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Civica Project Milestones and Services 
 
New Website Projects  
Civica will deliver a new website - a project which (typically) includes the following milestones and services: 

New Website Powered by the Civica CMS 

New Website Discovery 
Deliverables: 
Current website review and evaluation, including user and staff goals and requirements 
Full discussion of objectives and goals for the new website 
Interactive demonstration of wireframes, design themes and Civica technology stack 
Introduce and create accounts for collaborative tools for authorized personnel 

Website Design Process 
Deliverables: 
Create up to three initial designs for review, based on suggested theme-based layouts 
New homepage concept presented, based on feedback generated from initial designs 
Up to three additional revisions of new concept 
Confirmation and approval of new website layout (homepage and secondary page design) 

Website Development and Integration 
Deliverables: 
Integration of the approved design on a development CMS installation 
Implementation of Civica CMS and required features 
Delivery of fully responsive website framework optimized for mobile 
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New Website Powered by the Civica CMS (continued) 

New Website Information Architecture  and Navigation 
Deliverables: 
Audit of existing navigation and inventory of content (pages, news, documents) to be migrated 
Establish and construct new and improved information architecture for website 

Web-Ready Content Migration 
Deliverables: 
Migrate the required/desired number of “ready for web” content pages to new Site according to an content migration matrix 
Establish and deploy global styling to all current and future content pages 
Final check content for duplication errors, broken links and spelling 
Additional pages can be migrated at rate the rate set forth in this proposal 

Quality Assurance and Technology Transfer 
Deliverables: 
Final checking and stress testing of complete site 
At launch, you will take full control of the maintenance of all sections 
Full access to the source code (Private Open-Source) 

Project Management 
Deliverables: 
Complete hands-on project management for website from Kick-off to Launch 
Setup and project task tracking in Collab (project management software solution) 
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Staff Training, Annual Maintenance and Support 

CMS Staff Training (GoToMeeting or Onsite) 
Deliverables: 
Basic User training (required/desired number of session with up to 10 user participants, 2-hours via GoToMeeting) 
Administrator “Train the Trainer” (required/desired number of sessions with up to 6 CMS admin participants, 2-hours via GoToMeeting) 
Sessions can be both recorded as well as taught with a Train-The-Trainer approach 
Unlimited user access to Civica Knowledge Base and Online Video Help Center 
Additional session can be added to this contract  
Onsite training offered at the rate set forth in this proposal (all expenses included, discounts available for multiple days) 

Software License, Annual Maintenance and Support 
Deliverables: 
Civica’s Software License at no-charge with four year commitment 
Annual Maintenance and upgrade program ensures every aspect of the new site remains secure, stable and cutting edge for years to come  
Includes full Access to Civica phone support during business hours for staff and administrative users 
Includes a FREE website design refresh at the end of year four 

Worry-Free Hosting (optional) 
Deliverables: 
Covers website and any Subsites with 99.5% uptime 
Disaster recovery and offsite backup options 
24/7 Phone Support and Monitoring 
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Overview of Primary Products, Features and Services 
New project development (typically) includes the following products, features and services: 

A-Z Index 
Admin Module 
Agendas Module and Display Center 
Broken Link Checker 
Business and Resource Directory 
Business Permits and Licensing 
Calendar 
CivicaAssist CRM LITE (Request Mgmt.) 
Constant Contact Integration 
Contact Module (Staff Directory) 
Content Golive/Die Date Settings 
Document and Page Archives 
Duplicate Page Utility 
Dynamic Breadcrumbs 
Dynamic Sitemap 
Email Manager Module 
Emergency Alerts and Notifications 
Facilities Reservation 
FAQs Module 
Google Analytics 
Google Site Search 
HTML Editor (WYSIWYG) 
Intranet (optional) 
Job Application Submission 
Jobs Module 

Mapping Module 
Media Manager Module 
Megamenus 
Menu Mouse-Over 
News Module and Display Center 
Notify Me with SMS Alerts 
Open Government Center 
Page Layouts 
Page Sharing to Social Streams 
Payment via Form Integration 
Photo Manager and Slideshows 
Polls and Surveys 
Press Releases 
Print/Email Page 
Quicklinks Module 
Registration with Search Engines 
RFP & Bids Module 
RSS Feeds 
Simple Forms Module 
Social Media Feeds (FB & TW) 
Social Media Module 
Usage History and Action Audits 
User Portal (Basic) 
Weather 
Widget Manager Module 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Maintenance, Support and Hosting 
Software Warranty 
Civica fully warrants the Content Management Software and website to be free of all bugs and defects for 12 months 
from the date the website goes live.  

