
 
 
 

STATE OF TENNESSEE 
DEPARTMENT OF COMMERCE AND INSURANCE 

500 JAMES ROBERTSON PARKWAY 
NASHVILLE, TENNESSEE 37243 

(615) 741-9730 
 

 
Thursday, November 7, 2019        
          
Fiscal Review Committee 
8th Floor Rachel Jackson Building 
Nashville, Tennessee 37243 
 
Re: Proposed Contract Amendment– Original Contract RFS #33501-155004  
 
Dear Fiscal Review Committee: 
 
The f ollowing i nformation i s pr ovided i n s upport of  t he proposed c ontract amendment 
submitted for consideration and approval of the Fiscal Review Committee. 
 
Procurement Purpose 
The D epartment o f C ommerce an d Insurance, Emergency C ommunications B oard (the 
“TECB”), was created for the purpose of assisting emergency communications district boards 
of d irectors i n t he areas of m anagement, ope rations, a nd a ccountability, a nd e stablishing 
emergency communications for all citizens of the state. In January 2016, the TECB entered 
into an agreement with T eleCommunication S ystems, Inc. to s ecure s ervices f or t he 
management of  911 o ver N etTN. N etTN u tilizes a  s ingle, s tatewide c ommunications 
infrastructure to provide virtual private networks (VPNs) with broadband connectivity.  
 
Currently, 911 i s pr ovided ove r N etTN s ervice ( physical, da ta l ink and ne twork l ayer 
services).  N etTN provides IP connectivity (layers 1, 2 & 3 services) between public safety 
answering p oint (PSAP) s ites. T he S tate intends to s ecure services f rom a n e xpert i n 91 1 
operations and technology to act as the TECB’s agent with respect to the 911 over NetTN 
services, administering and monitoring all aspects of interconnection, configuration, security, 
use, a nd m aintenance of  91 1 ove r N etTN b y all s ervice pr oviders, b y P SAPs, b y P SAP 
vendors, and by any other stakeholders interconnected with 9 1 1 over NetTN.  The State also 
intends to s ecure s ervices t o r ender as sistance t o an y an d all s takeholders, to e nsure 
compliance with applicable TECB policies, to establish interconnection, and to ensure the 
smooth a nd r eliable ope ration of  9 1 1 ove r N etTN. The TEC B p lans to mo ve t o a  f ully 
integrated Next Generation 911 s olution in a phased approach while leveraging the NetTN 
network. 
 
Justification for Proposed Contract Amendment 
 
At its regular meeting on August 7, 2019, the Tennessee Emergency Communications Board 
voted t o ceas e t he p rocurement o f “A LI and S elective R outing D atabase m anagement” 
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services as detailed by Sections A.2.g, A.2.h, and C.3 by the Contract Between the State of 
Tennessee, Department of Commerce and Insurance Tennessee Emergency Communications 
Board and TeleCommunication Systems, Inc. (the “Contract”). Therefore, in accordance with 
section D.3 of the Contract, the TECB would like to modify and amend the Contract in order 
to ef fectively t erminate i ts p rocurement o f t he A LI an d S elective R outing D atabase 
management s ervices, b ut r etain al l remaining s ervices for t he r emainder o f t he co ntract 
period. The TECB’s NG911 service provider, AT&T, notified the TECB in late 2018 that they 
were m oving s ervice away f rom t he c urrent s olution, s upported b y C omtech, t o A T&T’s 
nationwide N G911 s olution. T he r ollout of  t he current N G911 s olution w ith A T&T a nd 
Comtech included three deployment stages: 1) network buildout 2) PSAP interconnection to 
the network and 3) transitional automatic location identification (ALI) services. Stage three, 
transitional A LI, w as s tarted, but  i s no  l onger needed as a r esult of  t he s hift i n N G911 
solutions.  
 
The ALI and Selective Routing Database Management Services, through Comtech, were put 
in place to provide the state of Tennessee with additional support in managing a separate ALI 
database t hat u tilized t he g eographic i nformation s ystem ( GIS) d ata b eing d eveloped an d 
managed as  a p art o f the ALI and G IS services portion of  the Contract. The or iginal plan 
included t ransition to the ALI managed b y Comtech, eventually replacing the AT&T ALI 
database that is in use today. The Comtech ALI database has not gone live in a production call 
routing environment, and with the decision to move to the AT&T nationwide NG911 solution, 
the s ervices f or A LI and S elective R outing D atabase M anagement s ervices a re n o l onger 
required. Comtech is a valued partner of the provision of the lifesaving power of 911 in the 
State of Tennessee and through this amendment, the TECB wishes to modify but maintain 
that relationship. 
 
