Milestone Software Upgrade Plan (SUP) Renewal 
And Support Agreement
Scope of Work

Cherokee Nation Entertainment, LLC (CNE) is seeking bids for a Milestone SUP renewal along with a support contract for their Milestone platforms.  The winning bid will be awarded to a vendor who is a Milestone Platinum Level Partner and has Milestone Certified technician(s) on-staff.  The vendor is required to meet the following expectations and if not able to meet these requirements, please indicate what your organization is capable of delivering. 
Milestone SUP Renewal Information   

 To obtain CNE’s renewal information, call Milestone Inside Sales Support at 503-350-1100, option 1 and provide Package ID # YXPCOCherokee.  
Telephone Support   

Telephone support will be provided to assist CNE technical staff in troubleshooting efforts, provide assistance with upgrades/hot fixes/service packs, provide support on application related questions and perform remote diagnostics (when applicable).  
Phone support needs to be available 24/7/365.  The vendor is expected to have a Milestone certified technician respond within 1 hour from the time CNE reports an issue.  
On-site Support
A Milestone Certified technician will provide on-site support to resolve problems or system failures at the End User site(s), for issues that cannot be corrected through the telephone or remote services.   For critical issues the expectation is for a local representative to provide on-site support within 2 hours from the time the parties mutually agree that on-site support is required.   Customer will pay per each Site Visit at Time & Material rates outlined in this document. The price charged by the winning bidder will include all travel expense and per diem.

During the time that the winning bidder has maintenance personnel on site for a scheduled visit, the Customer’s Milestone authorized technician will be present. The winning bidder is responsible for making certain their Milestone Certified maintenance personnel have the appropriate gaming and/or horse racing license.
Software Products (New Version Upgrades, Service Packs, Patches, etc)
Milestone may from time to time release new versions, releases, changes, service packs and patches. CNE will be entitled to receive all software products mentioned, at no additional charge.

The software products received by Customer pursuant to the previous section do not include any labor and/or hardware that may be required from time to time in order to allow one product version to be upgraded to the new version. Such items will be the customer’s responsibility.
Health Checks 
The winning bidder is responsible for providing a yearly health check, at no additional charge.  A Milestone Certified technician will perform the yearly health checks at each CNE Casino locations that are utilizing the Milestone platform.  A detailed written report will be provided to CNE with the findings with any necessary recommendations.  The yearly health check will be an agreed upon scheduled visit by both parties.
Training
CNE may request the vendor to provide training sessions for their end-users and/or the administrators of the Milestone platform.  This training will be provided at one of the CNE Casino locations and are subject to the time and materials outlined in this document.
Time and Materials
The following table captures additional services available on a Time & Material basis at the noted rates.  Travel and per diem are included.
	Service
	Price

	Site Visit During Normal Business Hours
(Business Hours refer to Monday – Friday 8:00 am to 5:00 pm, CST)
	

	Site Visit After Normal Business Hours
(After hours refer to times outside Monday – Friday  8:00 am to 5:00 pm, CST)
	

	Hourly Rate for Consulting
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