVR platforms for integrating the computer and telephony systems,
generating screen pops and other efficiencies, and offering customers both touch-tone and voice activated
interactive self-service features. TTY/TDD equipment is available for handling contacts from hearing-impaired
customers. Telephone and Internet connections are provided through a combination of ISDN T-1's and POTS
lines, as well as high-bandwidth Internet access and a frame connection to our main Florida location.

GRNC's Iron River facility will mirror the Cumberland call center technology, except that the Nortel Meridian
Option 61c switch is, appropriately, smaller to handle the lower call volume at that facility.

Backup power: One on-site Caterpillar Onin diesel generator serves as the facility’s unlimited, full backup
power supply in the event of an outage. Servers and telephony equipment are also protected by UPS
(uninterrupted power supply) batteries. GRNC'’s Iron Rive facility will also have full backup power provided by
a diesel-powered generator and UPS batteries.

Network diagram: Figure 2 provides a graphic of InfoSpherix’s complete network configuration used to
support its ReserveWorld projects. It maps customer inquiries and transactions coming through the call center,
field sites, and Internet, to and including settlement of customer payments. The changed incurred by
transitioning to the Iron River call center would be simply to add a mirror call center (PBX/CTI) setup,
connected to Cumberland via load-balanced data lines.

Also see: Figure 2 for GRNC's Network Diagram.
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Figure 2: InfoSpherix Network Diagram
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Universal (4.304.3.01 InfoSpherix Response)

As the following table shows, InfoSpherix currently complies, and will continue to
Contract requirements for a technical environment that will support a secure, real-time, multi-channel, central
reservation system that processes all transactions, enforces all business rules, captures and stores all data
elements, and generates all reports needed to achieve all of DNR’s goals for the Michigan CRS. Our system is

in place and operating now at high levels of reliability and performance.

Figure 3: InfoSpherix compliance with universal technical requirements
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InfoSpherix Compliance

A single centralized database.

Real time updating.

Integrated online credit card verification.
Encrypted transmission of credit card
number.

Operating system, software, and database
common within the State of Michigan

Open database concept (ODBC).

Data dictionary included in documentation.
Remote querying.

reservation

Proven Internet and field

capability.

Test database available for
upgrades and training new users.

testing

Direct support of all end user locations.

Support services inclusive to system.

Supply hardware, software, connectivity,

toll-free lines, and all peripherals.

Easy to use software featuring GUI design.

Easy to use ad hoc
administrators and end users.

reporting for

Support standards including guaranteed
response times and procedures.

Backup server capacity and power supply to
handle server and or power problems

071B6200095

v InfoSpherix provides a single centralized database for the
CRS, hosted at our Cumberland facility, and will continue to do
so for the coming contract.

v InfoSpherix’s ReserveSuite system has real-time updating
through all contact channels — call center, web, field.

v' ReserveSuite integrates online, real-time credit card
verification through all sales channels.

v InfoSpherix uses SSL encryption for transmission of credit card
numbers.

v" InfoSpherix provides a dedicated hosting platform and
software for the Michigan CRS. No part is shared with other
clients.

v' ReserveSuite’s Oracle database is open, allowing robust and
flexible access using tools such as Business Objects.

v InfoSpherix will include a data dictionary in the system
documentation.

v InfoSpherix provides real-time, remote querying using both
ReserveSuite and Business Objects tools.

v ReserveSuite’s Internet and field reservation capability system
has been proven in Michigan (for five years), seven other states,
and the National Park Service.

v InfoSpherix provides a test database for upgrades and new
user training.

v'InfoSpherix provides direct support of all park and
administrative sites, as well as the public Internet site.

v InfoSpherix’s field support is included as part of our turnkey
service.

v InfoSpherix supports all field sites with hardware, connectivity,
supplies, training, and Help Desk services.

v' ReserveSuite’s web-based field application, public Internet
site, and call center application are all easy to learn and use, with
an intuitive, pleasing GUI design.

v InfoSpherix provides Business Objects for ad hoc reporting,
including training and ongoing support of our Reporting Team.

v" InfoSpherix Help Desk / Field Support unit adheres to
established service level agreements (SLAs) and documented
procedures. We recently have implemented Remedy’s industry-
leading Magic Service Desk software to manage these efforts.

v' InfoSpherix's Cumberland site has a diesel powered

emergency generator to provide full electrical power during
blackouts. We also have UPS units for all computers and can
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Universal Tech. Env. Requirement

InfoSpherix Compliance

back up project data to our Beltsville headquarters, which also is

protected by a diesel powered electrical generator. GRNC’s new

Michigan call center building will also have a diesel-powered

emergency generator and UPS units for full backup power.
Disaster recovery capabilities. v InfoSpherix offers a configuration that allows us to use
Cumberland as a backup call center if GRNC’s Michigan site
goes down, and to migrate data, applications, and people from
Cumberland to Beltsville in a matter of hours for full disaster
recovery capabilities — with complete carryover of our world-class
customer service skill and experience.

Telecommunications (4.304.3.02 InfoSpherix Response)

InfoSpherix will continue to provide all telecommunications technology and services required to fully support
the program’s toll-free call center and website, as well as all DNR access points in the parks and administrative
offices. As the following table shows, InfoSpherix complies with all of DNR’s requirements for
telecommunication support of the Michigan CRS:

Figure 4: InfoSpherix compliance with telecom requirements

Telecom Requirement InfoSpherix Compliance

A. INSTALLATION OF VOICE PHONE LINES & RELATED
SYSTEMS: The Contractor shall pay for the cost of installing
all 1-800 CRS public reservation telephone lines, credit card
processing lines, hardware, and the Contractor's Help Desk 1-
800 telephone line to the Contractor's premises. Once
installed, the Contractor will pay the cost of maintaining and
repairing all systems. DNR will retain exclusive use of such
lines. The customer toll-free number that the system must use
is 1-800-477-2757 (1-800-44PARKS).

*NOTE: The DNR will pay for the telephone switch and
message while two call centers are in operation at the end of
the 2005 and beginning of the 2006 season.

B. MONTHLY TELEPHONE BILLS: All monthly telephone use
bills for telephone lines listed above shall be paid by the
Contractor.

C. COMMUNICATION LINK, RESERVATION CENTER TO
CENTRAL SERVER: The Contractor shall pay for the
installation of any lines and hardware as well as any monthly
fees for the communication link between the Contractor's
reservation center and the central server residing at the
Contractor’s site. The Contractor will pay for the maintenance
of all systems.

D. CONNECTIVITY: The following park and harbor locations
will require the corresponding connectivity at a minimum:

*NOTE: Prior to signing the contract, the Contractor must
identify how each of the DNR locations will be connected.

071B6200095 16

v" InfoSpherix has installed and supported all
phone lines and related systems required to
operate the Michigan CRS at full capacity, and
will continue to do so in the new contract,
inclusive of the cost of maintaining and
repairing all of the systems.

v" InfoSpherix understands.

v" InfoSpherix has met this requirement for five
years, and will continue to do so in the new
contract.

v" InfoSpherix will establish, maintain, and pay
for the connectivity between GRNC’s Michigan
call center and our Cumberland facility, as well
as the hardware to support realtime
reservations processing by GRNC's staff.

v" InfoSpherix has established and maintains
above-standard connectivity for all locations.

v" All facilities will be connected via satellite for
the primary connection and dialup as the
secondary connection. We will consult with
DNR on the possibility of changing certain
sites to DSL or cable, where appropriate.
Please see page 21 for a list of how
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InfoSpherix Compliance

Digital Subscriber Lines (DSL), Integrated Services Digital
Network (ISDN), T1, T3, or satellite connections must be used
for all locations. All locations must have an alternative means
of connecting. There shall be No dial up connections except
for use as a backup only. Both primary and backup
connections must provide primary and backup services that
meet or exceed field locations business needs. The prices
quoted should be reflective of the Contractor's
recommendation since the Contractor bears full responsibility

InfoSpherix meets these requirements.

v" InfoSpherix has established primary
broadband links with  dialup  backup
connectivity at all Michigan sites. These
connectivity methods meet all business rules,
and will continue to do so. We can also seek
to implement broadband cable connectivity as
one of the primary link options in the new
contract. All connectivity is included in our
turnkey offering.

of providing connectivity service levels that meet PRBs’
needs.

InfoSpherix equipped all Michigan field sites with satellite connectivity for access to the ReserveSuite
applications in Cumberland, Md. As a backup to the satellite, InfoSpherix provides a connection that allows the
field sites to dial directly into Cumberland in case there is a failure in the satellite network. The current locations
that are supported by InfoSpherix in this manner are:

Parks

Algonac Highland Muskallonge Lake Sleepy Hollow

Aloha Hoeft Muskegon/Channel | South Higgins

Baraga Hoffmaster Muskegon/Lake MI | Sterling Straits

Bay City Holland Newago Tahquamenon

Bewabic Holly North Higgins Lower

Brighton Indian Lake Onaway Tahquamenon River

Brimley Interlochen Orchard Beach Tawas Point

Burt Lake lonia Otsego Lake Traverse city

Cheboygan Lake Gogebic Petoskey Twin Lakes

Clear Lake Lake Hudson Pinckney VanBuren

Fayette Lakeport Pontiac Lake VanRiper

Fishermans Island Leelanau Porcupine Mtns Warren Dunes

Fort Custer Ludington Port Crescent Waterloo/Portage

Fort Wilkins Lugington #2 Proud Lake Waterloo/Sugarloaf

Grand Haven McLain Rifle River Wells

Harrisville Mears Seven Lakes Wilderness

Hartwick Pines Metamora Silver Lake Wilson

Hayes Mitchell Sleeper Yankee springs
Young
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Harbors

Alpena East Tawas New Buffalo
Arcadia - Veterans| Fayette Ontonagon
Memorial Grand Haven Petoskey
AuGres Hammond Bay Port Austin
Caseville Marina Harbor Beach Port Huron
Cedar River George Kemp Marina Port Sanilac
Cheboygan City Lake Port Presque Isle
Cheboygan County Lexington Rogers City
Copper Harbor Mackinac Island St. Clair

De Tour Mackinaw City St. Ignace
Duncan L. Clinch Marquette Tricentennial
East Jordan Muskegon Marina White Lake

Disaster Recovery Plan (4.304.3.03 InfoSpherix Response)

InfoSpherix’s 3-Way Site Redundancy: Should GRNC’s Michigan call center go down, InfoSpherix will direct
reservations calls to our Cumberland call center. Cross-trained staff from our other reservations projects, as
well as quickly trained temporary workers, will handle the full call load until operation is re-established at the
Michigan call center. The redirection of calls will be easily performed at the network level for quick recovery.
InfoSpherix has two contact centers with mirrored telecom and IT configurations in Maryland. Our Cumberland
and Beltsville sites are far enough apart so that a single disaster would not affect both facilities, and yet close
enough together so that, should an event occur in one site that seriously interrupts service there, we can
quickly set up a mirror operation in the other. Personnel resources such as CSR’s, technical IT members and
Management can quickly (within 2 hours) travel from our Cumberland reservation center to the Beltsville
backup site and thus minimize the interruption and speed the disaster recovery process. InfoSpherix maintains
two buses in Cumberland for this purpose.

Disaster Prevention and Recovery Plan: InfoSpherix’s information center facilities at Cumberland and
Beltsville, and GRNC's call center in Iron River, use a twisted-pair Ethernet backbone that can transfer data to
the speeds of 100 Mbps. The facilities are connected through a set of dedicated T1 lines, which results in a
fault-tolerant fail-safe information center layout. InfoSpherix has implemented a comprehensive disaster
prevention and recovery plan. We accomplish disaster prevention through fault-tolerant storage, back-ups,
uninterruptible power backup, and redundant servers. We use emergency diesel generators and APC Matrix
uninterruptible power supplies (UPS) for protection against loss of power. The generators (one at each of our
call centers) can supply full power for as long as fuel is available. The UPS units are “enterprise level” systems
with large batteries and high-end features. The UPS levels out power spikes and brown-outs, protect against
surges, and can trigger a shutdown of the server if necessary, in addition to supplying back-up power. All of
our servers, switches, and routers are protected with UPS systems. We use redundant systems to protect
against hardware and software failures. Each server we purchase comes with built-in hardware RAID
(redundant array of inexpensive disks) capabilities. RAID ensures that a drive failure will not bring down the
server. We configure RAID 1 (drive mirroring), RAID 10 (striping with parity), or some combination of these on
each server. RAID only protects the server from a hard drive failure. Other types of failures, such as a
software crash, memory failure, or a bad system board can still cause a system to fail. We set up redundant
servers to handle these other types of failures. We are successfully using load balancing to protect our web
sites. We also have the ability to configure servers in a “cluster” when our client’s requirements warrant this
type of setup. Disasters can happen no matter what is done to prevent them. InfoSpherix has a detailed set of
instructions on how to recover from any given failure. These instructions address: 1) hardware, 2) database, 3)
applications, 4) communications, and 5) personnel. We periodically practice performing a complete recovery
of a system from back-ups. When a failure happens, a predefined plan goes into action. The appropriate staff
members are notified immediately either by an automated pager alert or by telephone call. Next, we diaghose
the problem and correct the situation following detailed troubleshooting procedures. GRNC's Iron River call
center will use a fiber backbone from Foundry Switches to Redundant Foundry Ethernet switches. Facilities will
be connected to redundant T-1 lines, which result in a fault tolerant fail safe information center layout. GRNC
will become a part of the InfoSpherix comprehensive disaster prevention and recovery plan and will comply will
all tests and written methods and procedures that are developed in partnership. GRNC uses emergency diesel
generator and APC UPS for power loss protection. Generator can supply full power as long as needed. UPS is
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specifically designed for communication centers and levels out power spikes and brown-outs, protects against
surges and can trigger a server shutdown if needed. All communications equipment and PCs are protected by
UPS systems. All GRCN servers use RAID hardware and power supplies. To protect against system outage
for other reasons such as software, processors GRNC uses redundant servers.

Data Backup: InfoSpherix maintains two sites with mirrored configuration, one at Beltsville, Maryland, and the
other one at Cumberland, Maryland; each acts as a backup site for the other. GRNC's Iron River facility is
being set up with a mirrored infrastructure as well, allowing it to smoothly engage in the InfoSpherix network.
In case of a site catastrophe, the switch-over of the site takes anywhere from 24 to 36 hours, depending upon
the connectivity complexities. Once the site switchover has taken place, the restoration of the database takes
place, the period for which is directly proportional to size of the database. The recovery tapes are retrieved
from our off-site backup storage. We test the site recovery procedure once every year. The extent of the test
could vary, depending upon the current projects that we have. InfoSpherix uses the industry standard GFS
(Grandfather-Father-Son) methodology to maintain its data back-up plan. We use ArcServe IT software to
manage the back-up methodology. The software uses a 16-tape magazine to maintain backup for one year
and the magazine is replaced every year. The usual operational backup methodology includes a nightly
backup running in conjunction with full archive log. This ensures a complete recovery to the last completed
transaction, in case of a system crash. InfoSpherix uses a third party vendor to store the back-up tapes off-
site. The vendor provides fireproof storage vault facility to secure the data tapes.

If the system failure is a simple transaction processing crash, it can be recovered using the combination
archive log, redo logs and rollback segments, without having to go to a tape backup. This kind of a recovery
takes very little time, which is dependent upon the length of the failure, the time between the failure and last
flush-point, and the rate of data storage. In our experience, the recovery time for these kinds of failures is
restricted to half an hour. If the failure is a complicated media crash, then it requires a backup to act as the
starting point of reference. In this case, the recovery time is directly proportional to the amount of data stored
in the backup. The standard transfer rate to recover from an off-line back up media is approximately 15
minutes per GB. Once the physical file has been recovered from off-line media, Oracle’s recovery process
takes approximately 1 hour to set the database backup. We test data recovery procedures every quarter.

Figure 5: InfoSpherix compliance with disaster recovery requirements

Disaster Recovery Requirement InfoSpherix Compliance

The Contractor shall provide the Michigan Department of v InfoSpherix has developed a disaster recovery
Natural Resources / Department of Information Technology plan for Michigan, and will present and test it for
with the following disaster recovery capabilities. A written DNR as required.

description outlining this Plan must be provided to the
State's Contract Administrator within six weeks of contract
signing. This plan must be tested and after review must
function to the DNR/DIT's satisfaction.

Should callers to the 1-800 reservation toll free number be v InfoSpherix will use its Cumberland facility as
unable to secure reservations because there is a problem the backup call center, should GRNC’s Michigan
with the Contractor's phone system, the Contractor shall call center go down. The fact that all elements of
provide an alternative reservation center. Should our reservations business are located in
malfunctions continue, or would likely be expected to Cumberland will make for an orderly and smooth
continue, for a period of twenty four hours or more, the transition with minimal service interruption.

Contractor shall complete an orderly transition of
administering reservations to the alternate processing
center. The alternate center shall continue to be utilized until
such time as the malfunction can be corrected to the DNR's
satisfaction.

Equipment (4.304.3.04 InfoSpherix Response)

InfoSpherix hosts the existing Michigan CRS at the Company’s Cumberland, Maryland, facility. This includes
the call center, data center, website, Help Desk, fulfilment center, management and support offices. All
equipment and support staff are onsite. To accommodate the State’s request for a Michigan-based call center,
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we now propose to move the reservations call center to a facility in Iron River, Michigan, where it will be
operated by our subcontractor, GRNC. That facility will have a fully compatible telecommunications and data
processing infrastructure for smooth interoperability with the Cumberland facility.

Figure 6: InfoSpherix compliance with equipment requirements

The Contractor shall provide all communications v" InfoSpherix has provided all project-required
equipment, operator work stations, internal equipment at the reservations center in
telephone system, communication lines, ACD Cumberland for five years, and will continue to do
system, postal equipment, on site printers, FAX so in this following contract. We will also ensure
machines and all other equipment at its' that GRNC provides all necessary equipment to
reservation center needed to administer this operate the reservations call center at its Michigan
contract. facility.

The following table lists the major equipment and network components of the Cumberland facility used to
support the Michigan CRS:

Figure 7: Cumberland CRS functional equipment list

Component Function

T1 lines — General Carrying inbound toll-free voice & data traffic from campers &
park staff

T1 lines — to/from ISP (dedicated) Fast Internet connection for individualized state park Web
pages

T1 line - Headquarters connection | Connection to Beltsville facility for corporate communications

(dedicated) and emergency backup

POTS (switched access) connections Local and long distance telephone traffic

Nortel PBX — Meridian 1, Option 81c Processing all voice & data telecom traffic (includes voicemail
capability)

Nortel Meridian Symposium MIS (ACD) system Automatic call distribution, queue management, call center
activity reporting, call monitoring

Genesys GVP Initial data capture for call center reservations; connects to
Genesys CTI

Genesys CTI (T-server configuration) Telephone system/database integration; screen pop to
Reservation Specialist, detailed historical call tracking

Database servers (Dell 6500s) Network storage of databases

File & network application servers (Dell 2450s) Storage of file & network applications

Web servers (Dell 1750s) Hosting e-commerce Web pages; load-balanced configuration
protects from crashes

Pentium-based mail servers (Dell 2450s) Inbound & outbound email traffic

Fax server Outbound fax traffic

Pentium-based workstations Transaction processing by Reservation Specialists; various

supervisory & administrative tasks by management staff,
system administration, database management & software
development by IT staff, etc.