Please advise if the Committee requires any additional information.   
 
Respectfully,  
 
 
 
 
 
Benjamin Glover 
Assistant Director & General Counsel 
Tennessee Emergency Communications Board 
(615) 770-3849 
Benjamin.Glover@tn.gov 
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*Contact Name: 
Cherrelle Hooper *Contact 

Phone: 

(615) 741-9730 

*Presenter’s 

name(s): 

 Curtis Sutton/Benjamin Glover 

Edison Contract 

Number: (if applicable) 

46733 RFS Number: 
(if applicable) 

33501-155004 

*Original or 

Proposed Contract 

Begin Date: 

January 17, 2016 *Current or 

Proposed End 

Date: 

January 16, 2021 

Current Request Amendment Number:  
(if applicable) 

N/A 

Proposed Amendment Effective Date:   
(if applicable) 

N/A 

*Department Submitting: 
Department of Commerce and Insurance 
(“Department”) 

*Division: Emergency Communications Board 
*Date Submitted: September 25, 2019 

*Submitted Within Sixty (60) days: Yes 
If not, explain: N/A 

*Contract Vendor Name: TeleCommunications Systems, Inc. 
*Current  or Proposed Maximum Liability: $20,000,000.00 

*Estimated Total Spend for Commodities: $16,500,000.00 

*Current or Proposed Contract Allocation by Fiscal Year:  
(as Shown on Most Current Fully Executed Contract Summary Sheet) 
FY: 2016 FY: 2017 FY: 2018  FY: 2019 FY2020 FY2021 
$2,000,000.00 $4,000,000.00 $4,000,000.00 $4,000,000.00 $4,000,000.00 $2,000,000.00 

*Current Total Expenditures by Fiscal Year of Contract:  
(attach backup documentation from Edison) 
FY: 2016 FY: 2017 FY: 2018 FY: 2019 FY: 2020 FY: 2021 

$1,836,223.79 

 

$3,406,138.90 

 

 

$3,845,062.92 

 

 

$3,464,611.74 

 

$ 559,948.12 $ n/a 

IF Contract Allocation has been 

greater than Contract 

Expenditures, please give the 

reasons and explain where surplus 

funds were spent: 

The Contract Allocation has been greater 

than Contract Expenditures because the 

TECB is using less of the hourly services 

because the network is more stable and/or 

the contractor is more efficient. 

 

The surplus funds are provided to the 

emergency communications districts 

(“ECDs”). Tenn. Code Ann. § 7-86-130 

requires that at least 50% of any 911 

surcharge revenue collected in excess of 

the TECB budget and the ECD base 

funding payments per Tenn. Code Ann. §7-
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86-303 shall be distributed to the ECDs. 

The TECB has a policy of distributing at 

least 75% of such funds and a history of 

submitting 100% of those funds for the last 

several fiscal years. The funds are provided 

to the ECDs on a pro rata basis in the 

same proportion as their shares of the base 

funding amounts.   
 

 

IF surplus funds have been carried 

forward, please give the reasons 

and provide the authority for the 

carry forward provision: 

N/A 

IF Contract Expenditures exceeded 

Contract Allocation, please give the 

reasons and explain how funding 

was acquired to pay the overage: 

N/A 

*Contract Funding Source/Amount: 

 

State: 

 

100% 

Funding from 911 

Surcharge pursuant 

to T.C.A. §7-86-128 

Federal: None 

 
Interdepartmental: 

 

None 

Other: N/A 

If “other” please define: N/A 
If “interdepartmental” please define: N/A 
Dates of All Previous Amendments 

or Revisions: (if applicable) 

Brief Description of Actions in Previous 

Amendments or Revisions: (if applicable) 

No Previous Amendments or 

Revisions 
N/A 

Method of Original Award:  (if applicable) N/A 
*What were the projected costs of the 

service for the entire term of the contract 

prior to contract award? 

How was this cost determined? 

