Parallel ProCare - Service Level Agreement
Troubleshooting:
e Priority Service Call handling.

e Onsite labor to assist with break/fix troubleshooting is included. Travel time outside
the seven counties surrounding the Twin Cities metro area (Anoka, Carver, Dakota,
Hennepin, Ramsey, Scott & Washington) is not included.

¢ Remote support will be provided as necessary.
e Subcontractor labor is not covered under this agreement.
System & Device Monitoring:

e Utilizing Genetec's Scheduled Task functionality, Parallel will program and review
weekly reports of failed/failing devices, perform remote triage and dispatch onsite
visits if necessary.

o Connection to camera stopped unexpectedly
o Connection to unit stopped unexpectedly

o Directory stopped unexpectedly

o Entity is offline (Door, Role, everything)

o Role Stopped unexpectedly

o Server stopped unexpectedly

o Transmission lost (camera still online but stopped communicating with
Archiver)

o Unittime out of sync with time server (cannot see live video)
o Video signal lost

e Ability to create more frequent reports for high-priority equipment and systems is
available upon request.

Health Assessment:
e To be provided on an annual basis.

e Perform a Genetec Directory Server backup and provide to Client on portable USB
drive.



Agenda:
o System Overview
= Platforms
= Software
= Server Role Inventory
o Current State Assessment
= Video Surveillance System
= Archivers & Storage
» Cameras
= Firmware Status & Password Strength
= Access Control System
= Hardware Inventory
= Credential Technology
» Cardholder Overview
= Intrusion Detection System
= Hardware Inventory
= Programming
o Key Findings
o Recommendations
= Video Surveillance System
= Access Control System
= Intrusion Detection System
o Maintenance & Service Review
o Future Roadmap
= Access Control System

= Video Surveillance System



= Intrusion Detection System
Professional Services by Client Success Manager (CSM):
e Delivered by Parallel's Client Success Manager
e The goalis to provide continued education about the features of the system.
¢ Including, but not limited to:
o VisualTracking
o Maps/GIS Maps
o Training
o Analytics
o Future Planning
o Advanced Programming
o Automated notifications
e Uponclientrequest
¢ Minimum of 2-hour increments
e Time based on total number of devices (cameras & readers)
o <50 devices 4 hours
o 51-99 devices 8 hours
o 100+ devices 16 hours
Server Software Updates:

¢ Upon client's approval, Parallel Technologies will perform the requested
update/upgrade to the most current and compatible version.

e (1) server update/upgrade included and must be performed during the contract
period.

e Assumptions:

= Client has installed all necessary Windows Updates as well as
server/client firmware updates.



Offline servers/client machines at the time of update may be
excluded.

Servers/clients which fail to update are presumed to be broken and
should be repaired or replaced. Additional material cost may apply
and will be at the expense of the client.

Update services provided from the software manufacturer must be
allowed to properly communicate to supported hardware.

Peripheral Software/Firmware Updates:

e Upon client's approval, Parallel Technologies will perform the requested

update/upgrade to the most current and compatible version.

¢ Includes up to (5) client workstations

e Assumptions:

All hardware is in good working order.
Offline hardware may be excluded.

Hardware which fails to update is presumed to be broken and should
be repaired or replaced. Additional material cost may apply and will
be at the expense of the client.

Applicable device management tools are installed, have an internet
connection and have access to all supported hardware.

Access Control Panel Battery Replacement:

o Parallel Technologies shall provide replacement access control batteries (sealed

lead acid) if they are more than 3-years old, upon client's request.

e Parallel Technologies shall properly recycle batteries per manufacturer

recommendations.

Online Portal Access:

e Create and manage Service Calls

o View technician notes

o Set priority

Urgent



= High
= Medium
= Low
= Long-term initiatives
e \View Invoices and associations
e View Projects and progress
Warranty Replacement and Claims:

e Under this agreement, Parallel Technologies shall facilitate all warranty claims with
the associated manufacturer of covered equipment.

e Warranty replacement is manufacturer dependent.
Term:

e Parallel's ProCare Agreement shall be for 1 year unless stated otherwise
Additional contract terms:

e Services described in the agreement will be provided during normal business hours,
Monday through Friday, 7:00am to 4:00pm. Holidays follow the IBEW schedule.
Services provided outside of these periods will be billed at after-hours/emergency
rates.

e To provide the services described above, the entire system/platform and peripheral
devices must be covered under a ProCare contract. Otherwise, services may be
limited at Parallel's discretion.

