Implementation Methodology and Roadmap

Regardless of project scope, Agiloft uses an iterative, implementation-to-deployment process, outlined in our
"Implementation-to-Deployment Process" information sheet. This process is how we can deliver successful CLM
solutions services—meeting our customer's individual needs. The main stages of this process have resulted in
the most efficient and effective results for our clients over the past decade.

Implementation Approach

The combination of our iterative implementation approach with the deeply configurable, no-code platform, and
the well-built out OOTB CLM application, and our expert professional services team, has resulted in a 99.6
percent success rate for our implementation projects. We include consulting services as well as license fees in
our guarantee.

Our iterative implementation process includes testing along the way as the different iterations are built by
Agiloft implementers. We also include user acceptance testing in our projects, for testing and feedback from
representative customer users. We work with our customers to create test cases and test users, run through
processes, and make fixes/revisions based on testing. All background data should be imported for proper
testing, along with test users. Testing subtasks include:

) Creating any inbound email accounts and test inbound and outbound email

b Customer provides spreadsheets with data for users and background tables to be imported

) Agiloft cleans up and imports users and background data

) Agiloft tests use cases with test users and make any fixes necessary

Agiloft implementations are at the configuration level, using the wizard-based admin-level interface. Custom
code is not required. Prior to the "go-live," there is typically one environment. After go-live, a test/dev
environment can be used with changes migrated to production. Agiloft includes sync functionality for migrating
changes from one environment to another. Organizations without test/dev environment requirements can
make configuration level changes directly in the production environment.
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Legacy Migration

Agiloft's import functionality provides for legacy contract data and document migration with mass uploads.
Documents of all types can be uploaded and stored in Agiloft. Out-of-the-box and custom fields can be uploaded
to Agiloft.

Agiloft works with our customers to understand their legacy data and agreements, and their requirements for
legacy data and document migration. Depending on the best approach for our customer, we can use a
combination of any of the following methods for legacy data migration:

) Direct import into Agiloft by spreadsheet or text file, along with files, which can be done in batches, at
any time. Agiloft provides this service or can provide guidance for customers wishing to import on their
own.

b Agiloft's Al core technology uses machine learning and Al for enhanced metadata extraction and clause
library functionality. For more information, see the Agiloft Roadmap. Agiloft is adding pre-built Al
capabilities such as document type classification, clause risk assessment, risk analysis/scoring, and
metadata extraction to automate time-intensive tasks and speed the implementation of Al-powered
CLM.

) Collaboration via our network of partners, we offer "legacy load" services to upload documents and
associated metadata in bulk.

> Allimage files will be automatically OCR scanned in Agiloft for searchability, no matter the method of

migration.

In addition, Agiloft provides data migration services. The scope and cost depend on the data source, content,
cleanliness, volume, and the amount of data migration preparation the customer provides. Agiloft works with
spreadsheets and files provided by the customer and can also assist in the creation of the spreadsheet and files
for import.

Agiloft can evaluate our customer’s data and provide options, costs, and time allowances for data migration and
import the data and files.

Implementation Plan and Timeline

Agiloft works with our customers to understand the project scope and develop a timeline. Depending on
customer requirements and priorities and the scope of the project, a phased implementation may be used to
meet specific timing goals or to focus on priority contract types, departments, countries, and more.

Milestones, Phases, and Activities

Kickoff

The implementation specialist will  v" Identify the Project Manager, core project team, and extended
manage the schedule, stakeholder team

requirements meetings, design v" Prepare the agenda and lead the initial meeting

review, and follow-up v Initial Meeting/Call

communications to ensure a timely Document the initial meeting

and smooth implementation.
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Initial Discovery

Our analyst will determine the best v* The customer provides documentation of requirements, screenshots
design of tables and fields to be or Excel sheets with fields and data from an existing system

part of the implementation—after v Agiloft reviews provided documentation

a thorough review of your current v Discovery Call/Meeting to go over requirements and structure
process, exported data is provided, v~ Agiloft drafts documentation detailing the basic structure of the

and requirements about the new system to be built and the general use case

system have been discussed. The v Follow-up discovery calls to go over remaining questions

initial specification covers the main v Update documentation with items from the second call

tables and fields to be built.

Milestone: Initial discovery complete and ready to build

Project Builds agreed-upon background structure for review by Customer

After the initial discussion, our v’ Build out all background tables, fields, layouts, searches, views based
analyst will build out a prototype on the currently approved specification
system with the basic tables, v" Update specification with items from the build-out of the

fields, and forms for the
background tables.

Process Table Build Out

background structure and use case

Milestone: Background buildout complete and ready for customer

review and discussion

This will involve building out the v’ Call/meeting to review buildout and discuss remaining process table
process tables with additional design details
fields and developing the process v Agiloft builds out the agreed-upon process structure for review
and workflows in the system to customer
build out the defined use cases. v Agiloft buildout all process tables, fields, layouts, searches, views
based on the currently approved specification
v" Update specification with items from the buildout of the process

structure, use case and changes from background structure review

Milestone: Process buildout complete and ready for customer review

and discussion

Design Review/Remaining Details (several cycles as necessary to produce the final system)

Once the final design is defined, v Call/meeting to review process buildout and discuss remaining
our analyst will build out the rest automation design details

of the customizations, configuring v Update specification with final automation design details and
rules, groups, teams, any specified changes from process buildout review

saved searches, reports, views, v" Develop buildout based on the updated specification

and global variable setup.