N/A 

*List number of other potential vendors 

who could provide this good or service; 

efforts to identify other competitive 

procurement alternatives; and the 

reason(s) a sole-source contract is in the 

best interest of the State.  

 

N/A 
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Amendment Request 
This request form is not required for amendments to grant contracts. Route a completed request, as one file in PDF format, 
via e-mail attachment sent to:  Agsprs.Agsprs@tn.gov 

 APPROVED 

 CHIEF PROCUREMENT OFFICER                                      DATE 

 

Agency request tracking # 33501-205002 

1. Procuring Agency Department of Commerce and Insurance 

Division: Tennessee Emergency Communications Board 

2. Contractor     TeleCommunication Systems, Inc. 

3. Edison contract ID # 46733 

4. Proposed amendment # 1 

5. Contract’s Original Effective Date January 17, 2016 

6. Current end date  
 January 16, 2021 

7. Proposed end date  
 January 16, 2021 

8. Current Maximum Liability or Estimated Liability 
 $ 20,000,000.00 

9. Proposed Maximum Liability or Estimated Liability  
 $ 16,500,000.00 

10. Strategic Technology Solutions Pre-Approval Endorsement 
Request 
– information technology service (N/A to THDA) 

 Not Applicable     Attached     

11. eHealth Pre-Approval Endorsement Request  
– health-related professional, pharmaceutical, laboratory, or imaging  Not Applicable     Attached     

12. Human Resources Pre-Approval Endorsement Request  
– state employee training service  Not Applicable     Attached     

13. Explain why the proposed amendment is needed 

The TECB’s NG911 service provider, AT&T, notified the TECB in late 2018 that it is moving service away from the 
current solution, supported by Comtech, to AT&T’s nationwide NG911 solution. The rollout of the current NG911 
solution with AT&T and Comtech included three deployment stages: 1) network buildout 2) PSAP interconnection to 
the network and 3) transitional automatic location identification (ALI) services. Stage three, transitional ALI, was 
started, but is no longer needed as a result of the shift in NG911 solutions.  
 
The reduction in estimated liability includes this amendment as well as the additional monies allocated but not spent 

mailto:Agsprs.Agsprs@tn.gov
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(surplus funds) for the previous years. The surplus funds are provided to the emergency communications districts 
(“ECDs”). Tenn. Code Ann. §7-86-130 requires that at least 50% of any 911 surcharge revenue collected in excess of 
the TECB budget and the ECD base funding payments per Tenn. Code Ann. §7-86-303 be distributed to the ECDs. 
The TECB has a policy of distributing at least 75% of such funds and a history of submitting 100% of those funds for 
the last several fiscal years. The funds are provided to the ECDs on a pro rata basis in the same proportion as their 
shares of the base funding amounts.   
 

14. If the amendment involves a change in Scope, describe efforts to identify reasonable, competitive, 
procurement alternatives to amending the contract. 

This amendment is removing services from the Scope, so there were no other identifiable procurement 
alternatives to amending the contract under these circumstances. 

Signature of Agency head or authorized designee, title of signatory, and date (the authorized designee may 
sign his or her own name if indicated on the Signature Certification and Authorization document)     

 



 

C O N T R AC T  A M E N D M E N T  C O V E R  S H E E T  

Agency Tracking # Edison ID Contract # Amendment # 

33501-205002 46733 46733 1 

Contractor Legal Entity Name Edison Vendor ID 

TeleCommunication Systems, Inc.  37866 

Amendment Purpose & Effect(s) 
Cease procurement of ALI and Selective Routing Database Management Services 

Amendment Changes Contract End Date:           YES     NO End Date:          January 16, 2021 

TOTAL Contract Amount INCREASE or DECREASE per this Amendment (zero if N/A): ($1,944,000)  

Funding — 
FY State Federal Interdepartmental Other TOTAL Contract Amount 

2020 ($1,008,000)                   ($1,008,000) 

2021 ($936,000)                   ($936,000) 

                                   

                                   

                                   

TOTAL: ($1,944,000)                   ($1,944,000) 

 

Budget Officer Confirmation:  There is a balance in the 
appropriation from which obligations hereunder are required 
to be paid that is not already encumbered to pay other 
obligations. 