100 Base-T network wiring Fast Ethernet carriage of LAN data traffic

Network controllers: Cisco routers, switches, & firewall; | Controls LAN data traffic
load balancers
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CONTRACT NO. 071B6200095

Data backup/archiving

Windows 2000 server software

Network server operating system

Windows 2000/XP software

Workstation operating system

ReserveSuite software

Customized to individual ReserveWorld clients to manage all
CRS tasks

Click2Coach software

Call recording (voice & data) for
evaluation, and staff training

QA monitoring and

As the following table shows, GRNC's Iron River facility will have a mirrored infrastructure:

Figure 8: Iron River CRS Functional Equipment List

Component Function

T1 lines — General

Carrying inbound toll-free voice & data traffic from campers &
park staff

T1 lines — to/from ISP (dedicated)

Fast Internet connection for individualized state park Web
pages segmented as needed.

POTS (switched access) connections

Local and long distance telephone traffic

Nortel PBX — Meridian 1, Option 61

Processing all voice & data telecom traffic (includes voicemail
capability)

Nortel Meridian Symposium MIS (ACD) system

Automatic call distribution, queue management, call center
activity reporting, call monitoring

Genesys GVP

Initial data capture for call center reservations; connects to
Genesys CTI

Genesys CTI (T-server configuration)

Telephone system/database integration; screen pop to
Reservation Specialist, detailed historical call tracking

Database servers (Dell 6500s)

InfoSpherix to Supply remotely

File & network application servers (Dell 2450s)

InfoSpherix to Supply remotely

Web servers (Dell 1750s)

Hosting Statistical Web pages. Global Response Secure
Portal for ACD stats and more.

Pentium-based mail servers (Dell 2450s)

Global Response Mail servers via Citrix

Pentium-based workstations

Transaction processing by Reservation Specialists; various
supervisory & administrative tasks by management staff,
system administration, database management & software
development by IT staff, etc.

100 Base-T network wiring

Fast Ethernet carriage of LAN data traffic

Network controllers: Foundry and Cisco routers,

switches, & firewall; load balancers

Controls LAN data traffic

Windows 2000 server software

Network server operating system

Windows 2000/XP software

Workstation operating system

ReserveSuite software

Customized to individual ReserveWorld clients to manage all
CRS tasks

IDVR Call recording (voice & data 1% quarter 2006) for QA
monitoring and evaluation, and staff training
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Technical Requirements (4.304.3.05 InfoSpherix Response)

InfoSpherix’s turnkey operation of the Michigan CRS has included, and will continue to include, provision and
support of all workstations in the field. This includes initial configuration and installation, as well as ongoing
connectivity, performance monitoring, maintenance and replacement, and Help Desk assistance. The goal is
to ensure that DNR field users can fully and efficiently process appropriate transactions for every customer,
every time, and to resolve problems quickly, whenever and wherever they occur.

Figure 9: InfoSpherix compliance with workstation requirements

Workstation Specifications:

071B6200095

Workstation Technical Requirement

a. The Contractor is financially and physically responsible for
the installation of all workstations, data communications
equipment and circuits, and Central Reservation System
computer equipment and all associated software. All
telephone lines will be unshared lines unless otherwise
approved by the DNR.

b. The Contractor is responsible for the maintenance of all
workstations, data communications equipment and circuits,
and Central Reservation System computer equipment and all
associated software. Office workstation locations can best be
described as non-controlled environments. Few offices are air-
conditioned.

c. The Contractor must provide a toll-free 24 hour/day 7
day/week telephone number and associated support for
reporting equipment problems.

d. When the Contractor receives calls for repair and/or
replacement of park workstation equipment, the Contractor
shall correct such problems within 24 hours of notification by
the DNR. The Contractor will maintain a sufficient inventory of
spare workstations to avoid exceeding the 24 hour
replacement/repair window.

e. If Contractor equipment located in state park offices is
vandalized or stolen, the Contractor must replace it. If DNR
equipment located in state park offices is vandalized or stolen,
the DNR must replace it. The Contractor shall specify the care
and maintenance of the workstations to be provided by the
Contractor. The State shall otherwise maintain the leased
property in good condition according to commonly accepted
and/or agreed procedures and practices, with reasonable
wear and tear expected. The State shall not be responsible for
loss or damage to the property from any cause or occasion.
The State shall not assume responsibility, cost damages or
expense arising out of death or injury to any person or
damage to property caused or occasioned by the Contractor's
ownership and/or maintenance of the leased property. The
State shall not assume responsibility or any liability, cost,
damages or expense arising out of the death or injury to any
person or damage to property caused or occasioned by the
State's use, maintenance or control of the leased property.
The State shall not assume responsibility for any property or
liability insurance desired by the Contractor in connection with
the leased property, however, the Contractor may include
relevant insurance expenses along with other factors
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InfoSpherix Compliance

v" InfoSpherix operates a turnkey CRS service for
Michigan in which it provides and supports all field
equipment and connectivity, in addition to the call

center, data center, website, and associated
infrastructure used to fully support the service at its
Cumberland facility.

v InfoSpherix provides full field support for its
workstations, communications equipment, and
associated items. This support includes maintaining
“swap-out” computers, repair and replacement
service, remote monitoring, onsite maintenance,
and unlimited Help Desk calls.

v" InfoSpherix provides this Help Desk service for
Michigan. We have recently implemented
Remedy’s industry-leading Magic Service Desk
application to further improve our problem reporting,
tracking, and resolution capabilities.

v" InfoSpherix provides swap-out computers, walk-
through fixes guided by the Help Desk, and
repair/replacement service to meet this 24-hour
standard. Our high level of field support and
responsiveness has allowed Michigan’s park staff to
enjoy five years of reliable service.

v InfoSpherix agrees with, and will meet, all
elements of this provision, as it has for the past five
years. Our field manual and Help Desk provide
specific care and maintenance routines for
InfoSpherix-provided workstations.

InfoSpherix advantage: InfoSpherix has, at its
own cost, replaced virtually all of the field PCs that
were on line at the beginning of the contract to
ensure that park users have effective, reliable
access to the system. We support 136 PCs in the
campgrounds and 42 at the harbors.
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considered in the lease rate(s).

f. The Contractor is responsible for providing all office supplies
i.e. toner, receipts, for the operation of the Central Reservation
System. Each receipt will have a logo printed in the righthand
margin with the logo design provided by PRB. The
Contractor's printing contract must comply with the Michigan
Printing Act. The DNR logo will appear on all communication
given to the customer regardless of where the reservation was
made or the type of communication given.

v" InfoSpherix has provided, and will provide in the
coming contract, all necessary supplies required by
the field stations to operate the CRS, including the
items mentioned here. Additionally, InfoSpherix
provides receipt paper that bears the state's
camping policies on the back face of the receipt.
This process ensures that customers are fully aware
of all policies deemed important by the DNR staff.
We also provide an “e-Resources” web page to

allow field users to quickly and easily order
replacement supplies.

v" InfoSpherix will comply with this requirement.
Our field support staff currently uses PC Anywhere
to run remote diagnostics on the workstations in
Michigan Parks. The result has been a proven
record of consistent CRS uptime and functionality in
the field.

g. The Contractor will, each year, inspect every workstation,
run diagnostics, de-fragment the fixed disk (if the disk is more
than 15 % fragmented), perform any preventative
maintenance needed and certify that each workstation is in
good working condition. The Contractor will also check each
workstation annually for viruses with a virus detection/removal
program approved by the DNR. This on-site inspection will
take place between Jan. 2nd and March 31st of each year of
the contract period. The on-site inspection requirement can
be met by using software tools such as PC Anywhere to run
complete system diagnostics on the workstations.

Online Query (4.304.3.06 InfoSpherix Response)

Querying: ReserveSuite allows the user in the field to query the data using criteria such as transaction dates,
customer’s name or ID number, reservation ID, site number, phone number, and the date and time of the
visitor's campsite stay or tour. Once information is entered into the system, it is never removed physically from
the database. This ensures that it is always available for querying and reporting. InfoSpherix’s Database
Administrator and “Query Optimization” team review the performance of all database queries and reports on
regular basis. Where appropriate, the team will optimize the queries to achieve faster and better performance.
Ad hoc reports: In addition to standard reports, ReserveSuite allows ad hoc reports to be generated using
Business Objects, a third-party business intelligence tool, which allows users to formulate their own queries
using simple drag-and-drop operations. This allows DNR to take full advantage of the data that InfoSpherix
gathers for Michigan, in terms of financial management, facility management and inventory control, strategic
planning, customer relationship management, and marketing. InfoSpherix will train selected DNR
representatives on the use of Business Objects. We will provide a login and password and demonstrate how
to access and run the reports. InfoSpherix's helpdesk/technical personnel provide assistance to clients in
generating ad hoc reports whenever it is needed. InfoSpherix can also support DNR’s need for ad hoc queries
by creating standard queries (for data that needs to be retrieved repeatedly) and storing them as universe
objects. The end-users can then use these objects to retrieve data for various time frames.

InfoSpherix will provide, DNR with Business Objects software and training to allow users to process online
gueries for analysis of Michigan's CRS data.

Figure 10: InfoSpherix compliance with online query requirement

Online Query Requirement InfoSpherix Compliance

In addition to the standard reports, the online v InfoSpherix provides Business Objects as part of its
query system must allow for authorized DNR turnkey CRS service. This allows DNR to run real-time ad
personnel to easily access databases for non- hoc reports on the production database in Cumberland, and
standard (adhoc) reporting of information that to store and share those reports for widespread usability.
has been tracked by the system but not InfoSpherix will train selected DNR representatives on the
specifically assembled into a standard report. use of Business Objects. We will provide a login and
Examples of such ad hoc requests could password and demonstrate how to access and run the
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include: reports. InfoSpherix’s helpdesk/technical personnel provide
assistance to clients in generating ad hoc reports whenever
it is needed. InfoSpherix can also support DNR’s need for
ad hoc queries by creating standard queries (for data that
needs to be retrieved repeatedly) and storing them as
universe objects. The end-users can then use these objects

to retrieve data for various time frames.

1. How many reservations were made each
month at Wilderness State Park?

2. How does the revenue flow for camping to
date at Burt Lake State Park compare with the
revenue flow for the previous year?

Back Ups (4.304.3.07 InfoSpherix Response)

InfoSpherix realizes that the data in the Michigan CRS belongs to DNR and the State of Michigan, and that
InfoSpherix is the steward of that data, and our ReserveSuite database is the repository. InfoSpherix will
provide multiple levels of security for Michigan’s data, both in the production database and through backup
procedures and storage, as shown in the following compliance table.

Figure 11: InfoSpherix compliance with data backup requirements

Data Backup Requirement InfoSpherix Compliance

The Contractor must provide for daily backup of
the Central Reservation System database and
provide for sufficient recovery procedures to
return the system to active status as a result of a
failure. In addition, the Contractor will provide a
backup and recovery onsite/offsite rotation
schedule that will be able to reestablish the
system up to six months. The Central
Reservation System may not be out of service
during the operational period for more than 4
(four) hours per month.

v" InfoSpherix stores its production databases
on network storage from Network Appliance.
The databases are stored in a Raid 5
configuration, so that a single disk failure will not
cause a service interruption. Instead, the failed
disk is replaced while the system is running, and
its contents regenerated, while the system
continues to process transactions. Full copies of
the database are taken every night and stored
on tape. Every week a cold backup of the
database is made to tape and that tape is stored

offsite for future use if needed. The length of
time that these offsite copies are retained is
negotiated on a contract by contract basis. For
Michigan InfoSpherix will store 6 months of
database backups offsite.

In the past year there have been only four
instances where the Centralized Reservation
System was unavailable. No two of these
events were in the same month and none was
over 25 minutes in duration. InfoSpherix has
had no problem achieving availability far better
than the 4 hours per month required by MIDNR.

Software Specifications (4.304.3.08 InfoSpherix Response)

InfoSpherix compliance: InfoSpherix will continue using ReserveSuite as the software for Michigan CRS,

which is built on a centralized, real-time database using Oracle 9i as the RDBMS. InfoSpherix’s real-time

ReserveSuite software accommodates all of the functionality and sales channels required of the Michigan CRS

as follows:

Database design ................. Oracle 9i; integrates reservation data with inventory data to produce detailed
financial and management reports using any combination. Controls access using
first-in/ffirst-out rules. Modular and soft-coded for customization and
expandability.
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Inventory component.........

Transaction component

071B6200095

Stores detailed descriptions of inventory, coded as facility or activity, site-specific
or site-standard. Data fields for site amenities, allowable equipment, accessibility
by disabled, fee information (including different pricing schemes for
individual/group, discounts), tour types/capacity/schedule. Supports dynamic
inventory management.

Identification codes permit several methods to track transactions and customers.
Tables for reservation and financial transactions record items such as:
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Length

Length

Dates of transaction and arrival

ID of operator processing transaction
Where transaction was processed
Confirmation number

Customer name, address, phone #
Reservation type (facility/activity)
Request for disability access

of time reserved

Method of payment
Tax assessment

of use time

Applicable discounts

Total amount of transaction
Facility/activity identification information
Bankcard transmittal information
Charge-back transactions

Inventory data are used to generate confirmations, daily arrival reports, and
activity and accounting reports.

Public website..................... Allows real-time transactions for Internet customers with shopping cart,

personalization, trip planner, drill-down maps.

Call center .......oooeeeveeeneennn, Allows reservation specialists and customer service specialists to fully process

Field sites

information, transaction, complaint and other calls; data management and
accounting teams to manage inventory and financial reports.

............................ Web-based, hosted on load-balanced web servers in Cumberland. Field access
via Internet Explorer 6.x to process reservations and cancellations, run reports,
and check visitors in/out. Primary connection by high-bandwidth satellite,
automatically backed up with dialup. Includes Internet-based requisition
management system. Allows simplified, centralized upgrades. (Note: We
understand that DNR will supply connectivity. We provide this for information
purposes.)

ReserveSuite’s reservation status categories: ReserveSuite assigns a status to every reservation and walk-
up registration as follows:

(o

“HOLD” — assigned when the reservation is entered into the system but payment is not received by
InfoSpherix.

“AUTOMATICALLY CANCELED” — assigned to a record previously listed as on “hold” if payment is
not received within a pre-set time period.

“RESERVED” — assigned to a confirmed reservation upon full payment. It remains in “RESERVED”
status unless it is canceled.

“VOID” — assigned when a confirmed or held reservation is canceled without charging the customer
a cancellation fee.

“CANCELED” — applied when the customer decides to cancel a confirmed reservation.

“DNR-INITIATED CANCELLATION" — assigned when DNR must cancel a reservation due to site
damage, evacuations, natural disasters, etc.

“EARLY DEPARTURE” — assigned when a customer leaves earlier than the original departure date
and Park staff processes a refund for unused nights.

“NO-SHOW” — assigned when a customer does not show up by a specified time on the arrival date,
allowing Park staff to release the inventory.

ReserveSuite Identification Numbers: ReserveSuite generates a serial confirmation number called a
“Reservation ID” to every transaction that results in a reservation or registration. ReserveSuite also generates

#071B6200095
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a unique Customer ID for first-time customers. With the Customer ID, users can generate the entire
reservation history of a particular customer at any time. In addition to general customer information (name,
address and phone number), the system maintains:

Email address

Bounced check flag

Total amount paid by customer (all transactions)

Date of last transaction

ReserveSuite is already being used to process all of the transactions needed by DNR, as well as those seen
as future enhancements, such as point-of-sale.

Figure 12: InfoSpherix compliance with software requirements

Software Requirement InfoSpherix Compliance

System Software v" Over the past 5 years, InfoSpherix’s
ReserveSuite CRS has improved DNR'’s ability

DNR requires a system that will improve client service to offer a reservations service that:

through centralized reservation of facilities, provide
information processing capabilities to the park site staff, e |s centralized and real-time
provide parks management staff and parks administrative e Provides immediate access to transaction

staff with on-line access to statistical, financial and ad-hoc processing through all three sales channels
report capabilities. (web, call center, field)

DNR has been very specific about software functionality, =~ ® Provides excellent standard and ad hoc
and on-line immediate accessibility because of its need to reporting, based on remote, real-time access to
utilize the information collected to more effectively plan data

and administer parks operations and to monitor the
success of the centralized reservation operation.

Prior to the implementation of the Centralized Reservation v InfoSpherix's GAAP compliant ReserveSuite
System, the Contractor will submit a letter from an system, which is already implemented and
independent accounting firm indicating that the Reserve operating in Michigan, has provided reliable
Suite system complies with the Generally Accepted financial transaction processing and reporting for
Accounting Principles (GAAP) as determined by the five years, and will continue to do so. We will
Financial Accounting Standards Board (FASB). The letter present a compliance letter from an independent
will ensure that the Contractor's system complies with auditing as directed by DNR.

acceptable accounting practices and data integrity

standards.

At the discretion of the DNR and at DNR expense, the
DNR may conduct an audit of all revenues, permitting
systems and other systems impacting revenue flow to the
DNR. The audit will reconcile all voided transactions,
shortages and overages, fees collected and refunds
processed by the Contractor to the amount of net funds
deposited into DNR accounts to the total transaction
numbers used. It is intended to insure the financial
integrity of the revenue systems used.

By the acceptance of the contract, the Contractor agrees
to make all of it's staff, facilities, reports, financial records
and any other documentation and systems associated
with this contract available to the DNR and/or its
designated auditor(s) for audit during normal business
hours. When notified by the DNR of such audit, the
Contractor shall provide an office at the CRS with
sufficient workspace and one telephone for audit staff use.
The Contractor shall operate the reservation central server
system and any other system(s) it may use to administer
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the financial systems related to this project for the audit
staff, as requested by the audit staff. The Contractor shall
provide the above described services and facilities to the
DNR for no additional fees or charges except that the
DNR shall pay for all long distance charges incurred by
the audit staff from the Contractor's phone system.
Reasonable expenses related to an audit of the software
will be paid by DNR.

Before an audit is performed by the DNR, the Contractor
will be given adequate notice in writing.