Other services to be provided:

e Please refer to the ‘Addendum to MPRB's 2026-2027 Managed Services Agreement'.
This includes additional contractual elements (listed below).

o Standard Operating Procedure for physical, break-fix service
o Service Vouchers

o Prioritization

o Response SLA Expectations

o Bi-weekly Review Meetings



Supported Sites and Systems*:

1 Theodore Wirth Pkwy, Minneapolis, MN
15 8™ Ave NE, Minneapolis, MN

1000 E 14th St Minneapolis, MN

112 Williams Ave SE Minneapolis, MN
1320 29th Ave NE Minneapolis, MN

1382 Willow Street Minneapolis, MN

15 8th Ave NE Minneapolis, MN

1520 Johnson Street NE, Minneapolis, MN
1530 Johnson Street NE Minneapolis, MN
1600 Portland Ave Minneapolis, MN

1615 N Dowling Ave Minneapolis, MN
1801 N. James Ave Minneapolis, MN

1900 E 40th St Minneapolis, MN

201 Meadowbrook Road Hopkins, MN
2101 Cedar Lake Parkway Minneapolis, MN
2117 West River Road Minneapolis, MN
2307 17th Ave S Minneapolis, MN

2318 29th Ave S Minneapolis, MN

2323 11th Ave S Minneapolis, MN

2401 E Minnehaha Pkwy Minneapolis, MN
2700 S 12th Ave Minneapolis, MN

2927 N Irving Ave Minneapolis, MN

3000 Bde Maka Ska Parkway Minneapolis,
MN



3030 E. 53rd St. Minneapolis, MN

3101 Bryant Ave S Minneapolis, MN
3232 Russel Ave N, Minneapolis, MN
3275 Glenwood Ave Minneapolis, MN
3334 20th Ave. S Minneapolis, MN

3400 15th Ave S. Minneapolis, MN

3400 4th Ave S Minneapolis, MN

3435 Fillmore St NE, Minneapolis, MN
3800 Bryant Ave S Minneapolis, MN
3801 Kings Hwy S Minneapolis, MN
3900 Bryant Ave S Minneapolis, MN
3954 Bryant Ave. S Minneapolis, MN
400 Kenwood Parkway Minneapolis, MN
4022 1/2 N Washington Ave Minneapolis, MN
4022.5 Washington Ave N Minneapolis, MN
4055 Nicollet Ave Minneapolis, MN

420 S 1st Street Minneapolis, MN

420 SE Main St. Minneapolis, MN

425 W. 26th St. Minneapolis, MN

4300 Webber Parkway Minneapolis, MN
4330 Webber Parkway Minneapolis, MN
4655 46th Ave S, Minneapolis, MN

4749 46th Ave S, Minneapolis, MN

4825 Minnehaha Ave Minneapolis, MN

4901 Minnehaha Ave, Minneapolis, MN



500 S. 15th Ave Minneapolis, MN

5001 N. Humboldt Ave. Minneapolis, MN
503 N Irving Ave. Minneapolis, MN

5701 S 28th Ave Minneapolis, MN

5821 Wentworth Ave. S. Minneapolis, MN
600 Kenwood Parkway, Minneapolis, MN
620 W. 34th Street Minneapolis, MN

621 N 29th Ave Minneapolis, MN

690 13th Ave. NE Minneapolis, MN

725 Vineland Pl Minneapolis, MN

730 E 22nd St. Minneapolis, MN

800 Columbia Parkway Minneapolis, MN
820 1st St NE, Minneapolis, MN

901 15th Ave SE Minneapolis, MN

906 E 47th St, Minneapolis, MN

Genetec System ID: GSC-171215-224321

* Limited to video surveillance, intrusion and access control systems that were sold and
installed by Parallel Technologies. Device counts are based on manufacturer licensing and
available documentation. Variances in quantities are expected.

Client Responsibilities:

There are a variety of items not covered under Agreement including:
Software Maintenance Agreement:

e Clientis responsible for maintaining all applicable manufacturer software
maintenance agreements (not included in this agreement unless otherwise
indicated).

Windows updates, applicable server/client firmware and other software:



e Itisthe responsibility of the client to ensure all applicable Windows updates as well
as any other software updates (i.e. Adobe, Microsoft Office) are complete.

e Parallel can provide third-party services if requested.