Testing and Data Import

Milestone: Overall buildout complete
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We create test cases and test v Create any inbound email accounts and test inbound and outbound
users, run through processes, and email

make fixes/revisions based on v Customer to provide spreadsheets with data for users and

testing. All background data should background tables to be imported

be imported for proper testing, v Agiloft to clean up and import users and background data

along with test users. v Agiloft to test use cases with test users and make any fixes necessary

Milestone: System ready for customer general user validation

Customer Validation and Final Changes

After customer user testing, we v Agiloft to do a walkthrough with use cases and final review of
will make any corrections and permissions with Customer

requested changes, provided they v" Agiloft to make the final round of changes as requested

are within scope.

Milestone: System ready for Go Live final preparations

Preparation for Go-Live

Agiloft to perform Admin handover/training

Agiloft will provide login page for users

Agiloft to prepare any required documentation of the system
Agiloft to perform staff user training with various methods

Admin and staff training will be
provided, and final user guides will
be created. Final as-built
documentation is typically done
around the time of the “go live.”

AN N NN

Milestone: Customer Admins and Users are trained

Go-Live Final Actions

Final imports are done, and test v Agiloft to import any remaining live or time-sensitive data
data is cleansed. Hypercare is v Agiloft will delete all test data
provided right after the “go live.”  v*  Announce to users the new system is live

Milestone: System is live

Risks, Challenges, and Assumptions

The project timeline assumes the responses required from the customer will adhere to those listed in the
project plan. Delayed responses or scope changes from the customer will increase the timeline associated with
project completion.

Anticipated critical risks and project constraints can exist for the customer and for Agiloft. In our
experience, common constraints and risks that might impact the project include:

b The availability of current requirements, processes, workflows, data elements, and other documentation
is a constraint that impacts the project timeline and budget. The more readily available the
documentation, the more efficient the requirements gathering phase and the less likely that new
requirements will be identified later in the project.

b The number of decision makers and the efficiency in making decisions is a constraint that can slow down
the project timeline and increase costs.
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P The availability of customer resources is a significant constraint. Project timelines expand when
information is not available when needed to continue work on the project. Projects of large scope can
require dedicated resources for overall project management and for other team members at key points
during the project.

) Customer infrastructure and policies can be a constraint. It is important to identify any firewall, privacy,
or technical constraints so that they are considered when developing the project plan.

) Time and budget are constraints. Project scope and requirements must be a good fit with the budget
and timeline. Phased launches are sometimes used for a project that is consistent with the timeline and
budget.

> Agiloft performs all or nearly all implementations and project work remotely, and we do not have
constraints on workspace.

Agiloft's implementation staff is in demand, but this does not necessarily mean there are resource constraints. It
depends on the project and the projects already in progress when the new project is approved. Projects are
assigned once the order is received, and assignments vary based on the scope and requirements of the project.

Assumptions and Constraints

The assumptions for this project are based on the information contained in the RFP and on the fact that the
scope or project criteria will not significantly change throughout the project implementation. It is also assumed
that the customer will provide:

) A dedicated project manager for this project, which will allow Agiloft to focus on keeping the project on
time and scope and within budget
) The appropriate technical resources as required for the various integrations detailed in the RFP.
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Team Composition

Your Sales Representative provides pre-sale support and post-sale account management. They work with
accounting, implementation, support, or other departments as applicable.

For implementation projects, the VP of Service Delivery assigns resources based on the scope of the project and
requirements. Customer time zones are also considered. Agiloft provides project management and
implementation services typically with one to two team members based on the scope of the project. Larger
projects may have more team members.

Please see Agiloft’s "Implementation and Support Teams" information sheet for a description of the core
implementation team members we typically allocate to a project—along with their roles and responsibilities.

Implementation Team

Our professional, award-winning implementation team holds decades of experience providing consulting
services, including project management, for a diverse range of industries and organizations, with a variety of
complex requirements.

Agiloft requires job candidates to have relevant experience, excellent references, and pass a rigorous set of
aptitude tests (Less than 2% of applicants pass our test criteria.). New hires go through rigorous training, project
management, and implementation working with experienced Agiloft staff members—progressing to
assignments of increasing complexity based on results, customer satisfaction surveys, and internal reviews.

Implementation team members are assigned to projects based on the project scope and requirements.
Depending on the scope, Agiloft assigns a project manager and/or a senior implementation specialist and an
implementation specialist to the project. If applicable, the project is supplemented by others, either behind the
scenes or directly. Some team members may serve multiple roles.

Please see our “Implementation Staff Qualifications” information sheet for a representative list of the standard
job positions in Agiloft’s implementation and QA departments that could be secured and applied to a project
implementation.

Support Team

Ongoing support is provided by our Support Team, which is also managed by our Director of Customer Success.
This facilitates a smooth transition from implementation to post-launch support and team coordination as
applicable for support requests post-launch.

Subcontractors

Agiloft does not typically require nor anticipate securing subcontractors to implement our customer’s scope of
work. Agiloft does have a network of certified platinum partners that supplement Agiloft's implementation
team. With customer permission and based on project requirements such as time zone, language, specialization,
and other factors, there may be occasions where using certified platinum partners is beneficial. See the Agiloft
Platinum Partners datasheet.
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Customer Involvement for Success

The variance in project outcomes often rests in your hands as the customer. We have set forth a handful of
implementation best practices to help you prepare for success by:

) Helping you minimize your consulting costs and the elapsed project time while ensuring a smooth and
successful implementation

) Providing insight into the implementation process

> Helping you get familiar you with important project milestones and expectations

Our implementation best practices involve the following steps, before project start and during the
implementation:

Before Your Project Begins

Gathering User Clarify and agree on what aspects of the system are essential versus "nice to
Requirements, have," by detailing user needs in a requirements document and discussing it
Documentation, and Data internally.