Lastly, the Contractor will have a SAS 70 audit conducted
by an outside auditing firm on the CRS application and
make the audit findings available for the DNR to review.
The audit will be performed by a third-party firm at a time
mutually agreed to by the State and the Contractor no
later than 6 months after the contract is signed. The
Contractor will work in good faith with MDNR to correct
any deficiencies identified by the audit in an expeditious
manner. The audit will be performed on the operational
environment supporting the CRS application as normally
conducted for this type of audit. Note that if the Contractor
has performed a recent SAS 70 audit or performs SAS 70
audits on its operations on a periodic basis and these
reports are available to the State this may meet this
requirement.

1. Operational Environment - Client/Server Architecture

The Contractor's proposed software architecture must
include:

a) The ability for centralized reservation at the Contractor's
premises.

b) Access and update from park sites located across the
state.

¢) Internet reservation capability

d) Real time updating

e) Integrated online credit card processing

f) Open database concept

g) Remote querying

h) GUI design
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v InfoSpherix’s CRS is hosted at the Company’s
Cumberland, Maryland, facility.

v' Park sites across Michigan access the CRS in
real-time using broadband (usually satellite)
links, with dialup backup. InfoSpherix will
continue providing this service.

v InfoSpherix built and hosts the project's
reservation website.

v" InfoSpherix’s system has real time updating
through the field, web, and call center.

v InfoSpherix’s system processes credit cards
online during each transaction in real time.

v InfoSpherix’s Oracle database is open.

v" InfoSpherix provides remote querying through
both ReserveSuite and Business Objects,
allowing DNR to take full advantage of the
system’s open database concept.

v ReserveSuite’s GUI design is user friendly and
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2. Ease of Use

DNR PRB is looking for software that will be easy to train
parks staff on and for which the operation will be intuitive
in nature. Proposed solutions will utilize a consistent
Windows look and feel. DNR PRB staff requires easy-to-
access menu selected reports, as well as an easy to use
ad-hoc report writing capability.

General Requirements

This section describes ease-of-use requirements for all
application software modules.

1. Operator input will be validated at time of input, to ensure
its accuracy.

2. Wherever coded values are used, a consistent method of
browsing through possible codes will be made available to
the operator. For example, the use of pop-up windows.

3. Data query capabilities should be presented in a
consistent fashion throughout the application modules.
Query capabilities should be made available on all
database data elements. Query-by- Form or Query-by-
Example methodologies are preferred.

4. Ad-hoc report writers must be easy to use.

5. At the park site, DNR prefers a full Microsoft Windows
front-end with all applications proposed to utilize a Windows
"look and feel" user interface, including "point and click"
mouse driven and hot key enabled software. All
communications initiated by the park site to the Central
Server should be transparent to the user.

6. Speed of Execution

The time a central reservation operator waits for
information back from a standard reservation query must
average 5 seconds. Furthermore, the amount of
keyboarding required to complete a reservation should be
kept to a minimum.

7. General Requirements

This section describes functionality required across all
application modules.

a. Multi-User Capability
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efficient through all sales channels. The field
application is web-based, making it easy to
implement changes without having to physically
update local PCs.

v ReserveSuite’s web-based field application
makes user training easy and quick. Michigan’s
park staff is already trained on it. Our POS
system is similarly easy to train on and use, as
has been proven in Ohio and Georgia, and will
be smoothly implemented in Michigan when
directed by DNR.

v' ReserveSuite validates data upon input to
ensure accuracy.

v" ReserveSuite consistently uses common
forms of pop-up windows and drop-down boxes
to allow users to browse through and choose
among coded values.

v' ReserveSuite uses consistent data query
capabilites, and has provided DNR with
excellent reporting capabilities.

v Business Objects is a powerful, yet easy-to-
use reporting tool that produces reports that can
be stored and shared.

v ReserveSuite’s web-based field application
needs only a browser, such as Microsoft's
Internet Explorer, to access and uses Windows-
style features including “point and click” and hot
key features. These features, combined with our
broadband connectivity to the central server,
make for completely transparent
communications for the park user.

v" InfoSpherix’s call center application meets the
5-second standard. CTI-driven screen pops and
drop-down selections allow for a minimum of
keyboarding and minimize the potential for data
entry errors.

v ReserveSuite this  multi-user

capability.

provides
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InfoSpherix Compliance

All software application modules must operate in a
multi-user update environment with record level
locking capability.

b. Data Integrity between Host and
Remote Site

Contractors must ensure that vital data is consistent
at both the central site and the park site. Vital
information consists of information that must be
consistent to ensure that the maximum number of
sites is booked with no double bookings.

c¢. Transaction Integrity Capabilities

The system proposed must be capable of dealing
with incomplete transactions and must ensure that
the application systems are correct at all times... The
system must be capable of automatically returning
the sites to inventory and making them available for
sale.

d. Code Table Maintenance

All code tables should be maintained in a consistent
fashion and should be dynamically updatable by
operators or field users provided that they have the
appropriate security permission to maintain those
tables.

e. Zip Code & Postal Code Tables

In order to reduce the amount of data that needs to
be keyed by operators, the software should be
capable of looking up the city or town and state or
province based on the zip code. The operator should
also have the ability of over- writing the information
looked up.

f. The Contractor must provide the latest

software versions available at the time of the bid. The
Contractor will provide at their expense any and all
licenses needed for the operation of the Central
Reservation System and its components.

g. New software and updates to all non-

reservation software purchased by the Parks &
Recreation Bureau may be installed on the
workstations. No software will be installed that, in the
Contractor's opinion, may impair the workstations'
and/or systems' ability to fully perform all reservation
and revenue tracking functions. All software additions
and updates will require mutual approval of the
Contractor and the DNR.

InfoSpherix advantage: InfoSpherix's CRS,
currently in operation in Michigan, has always
provided real-time updating and exposure of
data through all channels, including the field. At
any moment, each access point will yield the
same view of accurate, consistent data.

v ReserveSuite has provided Michigan with full
transaction integrity, including dealing with
incomplete transactions, ensuring the accuracy
of applications, and automatically returning sites
to inventory and “reservable” status. These
software capabilities are further supported by the
expertise of our Data Management and Software
Development teams.

v" ReserveSuite has consistent, and highly
secure code table maintenance features built
into its Master Maintenance application, with
appropriate enforcement of permission levels.

v ReserveSuite has this labor- and time-saving
functionality.

v InfoSpherix will provide Michigan with the
latest version of its CRS/POS system,
customized to meet DNR’s requirements as
stipulated in this RFP.

v" InfoSpherix will work closely with DNR to fully
manage all risks regarding the implementation of
PRB-purchased software on field workstations.

8. Financial Requirements

DNR requires a software solution that ensures
correctness of data in a manner consistent with their

v ReserveSuite has proven its compliance with
these financial requirements for five years in
Michigan, and will continue to do so in the new
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reporting needs. contract.
a. General Ledger Account Number
Structure

Financial information must be accessible in detail and
on a consolidated basis, for the entire state, by
region, by park, by revenue category or any
combination of the above.

b. Software Audit Capabilities v ReserveSuite has proven its compliance with
these software audit requirements for five years
in Michigan, and will continue to do so in the new
contract.

The financial back-bone to the software must follow
Generally Accepted Accounting Principles (GAAP).
GAAP is determined by the Governmental
Accounting Standards Board in conjunction with the
American Institute of Certified Public Accountants
and the National Council on Governmental
Accounting. Each financial transaction must include:
the amount, the operator who created the
transaction, the date and time the transaction was
created, the location from which it was created.

All financial details must be available to DNR through
a variety of reports in either detailed or consolidated
fashion. The system must be capable of maintaining
monthly summary financial and attendance
information on-line for a minimum of three years. All
transactions should be broken down to their finest
level of detail.

c. Refund Processing v ReserveSuite issues refund notices with credit
card adjustments. InfoSpherix’s ReserveWorld
Accounting Team has followed, and will continue
to follow, Michigan’'s policy regarding sending
checks to customers. ReserveSuite provides full
tracking of these processes.

The software must have the capability of issuing a
refund notice with an accompanying credit card
adjustment. For refunds that require that a check be
sent to the customer, the following procedure will be
used:

1. The Contractor will make available the previous
day's authorized check refund requests to the
workstation located in the PRB’s Lansing, Ml office.

2. The Parks & Recreation Bureau workstation will
print a Payment Voucher for that refund utilizing a
DNR-supplied form.

3. Check refunds will be issued from the Parks &
Recreation Bureau office and the revenue
information will be tracked by the system software.

d. Contractor Fee Processing v'InfoSpherix’s system calculates these

Calculations for Contractor payments must be payments as required.

created at the time the transactions are incurred and
must be available on reports in either a detailed or
consolidated fashion.

e. Centralized Reservations System v ReserveSuite logs and tracks the number and
types of changes made to each reservation.
InfoSpherix has abided by, and will continue to
This section identifies features required by the abide by, DNR rules for charging those

Requirements
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Software Requirement

Centralized Reservation System. reservation transaction fees.

1. Reservation Change Processing

The system must log the number and types of
changes made to each reservation. The
Contractor will charge those reservation
transaction fees as specified by the DNR.
Reservation changes would include changes in
dates or parks.

v" InfoSpherix’s field application allows park staff
to fully process registrations for both walkup
customers and customers who have made
advanced reservations through the call center or
website. Should Michigan change its policy to
allow PRB staff to do advance reservations in
the future, InfoSpherix’'s system is ready to
accommodate that as well.

2. Remote New Registration
Processing

PRB staff will not do advance reservations. The
registrations that they will enter will occur when
people arrive at the park, hoping for an available
site. If a site is available, the parks staff person
will enter the information into the database.

Expandability (4.304.3.09 InfoSpherix Response)

The expandability designed into InfoSpherix’s turnkey reservation and sales service is one of our Company’s
best discriminators in the state parks market. Our service is built to expand to accommodate increases in both
volume and functionality.

In the current contract, InfoSpherix has added a point-of-sale module built specifically for Michigan to DNR
requirements. In the coming contract, InfoSpherix will further integrate that POS system with the reservation

system.
Figure 13: InfoSpherix compliance with system expandability requirements

System Expandability Requirement

InfoSpherix Compliance

The system must be able to be expanded to include new
functionality as needed by the DNR.

Possible expansion:
A. Point of Sale System

A Point of Sale component that either the harbors or
campgrounds or both can have access to or be prevented
from accessing as instructed by PRB. This component
would need to be flexible as to who has access, the range
of merchandise including fuel that may be sold, multiple
cost structure by location, and integrated with both:
reservation functions resulting in the generation of a single
transaction charge and reconciliation account summary
totals. Please describe the point of sale
function/component that your reservation system has
operating in a production environment that could be made
available to the DNR.

v ReserveSuite’s expandability has been key to
its growth in the state parks market, where
system-by-system customization is essential.

v" InfoSpherix has added a POS module to the
Michigan CRS field application; please see the
screen shot in Figure 14, below. Our software
development team produced this in collaboration
with DNR after demonstrating a more expanded
version deployed in InfoSpherix's CRS projects
for Georgia and Ohio. Our experience there will
provide for a smooth implementation of greater
functionality in Michigan, if desired by DNR. See
below for a description.

#071B6200095

Figure 14: Michigan CRS point-of-sale module
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Point of Sale Login: PRESQ1
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InfoSpherix’s POS system meets all of DNR’s requirements, and has been proven in Georgia and Ohio. Some of
the features of our POS system are:

Web-based application: InfoSpherix POS system is a web-based application. That means any authorized
worker can access the POS application by using a browser interface.

Web-based data management: Iltems that can be sold through the POS system can be managed from a remote
machine by using a simple browser-based interface. That would mean that any authorized personnel can
add/update/delete products from a browser without affecting the sale at the local terminal.

Real time: All the transactions handled through InfoSpherix POS system are posted to the central database in
real time for better audit trail purposes. All the credit cards are validated in real time.

Complete Inventory Management: InfoSpherix POS system comes with Inventory management module. Using
this inventory module, an authorized user can do the following activities:

1. Place and receive orders
2. Physical counting/consolidation/physical-to-book
3. Run inventory reports

The inventory management module keeps track of an item’s cost price, retail price, profit margins, and available
guantity. The system will warn you if an item’s available quantity falls below threshold.

Central/Local repository: While the items sold through the POS system are stored in a central database, a
localized copy of product inventory is available at the sale terminal so that the application need not query the
central database to get the list of products every time. Sales, however, are posted to the central database in real
time.

Integrated POS System: InfoSpherix POS system is integrated with the central reservation system (CRS) so
that a user can reserve/register a campsite and in the same transaction buy some retail items and pay for all of
these items together.

Extensible system: InfoSpherix POS system can be used to sell rental items (e.g., golf carts, life vests, boat
rentals, etc.). With minimal customization, it can also be used to sell passes, permits, discount cards etc. where
additional information need to be captured and stored.

Global/Local: InfoSpherix POS system allows authorized users to add inventory (items to be sold) into the
system at one central location and then each park/location can choose what all items that they can/want to sell.
Central location can decide which products are available at all locations so that each location need not add these
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items manually into their local inventory.

Multi-tiered data hierarchy for better product categorization: InfoSpherix POS supports 4 level hierarchies for
better product organization. The hierarchy goes from category to sub category to product to sub products. In
order to avoid data duplication, InfoSpherix POS system restricts only the central location to create categories,
sub categories and master list of products.

Z-Tape/Auxiliary revenue dump capability: InfoSpherix POS system has capability to input the revenue
reported from satellite locations (locations where this POS system is not installed and the sales were handled
either manually or through a cash register).

Overages/Shortages reporting capability: InfoSpherix POS system has capability to handle overages and
shortages. Users can make use of an intuitive user interface to enter the overages or shortages if any.

Multiple payments support: InfoSpherix POS system has the split-payment capability where a visitor can pay
for a sale using multiple payment methods (cash/check/credit cards/gift cards).

Gift card support: Using InfoSpherix POS system, a user can sell gift cards to the visitors and can also be used
as a refund card following a merchandise return or the refund of all or a portion of a visitor's camping fee.
Utilization of the gift card for refunds ensures that monies will remain “in” the Ml state park system because users
will have to use the card for camping or merchandise.

Discount support: InfoSpherix POS system supports up to one discount (%) and up to one additional discount
$).

Multiple search criteria: A user can search for a product by multiple ways when making a sale. These include
using a bar code scanner, typing in the bar code/product code, and manually selecting the product.

“Hot Sell” support: A user can set up to 10 items / location that can be sold as “Hot Sell” items i.e. they will be
added to the shopping cart with just one click of a button thus bypassing the product scanning and/or searching
for a product.

“Access Keys” support: InfoSpherix POS system is designed in such a way that a user can sell an item without
having to use a mouse. Each button is assigned an access key (e.g. Alt+A for adding item to cart etc.).

Fixed price/No price/Open ended price: Any item sold through the POS system can be defined as a fixed price
item (price is predefined and is greater than $0.00), or a No price item (price is predefined and is $0.00) or an
open ended price (price is not defined and need to be specified at the time of sale). At any given point of time, a
user with sufficient permission level can change the price of an item at the time of sale.

Benefits:
e Developed with keeping parks and recreation centers in mind
e Integrated with Central reservation system
e Supports different pricing schemes
e Gift card support
e Extensible with minimal customization
e Supports bar code technology
e Complete inventory management functionality
e Web based application

B. Voucher System Although none of InfoSpherix’s current clients
requires us to operate a lottery voucher system
in the production environment, InfoSpherix has
done so in the past, and can institute it for DNR if
required. ReserveSuite can be customized to
manage this function. InfoSpherix implemented
and operated such a lottery system for the USDA
Forest Service in its Boundary Waters Canoe
Area Wilderness program. See below for details.

PRB has utilized a lottery style voucher system for parks
that are in extreme demand. PRB may need to have the
ability available for the system to accept vouchers for
entrance into Parks & Recreation areas. Please describe
the voucher function/component that your reservation
system has operating in a production environment that
could be made available to the DNR.

InfoSpherix will work with DNR and Facility Managers to identify appropriate venues and times for which a lottery
would be useful. InfoSpherix’s Project Manager will work with appropriate DNR personnel to identify and approve
the relevant lottery parameters, which would include but may not be limited to:
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¢ Identification of facility or event, including applicable dates.

¢ Identification of total quota available.

e Quota restrictions — number per day, party size, equipment permitted, etc.
Timeframe associated with receipt of requests.

Permissible methods to submit requests: Internet, mail, fax, and/or telephone.

Information required on application: customer name, telephone number, address, email, party size, equipment,
etc.

Procedures for requests that fall outside guidelines (i.e. received too early).
e Procedures for requests processed in the lottery program but fail because quota limit has been met.

Each reservation request received is stored in the database and is assigned a number to uniquely identify the
request. Once the lottery quota has been established, an administrator can execute the allocation process on a
pre-determined schedule. The allocation process generates random numbers and matches the generated
numbers against the numbers assigned to the pending reservation requests. All the reservation requests that
have an ID matching one of the randomly generated numbers are scheduled for reservation. Reservation
attempts will be processed one at a time based upon their random selection. If the reservation attempt is
successful, then the payment processing function will be automatically initiated. Reservation requests that “fail”
will check for alternate information before the request is rejected. Once the reservation process for the
successful reservation requests is completed, the requestors are notified using the voucher generation
notification system. The unsuccessful reservation requestors are contacted either by phone, email or mail and
are encouraged to change either their stay period and/or destination.

ReserveSuite provides for a lottery-based reservation option that creates an equitable opportunity for reservation
requests when there is an overwhelming demand. InfoSpherix used this successfully in operating the Boundary
Waters Canoe Area Wilderness (BWCAW) Reservation Center for the USDA Forest Service. In that project,
reservation requests were accepted by mail and fax. Our lottery program randomly selected permit requests and,
if a quota was available, assigned a permit number, decreased the inventory appropriately, processed the
appropriate payment, and generated a confirmation notice. If the initially requested permit was unavailable, the
application automatically searched for alternates (entry point and/or entry date) based upon data provided by the
visitor. If the request could not be filled with alternates, the visitor was contacted by telephone or in writing by a
customer service representative.

C. As Needed InfoSpherix advantage: InfoSpherix’s
willingness and ability to cooperate with our
reservations clients, and Michigan DNR in
particular, to develop and implement new
solutions, as well as resolving problems
effectively and expeditiously, is one of our
Company’s best-known strengths and
discriminators in this market. We pledge to
continue operating in a cooperative, productive
partnership with DNR in the next contract.

The Contractor will cooperate to the best of its ability to
develop and/or operate customized components or
services as requested by the DNR during the contract
period. The DNR and the Contractor will negotiate a
mutually agreeable compensation for development,
operation, and/or any additional costs incurred from an
increase in scripting or mailing expenses resulting from
the fulfillment of such initiatives.