Network:

e Access Control, Video Surveillance, and Intrusion systems are dependent on
continuous network access provided by the client.

e [tisthe client's responsibility to ensure the proper network rules, security, and
access are granted to these devices.

Replacement hardware:

e The purchase of replacement hardware is not covered under this agreement (i.e.
card readers, power supplies, panels, cameras, consumables).

e Door hardware including, but not limited to, strikes, electric latch retraction, general
door hardware (i.e. hinges, locks, panic hardware), door handles (standard or
electrified), turnstiles as well as the associated costs of repair (subcontractor,
Parallel labor, materials, etc.) are not covered under this Agreement.

Conduit and pathway is not covered under this agreement.
Remote Access & Communication:
o Client shall provide remote access to supported server(s) and peripheral device(s).

e Client shall allow server(s) to communicate off-network to provide remote
diagnostic information, including but not limited to System Availability Monitor and
Scheduled Task Reports for System & Device Monitoring.

Credentials:

e Itisthe responsibility of client to procure and configure any access control fobs,
cards, mobile credentials, etc.

e Itisthe responsibility of client to manage users, cardholders, credentials, etc.

e Assistance can be provided on a T&M basis.

e Clientis responsible for all password management including but not limited to:
= Devices (i.e. cameras, panels)

=  Windows Logins



= Software logins
Moves, adds, changes, deletes or other tasks:

e Any moves, adds, changes, or deletes, including programming changes are not
included and can be provided on a T&M basis.

o Parallel Technologies is not responsible for lost footage, data, reports, etc. due to a
failure of any feature.

Features and Functionality:

e Itisthe client's responsibility to ensure features and functionality are operating as
intended.

Lift:

e The use or procurement of a lift is notincluded.

o Parallel can provide a lift on a T&M basis if client is unable to provide.
Service Level Agreement:

e This Service Level Agreement does not include guaranteed response times.
Travel Expenses:

¢ Clientresponsible for time and expenses incurred outside of the seven counties
surrounding the Twin Cities metro area. (Anoka, Carver, Dakota, Hennepin, Ramsey,
Scott & Washington)

Parallel Technologies Service Contact Information:
24x7 Service Number: (952) 278-0330

Non-urgent service request: ptservice@ptnet.com



Addendum to MPRB's 2026-2027 Managed Services Agreement

Summary: The purpose of this document is to improve the support and service

delivered to MPRB through a Managed Services Agreement. This document includes
(3) sections.

Standard Operating Procedure - Below is a standard operating procedure when
engaging Parallel Technologies for physical, break-fix service related to Electronic
Access Control, Surveillance, and Intrusion. A detailed workflow of Parallel's
internal processes is available upon request.

Response SLA with Service Vouchers - To further support the continued
partnership and emergency service needs, Parallel is offering a Service Level
Agreement for response times detailed below under ‘Service Vouchers'

Prioritization - As our organizations mature, there is a growing need to establish a
priority of Service Calls. The details of this are below under ‘Development
Improvements - Prioritization'.

Response SLA - The goal is to provide a reasonable expectation of when a
technician will begin working to resolve an issue. Details provided below.

Bi-weekly meetings — Parallel and MPRB will meet on a bi-weekly basis to discuss
pre-sales, projects and service.

Standard Operating Procedure for Break-Fix Support

1.

Electronic Access Control (EAC)

a. MPRB carpentry shop staff shall verify that the door and door hardware,
including the electronic access control strike are operational and free of
mechanical defects or deficiencies. If all are in working order, MPRB shall



reboot power to the EAC Panel. This can be accomplished either by flipping
the high voltage switch(es) inside the EAC panel or by turning off the breaker
at the high voltage electrical panel. Power should be interrupted for at least
15 seconds to ensure a full reboot.

. Iftheissue persists, a MPRB representative shall login to Parallel
Technologies Q360 Customer Portal and create a new Service Call or

email ptservice@ptnet.com. MPRB shall provide a detailed summary of the
troubleshooting that was attempted, including any recent changes to the

network, device, or environment.

Parallel will acknowledge the Service Call by placing it in a Status of
TOSCHEDULE. Best effort will be made to schedule the Service Call as soon
as possible. MPRB will take the next available slot. If there is another Service
Call for a non-MSA customer scheduled prior to that, Parallel will "bump"
that Service Call and give MPRB priority and slot.