CPO USE 

Speed Chart (optional) Account Code (optional) 

3350800911       
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AMENDMENT ONE 
OF CONTRACT 46733 

 
This Amendment is made and entered into by and between the State of Tennessee, Department of 
Commerce and Insurance, Tennessee Emergency Communications Board, hereinafter referred to as the 
“State” and TeleCommunication Systems, Inc., hereinafter referred to as the “Contractor.”  For good and 
valuable consideration, the sufficiency of which is hereby acknowledged, it is mutually understood and 
agreed by and between said, undersigned contracting parties that the subject contract is hereby amended 
as follows:  
 
1. The following preamble is added to the Contract: 
PREAMBLE 

As a result of the decision to move to the AT&T nationwide NG911 solution, the services for ALI and 
Selective Routing Database Management services are no longer required. Therefore, in accordance with 
section D.3 of the Contract, this amendment effectively terminates the procurement of the ALI and 
Selective Routing Database management services.  
 
2. Contract Section A.2. is deleted in its entirety and replaced with the following:  
 
A.2. Database Maintenance, Change Management Process, and Management Procedures. 
 
A.2.a. The Contractor shall maintain a database of service providers to include the following: 
 

i. Contact information; 
 

ii. Type of connection; 
 

iii. Network interconnection points; 
 

iv. Technical specifications and configurations such as trunk counts, types, and signaling 
formats; 

 
v.  Other data as specified by the Tennessee Emergency Communications Board (“TECB”). 

 
A.2.b. The Contractor shall maintain a database of public safety answering points (“PSAPs”) that 
 includes: 
 

i. Contact information; 
 
ii. Equipment type, brand, model, and configuration; 

 
iii. PSAP vendors used and equipment and services provided by vendor 

 
iv. 9-1-1 over NetTN IP addresses; 

 
v. Technical specifications of equipment, such as number of ports and signaling formats 
vi. For SIP capable PSAPs: 
 

a) the SIP URI for 9-1-1 calls; 
b) SIP location conveyance capabilities; 
c) media capabilities (voice, video, text); 
d) available codecs; 
e) SIP conferencing and transfer capabilities. 

 
vii. Other traditional, or NG 9-1-1 data, as standards emerge, and as needed to perform the 

functions of the Contractor, or as specified by the TECB. 
 

A.2.c.  The Contractor shall maintain a database of PSAP vendors that includes: 
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i. Contact information; 
 
ii. Emergency problem resolution procedures. 

 
A.2.d.  The Contractor shall develop and regularly update a statewide 9-1-1over the NetTN deployment 
 plan, including:  
 

i. PSAP identification; 
 
ii. PSAP jurisdiction; 

 
iii. Service provider identification; 

 
iv. Service provider operating area; 

 
v. PSAP and service provider deployment schedules. 
 

A.2.e.  The Contractor shall develop and implement a Change Management Process subject to approval 
by the TECB or its designee. It should be noted that some changes may be relatively simple to 
review, plan, and implement (such as changing a destination in an existing call overflow plan) 
while other changes may be very complex and potentially disruptive (such as a PSAP relocation.)  
The Change Management Process developed must be able to accommodate both simple and 
complex changes with required cost and effort in scale with the complexity of the change, even 
while protecting the integrity of the service and fidelity to the policies of the TECB. 
The Change Management Process shall include, but is not limited to, the following: 
 
i. A process for making a change or reconfiguration request.  The Contractor is responsible 

for communicating the requirements for the change request to the requestor.  All change 
requests will be recorded and their disposition documented; 

 
ii. The Contractor’s review of a change or reconfiguration request must include 

consideration of these items: 
 

a) Authorization – is the requestor authorized to make requested change; 
b) Clarity – is the purpose or goal of the change sufficiently clear to implement; 
c) Compliance – is the change compatible with the policies and goals of the 

TECB; 
d) Feasibility – is the change technically sound and can it be safely implemented 

without danger to the 9-1-1 service; 
e) Identification – All parties that will be affected by the change, or who require 

knowledge of the change, must be identified; 
f) Procedure – is there a standard method of implementation (MOP);  
g) Recovery – if the change causes an unexpected problem is there a safe back-

out/restoration procedure; 
h) Resources – what resources are required to implement the change; 
i) Security – are there security implications; 
j) Side effects – what impacts will the change have on apparently unrelated 

functions; 
k) Test plan – what post change functions need to be verified. 
 

