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Revize Web Services Sales Agreement 
 

This Sales Agreement is between  The City of Waukesha, Wisconsin    (“CLIENT”) and Revize LLC, aka 
Revize Software Systems, (“Revize”).   Federal Tax ID# 20-5000179                                          Date: 8-12-2021                        
 

CLIENT INFORMATION:    REVIZE LLC: 

Company Name: City of Waukesha Revize Software Systems 

Company Address: 201 Delafield Street 150 Kirts Blvd.  

Company City/State/Zip: Waukesha, WI 53188 Troy, MI  48084 

Contact Name: Andrew Noffke 262.524.3575 248-269-9263 

Billing Dept. Contact: itbilling@waukesha-wi.gov   
CLIENT Website Address: www.waukesha-wi.gov   

 

The CLIENT agrees to purchase the following products and services provided by REVIZE: 

Quantity 
 

Description  
Price 

1 Phase 1: Project Planning and Analysis, SOW, onetime fee: 
$1,500.00 

1 

Phase 2 – Discovery & Design from Scratch, onetime fee: 

• 1 mockup with unlimited rounds of changes 

• Home page template and inner page design and layout.  
           

$9,500.00 

1 

 

Phase 3 & 4 – Revize Template Development, onetime fee: 

• Set-up all CMS modules listed in this agreement 

• Integration with all 3rd party web applications 

$13,200.00 

1 Phase 5 – Quality Assurance Testing, onetime fee: 
$1,900.00 

1 

 

Phase 6 – Sitemap Development and Content Migration, onetime fee: 

• Site map development and content migration from old website including spell 

checking and style corrections up to 2,500 webpages and documents 

$7,700.00 

1 Phase 7 –Content Editing Training, onetime fee: 
$2,900.00 

1 Phase 8 – Go Live: 
Included 

1 

Revize Annual Software Subscription, Tech Support, CMS Updates, Website Hosting, 

Unlimited Users, