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REPORT TO COUNCIL

SUBJECT
Approval to Authorize the City Manager to Exercise Four One-Year Options to Extend the Agreement
with Unisys Corporation for Information Technology Outsourcing Services with a Maximum
Compensation of $8,356,309 for the Initial Option Ending June 30, 2022 and Future Options Subject
to the Annual Appropriation of Funds

COUNCIL PILLAR
Deliver and Enhance High Quality Efficient Services and Infrastructure

BACKGROUND
The City has utilized Information Technology Outsourcing services for close to 35 years. The current
agreement with Unisys Corporation was approved by Council on May 16, 2017. The agreement was
preceded by a comprehensive IT sourcing strategy that evaluated insourced, outsourced and hybrid
models. This was followed by a competitive Request for Proposal (RFP) procurement process. This
sourcing strategy defined the outsourcing services that best met the City’s requirements and formed
the basis of the statement of requirements that was included in the RFP. The RFP process included
an extensive evaluation process followed by updated proposals and reference checks being
performed. The comprehensive selection strategy included a high degree of departmental
participation that allowed the City to take a holistic view of its IT needs.  Through this process, Unisys
was selected as the “best value” and lowest cost service provider most closely aligned to the City’s
vision, with capabilities to best satisfy the City’s requirements.

This is a performance based and continuous improvement contract. Service Level Agreements are
reported regularly covering key service elements such as system availability/uptime, incident/request
response and resolution times, and security monitoring and remediation.

The detailed statement of work (SOW) attached defines Unisys’ responsibilities to provide the City
with comprehensive IT services for all major service areas including IT infrastructure, applications
and web, departmental IT solutions, end-user services, and cross-functional capabilities such as a
24x7 management of mission critical systems, helpdesk, cyber security, and project management.
The contract also provides for enterprise class tools such as the ServiceNow platform for incident
and service request management, change management, configuration management, and
knowledgebase.

The initial term of the Unisys agreement was four years, ending on June 30, 2021. The contract also
includes four, one-year options to extend the agreement at the City’s sole discretion. Based on
Unisys’ performance over the initial term of the agreement, Staff recommends exercising the option
years.
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Due to the extensive domain knowledge and expertise needed to manage the City’s IT systems and
services in a quality, stable and secure manner, and transition costs and business disruption of
changing providers, it is beneficial that these types of contract relationships be long term.

DISCUSSION
Over the past four years Unisys has met/exceeded the performance based (SLA) aspects of the
contract and is continuously striving to improve and mature its service delivery. Their scope of
responsibilities at the City spans two high availability data centers, approximately 260 servers, 50
databases, VoiP/Telephone services for over 1,000 users, email and applications management for
over 1,200 users, 880 desktops, 390 laptops, 650 mobile devices, 100 Multi-Function
Devices/printers and 164 business applications supporting citywide and departmental core services
and business processes. On average 675 tickets are entered monthly into ServiceNow and handled
by Unisys staff supporting the City.

Unisys has assisted the City in delivering an impressive list of technology accomplishments, including
but not limited to: implementing the City’s Public Safety Dispatch system (Hexagon), upgrading
PeopleSoft Human Capital Management and Financial Management systems, upgrading our Utility
Billing System (Northstar), redesigning the City’s (award winning) website, implementing our Agenda
Management system (Legistar), refreshing City desktops/laptops while migrating City users to
Windows10 and Microsoft O365, and a steady improvement of our cybersecurity posture as the City
has continually adapted and improved our cyber defense and response capabilities. This includes
hardening our systems and enhancing our vulnerability management program. Cybersecurity has
been a key focus area for the City.

Unisys has played a key role in several awards and accolades the City has achieved, including the
MISAC Excellence in IT Practices for all years Unisys has supported the City, The 2020 Pinnacle
Award for Website, the 2020 NWPPA Excellence in Communications award, and the 2020 CAPIO
EPIC Award.

Given the nature of the Unisys services and the ability to manage systems remotely, Unisys was
instrumental in helping the City transform our IT services and rapidly respond to the remote access
needs due to COVID-19 shelter in place and social distancing requirements.  They were able to
expand their remote workforce from 10% to 95% in one week, while accelerating remote service
capabilities and upskilling their staff to work remotely without any interruption of services to the City.