iii. The Contractor shall develop a review process which is recorded and documented.   
 
iv. Implementation shall be subject to review and approval by the TECB or its designee.  
 
v. The Contractor shall schedule implementation of a change that completes the review 

process.  A schedule shall be set up and all identified entities will be notified.  Log entries 
shall be made to record the actual work performed, time and date of the work, and the 
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results of the test plan.  If unexpected problems or issues are encountered the recovery 
procedure is invoked and documented, and the change is returned for additional review. 

 
vi. At the completion of a change the Contractor shall update all documents and records in 

the management system as required by the change. 
 
vii. The Contractor must publish its change management procedures and make this 

information available to the TECB. 
 

A.2.f. Service provider business relation management: 
 

i. The Contractor shall be the primary contact for all service providers. All connections 
(data/voice) into the 9-1-1 over NetTN will be coordinated through the Contractor; 

 
ii. The Contractor shall document all data from service providers; 
 
iii. The Contractor shall write all 9-1-1 over NetTN service provider orders;  
 
iv. Due to the potential for conflicts of interest inherent in the oversight responsibilities of the 

Contractor, the Contractor must be able to operate as an independent entity, separate 
from any 9-1-1 service provider, 9-1-1 vendor, or person, corporation, or company 
associated with Tennessee’s 9-1-1 over NetTN system. 

 
A.2.g. Alternate and overflow routing: 
 

i. The Contractor shall develop a call overflow scheme with each PSAP in the state;   
ii. The Contractor shall document and test all call overflow / alternate routing configurations. 
 

A.2.h. Call logging / stats reporting: 
 

i. The Contractor shall receive on-line access to call traffic logs from the 9-1-1 over NetTN 
service provider; 

ii. The Contractor shall provide monthly reports and findings to the TECB, or upon request 
by the TECB, including, but not limited to: call traffic, time to answer, call duration, call 
overflow, call transfer, unanswered calls, errors and anomalies; 

iii. The Contractor shall have secure web based tracking and reporting tools and must 
include trouble ticket initiation, trouble history tracking, resolution status and NOC 
response time.   

 
A.2.i. IP to CAMA gateways (traditional PSAP).  The Contractor shall: 
 

i. Identify types of PSAP equipment, PSAP signaling format requirements and capabilities; 
ii. Place orders with this data to 9-1-1 over NetTN service provider; 
iii. Track orders and verify installation of the IP to CAMA gateway at the PSAP; 
iv. Provide a test and backup plan to 9-1-1 over NetTN service provide; 
v. Verify test plan and report to the TECB. 
 

A.2.j. Technical problem resolution - Performance Standards. 
  
 The Contractor must have a 24x7 Network Operations Center (NOC). The NOC shall provide 
 constant monitoring and dedicated network management services required by the TECB in this 
 Contract. The NOC is to be located in the U.S. and all call centers must be handled by the NOC 
 located in the U.S.  The Contractor’s NOC help desk shall be available 24-hours per day and 365 
 days per year. The Contractor’s Level 1 will initiate a trouble ticket and determine the level of 
 support and action necessary to accommodate the end users needs. The Contractor shall furnish 
 to all PSAP’s a toll free number, and email address to access the Contractor’s NOC Staff. 
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i. The Contractor shall place orders and initiate trouble tickets using the established 
customary and reasonable order and trouble ticket processes established by the 9-1-1 
over NetTN service provider;   

 
ii. The Contractor will require an IP connection to the 9-1-1 over NetTN network for 

monitoring, access to databases and logs, and for initiating test calls; 
 

iii. The Contractor shall accept calls from PSAPs, the 9-1-1 over NetTN service provider, 
other service providers, and stakeholders reporting all problems, including but not limited 
to misrouted calls, incorrect / missing ALI data, or voice quality problems; 

 
iv. The Contractor shall triage problems and determine the cause, e.g., 9-1-1 over NetTN 

service provider issue, other service provider issue, PSAP issue, etc.; 
 

v. The Contractor shall:  
 

a) Initiate trouble tickets with appropriate provider(s); 
 
b) Track all trouble tickets, and provide updates on trouble tickets to the TECB; 

 
c) Maintain service escalation data for all service providers; 

 
d) Record history and resolution of all trouble tickets;  

 
e) Analyze trouble tickets for trends, and chronic problems; 

 
f) Produce quarterly reports of findings to the TECB. 
 

vi. The Contractor will be responsible for establishing Service Level Agreements that meet 
or exceed the following requirements. 

 
a)   Average speed to answer – 60 seconds of all calls (The average time it takes a 

user to speak to an agent); 
 

Time is measured once the caller has made a final selection from the telephone 
prompt and is placed in queue until the caller is working with an agent.  
 