Facility Database Requirements (4.304.3.10 InfoSpherix Response)

The Michigan CRS facility database in ReserveSuite holds all park inventory data and is hosted at our
Cumberland reservations center. Park users access the database in real time via our web-based field
application to register walkup customers and those with advance reservations.

Figure 15: InfoSpherix compliance with database requirements

Facility Database Requirement InfoSpherix Compliance
This section describes the features required for the Facility v' ReserveSuite allows park staff to register
Database (FD). walkups for all available inventory, and also

allows DNR to set aside a certain portion of its

e FEQUELEG Bl inventor for “local sale only” to accommodate the
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Facility Database Requirement

InfoSpherix Compliance

PRB locations must have the capability of adding new
registrations, provided that sites are available, for people
arriving at the park without a prior reservation. All
information pertaining to these new registrations must be
immediately inserted into the database.

local customer base. All such registrations are
processed in real-time for immediate updating of
the database.

2. Accepting Payments v InfoSpherix’s system accepts all of these
payment methods, and authorizes credit cards
online in real time when park registers the

customer.

Payment methods accepted would include credit card
(Visa, Mastercard, American Express, Discover or others
requested by the DNR), cash, and check. Credit cards will
be authorized online at the time of the registration through
the Contractor’s system.

System Security Requirements (4.304.3.11 InfoSpherix Response)

InfoSpherix protects the Michigan CRS with security provisions that include role-based ID/password controls
for users to log in to the system and access the various components, SSL-based encryption for e-commerce
transactions, network firewalls, audit trails for changes, tightly controlled access to the facility and server
rooms, and other methods.

Figure 16: InfoSpherix compliance with system security requirements

System Security Requirement

InfoSpherix Compliance

1. All users are required to have an operating system level
login and password.

2. The system will facilitate setting up valid users for the
application system including what level of permission they
will be granted. Each user will be assigned to a security
template. The template will define for each and every
menu option within the system, whether a person within
that template group will be granted access to the menu
option.

3. DNR PRB must be able to define as many templates as
they wish. In addition, they may change permissions
associated with a template from time to time. Examples of
user group templates could be: Central Reservation
Operators, Temporary Worker, Permanent Park Ranger,
Lead Worker, Park Manager, District Supervisor, DNR
Administrator, etc.

4. The security system must support assigning levels of
security to certain user groups with the option to override
the security.

5. There should also be a level of security that is park-
dependent. For example, a park manager may be able to
add or remove campsites from the inventory of the
campground for which they are responsible, but not for
any other campground.

6. Security For E-Commerce

a. Minimum 128-bit encryption for transmission of data (e.g.
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v ReserveSuite requires operating system level
login and password for users.

v ReserveSuite enforces role-based permission

levels in determining access to menu options
and screens.

v" ReserveSuite allows DNR/PRB to define
templates and change permissions as required.

v ReserveSuite provides this ability.

v' ReserveSuite enforces such park-dependent
level of security.

v ReserveSuite provides each of the following e-
commerce security features.

v ReserveSuite provides 128-bit SSL encryption
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SSL, SET)

b. Minimum 128-bit encryption for storage of any
confidential information (e.g. credit card numbers)

c. Any contract employee that accesses the system
administration functions must adhere to all DNR/DIT
security policies; for example: each contract employee must
use his/her individual account with secret password—no
shared accounts or passwords, authorizations based on
need-to-know—verify administrator authorities, passwords
must conform to DNR/DIT requirements, etc)

d. Wherever change authorities are allowed, an audit trail
must be produced describing who did the change, when the
change was made, and what the change was. Include
archive retention schedules. A complete audit trail will be
performed for inventory modifications only. Changes not
affecting inventory will provide an audit trail of the modifier’s
user-id and the date of change.

e. System must have a documented risk assessment
before implementation. Any change or upgrade to the
system must include a documented risk analysis. For
example: Document business processes, inputs and
outputs with regard to authorities and permissions to
sensitive information, i.e. credit card numbers.

f. Include Proxy/firewall filtering and protections so that the
e-business connection is restricted to only that system.

g. Provide documentation overview of system security
protections (e.g. if sensitive information is cached at
anytime, how is it protected? purged? etc.)

for transmission.

v ReserveSuite provides 128-bit SSL encryption
for storage of credit card data and other
confidential information.

v" InfoSpherix’s Project Manager and IT Director
ensure that all employees with access to the
system follow DNR/DIT and InfoSpherix security
policies. We have never had a violation of these
policies during our operation of the contract.

v ReserveSuite produces audit trails to track all
changes and the users who made them.

v InfoSpherix will conduct and document a risk
assessment for any change or upgrade made to
the system.

InfoSpherix advantage: Because
ReserveSuite is already installed and operating
with excellent reliability and security, there is no
implementation risk for continuing its use into the
new contract period.

v" InfoSpherix provides this type of security to
the e-business connection.

v" InfoSpherix will provide DNR with a
confidential system manual detailing our security
provisions upon request.

System Wide Setup Requirements (4.304.3.12 InfoSpherix Response)

InfoSpherix advantage: All current campground and harbor inventory in the Michigan CRS already resides
in InfoSpherix’s ReserveSuite database in Cumberland. InfoSpherix’s data management team ensures that all
such data is up to date and quality-checked for accurate presentation through the Internet, call center, and field
at the same time. InfoSpherix has worked with DNR to ensure that all scripts in use at the call center are
approved.

Figure 17: InfoSpherix compliance with system-wide setup requirements

System-wide Setup Requirement

InfoSpherix Compliance

1. Park Information v ReserveSuite’s help screens have helped call
center operators serve Michigan customers by
efficiently identifying available facilities for five
years. We will continue to follow DNR’s direction

in choosing the information on the screens.

The system will provide help screens to assist reservation
operators in identifying available facilities on a park-by-
park basis. The information contained on the help screens
will be determined by the DNR. The screens will be
capable of being changed by the DNR at any time.
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System-wide Setup Requirement

InfoSpherix Compliance

2. Park Site Type Information v As it has for the past five years, InfoSpherix
will comply with DNR’s instructions regarding the

The DNR will identify the number and type (modern, number and type of available sites,

rustic, preferred, etc.) of sites available at each park
facility.

3. Park Site Accommodation Information v" InfoSpherix will perform quality checks on all
such information before deployment into the

The DNR will provide a listing of the numbers of production environment,

campsites, by site type, that will accommodate a particular
kind or size of camping unit (tent only, pop-up camper, 20'
motor home, any unit, etc.) for use by reservation
operators when reservations are being taken. The site
listing will be by park facility. For site specific seasons, the
listings of acceptable equipment will be by site.

Table Elements (4.304.3.13 InfoSpherix Response)

InfoSpherix worked with DNR to establish all table elements in the ReserveSuite database needed to process
reservation transactions according to Michigan's business rules. The system has five years of solid
performance in Michigan, storing all required park system data for reliable, real-time processing of transactions
and generating of report.

Figure 18: Table Elements

#071B6200095

Table Elements Requirement

This section outlines minimum data requirements for the
park record. It is understood that the actual data elements
will be as provided by the Contractor.

(See paragraph headings 1 — 6)

7. Operator Alerts and Notes

The system must have the ability to assign specific notes
or alerts to the park record, to be displayed to the operator
at the time of reservation. These notes could be used for
identifying problems or alerting potential customers of
specific regulations or other information that should be
provided to the caller. These notes and alerts will be
defined by the DNR.

8. Park Clauses

The system software must be capable of including park-
specific miscellaneous clauses on the reservation letter.
For example, if a client reserves a campsite in a
campground that has an alcohol ban, this information
must be included on the reservation confirmation letter.
There are three classifications of clauses that must be
provided on facility reservation confirmation cards and
letters:

1.standard rules and information

2.special rules and information that apply to specific
facilities

38

InfoSpherix Compliance

v ReserveSuite contains most of the table elements
included in this section, and others to accommodate
point-of-sale and other functions available in the
system. (ReserveSuite currently does not capture
revenue category and sub category for Michigan
CRS. InfoSpherix will assist in setting up any GL
account information that is currently not captured.)

v ReserveSuite allows the assignment of DNR-
approved notes and alerts so that users and
customers can be apprised of relevant
regulations, circumstances, and information. We
will work with DNR to implement this feature to
suit Michigan CRS users.

v ReserveSuite accommodates specific clauses
on the confirmation notices, as categorized in
this section.
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3.special rules at facilities for certain time periods

9. Park Referral Information

The system must refer reservation operators from
campgrounds that are full to other campgrounds that have
vacancies. The Contractor could accomplish this through
operator training. However, the system should be
structured so that the identification of parks with vacancies
during the requested camping stay is easily identifiable. In
addition, operators should have access to a “referral” list
of parks that identifies similar, nearby facilities that may be
available if the requested park is full. This referral list
would (preferably) be available  within the
application/database. Alternatively, the operators could be
given a printed list as a reference document.

10. Client Details
The customer table must contain a minimum of:

client name

street address

city, state/province/country, zip/postal code
home phone, work phone, work extension
discount group

age category

The system must allow for the handling of pre- defined
discounts to reservations. The system must also have the
ability to track age groups and other demographic
information of people using the reservation system for
future marketing use.

11. Notes and Alerts

The proposed solution must have the ability to assign
specific notes or alerts to the client record to be displayed
to the operator at the time of registration. These notes
could be used for identifying problems such as NSF
checks or unauthorized credit card payments. Notes to be
applied to either client record or reservation record.

12. Reservation Details
The system will track the following items:

o (refer to bullet list in RFP, pages 21 & 22 of the RFP
#07115200159)

Additional information will need to be input at the time of
check-in:

e site occupants
e site number assigned (site-standard)
e license plate numbers (if needed)

Any changes in the actual information taken by the
reservation operator at the time of the initial reservation.
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v" InfoSpherix will enhance ReseveSuite with a
“Smart Redirect” module to automatically
generate appropriate referrals for customers
based on customer-driven preferences such as
price, activities, and travel distance.
ReserveSuite has been enhanced with a global
search function to allow operators to find
available sites in facilities other than the
customer’s first choice park, when that park is
full. InfoSpherix has also implemented a referral
system to guide reservation agents in searching
through a list of five nearby parks when the
originally desired destination is full.

v" ReserveSuite's database contains fields for
the collection of the customer data elements
listed here.

v ReserveSuite can handle an assortment of
predefined discounts to reservations. The
system can be customized to capture and track
age groups and other demographic information
for marketing analysis and planning.

v' ReserveSuite allows users to assign notes
and alerts to customer records. For example,
NSF check problems can be shown in the
comment field of the Daily Arrival Report to alert
park staff that full payment must be collected
from the customer. The registration screen can
be customized to also show these notices and
alerts.

v' ReserveSuite tracks all of the items listed in
the bullet list in this section.

v ReserveSduite’s field application has fields for
the input of these data elements by the park
staff.

v ReserveSuite allows the field user to process
changes in reservations when the customer
arrives at the park to register.
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v InfoSpherix's Data Management Team will
assist DNR in unloading and archiving old
reservation information onto tapes, which can
then be used for historical reporting.

Data Purging and Restore Capabilities

The DNR will require the need to unload old reservation
information. System capabilities must allow the user to
determine the date ranges to be unloaded. The data
unloaded will be saved to tape backup for times when
historical reporting requires access to previously unloaded
information.

Hardware (4.304.3.14 InfoSpherix Response)

As part of its turnkey service, InfoSpherix has provided and supported all of the hardware needed to operate
the Michigan CRS at a high performance level throughout the current contract, and will continue to do so in the
upcoming contract.

Figure 19: Hardware

Hardware Requirement InfoSpherix Compliance

The Contractor will provide and support all v InfoSpherix offers this support as part of its turnkey
hardware necessary for the setup and package. InfoSherix is skilled in the day-to-day support of
operation of the Central Reservation System the voice and data hardware that provides the Centralized
and it's supporting subsystems or components. Reservation System. This includes not only the hardware in
The Contractor will provide any additional the data center providing the voice services, data networks
hardware needed to connect to the personal and application services but also the in park equipment
computer or to complete the setup at the park required for the MIDNR personnel to interact with our
locations and bureau office. As the initial group systems. This includes the PCs, barcode scanners and
of personal computers becomes inadequate receipt printers as well as any network equipment required
due to age or mechanical failures, the to provide network connectivity back to the Centralized
Contractor will replace the units. The Reservation System. InfoSpherix will support the day-to-day
Contractor is responsible for supporting all of use of this equipment and also provide replacement
the hardware equipment. equipment for anything that becomes unusable. This is the
standard level of support that all of our Customers enjoy
today.

Data Retention and Conversion (4.304.3.15 InfoSpherix Response)

Figure 20: Data Retention and Conversion

Data Retention/Conversion Requirement InfoSpherix Compliance

There will be no data conversion from the historical InfoSpherix advantage: InfoSpherix will be able to
system. Inventory data will be entered by the provide DNR with a seamless source of historical data

Contractor into the new system. The Contractor will across the two contracts, as well as the superior

provide operating system level support to the DNR to
maintain the historical database. The operating
system level support does not include any support for
the application code or backend database. However,
the Contractor will provide the ability to query the
historical data. The DNR will be responsible for
maintaining any licenses needed for utilizing the data.

reporting capabilities of ReserveSuite and Business
Objects. Our Reporting, Data Management,
Accounting, and Software Development teams have
provided DNR with a high level of support through the
present contract, and will continue to do so for
consistent data management throughout the term of the
following contract.

Consistent Naming Convention of Data Fields (4.304.3.16 InfoSpherix Response)
The Contractor will be consistent with naming conventions throughout the system, i.e., Confirmation ID and

Reservation ID.

InfoSpherix compliance: ReserveSuite uses consistent naming conventions throughout the system.

#071B6200095
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System Performance & Measurement (4.304.3.17 InfoSpherix Response)

InfoSpherix designed, built, installed, and maintains the complex system that supports Michigan’s multi-
channel CRS in order to meet or exceed all of DNR’s performance standards. The service operates at high
levels of uptime and performance today because of InfoSpherix’s attention to specific system performance
standards, use of monitoring tools and processes, and application of preventive and troubleshooting activities.
As the following table shows, InfoSpherix has complied, and will continue to comply, with DNR'’s requirements

for system performance and measurement.

Figure 21: System Performance & Measurement The State is aware of the differences between the
Standard column, and the Measurement column, for the purposes of Liquidated Damages calculations,

the Measurement column will be utilized.

Standard

Measurement

Requirement
1. Availability

InfoSpherix Methodology

CRS must be
accessible from
the
campgrounds
via the call
center when
clients want to
make, modify or
cancel a
campground
reservation.

99.5% availability
over the course of
a month. It should
be based on 24x7
business hours,
and include
maintenance
related downtime.

CRS users can
access the system
to make, modify or
cancel
reservations at
least 99.5% of the
time on a monthly
basis. CRS web
site and call center
should both be
available 99.5% of
the time on a
monthly basis for
reservations
activity.

InfoSpherix guarantees the 99.5% availability
standard. The Project Manager will provide a
monthly “System/Network Availability” report
to MDNR to verify this. InfoSpherix will be
solely responsible for generating and
distributing the report, as well as for resolving
(and any applicable retribution for) downtime
over .5% a month — regardless of whether the
downtime is caused by InfoSpherix or
SpaceNet resources. The monthly report will
distinguish between outages attributable to
InfoSpherix, and those attributable to
SpaceNet. Total downtime will not exceed
.5%/month for both InfoSpherix and SpaceNet
CRS components.

Prevention: InfoSpherix has established, and
will maintain, an application and hosting
platform that uses multiple servers and other
techniques to withstand load variations,
emergency backup electrical power to ensure
host uptime during power outages, and
reliable, redundant field connectivity.
Inspection: InfoSpherix’s Help Desk staff will
use manual and automated methods to
continuously monitor the field application
availability through  multiple  connection
mechanisms. They will log the results of
these tests in Magic Service Desk.
InfoSpherix Help Desk staff will use Magic to
record and resolve complaints about field
system availability. The QA Team will monitor
the Magic records to identify errors and error
patterns.

Correction: The system is built to self-correct
loss of the primary field connectivity option by
providing a dial-up backup connection. The
Help Desk / field support staff will immediately
initiate  corrections to instances of field
availability failures, depending on the cause.
The QA Team will monitor the resolution by
analyzing the Magic records.

Adjustment: The QA Team will present its
analysis and recommendations regarding field
site availability errors to the management

#071B6200095
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InfoSpherix Methodology

team in its regular report. The management
team will use InfoSpherixs Change
Management system to initiate adjustments,
which  may cover changing specific
connectivity methods or suppliers, for
example.

2. System/Netwo

rk Deployment:

Deployment  of
the network and
CRS field
application must

be in place
before peak
campground

reservation
season at the
beginning of
May. A pilot of
10 locations of
DNR’s  choice
will be deployed
prior to the full
field

By May 7th, 2006
the network and
application must be
fully functional and
in place for all field

locations. RS
access with
acceptable

performance must
be validated for
every location (park
and harbor).

Meeting all
Transaction Time
requirements

listed below by
May 1st, 2006 will

indicate  success
in  meeting this
Deployment

requirement.

InfoSpherix guarantees that its network and
application will be fully functional and in place
for all field locations throughout the end of the
current contract and into and throughout the
next contract. Our proposed new modules will
be deployed by the dates given here.
InfoSpherix’s system, including network and
field application, is up and running throughout
Michigan parks and harbors at validated
performance levels. Please see the
InfoSpherix  Methodology  description in
category 5 of this table for our approach to
ensuring transaction times. InfoSpherix’s
Project Manager will coordinate with our IT
Department and Help Desk, and with
appropriate  Michigan DNR personnel, to

deployment. perform and log the measurements for
compliance with contract standards by the
May 2006 deadline.
DNR seeks Contractor and any Each DNR park or InfoSpherix and MI DNR have worked
assurance that subcontractor  will harbor facility will together to ensure that the network solution
the network validate each be visually/ we provide, including satellite service at all
solution will specific DNR verbally surveyed parks and harbors, was installed with line-of-
work for all of its campground and to be sure there sight, dockside movement, building, and other
parks and harbor as being are  no unique issues taken into consideration and approved
harbors. Major compliant with their circumstances that by DNR. The network we provide has been
facility or requirements  for prevent the shown to work consistently and at required
environmental making their network  solution performance standards at all sites in the
alterations are network  solution from  performing system. InfoSpherix  will continue to

not an option for

work at that site.

reliably at any

communicate and work with DNR to adjust for

ensuring particular site. any changing circumstances that pose any

workability. risk to the ongoing efficacy of our network
solution.

3. Testing

VSAT test plans
for each of the
DNR designated
pilot site parks

or harbors
should include
executing all of
the key

transactions

identified in this
document below
— and should be
executed under
simulated peak
system  load*.