You need a strong and consistent project team with a shared understanding of

Creating a Project Team .
the overall project goals.

Planning for the Time We recognize that your staff might be fully committed to their day-to-day job

Required from Your Team and unavailable to provide input into the project. Let us know early; we can
handle more of the data cleanup and decision-making and plan a longer and
more gradual rollout.

During Implementation

Using Meetings Effectively  Project meetings are valuable so long as the time is spent productively to move
the project forward.

Refining Project Details As the implementation phase begins, we will work together to refine your
processes and clarify details about the requirements and scenarios describing
how users will interact with the system in the form of "use cases."

Managing Scope Creep It’s inevitable; some new details will emerge. We include time for such
contingencies in our initial consulting quote. Your Agiloft Project Manager’s role
is to keep the project within scope and budget by closely monitoring use cases,
making updates as requirements are discovered or change, and notifying you
when anything comes up that appears to be out of scope with the current quote
and project use case.

We have set forth a handful of implementation best practices to help you prepare for success. For more
information, see the “Implementation: Prepare for Success” document provided with this submission.
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Customer Resources

The roles and responsibilities vary for ongoing support for Hosted Service and On-Premise customers as follows:

) Hosted Service customers: Agiloft provides infrastructure and system administration services.
b On-Premise customers: Are responsible for managing the server and other infrastructure, Agiloft
installation, upgrades, backups, and as applicable, redundancy.

The following customer resources are typically needed during implementation:

Customer Role Customer Responsibilities

Project Manager

Business Area
Representative(s)
and Decision Makers

Technical Staff/Legacy
System Administrator

Testing/User Feedback
Staff Members

Trainers/Writers

Administrators

4

4

Provide project management to ensure resources and information are
available as needed to keep the project on track.

Work internally with business area representatives to gather information,
make decisions, and provide input to the Agiloft project manager and
implementation specialist(s).

Maintain overall customer responsibility for project success.

One or more representatives depending on organizational roles and
responsibilities

Participate, as applicable during requirements gathering, demo, reviews,
and user acceptance testing (UAT)

Participate as needed to supplement Business Area Representative(s).
Support legacy data export and import.

UAT, other testing, and user feedback

If using a "train-the-trainer" approach, produce internal procedure or
training documents.

Varied based on external systems and whether on-premise
Limited participation until go-live preparation
See the "Agiloft Administrator Roles and Responsibilities" document

When the initial project has been launched, only limited support should be
needed from your administrators to maintain the configuration in Agiloft for
email, AD/LDAP, user authentication, and other external services.

The level of involvement for customer staff members depends on the scope of the project. Not all roles are
needed consistently during the implementation. We recommend that your have at least one Agiloft
administrator complete the free, online admin-level training to provide internal support after the "go-live." They
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can maintain and extend the system on their own and/or work with Agiloft for additional modifications to the
system, or for consulting only advice for more complex modifications and extensions.

Getting Started

The first project meeting is typically within one to two weeks to provide time for the hosted project or
knowledgebase to be set up, the implementers to be assigned, and the first project meeting to be scheduled.

Implementation does not typically begin until after at least two discovery/business process analysis calls, so the
more information the customer already has available (i.e., data fields, contract types, contract templates), the
faster the business process analysis will complete, and implementation can start. Agiloft can provide documents
to facilitate information gathering while the order is being processed.

The average length of time of a typical implementation project can vary widely. It depends on the requirements,
the project scope, and the responsiveness of the customer. Because Agiloft is a no-code system,
implementation time is reduced, but our speed of implementation can only move as quickly as information is
provided and business decisions are made by the customer.

Other Implementation Resources

For a complete and comprehensive implementation package, please reference these other resources. They are
embedded in the Word document and included as attachments in the PDF document.

Agiloft Agiloft Agiloft . -
6 . 6 . 8 . Implementation: Administrator Roles
Implementation-to- Implementation Implementation and A
e Prepare for Success and Responsibilities
Deployment Process  Staff Qualifications Support Teams
PIF PIF PIF PIF PIF
Agiloft Agiloft Agiloft Implementation-pre admin-roles-and-re
Implementation-to-I Implementation Stat Implementation and pare-for-success-05 sponsibilities.pdf

About Agiloft

More than 600 customers, ranging from small enterprises to U.S. Government agencies and Fortune 100
companies, depend on Agiloft’s top-rated product suites for Contract Management, Service Desk, Custom
Workflow, and more. Agiloft specializes in automating processes that are too complex for competing vendors.
Our best practice templates and agile technology ensure rapid deployment and a fully extensible system. For
more information, visit www.agiloft.com.

Agiloft Inc. 460 Seaport Court, #200 | Redwood City, CA 94063 | 650-587-8615 | 888-727-2209 | info@agiloft.com | https://www.agiloft.com


https://www.agiloft.com/contract-management.htm
https://www.agiloft.com/service-desk.htm
https://www.agiloft.com/workflow-management.htm
https://www.agiloft.com/workflow-management.htm
http://www.agiloft.com/


Roles and Responsibilities
for Support and Administration

This document briefly summarizes the administration and support roles required to install, maintain,
and configure Agiloft.