Unisys also worked tirelessly with City IT staff to transform the City’s capabilities to work remote
including rapidly deploying laptops and remote access capabilities to City staff, implementing Zoom
for public meetings, deploying Microsoft Teams to all City employees for remote collaboration and
meeting capabilities, implementing an online portal to ensure all employees had access to key
Citywide communications while remote, rolling out softphone capabilities to allow City staff to get
their City phone calls on the computer and mobile devices.  Given security concerns of remote work
they helped implement additional security features such as disk encryption on laptops, ensuring all
laptops go through our web filtering service even when outside the network, and enabling a device
level firewall to prevent malware attacks and malware spreading.

Unisys also played a key role in helping the City with community related actions in response to
COVID-19 such as implementing the technology for the Muni-Service Drive-through services, helped
identify utility customers qualified for billing discounts, updated tariff factors, assisting with the online
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donations for Help Your Neighbors Program, and the Small Business Loan Program.

Unisys is a valued service provider who has continually shown their commitment to the City.  Unisys
employees continually demonstrate their willingness to do all they can to help the City achieve our
technology objectives.  As a corporation Unisys has shown their willingness to work with the City in
times of hardship.  Based on COVID budget concerns, Unisys has agreed to waive contractual Cost
of Living Adjustments for Fiscal years FY20-21 and FY21-22 saving the City several hundred
thousand dollars.

Based on all of the above, Staff recommends continuation of Unisys services by exercising the
renewal option years pursuant to the terms of the Agreement.

ENVIRONMENTAL REVIEW
The action being considered does not constitute a "project" within the meaning of a California
Environmental Quality Act ("CEQA") pursuant to the CEQA Guidelines section 15378(a) as it has no
potential for resulting in either a direct physical change in the environment, or a reasonably
foreseeable indirect physical change in the environment.

FISCAL IMPACT
The FY 2021/22 and FY 2022/23 Proposed Operating Budget includes funding for Unisys services in
the Information Technology Services Fund. The contract cost for FY 2021/22 is $ 8,356,309. Funding
for future years is subject to the annual appropriation of funds.

COORDINATION
This report has been coordinated with the Finance Department and the City Attorney's Office.

PUBLIC CONTACT
Public contact was made by posting the Council agenda on the City’s official-notice bulletin board
outside City Hall Council Chambers. A complete agenda packet is available on the City’s website
and in the City Clerk’s Office at least 72 hours prior to a Regular Meeting and 24 hours prior to a
Special Meeting. A hard copy of any agenda report may be requested by contacting the City Clerk’s
Office at (408) 615-2220, email clerk@santaclaraca.gov <mailto:clerk@santaclaraca.gov> or at the
public information desk at any City of Santa Clara public library.

RECOMMENDATION
Authorize the City Manager to exercise up to four one-year options to extend the Agreement with
Unisys Corporation for Information Technology Outsourcing Services, with the final option term
ending on June 30, 2025 assuming all options are exercised, with a maximum compensation of
$8,356,309 for the initial option year ending on June 30, 2022 and future option years subject to the
annual appropriation of funds.

Reviewed by: Gaurav Garg, Director/CIO, Information Technology Department
Approved by: Deanna J. Santana, City Manager