See Transaction
Times “Standards”
descriptions.

(After

See Transaction
Times
“Measurements”
descriptions.

InfoSpherix guarantees that it will meet the
transaction times required in this section.
InfoSpherix carried out VSAT test plans to
ensure operability before deploying and going
live with the VSAT system, which is still in
operation and functioning to standards. We
will continue to monitor the VSAT system to
ensure compliance with required transaction
times (See category 4 in this table for our
methodology).
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Requirement
successful
implementation,
the same list of
transaction
times used for
initial testing at

Standard

Measurement

InfoSpherix Methodology

pilot sites, will
be used as the
basis for
monthly  CRS
performance
reporting.)
4. Transaction Times:
Campsite 20 second From the time a | For all of the items under section 4, there are
Availability turnaround  (from user hits [Enter], | three tasks that InfoSpherix will do:
check the user to submit a 1. Measure the turnaround time
transactions perspective) for Campsite [/ slip 2. Record the turnaround time
must be Campsite/  harbor availability check 3. Perform monitoring & correction
completed slip availability txn, to the time the
within a check txns — 95% response is | 1. Measure the turnaround time:
timeframe that of the time. returned to the | Since our application is a distributed web-based
does not unduly user display, | application, measurement of turnaround time
disrupt/  delay should be no depends on two components:
business longer than [50] a. Data transmission speed — Time it takes
processes. seconds, 95% of to transmit the request from the client
the time. machine to server and the time it takes to
Credit card Goal of 20-second From the time a transmit the response from the server to
reservation turnaround  (from user hits [Enter], the client.
transactions the user to submit a credit b. Server speed — Time it takes for server
must be perspective) for card reservation to process a particular request.
completed credit card txn, to the time the
within a reservation txns — response is | Total turnaround time = Request upload time +
timeframe that 95% of the time. returned to the | Server processing time + Response download
does not unduly user display, | time
disrupt/  delay should be no
business longer than 50 | To monitor/measure turnaround time, we will
processes. seconds, 95% of | deploy two mechanisms:
the time.
Cash 10-second From the time a a. Data packet size/speed analysis: Under
reservation turnaround  (from user hits [Enter], this process we will monitor the size of
transactions the user to submit a cash the data packets sent to the server and
must be perspective) for reservation txn, to the data packets sent back to the client.
completed cash  reservation the time the The speed of the network will be
within a txns — 95% of the response is identified by using automated speed
timeframe that time. returned to the testing tools [which gives us the upload
does not unduly user display, speed and download speed (in Kilo bits /
disrupt/  delay should be no second)]. Dividing the data size with the
business longer than 25 speed will give us the time to transmit
processes. seconds, 95% of data back and forth from the server.
the time. Server speed is monitored on the server
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Requirement Standard \ Measurement \
Credit card site 20-second From the time a
transfer turnaround  (from user hits [Enter],
transactions the user to submit a credit
must be perspective) for card site transfer
completed credit card site txn, to the time the
within a transfer txns — 95% response is
timeframe that of the time. returned to the
does not unduly user display,
disrupt/delay should be no
business longer than 50
processes. seconds, 95% of
the time.
Cash site 10-second From the time a
transfer turnaround  (from user hits [Enter],
transactions the user to submit a cash
must be perspective) for site transfer txn, to
completed cash site transfer the time the
within a txns — 95% of the response is
timeframe that time. returned to the
does not unduly user display,
disrupt/  delay should be no
business longer than 25
processes. seconds, 95% of

the time.

=

CONTRACT NO. 071B6200095

InfoSpherix Methodology
and will be stored in the database.

b. Automated analysis: Under this process,
we will pass a date/time stamp to the
server for every monitored request. This
will give us the time when the request
was started. After the client machine
receives a response from the server
(which includes both server processing
time and response download time), we
will again store that date/time stamp.
Difference between the request start time
and response receive time will give us
the total turnaround time.

2. Record the turnaround time:

To record turnaround time, we will create a
separate table in the ReserveSuite database
where we will store the types of transactions (e.g.
site search, credit card reservation, cash
reservation etc.) along with the turnaround time
(with breakup of individual components that
make up turnaround time).

3. Monitor & Correct:

Credit card site 20-second From the time a | The Project Manager and Field Site Support
extension turnaround  (from user hits [Enter], | Manager will be able to query this database table
transactions the user to submit a credit | (mentioned above) on a regular basis to measure
must be perspective) for card site extension | the compliance. In the event a particular task is
completed credit card site txn, to the time the | out of compliance (for example, a site search
within a extension txns — response is | request taking more than 20 seconds for 10% of
timeframe that 95% of the time. returned to the | the time), issue will be escalated to the
does not unduly user display, | Network/IT managers who will identify and fix the
disrupt/  delay should be no | bottlenecks in the network and in the application.
business longer than 50

processes. seconds, 95% of

the time.

Cash site 10-second From the time a

extension turnaround  (from user hits [Enter],

transactions the user to submit a cash

must be perspective) for site extension txn,

completed cash site extension to the time the

within a txns — 95% of the response is

timeframe that time. returned to the

does not unduly user display,

disrupt/ delay should be no NOTE: The above methodology applies to all
business longer than 25 transaction time metrics in category 4.
processes. seconds, 95% of

the time.
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Requirement
Credit card early

departing
transactions
must be
completed

within a

timeframe that
does not unduly
disrupt/  delay

Standard \
20-second

turnaround  (from
the user

perspective) for
credit card early
departing txns —
95% of the time.

Measurement

From the time a
user hits [Enter],
to submit a credit
card early
departing txn, to
the time the

response is
returned to the
user display,

CONTRACT NO. 071B6200095
InfoSpherix Methodology

business should be no
processes. longer than 55
seconds, 95% of
the time.
Cash early 10-second From the time a
departing turnaround  (from user hits [Enter],
transactions the user to submit a cash
must be perspective) for early departing
completed cash early txn, to the time the
within a departing txns — response is
timeframe that 95% of the time. returned to the
does not unduly user display,

disrupt/  delay
business
processes.

should be no
longer than 30
seconds, 95% of
the time.

Checking out
transactions

must be
completed
within a

timeframe that
does not unduly
disrupt/  delay

10-second
turnaround  (from
the user

perspective) for
checking out txns —
95% of the time.

From the time a
user hits [Enter],
to submit a
checking out txn,
to the time the

response is
returned to the
user display,

business should be no
processes. longer than 15
seconds, 95% of
the time.
Customer 10-second From the time a
(name/site) turnaround  (from user hits [Enter],
search the user to submit a
transactions perspective) for customer
must be customer (name/site) search
completed (name/site) search txn, to the time the
within a txns — 95% of the response is
timeframe that time. returned to the
does not unduly user display,

=

disrupt/delay should be no
business longer than 20
processes. seconds, 95% of
the time.
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Requirement

Field printers
must print a
finished receipt
within a
timeframe that
does not unduly

Standard \
20-second

turnaround  (from
user perspective)
for all receipt
printing — 95% of
the time.

Measurement

From the time a
user hits [Enter],
to print a receipt to
the time the
receipt is actually
physically  being

=
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disrupt/delay printed on the

business receipt

process. paper, should be
no longer than 25
seconds, 95% of
the time.

5. Security:

All credit card
data processed
by CRS must be
secured
according to
“strong
encryption”
standards while
in transit on any
network.

128 Bit minimum
encryption of all in-
transit credit card
data.

CRS clients will
employ Microsoft
Internet Explorer v
6.”X” or greater,
configured to
support 128Bit
SSL for all CRS
credit card txns
processed. CRS
servers will
employ Microsoft
Internet

Information Server
v 5."X” or greater,
configured to
support 128 Bit
SSL for all CRS
credit card txns

Currently InfoSpherix field application runs on
Internet Explorer Version 6.0, which is configured
to support strong 128-bit SSL encryption. Any
sensitive information (e.g. credit card numbers
etc.) is passed to the server encrypted.
InfoSpherix  applications are deployed on
Microsoft Internet Information Server (IIS) version
5 and greater. All the servers are configured to
have SSL port (default port 443) configured on
them so that they are capable of handling SSL
encrypted data

processed.

All credit card DNR offers as a Whatever security | InfoSpherix has reviewed the State of Michigan
data stored, guideline the State standards are | Enterprise Procedure 1350.11 - “Security
even of Michigan used, they must | Operational Guidelines for Servers” document
temporarily, by Enterprise be documented, | provided by DNR, and has implemented the
CRS must Procedure 1350.11 reviewed by DNR | applicable policies. For the coming contract,
reside on - “Security and accepted as | InfoSpherix will integrate its ReserveSuite system
platforms Operational fulfilling State of | with the PayPoint system used by Michigan to
secured Guidelines for Michigan process payments. InfoSpherix’s ReserveWorld
according to Servers” as a standards for | Director of Application Development will ensure
policies and model. protecting that our software and its integration with the e-
practices sensitive  citizen | Pay system will follow the guidelines, with full
approved of by data. Final | documentation and DNR approval.

DNR. Credit security standards | Note that InfoSpherix uses 128 bit SSL (Secure

card information
should not be
stored by the
Contractor after
a reservation
has been saved
to the system.

approved by DNR
will be appended
to this contract.

Socket Layer) for encrypting credit card
information (as well as other sensitive Customer
information) Credit card information stored in our
database is encrypted using proprietary
encryption techniques to prevent unauthorized
access. Credit card information sent through to
PayPoint for validation is also encrypted and
travels on a secure network. Once the validation
is completed the data flows back to the browser
over the same secure paths. Our web-based
Field Application, in addition to utilizing SSL, is
further secured by client certificates so that only
authenticated users can access the application.
All backend systems involved in the processing
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Requirement

Standard

Measurement

of credit card information are isolated on the
network and access is controlled by strict firewall
rules

Web surfing will
not be allowed
over the VSAT
network.

VSAT users will
only have access
to the network/host
resources used by
the CRS
application.

VSAT users will
be able to
communicate with
all required CRS

components -
being able to
execute, for

example, the txns
listed in the
Transacton Times
section of this
document. Access
to any non-CRS
network/host
resource will be
denied.

Web surfing is prohibited on the VSAT network.
This is achieved by two means:

1. Blocked internet access through the ISP:
Internet access is blocked at the ISP level and
only the connection to InfoSpherix’s websites are
allowed through CRS field PCs.

2. By placing an Internet Content Rating
Association (ICRA) format content filtering
file on the user’s Internet explorer. This content
filtering file is password protected and only
InfoSpherix field site support knows this
password. Through this content filtering file,
access to all other sites except the field
application site are blocked. Contents of this file
can be modified as per DNR requirement if DNR
wishes to provide access to some other sites
(e.g. CRS web reservation site).

6. Maintenance and Support:

Help Desk
support  hours
for both
Contractor and
any

subcontractors
components of
CRS, must
continue at the
same service

levels specified
in this contract.

Help Desk support
hours available as
described in this
contract. One Help
Desk phone
number for CRS
users to call for any
problem they
experience.

CRS users will be
able to call one
Help Desk phone
number during
support hours.
They need not be
responsible for
determining

whether a problem
is application or
network related.
Help Desk staff
will work with them

InfoSpherix's Help Desk Manager, Mike
Jewell, will assign his staff of Help Desk
technicians, including those dedicated to the
Michigan project, according to the contractual
schedule so that all Michigan-related contacts
are answered and resolved within the project
SLAs. Employee attendance records, end-
user complaint logs, call center statistics and
agent/ user activity records from the Magic
Service Desk application will be examined to
ensure that the staff is available for the
required hours. CRS users will still call only
the InfoSpherix Help Desk. If the problem is

to determine determined to be a SpaceNet (satellite
problem root provider) problem, InfoSpherix Help Desk will
cause — then be responsible for contacting and interacting
dispatch with the SpaceNet Help Desk.
appropriately.
Network The Contractor is The Contractor or The InfoSpherix Help Desk will be responsible
hardware responsible for the subcontractor for interacting with the Michigan Field Sites.
maintenance, repair or restores CRS When there are hardware issues at the field
repair, replacement of access by locations, InfoSpherix will respond with either
replacement to faulty network repairing or an overnight shipment of replacement
be managed by related  hardware replacing faulty hardware or, if deemed necessary, a dispatch
Contractor. that inhibits access network  related of a InfoSpherix technician to the location. If
to CRS. hardware  within the problem is determined to be with the
Restoration of CRS the specified SpaceNet hardware, InfoSpherix will make
access should “Emergency arrangements with SpaceNet for the repair.
occur within the Response Times” All repair efforts will be made in accordance
specified described in this with the timeframes contained in the
“Emergency contract. “Emergency Response Times” defined by
Response Times” MIDNR. Please see the description of our
described in this approach to Help Desk service beginning on
contract. page 64 of the technical proposal.
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1.104 WORK AND DELIVERABLE
Contractor shall provide Services and staff, and otherwise do all things necessary for or incidental to the
performance of work, as set forth below:
Universal (4.304.4.01 InfoSpherix Response)

Figure 22: Universal Work/Deliverables

Universal Work/Deliverables Requirement InfoSpherix Compliance

Walk-in / Float-in registration processing. v InfoSpherix’s ReserveSuite system allows park staff to
process walk-in and float-in customers, and allows DNR to
specify “local sale only” inventory if it desires.

Site specific as well as non-site specific v ReserveSuite accommodates site-specific and site-
reservations. standard reservations throughout the system.

Provide for yearly training to DNR end users at v’ Currently, field training has been arranged with 6 colleges
locations of DNR'’s choice. and/or universities that are centrally located throughout the

state. This approach to training has a significantly higher
success rate than conducting field training within the parks
themselves. We will continue to work with DNR to establish
a successful regime of training sites and schedules.

Support site specific and non-site specific in the v ReserveSuite accommodates this.
same year for the same park.

Direct support of all end user locations. v" InfoSpherix’s turnkey service includes full field support for
all end user locations.

Support services inclusive to system. v" InfoSpherix’s field support is included as a standard part of
its turnkey service.

Supply inventory setup, maintenance, and v InfoSpherix's data management staff has developed a
modifications as needed. procedure whereby the inventory collection process for the
following year's camping seasonis begun in July of the
season preceding. This ensures adequate time for
collection, entry, and QA of all inventories.

Multiple methods for receiving incoming camper v" InfoSpherix can provide its Daily Arrival Report (and other

information, i.e. Internet, fax, or email. information) through the web-based field application, or via
fax or email.

Track equipment size and type. v ReserveSuite uses equipment type and size as a required

parameter in processing reservations. Tracking and
reporting can be done by InfoSpherix and DNR using
ReserveSuite and Business Objects reports.

Call Center (4.304.4.02 InfoSpherix Response)

GRNC will provide a call center facility in Iron River in the Upper Peninsula, thereby bringing up to 80-90 good
jobs at peak season to an economically disadvantaged area of the State.

GRNC'’s Iron River facility will have a computer/telecom infrastructure that closely mirrors InfoSpherix’s
Cumberland facility to ensure perfectly integrated call handling in Michigan. Iron River will have a Nortel
Option 61 Meridian PBX with Symposium call management system and Genesys IVR/CTI equipment to match
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Cumberland’s Nortel' and Genesys call center equipment. Reservation agents will use PC workstations
running a local version of ReserveSuite’s call center application. These PCs will be networked on a 100 Base-
T LAN and will connect to the central database in Cumberland via two load balanced, redundant T1s.
Incoming customer calls to 800-44PARKS will terminate on the Iron River PBX/IVR, where callers will choose
between prompts for camping and harbor reservations, cancellations and confirmations, and information.
Callers making reservations will be prompted by the IVR to choose a park, and then will be routed to the
agents in lron River, with a screen pop generated by the local CTI system in connection with the database in
Cumberland. The reservation agent in Iron River will process the reservation in real time using ReserveSuite,
with credit card authorizations being processed automatically via a WebAuthorize link on the back end in
Cumberland. Callers making cancellations or requesting confirmations will be automatically transferred from
Iron River to Cumberland, with the telephone service provider's “take back and transfer” function, allowing the
call to be dropped from the Iron River switch (thus freeing up ports there for further reservation processing).
The Cumberland IVR will prompt the caller to enter the relevant reservation information before sending the call
with a CTI screen pop to one of InfoSpherix’s MIDNR customer service specialists, who will use ReserveSuite
to process the cancellation or look up the appropriate confirmation information. InfoSpherix will also implement
an IVR/callback solution to process cancellations in a more cost effective way. (We will implement a self
service cancellation feature on the website for Internet customers) Redundancy built into the data link between
Cumberland and Iron River will work as follows: The load balanced T1s connecting the Cumberland and Iron
River sites will direct traffic to the “best route” based on response time. If one line goes down, the system will
sense the change in response time and automatically route all traffic to the remaining line. Overflow voice call
traffic will be handled using percentage routing at the network level. Under normal conditions, 100% of the
reservation call traffic will go to Iron River. Should call traffic to Iron River rise above a threshold, we will adjust
the routing to send a percentage of calls to Cumberland, where customer service specialists and cross-trained
reservation agents will handle the calls. This technique will be used also in disaster recovery situations —
should the Iron River facility shut down, InfoSpherix will immediately adjust the percentage routing to have
Cumberland take 100% of the Michigan calls until the Iron River facility is back on line. Both facilities will use
Nortel's Symposium call management system, allowing perfectly consistent capture of, and reporting on, call
center statistics for all call types. This will also allow consistent monitoring of live calls — both from within the
call centers, and remotely. GRNC is a Michigan-based, woman-owned, small business, and an offshoot of
Global Response Corporation, based in Florida. Global Response is a well established call center company
with extensive commercial customer service experience that dovetails neatly with the reservations business
that InfoSpherix performs for Michigan. The two companies are very similar in call center technology and
operational approaches, size, and corporate culture. InfoSpherix chose Global Response as its call center
subcontractor based on a competition that evaluated these and other qualifications and capabilities, as well as
price. Both companies are committed to maintaining the world-class customer service and client support that
InfoSpherix has provided the Michigan project over the past five years, and to providing as many meaningful
jobs as possible to the people of Michigan. In this proposal, InfoSpherix presents a detailed plan to manage a
seamless transition of call center services from InfoSpherix’s Cumberland facility to GRNC's Iron River facility,
with no degradation or interruption in service.

InfoSpherix and GRNC will work in close partnership with each other and with MIDNR to implement and
operate a call center operation in Iron River that is a mirror image of the operation that has worked so well in
Cumberland.

InfoSpherix’s current Project Manager, Joe Snyder, will continue in that position through the new contract and
will oversee the transition of call center services.