Knowledgebase Administrator

The Knowledgebase Administrator is the user or group of users who belong to an “Admin” group in
Agiloft. Admin groups provide access to Setup menus in the Agiloft power-user interface, where users
can configure rules, emails, fields, integrations, and a wide variety of additional functions.

Setting up some of these features requires information, credentials, or other crucial details of
configuration items that extend beyond the Agiloft software. These may include:

e Credentials to a third-party system when configuring Sync
e SMTP, LDAP, or AD server details

e REST/SOAP scripting knowledge

e Otheritems

Responsibilities

e Configure the Agiloft application with knowledge gained from training, documentation, and
other resources.

e Liaise with business sponsors to design and implement the system according to the use case and
requirements.

o  Work with server, exchange, network, system, and other administrators to fully configure
Agiloft.

The first administrator of your system is typically an Agiloft Implementation Specialist during the
project’s consulting and implementation phase. As your project completes, the responsibilities of
Application Administration are transferred from the Agiloft Implementation Team to an administrator
user in your own organization. We recommend our free online training to anyone who will maintain and
extend the system. If you do not have someone appointed to this role in your organization, you may
wish instead to provide for additional consulting hours so that the Agiloft Implementation Team can
assist you with admin functions.
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Server / System Administrator

We use the term Server or System Administrator to refer to the person in your IT department who
installs software, maintains servers, and is responsible for upgrades, backups, and other server
administration tasks. Depending on your organizational structure, one or more people may fill this role.

When you use our Hosted Subscription service, the system administrator role is fulfilled by Agiloft staff
so you can worry less. On-premise customers should work with their IT department to identify the
technical lead.

Responsibilities

e Server setup, redundancy configuration
e Software installation and upgrades
e Automatic backup configuration

Network Administrator

In some organizations, network administrators are responsible for the networking, firewalls, and other
LAN configuration to create a fast and secure computer network. Network Admins work closely with
system administrators to provide the computing infrastructure for your organization.

This role is filled by Agiloft staff in the case of Hosted Subscription service. However, you might still need
a network administrator if you are integrating back-end systems with Agiloft and need to provide access
for communications between those systems.

Responsibilities

e Configure firewalls
e Open and close ports
e Restrict incoming web traffic

Website Administrator

Integrating your Agiloft knowledgebase with your organization’s existing website typically requires
minimal assistance from your website administrator. The website administrator, if different from the
network administrator, may be responsible for adding and updating web pages on your intranet or
extranet.
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Responsibilities

e Define integrations with existing intra/extranet or web portals. For instance, we provide a
standard login page for users to access your knowledgebase. If desired, your web master could
instead provide a login block on a page hosted on your website rather than your Agiloft server,
or provide a link from the intranet home page to your Agiloft login page on our server.

e Configure SFTP server. At times, your needs may require an SFTP server to upload and download
files such as exported data and reports, either for integration with other systems or for
troubleshooting with our Support team. Setting up an SFTP server is generally the responsibility
of your IT department.

Non-Agiloft Application Administrators

The administrators of other applications that integrate with Agiloft may need to be involved periodically
and when setting up systems. These optional services may include:

e Email / Exchange administrator. Agiloft needs SMTP server details and admin credentials to
configure a connection between your mail service and the Agiloft knowledgebase. Our
consultants will advise on the best practices and work closely with your email administrator.

e LDAP or SSO administrator. This admin’s role is to configure integration with an authentication
provider such as Okta, Google OAuth, Azure AD, or other database of users and roles, or to
facilitate the integration by providing information upon request.

e Salesforce, Bomgar, Rescue by LogMeln, Twitter, or other third-party system administrator.
Again, these systems may have an independent administrator who can provide the information
to configure integration with Agiloft.

Agiloft Support Team

The support team responds to all Agiloft tickets. They answer standard questions about Agiloft features
by providing setup instructions or documentation resources, troubleshooting issues, analyzing error
logs, and other standard support. For software bugs and related issues, the support team works with the
Engineering department to report and resolve issues and, where possible, provide a work-around for the
customer.

Agiloft Implementation Team

Agiloft Implementation Specialists are certified experts in configuring Agiloft software. They receive
extensive training and are well-versed in the options and setup of an Agiloft knowledgebase.

The Implementation team provides consulting services, which encompass business analysis to develop
appropriate processes with the client, and system design to create a working Agiloft knowledgebase that
meets business requirements. Note that process consulting and system design are an integrated and
iterative process during the project.
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Responsibilities

e Inthe consulting phase, provide business analysis services by discussing requirements, providing

workflow options, and clarifying organizational requirements.
e Inthe implementation phase, build, test, and document system setup. This may include rules,
custom tables, workflows, custom reports, integration setup, and other items as identified.
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Implementation Staff Qualifications

The following is a representative list of the standard job positions in Agiloft's implementation and QA
departments that could be secured and applied to a project implementation.

Implementer

Implementers have developed
the necessary speed, accuracy,
and design skills to handle
implementations from
requirements gathering
through implementation and
training to go-live.
Implementers also contribute
their expertise to internal
projects. They may have
modest skills or interest in
project management, and
their primary role will be as
the implementer for customer
or internal projects. They may
also have documentation or
other skills that contribute to
the team.