ATTACHMENTS
1. Unisys Master Services Agreement & Schedules
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A motion was made by Councilmember Jain, seconded by Councilmember Watanabe, to authorize the City Manager to exercise  
up to four one-year options to extend the Agreement with Unisys Corporation for Information Technology Outsourcing  
Services, with the final option term ending on June 30, 2025 assuming all options are exercised, with a maximum  
compensation of $8,356,309 for the initial option year ending on June 30, 2022 and future option years subject to the annual  
appropriation of funds.
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	(a) any material breach by Service Provider of its obligations under the Agreement, provided that such breach, if curable, is not cured within thirty (30) days (or such longer period as expressly set forth in the Agreement) after Client provides Service Provider with written notice thereof;
	(b) any material breach by Service Provider with respect to its obligations under the Agreement not capable of cure;
	(c) performance of the Services by Service Provider in a manner that meets or satisfies any one or more of the criteria expressly specified in Schedule 3 or Schedule 4 as constituting a Default, subject to any applicable cure period, or 
	(d) any failure by the Service Provider to meet a specific Service Level in three (3) or more consecutive Measurement Intervals or four (4) or more non-consecutive Measurement Intervals in any rolling twelve (12) month cycle.
	(e) any breach by Service Provider with respect to any of its representations and warranties under the Agreement, provided that such breach, if curable, is not cured within thirty (30) days (or such longer period as expressly set forth in this Agreement) after Client provides Service Provider with written notice thereof;
	(f) the failure by Service Provider to complete the transition of all Services to Service Provider as set forth herein, provided that such Default shall not be subject to a cure period;
	(g) any material breach by Service Provider of its obligations regarding execution of the Disaster Recovery Plan or BCP during a disaster, provided that such Default shall not be subject to a cure period;
	(h) numerous or repeated breaches by Service Provider of its obligations under this Agreement which collectively constitute a material breach by Service Provider of its obligations under the Agreement, provided that such Default shall not be subject to a cure period;
	(i) the existence of a material representation by Service Provider in the Agreement that Service Provider knew or should have known was materially false when made, except that, if such misrepresentation is curable and such cure will fully and completely effect a reasonable resolution, there shall not be a Default if such misrepresentation is cured within fifteen (15) days after Service Provider has been notified by Client in writing thereof;
	(j) the insolvency of Service Provider, the entrance of Service Provider into receivership or any arrangement or composition with creditors generally, the filing of a voluntary petition (or an involuntary petition that is not dismissed within sixty (60) days) for bankruptcy or reorganization or dissolution or winding-up of Service Provider, a general assignment for the benefit of creditors of Service Provider, or a seizure or a sale of a material part of Service Provider’s property by or for the benefit of any creditor or governmental agency;
	(k) an assignment or attempted assignment by Service Provider in violation of the terms hereof;

	TERM

	(2) Service Tower Solutions.pdf
	1.0 General Solution Questions
	2.0 Service Tower Solutions and Conformance with Statement of Work Requirements
	2.1.1 Cross Functional Solution Questions
	2.1.2 Cross Functional Solution Overview
	2.2 Service Desk Services (Enclosure D – Schedule 3B)
	2.2.1 Service Desk Solution Questions
	2.2.2 Service Desk Solution Overview

	2.3 End-User Services (Enclosure D – Schedule 3C)
	2.3.1 End-User Solution Questions
	As new application of technologies like Office 365, Persona’s, and mobilization initiatives evolve the End User Experience, the Unisys Endpoint team will support these changes at the departmental level through several means, including:  department-spe...
	2.3.2 End-User Solution Overview

	2.4 Enterprise Compute Services (Enclosure D – Schedule 3D)
	2.4.1 Enterprise Compute Solution Questions
	2.4.2 Enterprise Compute Solution Overview

	2.5 Application Management, Configuration and Maintenance Services (Enclosure D – Schedule 3E)
	2.5.1 Application Management, Configuration and Maintenance Solution Questions
	2.5.2 Application Management, Configuration and Maintenance Solution Overview


	Table of Contents
	Procedures Manual
	Business IT Strategic Plan
	Information/Cyber Security Plan
	Business Continuity Plan
	Disaster Recovery Plan
	Enterprise Architecture Plan
	Communications Plan
	ITIL Service Management Standards
	Enterprise Project Management Standards
	Digital Strategy Plan
	Innovative Products and Services Report and Meeting
	Operational Efficiencies Improvement Report and Meeting
	End User and Key Department Personnel Scheduled Customer Satisfaction Survey Report and Meeting
	Services Strategic Review Report and Meeting
	Annual Execution Plan
	Technology Refresh Plan

	(3) IT Services Statement of Works.pdf
	1. Overview
	2. Service Description and Major Functions
	2.1.1 Satisfaction Surveys
	2.1.2 Continuous Service Improvement Process

	3. Supported Systems and Quantities
	4. Responsibility Matrix
	5. Support Requirements
	6. Service Levels
	7. Reports
	8. Critical Deliverables
	9. Changes to MSA
	Schedule 3B - Service Desk Services SOW FINAL.pdf
	1. Overview
	2. Service Description and Major Functions
	3. Service Desk Level 1 Resolvable Activities
	4. Responsibility Matrix
	5. Support Requirements
	6. Service Levels
	7. Reports
	8. Critical Deliverables
	9. Changes to MSA