InfoSpherix’s Training Manager for all ReserveWorld projects, Kirsten Dixon, will oversee the development of
GRNC'’s training program to ensure that the Iron River staff is fully trained to the same high standards that are
the hallmark of InfoSpherix’s Cumberland operation. This training plan will include transporting GRNC'’s key
personnel to Cumberland for a week of onsite training and knowledge transfer, followed by two weeks

! Cumberland uses Nortel’s Option 81c Meridian switch. lron River’s Option 61 switch is smaller to suit the smaller load at that
facility, but has all of the functionality required to duplicate the call processing that has served the Michigan project so well during the
current contract.
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InfoSpherix-attended training in Iron River for the call handling staff. All GRNC call handling staff will be
required to meet the same exacting standards as are the staff in Cumberland, in order to be assigned to call
handling duty.

InfoSpherix’s Quality Assurance Manager for all ReserveWorld projects, Kymberly Fowler, will ensure that
GRNC'’s quality control efforts are appropriate for the performance standards required in this project. She will
monitor Iron River’s call center metrics to ensure they meet contract requirements on an ongoing basis, and
will confer regularly with the Project Manager to discuss and resolve any compliance issues. This will add an
extra level of objective review to GRNC's internal QA processes.

InfoSpherix’s lead supervisor for the Michigan project, Teresa Kinser, will travel between Cumberland and Iron
River throughout the transition period until GRNC is able to take 100 percent of the reservations call volume on
its own at the Iron River facility. She will thus be able to lend close, on-hand support to GRNC'’s call center
management team in starting up and operating the program. This will ensure that Iron River becomes an in-
State duplication of the finest park reservation service in the Nation, and a customer service showcase that the
people of the Upper Peninsula, MIDNR, and the rest of the Michigan State government, can be proud of.

InfoSpherix’s implementation plan spreads out the transition to the Iron River call center over several months
to ensure that there is no service interruption or degradation, especially during the extremely busy months of
December and January, when the largest annual call spikes occur. The outfitting and testing of the Iron River
facility will occur from January through August. GRNC staff training at Cumberland and in Iron River will occur
in August, 2006. On September 5, 2006, InfoSpherix will send 25 — 50 percent of the reservations call volume
to Iron River, and the remainder to the staff in Cumberland. GRNC will operate at a supervisor:CSR ratio of
1:10-15, as does InfoSpherix. During March, InfoSpherix will assist GRNC in assessing its call handling
processes and staff development to ensure high performance levels. On October 2, 2006, InfoSpherix will
direct 100 percent of the reservation call volume to Iron River. At the call volumes in effect at that time of year,
GRNC will easily be able to handle the full volume on the first floor of its Iron River facility. During that time,
based on already planned economic development grants, GRNC will install an elevator in the facility and begin
outfitting the second floor to be able to handle the subsequent call volume surges in the summer and winter.
At any time when necessary, InfoSpherix will provide experienced staff in its Cumberland facility to handle
overflow call volumes, and to provide full disaster recovery call handling service in case the Iron River facility
experiences a catastrophic service interruption. During startup and ongoing operations, GRNC'’s call center
manager in Iron River will (functionally) report to InfoSpherix’s Project Manager. They will confer, both in
regularly scheduled meetings and in ad hoc phone and email exchanges, to ensure that the call center is
operating smoothly and that any issues are anticipated and avoided or fixed on a timely basis. GRNC will
provide MIDNR with the ability to monitor call center agents and performance statistics online, and will ensure
that MIDNR representatives can visit the Iron River facility for observation, training, and other meetings. All
such meetings will be scheduled through InfoSpherix’s Project Manager, who will also attend them. Our
Cumberland facility has the complete telephony and computer infrastructure needed to operate the full range of
MIDNR'’s call center and e-business functions. This includes the Meridian PBX/ Symposium ACD, with IVR
and CTI systems and a client-server network. The interconnected Cumberland Reservations Center and
Beltsville headquarters give us dual site backup and sharing capabilities, either for emergencies or routine
functions. The call center facilities at our Beltsville headquarters have perfectly compatible phone and
computer systems (Nortel Meridian PBX/Symposium ACD, Genesys Labs IVR and CTI systems, Windows-
based workstations and servers, and a high speed network with Cisco routers and hubs). The Beltsville facility
also has abundant floor space with available call center seating, a secure server room, an IT Lab for software
and hardware development and testing, facility security based on proximity cards and video monitoring, single-
story architecture with easy access for the disabled, and a warehouse with mailroom equipment for fulfillment.
Call processing: Calls to the Michigan CRS toll-free number come in over T1 lines hooked into our switch.
The IVR prompts callers wanting to make a reservation to select a campground, after which the call is routed to
a reservation specialist with a screen pop. Callers wishing to cancel a reservation are routed to an agent
group of Customer Service Specialists, who process the request and record any complaints or issues in a web-
based call log we developed for the project.

#071B6200095 50




=
TERMS AND CONDITIONS CONTRACT NO. 071B6200095 ‘

Quality assurance as a way of doing business: InfoSpherix’'s approach to the reservation business is
centered on quality. In a call center environment, quality is in large part defined by the fact that every call is
handled promptly and efficiently with an absolute minimum of wait time, excessive queues, abandons, or busy
outs. Since adherence to consistent performance standards is our standard operating procedure, we have
established our own internal standards, developed in accordance with industry benchmarks that we apply to all
of our projects. We have quality controls and monitoring methods that ensure that those standards are met.
Having provided customer contact services for 30 years, InfoSpherix recognizes the need to provide a system
that delivers service for our clients that meets or exceeds their expectations for quality.

Agent monitoring: As described above, Agent monitoring is an essential part of InfoSpherix’s QA program.
Monitoring can be done in several ways, depending on the needs of the client:
e Side-by-side monitoring, in which a supervisor directly observes the call.

e Directed monitoring, in which Agents’ calls are monitored internally on a scheduled basis via
Click2Coach in Cumberland (See Remote Monitoring section below for details) and IDVR in Iron River.

e Remote monitoring, in which we provide our clients with the ability to access recorded calls from the
convenience of their own offices via Click2Coach (currently used by two clients).

In our Cumberland CRS facility, we use between 12 and 14 staff (quality control administrator, supervisors and
trainer) to perform our onsite monitoring. The Iron River Site will use one quality control person, one trainer,
and supervisors in a ratio of approximately. 1-10
Performance statistics monitoring: Call center performance statistics can be monitored in real time by using
Nortel's Symposium. For clients who require this, InfoSpherix will permit read-only access to the ACD via
Virtual Private Network (VPN) or other secured connection method. To ensure the confidentiality of our clients’
data, we patrtition the statistical data so that each client can only access the information relevant to its contract.
Remote monitoring: GRNC uses IDVR to record all calls. Monitoring can be done by any secure workstation.
IDVR is the most elegant recording solution on the market for Nortel switches because it uses the same
footprint as the existing switch. The IDVR card slips into the same slot as the phone card making it possible to
record calls without conferencing or using extra ports. IDVR is scheduled to deliver screen capture capabilities
in the 1% quarter of 2006. Typically a sampling of calls is placed on an FTP site for client review. InfoSpherix
incorporates Envision Telephony’s Click2Coach™ (www.click2coach.com) to monitor recorded voice and data
in an integrated fashion without having to leave their desktops. Click2Coach transparently and seamlessly
integrates the telephone conversation and computer data at the call center’s PBX.
Click2Coach is divided into three distinct functionality-based process segments:

e For Supervisors

» Automatically schedules Agent recording.

» Evaluates interactions and records/tracks evaluation scores
e For Agents

» Records difficult calls or other calls for self-evaluation.
e For Clients

» Remotely monitors/records Agent interactions.

This solution does not require that the remote user have any specialized client-side software on the PC other
than a relatively recent browser (anything after IE 4.0 or Netscape 4.0). The browser-based nature of the
software also ensures that the only connectivity charge being incurred by the remote user is the cost of local
ISP. As stated above, we also use Click2Coach for our own internal monitoring as well. The frequency and
scheduling of monitoring depends on the project. However, we usually see that each of our reservation Agents
is monitored once per week. Four individual evaluations are completed per month by the Agents’ supervisor
and/or trainer. New hires are monitored more frequently than veterans since it is important to ensure that they
are developing the requisite skills needed for success as a reservations Agent. In the event an Agent's
performance does not meet our high standards, we administer additional evaluations and counseling if
necessary, until the Agent’s performance is up to par.
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The following table shows that InfoSpherix complies with all of DNR’s requirements for the Michigan CRS call

center.

Figure 23: Call Center Requirements

Call Center Requirement

InfoSpherix Compliance

A. DNR FACILITIES SUBJECT TO CRS: The Contractor must
process camping and minicabin reservations for modern,
semi-modern, rustic, horsemen's campgrounds, Grant-In- Aid,
and State harbors designated to be part of the CRS in
accordance with policies and procedures established by PRB.

v InfoSpherix processes these reservations
using ReserveSuite

B. RESERVATION AND CAMPING FEES: All camping and
reservation transaction fees and other customer fees will be
determined by the DNR and will be subject to change solely
by the DNR. This paragraph does not apply to the Contractor
compensation structure to be paid by the DNR/DIT.

v" InfoSpherix understands and will comply
with this requirement.

C. GENERAL CONTRACTOR REQUIREMENTS: The Parks
& Recreation Bureau reserves the right to change any and all
operations policies.

v InfoSpherix understands and will comply
with this requirement. We will work with DNR
to conduct appropriate risk analyses and
manage development and implementation of
changes that impact the system and
customers.

1. The Contractor must utilize only the telephone number(s)
designated by the Department for Michigan state park
reservations

v" InfoSpherix understands and will comply
with this requirement.

2. All operators handling State Park reservations and public
information must have pleasing and clearly understood
telephone voices. They must be thoroughly trained by the
Contractor in effective telephone hospitality techniques. The
Parks & Recreation Bureau will approve all standard telephone
presentations (scripting) used by operators to make
reservations and deal with caller problems, objections and
complaints. At the DNR's option, it retains the right to develop
and write all operator scripting. Any presentation, phrase or
technique not approved by the Parks & Recreation Bureau will
not be used by operators. No scripting shall be changed without
prior DNR approval.

v" InfoSpherix understands and will comply
with this requirement.  Our Training and
Quality Assurance programs have produced
staffs that have consistently excelled in
hospitality techniques and customer
satisfaction throughout the current contract.
The Project Manager will ensure that only
DNR-approved scripts are used by the
reservation and customer service specialists at
both the Cumberland and Michigan call center
facilities.

3. The Contractor will provide trained reservation operator
personnel to handle volume fluctuations as necessary. All
reservation operators must be trained in park reservations and
will not be used to handle reservations without adequate
training.

v" InfoSpherix’s staff of reservation specialists
must pass rigorous testing at the end of the
initial training period before being allowed to
handle reservations. We will require the same
standard of our subcontractor, GRNC, in
training its call center staff.

4. The Contractor's operators and staff will make every effort to
answer all public questions regarding Michigan State Parks. If
questions are asked about specific parks and cannot be
answered by the operator, the operator must refer the party to
the appropriate park/harbor and provide the proper telephone
number. If more general questions are asked about policies or
more general matters, which cannot be answered by the
operator, the caller shall be referred to the DNR Parks &
Recreation Bureau Office and must be given the proper

v InfoSpherix’s Training program includes
instruction in  answering  informational
guestions about Michigan State Parks, and in
referring callers to appropriate DNR/BPR
personnel for answers to questions that are not
“in scope” for the call center staff.
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telephone number.

5. Fulfilment: All campers with confirmed reservations or
reservation changes shall be sent a written reservation
confirmation when the camper's arrival date at the campground
is more than 10 calendar days after the reservation or change
is made. A reservation number will be given orally to all callers.
All cancellations shall be sent written notices of cancellation.
Non-confirmation letters will be sent to customers paying by
check when a reservation cannot be made. All reservation
confirmations, non-confirmations and cancellations must be
generated by the reservation system software. Required
reservation and change confirmations must be processed by
the Contractor within 48 hours of payment receipt. The sending
of refund requests to the DNR must be processed within 48
hours of the request being received by the Contractor. There is
no form involved with the refund request process. PRB will
require connectivity to the system from Lansing, Ml offices. The
Contractor will create a queue of refund requests that is
accessible through the system. Since PRB requires that all
funds be deposited in a State of Michigan Treasury account,
designated PRB office staff will be the check refund authorizing
agents for the queued refunds. Customers that paid by credit
card will be processed immediately as a credit amount to that
card, both at the central side and the field side. The Contractor
will cooperate to the best of its ability in any promotional
program devised by the DNR during the contract period. The
DNR will compensate the Contractor for additional costs
incurred that increase scripting or mailing expenses in the
fulfilment of such promotional programs. The Contractor will
pay for postage for all customer mailings.

v InfoSpherix has consistently complied with
these requirements for processing reservation
confirmations, non-confirmations, and
cancellations throughout the current contract,
and will do so in the upcoming contract.
GRNC will process the mailing of confirmation
cards at its Michigan facility. We have
established and maintain the required
connectivity from Lansing offices.
InfoSpherix’s Accounting Team, led by Ms.
Linda Litten, has performed all financial
functions reliably and accurately throughout
the term of the contract; this team will play the
same role in the upcoming contract, thus
providing consistent financial management for
the project.

6. All reservations shall be processed according to a set of PRB
requirements similar to those listed in the Telephone Operator's
Manual (see APP-B CRS TELEPHONE OPERATORS
MANUAL).

v" InfoSpherix understands and will comply
with this requirement.

7. Reservations will be accepted by the Contractor based on a
6 month "rolling window" to the date. For example, beginning
August 1, reservations will be accepted for any camping period
which begins February 1st. The DNR retains the right to alter or
change the 6 month, rolling window concept.

v InfoSpherix understands and will comply
with this requirement. ReserveSuite easily
accommodates DNR-directed changes in the
booking window.

8. The DNR will determine the number of campsites that may
be reserved at each park. The reservation system will allow the
DNR to change the number of campsites subject to reservation.

v" InfoSpherix understands and will comply
with this requirement. ReserveSuite easily
accommodates changes to the number of
reservable campsites.

9. Reservations will be accepted by telephone and Internet.
Reservations will be accepted by telephone or Internet if
payment is by credit card or debit card. Reservations will be
confirmed by mail if payment is by check. The Contractor will
tell customers who pay by check that they have a period of 10
days to mail in a check or money order payment for a
reservation. If payment is not received within 15 days of the
initial call, the reservation will be cancelled and a letter of non-
confirmation sent. If payment is received within 15 days, the
reservation will be confirmed and a letter of confirmation sent.

v" InfoSpherix designed, built, and hosts the
current call center and Internet site for the
Michigan CRS, and follows all of the business
rules listed in this section. ReserveSuite
automatically calculates the payment window
for each reservation to ensure checks arrived
in the allotted time, or the reservation is
cancelled and the site is returned to available
status.
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10. Callers will be permitted to make reservations with a single
phone call, either at one park for multiple periods or multiple
parks for multiple periods. The DNR will establish minimum
numbers of camp nights to be reservable for each campground
in the system per park. No reservation will be accepted for a
period exceeding fifteen (15) consecutive nights (or the current
DNR policy limitation) in any specific campground. The DNR
determines the allowable number of reservations for each call
per park.

v" ReserveSuite allows customers to make
multiple reservations in this manner at the call
center, while enforcing minimum and
maximum stay rules.

11. The reservation system will allow for reservations to be
accepted up to the time of arrival for any campground in the
system. DNR initially wishes to have the flexibility of a variable
"window" limitation. Currently, DNR has a noon day of arrival
policy. DNR reserves the right to alter this window at any time.

InfoSpherix advantage: ReserveSuite
process all transactions through all sales
channels in real time, allowing reservations up
to the time of arrival, yet can implement
booking window cutoff period of varying
lengths.

12. Time periods acceptable for group reservations will be
determined on a park-by-park basis as determined by the DNR.

v" InfoSpherix understands and will comply
with this requirement.

13. Full payment for all camping and related fees must be made
before a reservation is confirmed. Customers paying via credit
card must be advised that their credit card account is being
charged the full amount of the camping stay plus related
charges at the time the reservation is made.

v" InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract.

14. Reservations made by credit card (Visa, Mastercard,
American Express, Discover or others requested by the DNR)
will be confirmed at the time of the reservation request, if the
request can be honored. A reservation confirmation number will
be provided orally by the reservation system operator to those
customers reserving by credit card. Confirmation letters must
be sent to all customers with reservations made prior to seven
(10) calendar days in advance of their arrival date.

v" InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract.

15. If a reservation request is received less than fifteen (15)
calendar days prior to the arrival of the camping party, the
reservation must be paid in full by credit card. There will be no
pay-upon-arrival reservations permitted in the system.

v" InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract.

D. CONTRACTOR'S REQUIRED MINIMUM HOURS OF
OPERATION: (Refer to RFP section for details of
requirements).

v" InfoSpherix understands and will comply
with these hours and days of operation, as it
has throughout the current contract.

E. REMOTE MONITORING:

The Contractor will provide PRB the ability to silently monitor
operators from Lansing, Michigan. A Contractor representative
would be contacted who in turn could transfer the PRB call to
a line with the silent monitoring ability. The Contractor is not
responsible for the dial-up cost for this service.

v InfoSpherix understands and will comply
with this requirement. The Symposium system
at the Iron River and Cumberland sites allows
web-based remote access to the call handling
system.

Reservation Center Communications and Processing Requirements (4.304.4.03 InfoSpherix Response)

InfoSpherix’s Cumberland facility hosts call centers for all of its reservations projects, including the Michigan
project, and several federal and state call centers. To support this activity, we have built this facility with top-of-
the-line call center equipment from providers such as Nortel Networks, Genesys Labs, Click2Coach, Blue
Pumpkin, and BMC (Magic Service Desk). We maintain DS-3 inbound trunks capable of carrying high volumes
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of call traffic to our toll-free numbers. We employ a large technical staff of telecom engineers, system
administrators, network engineers and others to install and maintain these systems. This setup has provided a
solid foundation for Michigan’s reservation center communications and processing requirements. In the new
contract, the Michigan-based reservations call center will have a compatible communications and processing
infrastructure, including a Nortel switch, CTI, and Blue Pumpkin workforce management software. GRNC will
use the Iron River call center for the Michigan reservations project, as well as several catalog call centers,
depending on space available. To support this activity, GRNC has built this facility with top-of-the-line call
center equipment from providers such as Nortel Networks, Genesys Labs, Telestrat IDVR, Blue Pumpkin, and
Intuit — Track IT. GRNC maintains multiple T-1s for inbound trunks capable of carrying high volumes of call
traffic to our toll-free numbers. GRNC intends to create a grant for a DS-3 in 2006. At its sister company in
Florida GRNC employs a large technical staff of telecom engineers, system administrators, network engineers
and others to install and maintain these systems all of which are capable of working on-line or flying to Iron
River as needed. GRNC will also have trained technical personnel on premise to support the infrastructure.
This setup will provide a solid foundation for Michigan's reservation center communications and fulfillment
requirements.