Measurement Calculation: This Service Level is averaged monthly and 
calculated by dividing the number of calls answered in a specified time by the 
total number of calls to the Service Desk in the measurement window and 
expressed as a percentage.  
 
Numerically: (Calls answered in a specified time) / (All calls answered) * 100 = 
Level of Service percent  
 

b)   Abandon rate of all global inbound calls – 10% (The percentage of users that call 
in to the Help Desk and hang up before being connected with a live agent.) 

 
Service Level Description: “Call Abandon Rate” measures those calls that are 
disengaged by a caller after being placed in a call queue, but before being 
handled by an agent as reported through telephone switch metrics. 
 
Measurement Calculation:  This key metric is averaged monthly and calculated 
by dividing the number of calls placed in a call queue, but were disengaged by a 
caller, by the total number of calls placed in a call queue to the Service Desk 
during the measurement window and expressed as a percentage. 
 
Numerically:  Metric Calculation (Calls disengaged by caller) / (Total calls placed 
in call queue) = Call Abandon Rate. 
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c) Call Duration – 20 minutes or less 
 

The duration of time a user is on the telephone with an agent resolving an issue 
and time used to the call once the call has ended (time agent enters comments 
or notes pertaining to the call.) 
 

d)  Alarm notification – 10 minutes 
 

‘Catastrophic’ or 'Critical' and 'Major' alarms will be reported to the TECB within 
10 minutes from the inception of the alarm. 

 
A.2.k. 9-1-1 over NetTN change and reconfiguration procedures:   
 

i. The Contractor shall establish the process for such requests.  The process must be in 
accordance with policy established by the TECB and with TECB contractual 
arrangements; 
 
a. Some types of changes (e.g., call overflow scheme) may have different change 
 processes than other types of changes (e.g., pANI initial routing). 
 
b. The Contractor shall determine and verify the authority of the persons or entities 
 initiating requests for change; 
 
c. The Contractor shall devise a plan for accomplishing the requested change.  This 
 plan must include but is not limited to: 
 

1. Obtaining approvals from the TECB and other stakeholders as required; 
 
2. Establishing a timeline for the change that is satisfactory to the impacted 

parties and in accordance with policy; 
 

3. Assessing the impact of the change or the reconfiguration, and the impact of 
the change process itself on 9-1-1 operations; 

 
4. Providing for the mitigation of identified impacts as required; 

 
5. Ensuring that all stakeholders in the change process have been properly 

notified. 
 

ii. The Contractor shall perform project management, including implementation and testing, 
for the change or reconfiguration process; 

 
iii. The Contractor shall update all documents and records in the management system as 

required by the change. 
 
A.2.l. The Contractor shall develop and present to the TECB for approval a disaster recovery plan.  

This plan shall be invoked in the event of a catastrophic failure of all, or of a significant portion of, 
the 9-1-1 over NetTN service, which will require substantial time to repair or to mitigate, and 
adversely impact public safety.    
 
At a minimum, this disaster recovery plan shall address: 
 
i. Persons or entities to be notified (e.g., officials, stakeholders); 
 
ii. Authorized messages to be conveyed in such a circumstance; 
 
iii. Authorized actions to be or that may be undertaken by the Contractor in an attempt to 

mitigate the catastrophic failure; 
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iv. Roles, responsibilities, and chain of command for Contractor mitigation actions; 
 
v. Recovery and restart procedures, involving stakeholders, if needed, after the cause of the 

failure has been resolved; 
 
vi. Alternative methods of monitoring or determining the status of the 9-1-1 over NetTN 

service should the failure limit the Contractor’s normal methods of IP or service 
monitoring. 