Qualifications:

»

A four-year college degree and two years of prior work experience,
preferably doing work in a business context

One to two years of direct experience implementing Agiloft for
customers

Excellent speed and accuracy of implementation work so the billable
hour rate increase is consistent with providing value to the customer
Design experience and skills sufficient to develop clean and
sustainable designs for simple- to medium-complexity
implementations with moderate oversight

Organizational skills and habits sufficient to handle several ongoing
projects effectively, meeting customer deadlines, billing time
appropriately, and managing budgets effectively

Competence in managing time, and meeting implementation team
procedural and productivity standards and personal quarterly and
annual goals

Senior Implementer

Senior Implementers have
developed the skills and
experience to enable effective,
clean design of complex
implementations for the most
demanding customers. They
have a wide range of
experience with different kinds
of applications and a solid
understanding of the most
advanced features of Agiloft,
including experience with all
the extra components, such as
integrations, scripting,
DocusSign, SSO, Sync, and
others. Senior Implementers
may occasionally manage their

Qualifications:

v v v Vv

A four-year college degree

5+ years of experience doing Agiloft implementation work

High speed and accuracy in delivering implementations to customers
Experience with a wide range of medium- to high-complexity
applications and implementation designs to ensure the ability to
handle the most complex implementation requirements, with
demonstrated success designing clean implementations
Organizational and communication skills sufficient to inspire
confidence in customers and ensure project deliverables are met and
budgets are managed appropriately

Competence in managing time and billable hours

Consistent success meeting implementation team procedural and
productivity standards and personal quarterly and annual goals





Implementation Staff Qualifications

Senior Implementer

own projects or other people’'s » Professional development of some specialized expertise in areas
projects and they may work related to Agiloft

with project manager

specialists on more complex

projects requiring extensive

management activities.

Senior Project Manager

Senior Project Managers focus
on the larger, more complex
projects that have demanding  » Excellent written and verbal communication skills
customers and a more formal ~ » Superior organizational skills
process. » Afour-year college degree and at least six years of full-time work
experience as a project manager working on large and complex
software deployments
» Demonstrated skill at handling challenging project situations and
delivering projects on time and within budget—with high levels of
customer satisfaction
» Demonstrated success managing projects and relationships remotely
and in-person
» Good judgment and the capacity to independently evaluate
situations and identify the optimum course of action
> Ability to closely track and monitor finances to deliver project on or
under budget; develop forecasted/monthly budgets
» Facilitate and provide effective communication between all project
stakeholders
» Comfortable with senior management; present to and converse with
people in positions of authority
» Ability to be persistent in reminding both customers and
implementers of outstanding action items
» Identifies problems early, proactively solicits solutions, and escalates
before problems become major
» Able to read and understand vendor and customer contracts,
perform due diligence and proof-of-concept exercises, manage
vendor and customer relationships

Qualifications:
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Implementation Staff Qualifications

Senior Implementer / Project Manager

The Senior e

Implementer/Project Manager Qualifications:

is a combined position that » Afour-year college degree

requires skills from both the » 5+ years of experience managing and/or implementing Agiloft
Senior Implementer and implementations

Senior Project Manager » Demonstrated skill handling challenging project situations and
positions. The Senior delivering projects on time and within budget—with high levels of

Implementer/Project Manager
will primarily manage the
project and design for
complex projects that require

customer satisfaction
» Knowledge and experience using standard project management
methodologies with large and long-term implementation projects
advanced implementation > Organ!zatloQaI and.tlme managemeht skllls.and efficiency sufficient
skills and may also manage to justify a higher billable rate and still provide value to customers
complex projects with other » Competence with managing time and billable hours
implementers. » Consistent success with meeting implementation team procedural
and productivity standards and personal quarterly and annual goals

Senior QA Technician

Senior QA Technicians are
required to have extensive
experience running QA in the
Agiloft code base as well as
creating and performing user
tests in custom systems.

Qualifications:

A four-year college degree

Training in test and use-case Design

5+ years in a QA role at Agiloft

Extensive experience testing Agiloft implementations and designing
automated tests

v v v Vv

About Agiloft

More than 600 customers, ranging from small enterprises to U.S. Government agencies and Fortune 100
companies, depend on Agiloft's top-rated product suites for Contract Management, Service Desk, Custom
Workflow, and more. Agiloft specializes in automating processes that are too complex for competing
vendors. Our best-practice templates and agile technology ensure rapid deployment and a fully extensible
system. For more information, visit www.agiloft.com.

A ilo/fB Agiloft Inc. | 460 Seaport Court, #200 | Redwood City, CA 94063 | United States
g 650-587-8615 | 1-888-727-2209 | info@agiloft.com | www.agiloft.com



mailto:info@agiloft.com

https://www.agiloft.com/contract-management.htm

https://www.agiloft.com/service-desk.htm

https://www.agiloft.com/workflow-management.htm

https://www.agiloft.com/workflow-management.htm

http://www.agiloft.com/




Implementation and Support Teams

Our professional implementation and support teams hold decades of experience providing consulting
services for a diverse range of industries and organizations, with a variety of complex requirements. Agiloft
requires job candidates to have relevant experience and excellent references and pass a rigorous set of
aptitude tests.'

There is a lengthy training and certification period before staff members are assigned to customer projects,
and they are teamed with senior project managers and implementation specialists.

Implementation team members are assigned to projects based on the project scope and requirements.
Some team members may perform multiple roles, depending on the project scope. Support team members
provide customer support, typically after go-live or during go-live preparation.