Figure 24: Communications Requirement

InfoSpherix Compliance

Communications Requirement

A. The Contractor's facility must allow for a
sufficient number of 1-800 telephone lines
for the public to make reservations to
comply with the standards in this Section
and for one 1-800 telephone line for the
Contractor's DNR campground Help Desk.

InfoSpherix advantage: InfoSpherix’s call center is already
set up to handle Michigan’s full toll-free call volume on the
reservations and Help Desk lines, and will continue to do so
during the transition to the state-requested Michigan-based call
center. Based on InfoSpherix’s call handling experience, GRNC
will establish the number of 1-800 telephone lines to handle the
call volume.

B. Based upon past experience, there will
be periods that the Contractor will need
approximately 50 operators to process
reservation calls. In the past, the central
reservation center has received as many as
6,000 calls per day and as few as 50 calls
on certain days.

InfoSpherix advantage: InfoSpherix has proven itself able to
provide 50 (and more) operators to service the Michigan project
on its busy days, and to adjust staffing for all levels of call volume.
Our understanding of the seasonal call volume trends and our
flexible staffing approach allows us to respond quickly and
effectively to call volume fluctuations without compromising
customer service. Based on this experience, our subcontractor,
GRNC, will establish the appropriate number of seats in its new
Michigan call center to handle the full call volume through its
seasonal fluctuations. Plans call for 92 seats on the building’s
three floors, which will be more than enough to handle this
volume. For further assurance, InfoSpherix is networking the
Cumberland and Iron River call centers to allow easy call sharing
and overflow management.

C. The Contractor will provide network-
based On-line Call Detail Reporting
(OCDR), Automatic Call Distribution (ACD)
and reporting, Interactive Voice Response
(IVR), and Computer Telephone Integration
(CTI). The DNR shall be permitted full
access to the OCDR and ACD reporting
system and all CRS related reports. The
Contractor must either mail, email, or FAX
such reports to the DNR at no cost to the
DNR. The DNR staff must also be allowed
to review them at the Contractor's
reservation center during normal business
hours. The Contractor will provide DNR

with the ability to dial in to the ACD

v" InfoSpherix understands and will comply with this requirement.
Our Nortel and Genesys call center systems provide
comprehensive reporting capabilities, generated by our Michigan
CRS Project Manager and Supervisors to provide to DNR
personnel on a regular basis. The symposium system allows
DNR to remotely access certain call center performance levels in
real time for the reservation service.

InfoSpherix has regularly supplied the required call center reports
to DNR over the course of the current contract, and will continue
to do so throughout the following contract period.
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reporting system for the purpose of viewing
the “real time” activity for the reservation
program. The Contractor's telephone
answering and processing system must
meet the following requirements. As a part
of the bid, the bidder must explain and
provide sample reports to indicate how
these requirements will be met. All ACD
reporting shall be based on the hours of
operation of the Reservation Center when
operators are actually processing
reservations.

1. Telephone Service Factor of 80% average
per week (Sunday through Saturday), or
better: All calls will be answered within an
average of 20 seconds with a live agent. For
callers awaiting the next available operator a
system generated message indicating
expected hold time and providing DNR-
supplied information is preferable. No caller
shall be told to hang up and call back later.
All calls will be answered in the order
received with an automated message that
calculates and replies wait time, i.e. “Your
estimated wait time will be XX minutes.”

v" Our Nortel telephone system generates TSF statistics, which
we provide to DNR on standard reports, and alerts callers in
gueue to expected hold times. It can also be made to play DNR-
supplied information to callers in queue. Calls are delivered to
the agent staff in the order received. InfoSpherix consistently
exceeds the 80/20 TSF standard for the Michigan CRS. GRNC
also has a Nortel system to track and report on the same
statistics.

2. Average weekly (Sunday through
Saturday) wait time for a reservation agent
shall not exceed 30 seconds. No Caller shall
be in queue for more than 180 seconds
without being connected to an operator who
must process their reservation, information
needs. MERELY speaking to a live person
for a moment who does not actually finalize
the callers reservation request(s) does not
meet this requirement.

v InfoSpherix meets this wait-time standard, the statistics for
which are generated by our Nortel phone system. GRNC's
Michigan facility will provide the same statistics, and InfoSpherix
will require its subcontractor to meet the standard.

3. All calls should be concluded within 20
minutes or less, including the amount of time
that a caller is placed on hold. The DNR
reserves the right to review the reservation
results of all calls. Special attention will be
paid to those calls which exceed 20 minutes
in length.

v" InfoSpherix understands and will comply with this requirement.
Our Nortel Symposium system will report on call lengths in detail
to allow us to analyze causes and solutions. We will record such
calls to allow us to further study any problem with call length.

GRNC Iron River — Telestrat IDVR recorder will record the entire
conversation for review and further action if required. Quality
control supervisors will check weekly for long calls to understand
better what is happening and why.

4. The goal is to have 0% busy-outs. The
Contractor will work with the DNR to develop
solutions to meet that goal.

v" InfoSpherix understands the importance of avoiding busy-outs,
and will work with DNR to achieve that goal. Solutions include:
increasing staff and trunk lines, reducing call lengths, and other
methods.

5. Average weekly abandoned call rate shall
not exceed 5%.

v" InfoSpherix consistently meets this standard.

6. The Contractor’s phone system will be
capable of expansion or reduction in
operator personnel and equipment, as

v InfoSpherix and GRNC both use a Nortel PBX, which is very
expandable, as is the number of agents stations that the ACD can
use for routing calls. There is no bottleneck in our proposed
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needed, as demand changes due to call phone system that will impede the call processing flow for
volume fluctuations. Michigan CRS.
7. The Contractor will provide after-hours v" InfoSpherix understands and will comply with this requirement.

answering  with  appropriate  recorded
messages about Michigan State Parks, as
approved by the DNR.

8. In order to comply with the requirements v InfoSpherix has always provided TDD capability for the
as determined by the Americans with Michigan CRS, and will continue to do so in the following contract.
Disabilities Act (ADA), the Contractor must GRNC will provide TDD capabilities at its Michigan reservations
provide a TDD capability at the reservation call center.

center such that an individual with a hearing
impairment may fully utilize all Contractor
services provided to the public. This TDD
capability must also utilize a toll-free
number.

Reservation Help Desk (4.304.4.04 InfoSpherix Response)

InfoSpherix’s turnkey service for the Michigan CRS includes unlimited calls to the Help Desk via a dedicated
toll-free number. Help Desk service will include help with the software and back-end issues, as well as simple
“walk-through” fixes, guidance for swap-out of dysfunctional equipment and replacement with spares, and
dispatch of field technicians for more serious maintenance and repairs for any equipment that InfoSpherix
provides. The Help Desk will use Magic Service Desk to record and track trouble tickets from initial complaint
through final resolution. Magic is a product of BMC Software. BMC is one of the world’s leaders in Enterprise
Application Management. Their products consist of such industry standards as Remedy, Control-D and
Mainview. Magic is an ITIL-compliant helpdesk software that allows us to implement, track and manage all
aspects of the business. Some of the key features include; Incident Management, Service Level Agreements,
Urgency Assignment, Work Orders and Asset Management. Using Magic’s Self Service Module, DNR staff will
have the option of logging into a web interface and opening trouble tickets without the need of a phone call.
The Help Desk will use software tools to remotely monitor system equipment both in the field and at the
Cumberland Center. These tools will automatically alert our staff to performance degradations and failures;
DNR will receive full accounting of all failure events discovered by monitoring tools, observations, or
complaints. Our Help Desk service includes outbound calls to appropriate park sites when developing system
problems require local responses. Help Desk response rates are based on 3 Priority Levels. Whenever
possible, Help Desk technicians will attempt to solve system problems while on the phone with the DNR
employee. If a fix requires research, escalation, or dispatch, the response will be guided by a severity-level
protocol, as follows:

e Priority 1 (Critical/emergency) requires that InfoSpherix identify the problem and attempt a
resolution within 60 minutes.

e Priority 2 (Moderate) requires a first resolution attempt within 2 hours.
Priority 3 (Low/non-emergency) requires a first response within 8 hours and a full resolution no
later than 2 days after initial complaint.

Problem escalation process:

1. All helpdesk calls are fielded by Tier 1 technicians. Any call lasting longer than 15 minutes must be
reported to a Tier 2 Technician. The Tier 2 Technician will review the issue and give advice on a
resolution. If the call reaches 30 minutes without a resolution, the call must be escalated and
transferred to a Tier 3 Technician.

Tier 2

Aaron Sherman Seth Deneen Dave Neff
301-784-9047 301-784-9003 301-724-9807
asherman@InfoSpherix.com sdeneen@InfoSpherix.com dneff@InfoSpherix.com
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Josh Ray Brandon Buser
301-784-9809 301-724-9851
jray@InfoSpherix.com bbuser@InfoSpherix.com
Tier 3
Aaron Sherman Brian Hirsch Jesse Coddington
301-784-9021 301-784-9007 301-784-9008
asherman@InfoSpherix.com 301-268-3348 301-268-3380
bhirsch@InfoSpherix.com jcoddington@InfoSpherix.com

2. At this time the Tier 3 Technician will determine whether assistance is required from a subject matter
expert and escalate accordingly.

Subject matter experts

System Administrator Development Director IT Director

Mike Oates Gaurav Mantri Bob Reynolds
301-707-9453 240-687-4082 240-687-6816
301-784-9047 301-419-3900 301-623-2313

moates@InfoSpherix.com gmantri@InfoSpherix.com breynolds@InfoSpherix.com

3. If atransfer is not required at this time, then the Tier 3 Technician will take over the call and assume the
responsibility of its resolution.

4. If a clear resolution is not identified within 50 minutes of the initial call, the technician must promptly
notify the Technical Support Manager and the Project Manager.

Technical Support Manager Michigan Project Manager
Mike Jewell Joe Snyder

301-784-9072 301-784-9084
301-268-7816 301-268-3012
mjewell@InfoSpherix.com jsnyder@InfoSpherix.com

5. After the issue has been summarized for the Technical Support Manager and the Project Manager,
potential solutions will be identified, a course of action and timeline will be put into place and all
appropriate personnel notified.

Corporate contacts & technical resources
Figure 25: ReserveWorld Technical Support Contacts shows a list of contacts for technical support in our
reservations business.

Figure 25: ReserveWorld Technical Support Contacts

Position Name Office Cell

Asst System Admin Dave Sagal 301-784-9095 301-707-9583
System Admin Mike Oates 301-784-9047 301-707-9453
Technical Support Mgr Mike Jewell 301-784-9072 301-268-7816
Director, IT Bob Reynolds 301-623-2313 240-687-6816

As the following table shows, InfoSpherix complies with all of DNR’s requirements for a Michigan CRS Help
Desk

Figure 26: Help Desk

Help Desk Requirement InfoSpherix Compliance

A. HOURS: At a minimum, The 1-800 v InfoSpherix staffs its Help Desk to cover DNR’s
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required hours, and will continue to do so in the following
contract.

B. PURPOSE: The purpose of the Help Desk is
to assist park employees in working with
concerns regarding reservation problems and
complaints; such as questionable information
received or not received about reservations and
assist in solving such problems. The Contractor
must provide and pay for the employees to staff
the Help Desk, maintenance and repair of the
telephone system, and for all other related Help
Desk expenses. The Help Desk will be
available for use by any DNR employee.

v InfoSpherix offers full Help Desk support as part of its
turnkey CRS package. Our Help Desk is composed
entirely of InfoSpherix personnel and housed at our
Cumberland facility with the rest of our reservation
services. We have recently implemented Remedy’s
industry leading Help Desk software, Magic Service Desk
application, to fully track reported problems and
resolutions.

C. SUPPORT:

a. The Contractor must provide a 24 hour/day, 7
days/week toll-free number for reporting
equipment problems. Call forwarding to pagers
or auto-paging may be utilized during off-hours.

v InfoSpherix’s toll-free Help Desk service meets these
requirements.

b. The Contractor must provide a helpdesk
support number for any DNR personnel to call to
report problems. Contractor personnel must be
able to help DNR personnel resolve the reported
problems.

v InfoSpherix’s Help Desk service uses a toll free
number that can be accessed by any DNR personnel.
Our Help Desk can solve problems while the user is on
the phone, or after research and remote troubleshooting.

c. There is no limit to either the number of people
or the number of calls that can be placed to the
Help Desk.

v InfoSpherix’s toll-free Help Desk service allows
unlimited calls by an unrestricted number of DNR users.

d. The Contractor will staff the Help Desk with
experienced personnel that can answer “how to”
questions about the application as well as
questions about hardware and software
configuration. Merely answering the phone and
assigning a case number to a problem does not
meet this requirement.

v InfoSpherix’s Help Desk staff is trained to assist users
in configurations, troubleshooting, walk-through fixes,
swap-outs, and various other problem resolutions while
the user is on the phone.

e. The Parks & Recreation Bureau office will
immediately be notified of any problem
encountered that results in the inability to accept
Or process reservations.

v InfoSpherix’s Project Manager will be responsible for
this immediate notification, and will maintain an open line
of communication with the Help Desk, customer service
desk, supervisors, systems administrator, and field users
to ensure that any news of interruptions are immediately
relayed.

f. The Contractor will notify the reservation
center, the appropriate park manager and the
Parks & Recreation Bureau office when the
problem(s) has been corrected.

v InfoSpherix’s Project Manager will be responsible for
notifying PRB when a problem has been resolved and
service has returned to normal.

g. The Contractor will keep a log of any and all
calls made to the hotline and fully document the
complaints and problems reported to the
helpdesk. The log will also state what action was

v InfoSpherix’s Help Desk staff will use the Magic
Service Desk application to log all complaint and problem
calls that come in through its toll free number or email
system. InfoSpherix’s Customer Service Desk uses a
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special call log to record problems and complaints that
come from customers through the main reservation
number.

h. Support of all reservation systems,
subsystems, components and Helpdesk without
exception shall be provided and included into the
standard billing costs. No additional or separate
costs will be charged for the support of any of the
pieces that make up the Central Reservation
System.

v InfoSpherix offers a complete turnkey system, paid for
entirely through the standard billing costs (nightly
reservation and cancellation fees). There are no
separate costs for the functions listed.

D. RESPONSE TIMES: Response times are
separated into two categories, Emergency and
Non-Emergency. Emergency — Is defined as
anything that either prevents or severely
hinders the reservation or registration process

v" InfoSpherix’s toll-free Help Desk service meets these
service level agreements, and will continue to do so in
the upcoming contract. Magic Service Desk will track
compliance rates with all service level agreements, such
as resolution response rates.

of a camper centrally or in the field. For
emergency situations the Contractor is required
to provide a notification of status by a process
to be agreed upon by the DNR and the
Contractor, every two hours until the problem
has been resolved. The natification shall be
addressed to both the park that submitted the
complaint and the contract administrator. The
Contractor will also provide PRB with an
escalation process plan for emergency
situations, including names, times individuals
will be contacted, and numbers (phone, pager,
cell) of individuals that will be contacted for
lengthy problems. Non-Emergency - Is
anything in the system that does not function
properly but falls outside the definition of an
emergency. For non-emergency situations the
Contractor is required to provide a natification
of status by a process to be agreed upon by the
DNR and the Contractor, every two weeks until
the problem has been resolved. The notification
shall be addressed to both the park that
submitted the complaint and the DNR Contract
Administrator.

Audits and Revenue Control (4.304.4.05 InfoSpherix Response)
The reporting capabilities within ReserveSuite allow data to be pulled in both detail and summary format. As a
result, the integrity of each transaction is easily validated, and ReserveSuite provides an extensive audit trail.
This, coupled with reconciliation of all credit card transactions as well as checks/ money orders collected by
our Cumberland staff, will ensure the accountability of all users. InfoSpherix’s highly skilled and experienced
ReserveWorld Accounting Team is tasked with establishing and managing the processes that ensure fiscal
accountability for all users of the program. The Accounting Team customizes the financial procedures for each
client, and will do so for DNR, and will get DNR approval of the financial procedures, reports, and other items
before “going live.”
InfoSpherix’s Accounting Team uses the following reconciliation processes:
o Check Monies Received: Reservations made by check through the Call Center are sent to a post
office box specifically designated for a client. Upon receipt, the check is logged and the deposit slip
completed by an Accounting Clerk. The check is stamped ‘For Deposit Only’ to the appropriate
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bank account and given to another Clerk/Accountant to be marked paid through a utility within
ReserveSuite. The Sales and Commission Summary Report is generated and the check total on
this report is compared to the total per the Check Log. Checks are then submitted to the bank or
client in accordance with the business rules.

e Cash Received: Cash is not accepted through the Call Center nor is it an option when making a
reservation on the Internet. The field is provided with reports to identify the total amount of cash
that should be in their cash drawer for any date/time range selected. The field report total is also
reflected in the Sales and Commission Summary Report available through the ReserveSuite
Accounting Application.

o Credit Cards Processed: InfoSpherix will customize payment processing routines for the upcoming
contract to the State’s online payment service, but to illustrate our current process: the following
steps are completed as part of the daily reconciliation process the following business day to ensure
daily reconciliation of the credit cards sales in the database, Web Authorize, and the bank.

A Web Authorize Report is created daily by exporting transactions into an excel spreadsheet. This
data is sorted by transaction type (sale, refund, adjustment) and totaled for each sales channel.
The Sales and Commission Summary Report (available through the financial reporting module) is
generated. These two reports are reconciled by comparing the Web Authorize Reports to the total
credit card sales reported in the Sales and Commission Report. This reconciliation identifies any
sale, refund and adjustment discrepancies. Discrepancies identified through the reconciliation
process are corrected through the “Account Fix” program. This program compares the data in
database to the data captured through Web Authorize transaction for transaction. A report is
generated through the program that lists all transactions that were identified as a discrepancy
during the reconciliation process. Finally, a summary by credit card type is generated through Web
Authorize and compared to the daily deposit total supplied by the client’s bank.

e Gift Cards: Gift Cards sold, redeemed or issued as a credit are identified on the Sales and
Commission Summary Report (Accounting Application) as well as on the Detailed Operator Report,
Operator Collection Report and the Park Collection Report. InfoSpherix will work with DNR to
develop additional procedures deemed necessary.

Figure 27: Audits & Revenue Control

Audits & Revenue Control Requirement InfoSpherix Compliance

A. SYSTEM AUDIT: At the discretion of the DNR and at DNR v" InfoSpherix will comply and cooperate with
expense, the DNR may conduct an audit of all revenues, DNR in conducting this audit.

permitting systems and other systems impacting revenue flow
to the DNR... (See RFP for details of audit requirements.)