Civica remains committed to a long-term partnership with all its Government clients and its technicians will be available 
during regular business hours to assist personnel in all aspects of the website maintenance and also to advise staff on the 
development of any applications required to interface with other e-government initiatives. 

Annual Maintenance Program 
An annual maintenance and upgrade program is 
available that will ensure all website and 
purchased modules installed contain the latest 
features developed during the previous year. In 
addition, it will provide staff with access to 
Civica engineers during normal business hours 
to consult on any proposed website and 
software integration issues.  

Included no-charge for first year following go-live 

Ongoing 
raining, Web Mastering and 
Custom Development 
Civica has several packages training and web 
mastering packages available, either via 
GoToMeeting or onsite with cost of travel and 
expenses.  Custom development packages can 
be accommodated by pre-approved proposal 
funding as part of this proposal, and can include 
graphic design services, department branding 
and site additions. 

Updates 
Generally, administrative and general updates 
are released within 9 to 12 months of the 
previous release. Changes to specific modules 
may be provided and integrated with client 
system upon their approval.  
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DIR SPECIAL PRICES PRICING INCLUDED - 10% Discount 
Principals:     $189 per hour 
Custom programming and integration: $139 per hour  
Project management:   $121 per hour 
Web design:           $104 per hour  
Web mastering:    $86 per hour 
HTML Production:    $84 per hour  
Specializing Programming   Scope For Price

Should any additional professional services be required 
regarding the design, implementation, content 

conversion or training either beyond that included in the 
proposal the following rate structure will apply:
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Priority 1: Emergency 
Severe application problem resulting in complete work stoppage for a large number 
of your staff. Or, complete loss of service to either website or intranet (application-
related site outage).  Access to key points of contact is available 24 hours a day. 
Response:  30-60 minutes during prime hours (M-F 8AM - 6PM) 
  60-120 minutes off-hours, holidays and weekends 
  Onsite response (if needed) within 4 hours 
Resolution: 4-12 hour resolution time 
Notifications:  Project Manager is given a detailed report by the  
   Civica on-call technician (for off hours only) and  
   distributes to the IT Manager. 
Update:  Hourly or as scheduled with Civica 
Examples: Web server is up but application non-functional.   
  SQL-server errors not related to hardware 
  Patch updates from vendor or Microsoft cause   
  incompatibility resulting in service outage 

Priority 2: High 
Application or service is available, but in a degraded mode.  Work around is feasible 
or loss of service for short time is acceptable.  Impacts a small group or complete 
work stoppage for an individual 
Response: 2-4 hours during prime hours (M-F 8AM - 6PM) 
Resolution: 3-5 business days 
Update:  Daily or as scheduled with Civica 

Examples: Site is operational, but search, calendar or other modular  
  functionality is non-operational or impaired 
  Presentation layer is up but back-end is non-operational 

Priority 3: Medium 
Moderate business impact; issues have affected customer productivity. Work around 
may exist or problem is for non-business-critical task.   
Response: 8 hours  
Resolution: 5 business days 
Update:  Staff is notified when Civica completes repair 
Examples: File attachments won't upload.   
  Presentation layer is not rendering correctly 

Priority 4: Low 
Limited business impact.  Request can be scheduled.   
Response: 2-3 business days  
Resolution: As scheduled by Civica 
Update:  Staff is notified when Civica completes repair 
Examples: Programmatic change to back-end to improve efficiency 
  Programmatic change to front-end 
  Distribution of all patches and upgrade  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Customer Service 
Our support team includes dedicated personnel to handle direct phone and email 
support. Our core development team (the actual programmers who create the 
technologies) is also available to answer and address issues directly.  In addition, we 
have launched Civica Support – a new online Support management system allowing 
clients to access online Help, a Knowledge base and Forums, submit issues online via 
our issue tracking system and access all documentation.  

Security patches and necessary upgrades are scheduled upon immediate discovery - 
normally within a few hours of being brought to our team’s attention.  We assist onsite 
tech staff with all updates as part of the annual maintenance including all new features 
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Optional  Extras and Enhancements 
At Civica, our skills extend beyond the boundaries of this proposal. Other solutions we can offer include, but are not restricted to: 

User Portal 
Website visitors create accounts which allowing personalization of 
the web experience, including favoriting pages, news and calendar 
feeds, notification preferences (eNewsletters), icons and more. 