Depending on requirements for integration, web page development, specialized QA, on-premise
configuration, or documentation, other team members may be assigned.

Team Member Roles and Responsibilities

» Oversee management of Professional Services.
VP of » May provide BPM, design, and management, as applicable for very large
Customer Services projects.

» Manage the implementation team.
VP of » Manage the support team.
Service Delivery » Manage project assignments.

» Approve scope, objectives, timelines, resource requirements and
personnel assignments, specification and milestones.

. . » Participate in requirement gathering and design with senior

Senior Project implementer or implementer.
Manager/Project » Make decisions within scope, including those related to timelines and
Manager budgets.

» Oversee communications with the customer about timelines, budget,

and project scope.

. _ » Participate in requirement gathering and design.
Senior Business » Develop and maintain specification.
AEWEEERIEEY ) Implement complex Agiloft functionality.

1 Less than 2% of applicants pass our test criteria.





Implementation and Support Teams

» Implement customizations based on the specification.
Implementers b Assist Wlt.h de5|gf'1 and specification malntenar.lce.
» Develop instructional user-based documentation.

» Develop training materials.
Trainer » Presentin-person or online training sessions.

Quality Assurance » Assign and oversee user acceptance testing.
» Create user acceptance test criteria.

Manager

» Provide custom enhancements as needed.
Developer » Write test scripts for automated testing.

. » Provide day-to-day oversite of the Support team.
Technical Support » Functions as initial escalation point for issues.
Manager » Handle internal escalation and resolution of tickets.

» Provide support services, typically post-implementation.
Support » Provide customer support, responding to incidents, requests, and
Specialist questions.

About Agiloft

More than 600 customers ranging from small enterprises to U.S. Government agencies and Fortune 100
companies depend on Agiloft's top-rated product suites for Contract Management, Service Desk, Custom
Workflow, and more. Agiloft specializes in automating processes that are too complex for competing
vendors. Our best practice templates and agile technology ensure rapid deployment and a fully extensible
system. For more information, visit www.agiloft.com.
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Info Sheet

Implementation-to-Deployment Process

Regardless of project scope, Agiloft uses an iterative process. Our Implementation-to-Deployment process
consists of the following phases to facilitate delivering successful CLM solutions services. This approach has
resulted in the most efficient and effective results for our clients over the past decade.

The implementation specialist will manage the schedule,
Project Management requirements meetings, design review, and follow-up
communications to ensure a timely and smooth
implementation.

and Communication

Our analyst will determine the best design of tables and fields
Review Current System and to be part of the implementation — after a thorough review of
your current process, exported data is provided, and

Business Process Analysis , ,
requirements about the new system have been discussed.

After initial discussion, our analyst will build out a prototype
Prototype system with the basic tables, fields, and forms to assist with
visualizing and designing the detailed specification for

Development e ,
automation, integration, look-and-feel, and more.

Once we have a prototype of tables and fields, our analyst will
work with your staff to define the rest of the implementation
details.

The design plan will include details on the automation,

(@0 aqlo)l =R DI RBIEEl slolpg(<lple  workflow, notifications, assignment teams, permissions,
reporting, and so on. In a staged implementation, this may be
an iterative process, with one segment specified, then
implemented, then the next segment defined, then
implemented.

Once the final design is defined, our analyst will build out the
rest of the customizations, adding to tables and fields, and
configuring workflow, rules, groups, teams, any specified
saved searches, reports, views, and global variable setup.

Complete Basic
Implementation

The number of hours depends on the number of fields
required for each contract type.






Implementation-to-Deployment Process

For those systems with an end user portal, we can customize
End-User Interface Design and the end user portal colors and styles and the menu and other
options to your specification for use by any distinct categories
of end users.

Implementation

We can create a custom look and feel scheme (colors, logo,
Basic Staff Interface and styles) and set up custom home pages for staff users
relevant to their work. This would also include the creation of
dashboards, custom reports, and views and saved searches.

Customization

Functional We create test cases and test users, run through processes

Testing and make fixes/revisions based on testing.

_ o Because Agiloft can be adjusted in real time, based on user
SRS AVCIONITISEOER  jnput, we have found that the best results are obtained by
Based on User Feedback incorporating at least one round of user feedback.

This covers one or more calls to walk through the system with
your administrator and/or staff users to show how it is set up.

Administrator Note: Agiloft provides free online admin level training. It is
Handover highly recommended that your admin level users complete
this training.
Data Transfer from Current Migration costs will depend on the level of the customer’s

involvement and data cleanup requirements.

System If Needed

About Agiloft

Over 3 million users ranging from small enterprises to U.S. Government agencies and Fortune 100
companies depend on Agiloft's top-rated product suites for Contract Management, Service Desk, Custom
Workflow, and more. Agiloft specializes in automating processes that are too complex for competing
vendors. Our best practice templates and agile technology ensure rapid deployment and a fully extensible
system. For more information, visit www.agiloft.com.
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A Successful Implementation

We estimate the range of implementation costs based on experience with similar projects
and customers, and we try to be as realistic as possible. Yet some projects are completed
for less than the low end of the estimate, while others exceed the projected budget.

We bring the same implementation process and agile technology to every project, so much
of the difference between these two outcomes lies in the hands of the customer. The
purpose of this document is to:
» Help you to minimize your consulting costs and the elapsed time for the project,
while ensuring a smooth and successful implementation.





»= Provide insight into the implementation process and familiarize you with
important project milestones and expectations.