B. REVENUE AND CREDIT CARD PROCESSING:

1. All credit card transactions made by both the Contractor's
staff and the DNR will be processed through the automated
system. All credit card transactions will include on-line
verification by either the reservation operators or the DNR field
workstations prior to acceptance. The Contractor will utilize the
bank and account identified by PRB for all credit card
verification, deposit and transaction services. The Contractor
will not store credit card information but will use the State’s
Centralized Electronic Payment Authorization System (CEPAS)
to secure credit card information separate from the system see
APPENDIX 7 section APP-D PAYPOINT INTEGRATION
GUIDE FOR CREDIT CARD AUTHORIZATION.

v ReserveSuite automatically processes credit
card transactions in real time through all
channels with online verification. We will
customize ReserveSuite to follow DNR’s
business rules for using the PRB designated
bank and account, and for using CEPAS.

2. The following methods of payment must be accepted: CASH

v InfoSpherix understands and will comply
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AND CREDIT CARDS: The Contractor will accept, as payment,
personal checks drawn on U.S. accounts, Canadian checks
made payable in "U.S. Funds", travelers' checks, money orders,
certified checks, and any promotional coupons utilized by the
DNR. Note, any promotional coupons will be for a fixed dollar
amount and treated as a check. All checks should be made out
to the "STATE OF MICHIGAN", “MICHIGAN STATE PARKS”,
or the park name”. Only credit cards approved by the DNR
may be used to purchase any product or service available in
the parks system. Visa, Mastercard, Discover and American
Express credit and debit cards must be accepted.

with this requirement, as we do in the current
contract. ReserveSuite can accommodate the
processing of promotional coupons.

3. All credit card and debit card transactions made by the
Contractor's staff will be processed through the Contractor’s
automated system. All credit card transactions will necessitate
using on-line verification by the reservation operators prior to
confirmation of the reservation. In the case of system failure of
the on-line verification system, the Contractor will utilize batch
mode until such time that the on-line verification system is
functional. If on-line verification of credit cards is not possible,
then the Contractor will be responsible for calling the camper
back to notify same of any declines to the credit card
transaction and for the mailing of a letter of “non-confirmation”
to the camper. If batch processing is necessary due to a failure
within the Contractor’s system, the Contractor will be
responsible for calling campers with credit card declines at no
cost to DNR.

v InfoSpherix understands and will comply
with this requirement at its subcontracted
Michigan call center and in Cumberland.
ReserveSuite accommodates the online
verification requirement. Our Michigan CRS
Project Manager will ensure that the staff
follows the procedures for callbacks and
mailings regarding “non-confirmations.”

4. Purchases made by credit card or debit card must be
refunded by credit card transaction. Method of payment must
appear on the camper receipt.

v InfoSpherix’s system complies with these
rules for processing bank card refunds.

5. If a camper/cabin user has made a reservation and requests
to change the reservation resulting in a refund or the
cancellation of the entire reservation, the Contractor will
transmit the CRS refund data to DNR at least once each day.
All refunds processed during the dates of the camping/cabin
stay, and thereafter, will be processed by the park involved.

v InfoSpherix understands and will comply
with this requirement.

6. The Contractor must insure that its' employees accept only
properly and fully completed checks. Full and complete
information must be recorded indicating that credit cards and
debit cards are valid. If proper and complete information is not
provided or if information on the card indicates it may not be
valid, no services are to be provided by the Contractor. If the
Contractor's employees process improperly prepared
information or information which indicates that a credit/debit
card and/or check is not valid, the Contractor shall reimburse
the DNR for all directly related financial losses incurred by the
DNR. If full and complete information is recorded which
indicates a check or credit/debit card should be valid, but it is
later rejected for some reason, the Contractor shall not be
responsible for such losses to the DNR.

v InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract. We have detailed processes
to guide our accounting personnel in
processing check payments in conformance
with these DNR business rules.

7. Receipt of a properly prepared check by the Contractor will
constitute “payment” for the reservation and the reservation will
be confirmed. The Contractor will not be liable for non-sufficient
funds (NSF) checks.

v InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract.
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8. Tentative reservations not paid via credit card will be held for
(15) calendar days, but customers will be instructed to send
payment within ten days. If payment for the reservation has not
been received by the Contractor within the above timeframe,
the site will become available for another reservation request. A
record of all parties who fail to send in reservation payments
will be kept. Each park workstation will be able to query the
record for their particular park at any time.

v InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract.

9. The Contractor will format transactions through the
authorization and settlement process which qualify for the
lowest credit card bank fees possible for the State of Michigan
(currently, emerging-market). The Contractor will work with the
DNR accounting and the State’s banking representatives to
ensure this requirement is met.

v InfoSpherix understands and will comply
with this requirement.

C. REMITTANCE OF REVENUES

1. Banking: All checks received by the Contractor are to be
made out to "STATE OF MICHIGAN", “MICHIGAN STATE
PARKS” or the park name. If there is a question as to the
validity of a “Pay To” entry, the Contractor should contact DNR
before processing the reservation. All checks should be
inspected for accuracy, batched and mailed to DNR with an
attached “Report by Operator” report as generated by the
Contractor’s system.

v InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract. Our accounting staff has
established procedures for processing checks
in a way that conforms with DNR rules.

2. Reservation /Remittance Process: The Contractor must remit
all revenues to the DNR on the day that they are received. The
Contractor will remit all checks to the DNR daily along with a
cash reservation log that includes the customer name, address,
reservation #, check / money order #, and dollar amount. The
Contractor is responsible for the full amount of any checks
which are misplaced or lost enroute to the DNR that result due
to the Contractor’s or his designee’s fault.

v InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract. Our accounting staff has
established procedures for processing checks
in a way that conforms to DNR rules.

3. Reconciliation Of Revenues: The Contractor must reconcile
all CRS revenues received with all CRS transaction numbers
generated on a daily basis. The Contractor must keep a log and
a copy of all checks received.

v InfoSpherix understands and will comply
with this requirement, as it has throughout the
current contract. Our accounting staff has
established procedures for  processing
reconciliations in a way that conforms with
DNR rules.

4. The Contractor shall provide a report indicating any
discrepancies between revenues and sales recorded in the
systems on a daily basis.

v" InfoSpherix’s ReserveWorld Accounting
Team provides accurate reconciliation reports
for DNR and will continue to do so in the
coming contract.

5. The Contractor will ensure that sales recorded in the
database stay in synch with revenues received and process
entries to the system as necessary.

v InfoSpherix complies with this requirement.

Marketing/Publicity Restrictions (4.304.4.06 InfoSpherix Response)
InfoSpherix acknowledges DNR’s lead role in determining the marketing and publicity efforts for the Michigan
CRS, and will follow and support that direction fully. We stand ready to assist DNR in developing and
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distributing marketing and public relations materials. The following table shows InfoSpherix’s compliance with
DNR’s marketing and publicity requirements.

Figure 28: Marketing/Publicity

Marketing/Publicity Requirement

InfoSpherix Compliance

The Contractor will cooperate to the best of its
ability in any promotional program devised by
the DNR during the contract period. The DNR
will compensate the Contractor for additional
costs incurred in the support of such
promotional programs upon mutual agreement.

v InfoSpherix will support DNR in designing, implementing,
and analyzing its marketing programs. We are ready and able
to customize web pages, IVR and call center applications and
scripts, conduct database marketing and CRM analytics,
perform surveys and informational multimedia campaigns, and
other activities as directed by DNR.

The Contractor will not issue any press
releases, advertisements, public relations
notices or any other such public statements or
literature regarding the reservation systems or
any other service or system related to this
contract without the expressed written
approval of the DNR Parks and Recreation
Bureau.

v InfoSpherix agrees not to issue any such announcements or
information without DNR approval. We will assist DNR, as
directed or requested, to prepare and distribute appropriate
public statements about any new offerings, upgrades, or other
changes.

The Contractor will not in any way advertise on
any part of the Central Reservation System,
subsystem, or component resulting from this
contract without the expressed written
approval of the Parks & Recreation Bureau
Chief.

v InfoSpherix has never advertised on any part of the CRS.
We will advertise only by direction or approval of the Parks and
Recreation Bureau Chief.

No files are to be purged from the Contractor's
system without the written approval of the
Parks & Recreation Bureau Chief.

v InfoSpherix agrees. We will continue to adhere to this policy,
as we have for five years.

All information and data is the sole property of
the DNR and shall not be sold or made

v InfoSpherix understands that this data belongs to the State
of Michigan, and we will fully comply with these requirements.

available to any person or entity without the
written authorization of the Parks & Recreation
Bureau Chief.

Training (4.304.4.07 InfoSpherix Response)

InfoSpherix will continue to provide a comprehensive training program for the Michigan project. This training
matches skills to user groups to ensure that everyone can use our systems properly. Training will cover all
aspects of CRS operations, including, but not limited to, making, changing, and canceling reservations /
registrations; adding, viewing, and updating inventory; and running reports. Our training program includes a
detailed Operations Manual produced in close coordination with DNR personnel and tailored to the Michigan
Reservation System. It will also cover new updates to the system. Training has been customized to the user’'s
role and associated permission level, so that the training effort is efficient and effective. For example, park
staff that process registrations, reservations, and sales for customers will focus on those front-end aspects of
our system and service, while administrative users who mainly need to run queries and reports will focus on
the back-end tools. All users have and will continue to learn how to use the Help Desk to resolve problems.
InfoSpherix envisions overall training as comprising two separate yet equally important areas: the presentation
portion and the hands-on approach. The presentation will entail users at individual workstations and following
along as the instructor walks them through usage of the system. From the standpoint of the end user, this is
virtually the same as individual hands-on in a group dynamic. Once the presentation is complete, full-fledged
hands-on training will take place, with end users following a worksheet that asks them to perform certain tasks
aimed specifically at raising their comfort level and improving their knowledge base. Our many years of

#071B6200095 64



=
TERMS AND CONDITIONS CONTRACT NO. 071B6200095 ‘

training experience have taught us many things, but perhaps the most important is the recognition that the end
user’s level of understanding and comfort with the system are paramount to our mutual success.
InfoSpherix In-park system training: InfoSpherix will continue 2005 field training at the appointed regional
training sites, and will provide additional training, as upgrades are completed. InfoSpherix has developed a
complete field training program. It begins with a demonstration of the everyday uses of the DNR software
application, such as processing a registration, processing a cancellation, verifying a reservation, checking
infout an arriving or departing camper, and all other relevant tasks. Because our system is so easy to learn
and use, this demonstration often takes less than a half-day to complete. The remaining time is used for
hands-on training and review. This approach allows time for each student to navigate the application from
beginning to end, asking questions and becoming familiar with the software and its features.
DNR personnel also learn the general rules of operation for handling procedures such as:

= Weather emergencies, disasters, and power outages

= The proper use of all equipment
= Cash management and reconciliation procedures
= Inventory management

The field training also includes a component on how the Help Desk works, how to relay requests and concerns,
the way problems are tracked, when a response should be received, and other protocol. There is also a
component on using the system to access management and financial reports. Standard reports of daily
operator collections, park collections, sale/cancellations, occupancy, and other facets of the project can easily
be understood and printed by DNR staff. This portion of the training will include a detailed description and
sample of each report. At the end of each training session, anonymous surveys will be taken to evaluate the
effectiveness of the training program. These surveys will be tabulated and reviewed with the DNR Project
Manager. The DNR Project Manager, InfoSpherix Project Manager, and InfoSpherix Trainer will use the
results of the surveys to identify and implement changes to the training program.
Train-the trainer approach: InfoSpherix will employ a “train-the-trainer” approach to DNR training so that
qgualified DNR personnel can provide subsequent training for other permanent or seasonal personnel. Training
materials will include computer screen printouts, various exercises and quizzes, and a certification exam to
ensure that each park has a qualified user. At the end of each session an anonymous survey will be given so
that students can evaluate the course and instructor. This way, InfoSpherix can implement the suggestions in
future training programs.
Self-directed/refresher training: InfoSpherix has provided User Guides that will allow DNR personnel to
become thoroughly familiar with all operations of the DNR CRS without external assistance. These guides can
also be used in whole or part to allow re-familiarization with a particular process or function. The user guides
will take the user step-by-step through each system function. They will explain how to execute each function in
clear, simple language. Whenever possible, they will use one or more examples to illustrate the function. The
guides include color printouts of many of the computer screens that will be navigated by DNR personnel.
Additionally, a computer-based training module has been made available for field staff to us on the in-park
PCs.
Call Center Training:
InfoSpherix will continue customizing its comprehensive training program for the Michigan project. GRNC wiill
send its Iron River key personnel (call center manager, supervisor(s), trainer, QA coordinator) to Global
Response’s Florida headquarters for corporate training, and then to InfoSpherix’s Cumberland facility for a
week of Michigan reservation system training. The initial training period for GRNC’s new Reservation
Specialists at the Michigan call center will be 10 days. InfoSpherix trainers will conduct system and program
training. GRNC will install a video conferencing system to enhance training. A customized and enhanced
Central Reservation System (CRS) manual for DNR will cover all aspects of CRS operations, including, but not
limited to, making, changing, and canceling reservations; adding, viewing, and updating inventory; and running
reports. Our Michigan Reservations Training Program includes:

o Use of a detailed DNR-approved Operations Manual.

e Thorough grounding in the policies and procedures of DNR, InfoSpherix, and the CRS, as well as the
Michigan State Parks knowledgebase.

e Comprehensive training in customer service and communication skKills.
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e Technical instruction in equipment and software use.
e Arrigorous and well-defined certification process.

¢ Continuing CRS-specific education activities to enable Reservation Specialists to provide up-to-date
information.

The Manual: Our training program uses our detailed Operations Manual, which was produced in close
coordination with DNR personnel and tailored to the CRS. The Operations Manual addresses every procedure
related to every phase of the project. Specifically, it covers general Company policies and procedures as well
as policies and procedures covering operation of the systems, equipment, ReserveSuite procedures, technical
assistance procedures, training plan, and key DNR contacts. The introduction to the Operations Manual
contains an overview of the CRS and a detailed job description for Reservation Specialists. The remainder of
the manual will contain detailed instructions, including printouts of computer screens, to help Reservation
Specialists and DNR staff learn both the skills and techniques for accepting reservation requests and providing
information over the telephone. A detailed module of the training program was developed to aid mid- and
upper-level DNR managers involved in the CRS. InfoSpherix currently works with the DNR to determine the
overall content of the field level Operations Manual and program. The following topics would are currently
addressed:

e Telephone/address directory, with skill-based guide.

e Explanation of Daily Arrival Lists—sample reports will be shown.
e Procedures to follow in case of emergency campground closures.
e Procedures for refund requests.

e Customer service, including Customer Service Desk operations.

The comprehensive Operations Manual and program covers all aspects related to the CRS. Topics discussed
in this level of training will include:
o Explanation of various sales channels options, with descriptions and requirements associated with
each.

o Explanation of call center operations, including organization chart complete with descriptions of duties
and telephone directory.

o Procedures to add, delete, or edit inventory, including explanation of the authority levels permitting such
changes.

e Reservation/cancellation procedures.
e Accounting and banking procedures.
o Sample reports with detailed descriptions.

After reading the manual, the Reservation Specialist and any DNR users will have an excellent grounding in
the basics of this job. This understanding will be supplemented with “hands-on” training, during which the
trainee will listen to and work under the guidance of experienced CRS staff members. At the end of each
training session, anonymous surveys will be taken to evaluate the Operations Manual and program. These
surveys will be reviewed at each annual review of operations. The manual and all other training materials will
be updated at least yearly, and as ReserveSuite or any other portion of the CRS is modified. Yearly training
updates will also be provided for staff.

Department Role in the Training Plan: The DNR plays a significant role in the Training Plan. This role will
include: supplying resource materials about the DNR’s business rules and information about the Parks,
ensuring that all appropriate DNR employees participate in the Training Program on schedule, and supporting
the certification process and standards to ensure that the DNR users of the CRS can properly use the system
in the field. InfoSpherix will work with DNR immediately after contract award to establish a specific schedule
for all DNR users to participate in the Training Program.

Continuous Training: Ongoing training is part of InfoSpherix’s overall training plan. All recreation specialists
will receive ongoing training to remain up-to-date on computer system operations, policies and procedures,
and availability of camping areas, activities, tours, and similar park system information and policies. During the
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year, DNR field personnel will have the field manual and Help Desk for reference. Also, the initial “Train the
Trainer” program will allow the DNR to carry on ongoing training of its staff and for new hires.

InfoSpherix advantage: Since 2000, InfoSpherix Reservation Specialists are kept in a continuous mode of
training to stay up to date on the policies, and procedures. This usually consists of a two hour refresher course
to emphasize specific polices, procedures, etc. We will ensure that this successful continuous training plan is
also used at GRNC'’s Michigan call center.

Timeliness of Documentation: InfoSpherix creates and maintains training and user manuals by synchronizing
their development with the software development and maintenance life cycles. By requiring that these
documents be written or updated, tested for usability, and rolled out with each new software application or
version, (or updated with any operational change that does not involve software modifications), we ensure that
users have the accurate manuals when they need them. As with software development, our documentation
development methodology demands that we involve the user in development to ensure that an acceptable
product will be delivered on time. Our editorial team will consult with the CRS Administrator and other DNR
users — and get their feedback and approval on drafts of manuals — to ensure that any new or updated manual
adequately serves its training and support purposes. This approach also pertains to InfoSpherix call center
staff in that our documentation team seeks out the input and feedback of reservations specialists to ensure that
training and user manuals suit their style of learning. We have found that this accelerates the learning process
and promotes a greater sense of confidence and comfort in a reservation specialist’s ability to do the job. We
will continue to utilize this method with our new Michigan-based subcontractor.

InfoSpherix advantage: The electronic format of our training materials allow up to date information and
changes to be implemented as soon as they are received. With the call center staff providing feedback we
ensure that the training environment reflects the needs of all of its users.

Help Desk training

InfoSpherix assigns technicians with relevant IT certifications to its ReserveWorld Help Desk, and provides
thorough training in our ReserveSuite software, other InfoSpherix-provided software or web tools, WAN
connectivity, remote monitoring and troubleshooting, and “walk-through” and “swap-out” resolutions. We also
provide training in other project-relevant issues, as well as in customer service “soft skills.”

Figure 29: Training

Training Requirement InfoSpherix Compliance

A. TRAINING OF DNR & CONTRACTOR InfoSpherix advantage: InfoSpherix has developed
TECHNICAL STAFF: The Contractor will provide training programs for, and trained, DNR user groups in

initial  training for the DNR  Systems role-relevant aspects of the system to the point that
Administrator(s) and the Contractor's Systems administrative, technical and field users throughout the
Administrator(s) in those aspects of the system Michigan State Parks system currently use the system with
softwa