	Schedule 3C - End-User Services SOW FINAL.pdf
	1. Overview
	2. Service Description and Major Functions
	3. Supported Systems and Quantities
	4. Responsibility Matrix
	5. Support Requirements
	6. Service Levels
	7. Reports
	8. Critical Deliverables
	9. Changes to MSA

	Schedule 3D - Enterprise Computing Services SOW FINAL.pdf
	1. Overview
	2. Service Description and Major Functions
	3. Supported Systems and Quantities
	4. Responsibility Matrix
	5. Support Requirements
	6. Service Levels
	7. Reports
	8. Critical Deliverables
	9. Changes to MSA

	Schedule 3E - Application Management Configuration and Maintenance Services SOW FINAL.pdf
	1. Overview
	2. Service Description and Major Functions
	2.1 Business Analysis Services
	2.2 Application Management, Configuration and Maintenance Services
	2.3 Portfolio Rationalization Services
	2.4 Web Support Services

	3. Supported Systems and Quantities
	4. Responsibility Matrix
	5. Support Requirements
	6. Service Levels
	7. Reports
	8. Critical Deliverables
	9. Changes to MSA


	(4) Service Level Agreements.pdf
	Table of Contents
	1.0 General
	2.0 Service Levels
	2.1 Service Credits
	2.1.1 Annual Service Credits Cap
	2.1.2 Initial Service Level Failure Service Credit
	2.1.3 Multiple Failures
	2.1.4 Failures Across Service Level Requirements
	2.1.5 Service Level Reporting

	3.0 Critical Milestones
	3.1 Critical Milestones At-Risk Amount
	3.2 Failure to Timely Achieve a Critical Milestone
	3.3 Critical Milestone Corrective Assessment


	Schedule 4 Exhibit 1 - Service Levels and Fee Reduction Weighting Factors FINAL.pdf
	Svc Lvls and Weighting Factors
	Priority Levels


	(5) Governance, Fees & Role Descriptions.pdf
	1. Introduction
	2. Definitions
	3. Baselines and Base Fees
	3.1 Baseline Volume and Baseline Volume Adjustments
	3.1.1 Adjustment to Baseline Volume

	3.2 Base Fees and Base Fees Adjustments
	3.2.1 [Reserved]
	3.2.2 COLA

	3.3 Incremental Charges and Credits
	3.3.1 Reporting and Payment of ARCs and RRCs
	3.3.2 ARC Dead Band
	3.3.3 ARC Dead Band Table
	3.3.4 Reduced Resource Credits (RRCs)
	3.3.5 RRC Dead Band Table
	3.3.6 Credits for non-availability of FTEs

	3.4 [Reserved]
	3.5 [Reserved]
	3.6 Project Resources
	3.6.1 Customer Project Resources


	Customer Project Resources
	4. ARCs Ceiling and RRCs Floor
	5. Expenses and Fees
	5.1 Retained Expenses
	5.2 Travel and Living Expenses
	5.3 Pass-Through Orders
	5.4 Overtime and Weekend Pay
	5.5 [Reserved]
	5.6 Contract Rate Card

	6. Transition Fees
	6.1 Corrective Assessments

	7. Estimated Allocation of Project Hours per FTE
	8. FTE Role Descriptions
	9. Termination for Convenience Fees
	10. Original Contract Resource Unit Fees
	Schedule 17 - Governance Model FINAL.pdf
	1. Overview
	The governance processes set out in this Schedule are intended to provide for the Service Provider’s alignment with Customer’s business objectives and to facilitate the establishment and maintenance of the outsourcing relationship.  It is the goal of ...