. Parallel will attempt to diagnose the issue remotely and notify MPRB staff if
an onsite visit is required.

If an onsite visitis required, Parallel technicians will travel to the site with a
spare Altronix power supply (EFLOWA4NB or similar), control board (SY-
LP1502-SCS or similar), reader board (SY-MR52-SCS or similar), access
power controller (ACMSB8CB or similar), reader (40NKS-00-000000 or
similar), door position switch (N78CW/STDD & 1840-N or similar), and
motion request-to-exit device (T.REX-LT or similar). These components
represent the hardware essential to EAC. Below are a variety of
troubleshooting steps the technician will attempt to resolve the issue (in no
particular order).

i.  Parallel technician will verify there is power being supplied to and
from the Altronix power supply and replace under warranty if found to
be defective.

1. High voltage being supplied should have been verified by MPRB
staff. If not, Parallel technician will make an Event on the
Service Call and/or notify the MPRB representative that opened
the Service Call.

2. MPRB representative will notify the Parallel Service
Coordinator once power has been restored.



ii.  Parallel technician will verify the integrity of the EAC cabling from the
headend to the EAC door strike/mag lock.

iii.  Parallel technician will replace the ACMS8CB once approval has been
received by a MPRB representative.

iv.  Parallel technician will replace the reader board (SY-MR52-SCS or
similar) once approval has been received.

v. Parallel technician will verify operation of the motion request-to-exit
device (T.REX-LT or similar). If found to be defective, shall replace it
once approval has been received.

vi. Parallel technician will verify operation of the door position switch
(N78CW/STDD & 1840-N or similar). If found to be defective, Parallel
technician shall replace once approval has been received.

vii.  Parallel technician will verify operation of the door position switch
(reader (40NKS-00-000000 or similar). If found to be defective, Parallel
technician will replace.

viii. Once the issue is resolved, Parallel technician will enter resolution
notes as an Event and change the Service Call Status to ‘TECH DONE"

2. Surveillance

f.

In the event a camera has gone offline in Genetec, MPRB IT staff will attempt
to reboot/power cycle the camera. This can be accomplished by
unplugging/plugging the Category 5/6 data cable or rebooting the switch the
affected camera is connected to.

If the issue persists, a MPRB representative shall login to Parallel
Technologies Q360 Customer Portal and create a new Service Call or

email ptservice@ptnet.com. MPRB shall provide a detailed summary of the
troubleshooting that was attempted, including any recent changes to the
network, device, or environment.

Parallel will attempt to diagnose the issue remotely and notify MPRB staff if
an onsite visit is required.

If an onsite visitis required, Parallel technicians will travel to the site and
troubleshoot.



f.

g.

3.

j. Ifthe technicianis unable to resolve the issue, they will engage the

manufacturer to verify warranty status.

k. If underwarranty, the Parallel technician will remove the SD card and initiate
an RMA with the manufacturer. The Parallel Service Coordinator shall ship
the broken camera to the manufacturer and change the Status of the Service
Call to ‘WAIT4PARTS..

The Service Call will move to ‘TOSCHEDULE' status once the parts are
received.

Parallel will schedule and return onsite to replace and install the SD
card, following MPRB's documented camera programming and
installation standards.

Parallel technician will verify successful operation of the camera.

. If notunder warranty, Parallel will verify the replacement model and cost and

will submit to MPRB for approval. If the model changes, Parallel will submit
the details of the new model for MPRB to open a Change Management ticket
in their internal ticketing system.

Intrusion

Once approved, the Parallel Service Coordinator will order the
replacement and change the Status of the Service Call to
‘WAIT4PARTS..

The Service Call will move to ‘TOSCHEDULE' status once the parts are
received.

Parallel will schedule and return onsite to replace and install the SD
card, following MPRB's documented camera programming and
installation standards.

Once the issue is resolved, Parallel technician will enter resolution
notes as an Event and change the Service Call Status to ‘TECH DONE"

In the event an Intrusion alarm panel goes offline or fails to communicate with Silent
Knight, MPRB shall verify the panel has high voltage power and has network connectivity.