 
A.2.m. The Contractor shall develop a classification system for alarms and failure events.  This system 

shall include the alarm levels as defined by Bellcore TR-NWT-000474, or their equivalents: 
 

i. ‘Catastrophic’ (color unlit) or 'Critical'  (color = red):  An alarm used to indicate a severe, 
service affecting condition has occurred and that immediate corrective action is 
imperative, regardless of the time of day or day of the week. Escalation to top level 
personnel is immediate, and required; 

 
ii. 'Major'  (color = orange):   An alarm used for conditions that indicate a serious disruption 

of service or the malfunctioning or failure of important hardware. These conditions require 
the immediate attention and response of a technician to restore or maintain system 
capability.  The urgency is less than in critical situations because of a lesser immediate or 
impending effect on service or system performance;   

 
iii. 'Minor' (color = yellow):  An alarm used for conditions that do not have a serious effect on 

the service, or for troubles in hardware that are not essential to the operation of the 
system; 

 
iv. 'Info' (color = blue):  An indication used to raise attention to a condition that could 

possibly be an impending problem, or to notify the network operations center of an event 
that improves the overall operation. 

 
A.2.n. The Contractor shall develop, test and publish its internal and external escalation procedures, 

including contact information and the chain of command.  
 
A.2.o. The Contractor shall develop and implement a plan and provide services for integrating the Office 

for Information  Resources, Geographic Information Systems (GIS) and ECD GIS databases into 
9-1-1 over NetTN. 

 
3. Contract Section C.3. is deleted in its entirety and replaced with the following: 
 

C.3.  Payment Methodology. The Contractor shall be compensated based on the payment 
methodology for goods or services authorized by the State in a total amount as set forth in 
Section C.1.  
 

a. The Contractor’s compensation shall be contingent upon the satisfactory 
provision of goods and services set forth in Section A.  

 
b.  The Contractor shall be compensated based upon the following payment 

methodology: 
 
 
 
 
 
 
 
 
 



7 

 
Goods or Services Description 

 

 
Amount* 

(per compensable increment) 
 
On-site technical and professional services provided by 
individuals other than the Project Manager at the Tennessee 
Emergency Communications Board, 9-1-1 over NetTN facilities, 
local emergency communications districts, public safety 
answering points or other locations as approved by the TECB. 
 

 
 
$118.00/per hour 

 
Other technical and professional services provided by Individuals 
other than the Project Manager, excluding services involved in 
the operation of the NOC. 
 

 
$128.00/hour 

 
Administrative and support services. 

 
$87.00/hour 
 

 
Project Manager services. 

 
$19,240.00/month 
 

 
Operation of the Network Operations Center (NOC), including all 
services related to the operation of the NOC.  
 

 
$50,149.00/month 
 

 
GIS Services.  

 
$49,950.00/month 
 

 
*All amounts due Contractor are subject to the performance standards set forth in Section A.2.I. 
with regard to technical problem resolution. The amount paid Contractor for services provided 
during any month this Contract is in effect in which Contractor failed to meet such standards will 
be reduced by one percent (1%) of the total aggregate billing for such month. Failure by 
Contractor to meet such standards in a second consecutive month will result in a reduction of two 
percent (2%) of the total aggregate monthly billing for such month. 

 
c.  The Contractor shall not bill more than eight (8) hours per calendar day, even if 

the Contractor works more than eight (8) hours in a calendar day. 
  
d. For Contractor’s personnel working under a Service Description category that is 

billed in hourly compensable increments, Contractor may bill for travel time to 
and from the primary site of service under such particular Service Description 
category provided that such billing, combined with billing for work performed, 
does not exceed eight (8) hours per calendar day.  

 
Required Approvals.  The State is not bound by this Amendment until it is signed by the contract parties 
and approved by appropriate officials in accordance with applicable Tennessee laws and regulations 
(depending upon the specifics of this contract, said officials may include, but are not limited to, the 
Commissioner of Finance and Administration, the Commissioner of Human Resources, and the 
Comptroller of the Treasury). 
 
Amendment Effective Date.  The revisions set forth herein shall be effective once all required approvals 
are obtained.  All other terms and conditions of this Contract not expressly amended herein shall remain 
in full force and effect.  
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IN WITNESS WHEREOF, 

TeleCommunication Systems, Inc.: 

 

SIGNATURE DATE 

 

PRINTED NAME AND TITLE OF SIGNATORY (above)  

DEPARTMENT OF COMMERCE AND INSURANCE: 

 

HODGEN MAINDA, COMMISSIONER DATE 
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