	2. Objectives and Scope
	The primary objective of this Governance Model is to enable effective direction of the Services for Customer and to establish communication between Service Provider and Customer.  The sections described herein specify activities that lend themselves t...
	Governance encompasses the performance of duties by each of the following: (a) the Executive Committee, (b) the Management Committee, (c) the Service Provider Contract Executive, (d) the Customer Contract Executive, and (e) the Parties’ operational la...
	Service Provider will recommend standards, processes and technology for Customer’s approval, encompassing all Services provided under the Master Service Agreement and all related Service Descriptions.  Service Provider will perform and manage all in-s...
	a. Proactive solution development for Customer’s business needs and requirements for Services;
	b. Architectural input and direction focused on industry best practices, standards and development and long-term strategy requirements;
	c. Performance and status reporting/reviews;
	d. Timely access to highly skilled and readily available Service Provider personnel with a deep knowledge of Customer's environment;
	e. Timely billing of Customer’s account;
	f. Management of Out-of-Scope function requests;
	g. The capability to deliver initiatives on time and on budget with acceptance criteria and quality metrics agreed to by Customer; and
	h. Ability to deliver and balance Customer’s mix of IT operational, business focused improvement initiatives, and in scope project-based work within an annual budget while maintaining service levels including high customer satisfaction
	i. Others as added by mutual agreement.
	This Governance Model: (a) describes the operating relationship between Service Provider and Customer, and (b) serves as the guideline for Service Provider in performing the Service Descriptions agreed to by the Parties.  Service Provider shall recomm...
	Service Provider will create an environment that fosters the creation of recommendations that will have a positive and measurable impact on the Services and customer business operations.  Service Provider will actively engage the Customer and its cons...

	3. Expected Results
	a. Innovation and Thought Leadership: Customer expects Service Provider to spearhead innovation agenda related to technology and processes to add measurable business value to Customer.  Service Provider shall provide innovation recommendations to the ...
	b. Assessment and Planning:  Customer expects Service Provider to proactively work with Customer and its departments to plan for new technology, projects and strategic initiatives, including the discussion of such projects and strategic initiatives wi...
	c. Continuous Improvement: Customer expects the Service Provider and its staff dedicated to providing Services to the Customer to institute processes that continuously seek opportunities to improve quality and value of services provided to Customer.  ...
	d. Efficiency and Effectiveness: Customer expects that Service Provider will implement a highly efficient and effective delivery model to eliminate re-work, waste, unwarranted effort and avoidable costs.  This governance model and associated governanc...
	e. Documentation, Reporting and Communication: Timely and accurate information regarding Service Provider’s performance via status meetings, status reports and general performance reporting is a key expected result.  Customer expects Service Provider ...
	f. Compliance: Customer expects Service Provider to (a) perform contract change management, (b) provide Customer with accurate bills/invoices, (c) in accordance with the Master Service Agreement,  comply with all legal requirements, (d) in accordance ...

	4. Balanced Scorecard
	A balanced scorecard will be developed by the parties prior to the first Service Commencement Date and will be used to gauge service performance, relationship quality and business alignment on an ongoing basis.  In addition to the Service Levels, the ...
	The scorecard will serve as the primary vehicle for measuring the overall success of the relationship.  Accordingly, it will be used by operational teams and governance bodies as a key standing agenda item.

	5. Governance Model Structure & Roles
	a. Contract Executives: Service Provider will assign to the Customer account an executive who will fulfill the role of Service Provider Contract Executive under the Master Services Agreement.  This individual shall be suitably qualified and shall be s...
	b. Executive Committee: The Executive Committee will be comprised of senior executives from each party, including the Customer’s CIO, Customer’s Contract Executive and senior Service Provider executives (TBD - e.g., VP IT Outsourcing Services) who wil...
	The Executive Committee will meet at least once semi-annually to:
	c. Management Committee: The Management Committee will be comprised of the Customer Contract Executive, the Service Provider Contract Executive, Service Provider Program Managers, and other nominated Management Committee members.
	The Management Committee shall meet at least once quarterly to:
	d. Services Review Committee: The Services Review Committee will include Customer Contract Executive, Service Provider Contract Executive and Service Provider Service Delivery Managers.
	e. Service Tower Review Meeting:  The Service Tower Review Meeting will include the CIO, Customer Program Managers and Service Provider Program Managers as well as relevant project and Service Tower personnel, as required.  Each week the Service Tower...
	f. Steady State and Project Stand-up Meeting:  The joint Steady State and Project Stand-up Meeting will include Customer Program Managers and Service Provider Program Managers.

	6. Responsibility Matrix
	The responsibility matrix set out below (the “Responsibility Matrix”) lists the key processes, activities and tasks to be undertaken by Service Provider as part of the Services, as well as Customer responsibilities.  It also indicates which of the Par...