If the issue persists, a MPRB representative shall login to Parallel Technologies Q360
Customer Portal and create a new Service Call or email ptservice@ptnet.com. MPRB shall



provide a detailed summary of the troubleshooting that was attempted, including any
recent changes to the network, device, or environment.

h. Parallel will acknowledge the Service Call by placing it in a Status of TOSCHEDULE.
Best effort will be made to schedule the Service Call as soon as possible. MPRB will take
the next available slot. If there is another Service Call for a non-MSA scheduled prior to
that, Parallel will "bump" that Service Call and give MPRB priority and slot.

i Parallel will attempt to diagnose the issue remotely and notify MPRB staff if an
onsite visit is required.

j- Most of the edge device troubleshooting details are included under the ‘Electronic
Access Control' section. The other types of devices vary in form and functionality (motion
detectors, glass breaks, sirens, etc.). Those will be addressed as the Service Call
progresses. If a device is found to be defective, Parallel will verify the replacement model
and cost and will submit to MPRB for approval. If the model changes, Parallel will submit
the details of the new model for MPRB to open a Change Management ticket in their
internal ticketing system.

i.  Once approved, the Parallel Service Coordinator will order the
replacement and change the Status of the Service Call to
‘WAIT4PARTS..

ii.  The Service Call will move to ‘TOSCHEDULE' status once the part(s)
are received.

iii.  Parallel will schedule and return onsite to replace the device.

iv. Once the issue is resolved, Parallel technician will enter resolution
notes as an Event and change the Service Call Status to ‘TECH DONE"

Service Vouchers

As part of the Managed Services Agreement for 2026-2027, Parallel is offering an additional
deliverable in the form of Service Vouchers. The intent is to support MPRB more
expediently with urgent and high-priority issues. A summary of what's included is listed
below. To initiate the use of a Service Voucher, MPRB shall provide an email

to ptservice@ptnet.com and majohnson@ptnet.com indicating their desire touse a
Service Voucher. Parallel shall create a Service Call and start the description with "Service
Voucher — Same-day/After-hours".

(18) Same-day Service Vouchers



e This guarantees a same day response time during normal business hours, Monday
through Friday 7:00AM to 4:00PM. The labor associated with this is included in the
Managed Services Agreement and will not incur any additional labor charges.

(4) After-hours Service Vouchers

e This guarantees an after-hours Service Call, 4:00PM to 7:00AM any day and all-day
Saturday and Sunday. Holidays recognized and observed by the Local Union 292 are
included in this category.

In the event of failure to execute by Parallel, an additional Service Voucher of the same type
will be given to MPRB. For example, MPRB has (2) Same-day Service Vouchers remaining
and requests to use (1). Parallel fails to get a technician onsite the same day. Parallel will
then replace the (1) used Same-day Service Voucher with (2) vouchers, resulting in MPRB
with (3) Same-day Service Vouchers.

*Vouchers expire at the end of the contract period (6/30/25).

Development Improvements - Prioritization

To further improve communication with MPRB, Parallel is working with our software
developer to implement a ‘Priority’ field within Service Calls that will be visible and editable
by MPRB in the Q360 Portal. The proposed prioritization is listed below.

1. Urgent Priority
@)

o Used for Service Vouchers

o Immediate resolutionis required to prevent severe consequences to
business operations or user experience.

o Example: Bde Maka Ska restroom door access issue (Service Call 112694)
2. High Priority
O

o Service scheduled for next available slot (with priority over non-MSA
customers).



o Incidentresolution is required urgently to restore normal business
operations or user experience.

o Example: Protests are occurring at a park next week and there is a
camera offline.

o Example: Bosch panelis not communicating with Silent knight
3. Medium Priority

o Timely resolution is required to prevent further disruption or inconvenience to
business operations or user experience.

o Example: Camerais online, but a single color on the image sensor has failed.
o Example: A card reader was vandalized, but still functioning.

4. Low Priority

o Incident resolution can wait; no immediate impact on business
operations or user experience.

o Example: Recommended (but not critical) software updates of
cameras/control boards.

5. Long Term Initiatives and Training

o Used for system improvements, optimization, and training.

o Example: New Traka system training (Service Call 113077)

Response SLA
e SLA expectation for Priorities 2-4. Below is the expectation for Priories 2, 3 & 4.

1.

i.  Priority 2: 3 business days

ii.  Priority 3: 5 business days



iii.  Priority 4: 10 business days

Bi-weekly Review Meetings
e Parallel and MPRB will meet on a bi-weekly basis to discuss:
o Pre-sales
o Projects

o Service