Before the Project Starts

There are several steps you can take before our first project meeting to ensure an efficient
implementation.

Prepare for Decision Making: Gather Your
User Requirements, Documentation, and Data

This process can start before you even request a consulting quote. By detailing user needs
in a requirements document and discussing it internally, you can clarify and agree on what
aspects of the system are truly essential vs "nice to have."

When we provide a quote, please review it carefully to ensure it covers your known
requirements. If you see any discrepancy, bring it to our attention. Your project consulting
quote reflects our understanding of the project's basic requirements and scope. It includes
line items for each major requirement discovered during the sales process, and the
Analyst/Designer uses it to set the boundaries of the project scope.

The best way to keep costs down is by preparing to make decisions and provide required
feedback, data, and documentation in a timely manner once the project begins. The most
cost and time-efficient implementations are those that progress steadily, without
interruptions.

We have found that the most common causes for bottlenecks and delays are:

» Delays in decision-making and canceled meetings.

» Personnel changes, such as when your personnel are re-assigned to other
projects.

» Underestimating the time and level of effort required by your staff to
gather/cleanse data and make the necessary decisions.

» Gaps in approving the next phase of the multi-phase budget.





» Unclear requirements that lead to changes after decisions have been made.

We recommend that you use the time before the start of the project to continue gathering
and/or cleaning up your data, and to work on finalizing the materials we will need to
implement. These often include contract language and templates, lists of services, approval
logic, and workflow diagrams.

Of course, not all decisions can be made in advance, but if you can do some preliminary
work to gather stakeholder and user requirements and any documentation and materials
you have from your process as it currently exists, it will help us to make faster progress
together.

Create a Project Team

You need a strong and consistent project team with a shared understanding of the overall
project goals. Keep the team small, but include enough people to represent the primary
stakeholders or departments involved in your project. Collectively, the project team should
have a complete understanding of how the different areas of the system should function
and work together.
» |dentify the stakeholders and appoint an internal project team and project
manager. Be sure that the team regularly seeks feedback from the future system
users.

» Tryto avoid turnover on the project team. In particular, switching project
managers in the middle of a project can increase costs and delay the
implementation as the new manager gets acquainted with the software, project
goals, and current next steps.

» Communicate decisions and requests through a single contact, typically the project
manager. Make sure the project manager approves requests from additional team
members, such as IT or QA.

» Limit the people who attend meetings to the core team members and develop
your own internal method of communication to keep the stakeholders who don't
attend meetings up to date.





Plan for the Time Required from Your Team

There are dozens, if not hundreds, of decisions that must be made during an
implementation, and many of them will require discussion or feedback from your users.
Departments that have not implemented enterprise software before often underestimate
how much participation will be needed from their staff. Unlike software such as Word,
which behaves the same for all users at all companies, enterprise software has to be
precisely configured to your business processes and data.

If your staff members are already fully committed doing their normal job and will not have
time available to make the necessary decisions, it will affect the project schedule. It is best
for us to know this up front, so we can take on more of the data cleanup and decision
making role and/or plan on a longer and more gradual rollout.

For an ideal implementation:

» Commit to spending the necessary hours each week to provide the required
information and decisions for your implementation to continue. Where possible
this should be done in advance of the scheduled phone/web meetings, so that you
are not paying us to listen to your team discuss such decisions during the call.

» Delegate tasks and information gathering to those in the best position to do them.
For instance, assign technical staff to prepare data for import, but let the project
manager gather feedback from users about a particular design choice and assign
the legal team to finalize the standard contract templates.

» Assign all tasks with deadlines so the information is ready when your
implementation specialist needs it.

» Let us know how much process advice you want from our project manager. Often
we can reduce the burden on your staff by making more of the decisions for you
based on our extensive experience of what works for other customers.

* Plan on at least one round of internal user testing and set aside time and user
resources for that task. Expect users to request several changes once they see the
system, and allow time in the budget to make most of those changes.
Appropriately addressing user feedback and requests can make or break user
adoption of the system. The Agiloft no-code platform reduces the time required
for such changes from weeks or months to days, but you still have to plan for and
actually make use of this agility.





During the Implementation

There are several things you can do to stretch your budget during the implementation. The
most essential aspects are clearly defining the requirements and using the project team'’s
time wisely.

Use Meetings Effectively

Project meetings are valuable so long as the time is spent productively to move the project
forward. Follow these core principles to set your team up for success:
» Establish a consistent schedule of meetings at the beginning of the project. Ideally,
the core project team will meet once per week internally, and once per week (one
to two hours) with the Agiloft implementation team.

» Adhere to the meeting schedule throughout the course of the implementation.

» Prepare for meetings ahead of time. It is more cost-effective to cancel a meeting
that you have not prepared for than it is to spend that time unproductively, but
cancellations will affect the timeline.

» Use the weekly internal meeting to work on outstanding action items.

* |tis best to state decisions in business terms and desired outcomes, not specific
details of how it should be implemented. Be prepared to communicate answers to
outstanding questions and to make decisions about your process during the
scheduled meetings with your implementer.

» Use part of the weekly meeting to give everyone a chance to address questions or
issues that crop up.

Help us to Refine the Project Details

Your consulting estimate is based on the project scope and requirement set that we
discovered during the sales process.





As the implementation phase begins, we will work together to refine your processes and
clarify details about the requirements and scenarios describing how users will interact with
the system in the form of "use cases." A use case is a list of process steps and actions that
define the interactions and roles in the system. Use cases and a requirements list are
useful resources for monitoring the project scope, recording design decisions, and guiding
project meeting discussions.

Fill out worksheets provided by our project manager to capture your process. These may
include identifying workflows, approval processes, and completing spreadsheets to
prepare for importing background data.

There are often multiple ways to design a system to meet the same requirement. We will
generally advise you of such alternatives along with the pros and cons of different
approaches. Our goal is to meet your requirements with a well-designed system that is
flexible, easy to extend and maintain, and easy to use.

ldentify Users and Functional Roles

A first order of business is to identify the different types of users and how they will interact
with the system. This is key to defining your system requirements on many levels. For
instance, when the system sends an email notification, who receives that email? Think
about this in terms of job role or teams of users, not specific people.

In Agiloft, groups and teams are both used to organize groups of users: groups primarily
define access permissions, while teams are used for functional units and notifications, or to
set the look and feel of the user’s interface.

Group management and team configuration is one of the most detailed and time
consuming aspects of implementation. Well-thought out permissions result in a system
that keeps your stakeholders and users happy by showing them just what they need to see,
and keeps you compliant with security requirements by ensuring that people cannot
view/edit data to which they should not have such access. We will provide a worksheet to
help you to think through and document these decisions.

Define Email Notifications

Notification and reminder emails are sent automatically at certain points, and can be
adjusted based on your process.

It's possible to configure Agiloft to create and update records via email. If your system will
include this function, we will discuss which tables should receive email and which fields
should be updated. We'll also refine how new emails should trigger other workflow or
notification events within the system.





If your users will send emails from within the system, think about how much flexibility they
should have when creating emails. For instance, will users select from predefined emails,
or should they be able to create free text emails that reference fields and data in the
system, or some combination?

We will provide a list of the existing system email notifications for you to review. This will
make it easy for you to modify any text or recipients as needed. Make notes in places
where the current system email doesn't include the right data; this can help define system
requirements if a piece of information you want to send in an email is not already present.

Document Handling and Print Templates

If you are implementing a contract management system, document handling is critical. Tell
us which document features you need such as version control, e-signature integration,
Optical Character Recognition (OCR), and so on. The items below will help you define
specifically how you expect the system to treat documents.

ldentify documents that the system should output, such as contracts, invoices, or PDF
records. These documents are typically created as print templates in Agiloft. For best
results, provide example documents that show the types of information you need
captured.

If you will use an e-signature solution, such as DocuSign or Adobe Sign, plan to incorporate
it as early as possible. While e-signature may seem like a simple “add on” function, it often
ties into other processes and often has a significant positive impact on a user's overall
experience of the system.

Managing Scope Creep

Your Agiloft project manager’s role is to keep the project within scope and budget by
closely monitoring use cases, making updates as requirements are discovered or change,
and notifying you when anything comes up that appears to be out of scope with the
current quote and project use case.

It is inevitable that some new details will emerge that were not included originally, and we
include some time for such contingencies in our initial consulting quote. However, if
significant new items not included in the quote come up in later meetings, our project
manager must determine if the new function can be worked into the existing project scope
and budget.

If these requirements are must-have but we believe they could cause the project to go over
budget, we will communicate that and ask you to make difficult decisions about the value
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of the feature compared to other items in the project. We may also suggest waiting on the
additional functionality until we have completed the critical components and then see if
there is budget left toward the end.

We especially recommend postponing the addition of significant complexity until you have
a working system and can solicit feedback based on actual use. The tragedy of adding
complexity that is not absolutely required is not just that it increases the project cost and
timeline, but it makes the system harder to use and maintain.

Invest in Training

Identify the one or two users who are likely to maintain and administer the system after
the initial implementation, then have those users take our free online training course.
Investing in training can significantly reduce costs and provides three major benefits:
» Understanding the system capabilities makes it easier to clearly specify your
requirements.

» Training exercises can spark ideas for functionality that were not previously
considered, but may be easy to include.

* Your team and designated admins will be ready to take over the system
maintenance and make modifications as soon as you go live. While our specialist
will do the initial design and implementation, having staff already trained
empowers you to make further changes and enhancements without paying
additional consulting fees.

The ideal administrators are not programmers, since the platform is codeless. In fact, we
recommend that at least one of your administrators be from the business unit rather than
IT. We often find that the business admin is more knowledgeable about the system’s actual
and intended use, and can therefore spot issues and opportunities for improvement.
Whether you are considering a hosted or on-premise solution, we recommend that you
review our short outline of the administrative responsibilities for Agiloft to understand how
your IT resources will be involved in the implementation.




https://www.agiloft.com/admin-roles-and-responsibilities.pdf



A technically-minded, well-organized individual with good attention to detail and who can
communicate effectively with the business users is all that's required. We developed an
aptitude test to help identify candidates with the particular kind of intelligence and logic
skills to be a great implementer and are making it freely available for you to test
prospective candidates:

e Login: https://www.proprofs.com/quiz-school/story.php?title=NzQ4Mjl4MPUS
e password: agileminds

Contact your project manager to receive the results of the aptitude test for your admin
candidates.

Summary

At Agiloft, we love to design and implement systems that boost productivity, are easy to
maintain and that users adopt enthusiastically. An on-time, on-budget implementation is a
key part of this success and it is within your grasp, with some diligence and the right
planning. We hope that this document is helpful towards getting you started, and we are
here to help through the completion of your project.