Branded Pages 
Options to add unique title-bar graphics, feature buttons, 
background images and color schemes for Departments 

Department Landing Pages 
Using Widget Manager, once deployed provide dynamic 
homepages (landing pages) for Department sections 

Subsite with Responsive Design Framework 
Unique look and feel website powered by Civica CMS 
Fire, Police, Parks, Economic Development and more 

Worry-Free Hosting 
Covers website and any Subsites with 99.5% uptime 
Disaster recovery and backups 
24/7 Phone Support 

Custom Reports Module Configuration 
Setup and training to provide user-generated custom reports 
for build and download in MS Word or PDF formats 

Social Media Module Configuration 
For use by multiple departments, once configured provides 
one-click posting to social media feeds for authorized users 

Custom Map Setup and Configuration 
Design, styling and icons for a Department or Agency Map 
Ex. Parks, Local Businesses, or special projects  
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Intranet 
Civica has built intranets for several of its clients. The Civica intranet 
operates under the same CMS as the public facing website and can, 
where appropriate, share the administration system so that postings 
on both sides can be performed simultaneously. 

Concept and design 
Two unique design concepts with three revisions of chosen concept 
Upon approval of chosen concept, one secondary page design will 
be presented for approval 

Development, Integrations and Engineering 
Deployment of Civica CMS onto provided servers 
Integration of homepage and secondary page designs 
Site development, construction and setup 

Content Migration 
Up to 150 pages, additional pages will be billed separately 

Consultancy and Project Management 
End-to-end project management that starts with a kick-off web 
meeting and use of the Civica client Extranet 

CivicaAssist CRM with Mobile App 
Citizens increasingly demand better service from their governments. 
Designed to streamline the interaction between citizens, residents 
and local governments, CivicaAssist can economically help a local 
government greatly improve its service to its constituents. 

CivicaAssist is a mobile Request and Issue Management system 
designed from the ground up specifically for Government. It is 
scalable for all sizes of cities, counties and special Districts and 
includes enhancement and features that extend far beyond a basic 
ticket tracking system. 

CMS Integration 
Seamlessly integrated with the Civica CMS for management of forms 

Responsive Web Admin Portal 
Staff can easily track, manage and resolve requests for services, with 
a variety of add-ons and options including GIS integration for 
duplicate address lookup and address verification, Code 
Enforcement Case Management and Resource Management and 
Tracking. 

Mobile App for Residents 
Customized with your branding, providing full access to all request 
forms, fully integrated with web portal for proper request tracking, 
management and resolution 
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Hosting 

Web Security and Data Cost Control 
 
Civica Software proudly announces our Civica Cloud hosting 
platform.  Now, customers can get total control over their resources 
and have the ability to control their costs by only paying for data 
management based on their needs.  And. all of this brought to you 
worry-free by Civica! 

    Civica partners with: 
            

Features Included: 

• Secure virtual environment, managed in partnership with Rackspace and 
(SAS 70, Type II Certified, Tier III data center with option for multi-site 
redundancy, managed backup and secure disaster recovery 

• Full Microsoft Infrastructure built upon the Xen Hypervisor, allowing for 
total data isolation of customers from one another, while providing the 
benefits gained from Microsoft Infrastructure like managed updates, 
managed Anti-Virus and System Center Monitoring. 

• Shared SQL (cost effective and better performance) or dedicated virtual 
SQL server option (ultimate performance) 

• Fully redundant SAN storage providing high performance, security and 
availability 

• Pre-installed with Windows Server 2008 Standard, MS SQL 2008 (licensed) 
and IIS7 

• Daily Backups (“R1 Soft” backup software) and internal data fail-over safe 
guard against downtime and data loss, with additional backup options to 
provide file level restoration and continuous protection 

• Anti-virus and RioRey RS-Series Dedicated DDoS Protection 
• Automatic pushed Windows updates and Antivirus updates with no 

downtime – eliminating all need to manually update server software 
• Unlimited reboots, remote desktop and full system monitoring (24/7/365) 
• For customers that need a larger build out, Civica Cloud can be 

configured to provide burst functions as well failover function for 
standalone builds.  Civica can also assist in setting up multi-datacenter 
failover to provide global failover in the event of a primary datacenter 
failure. 
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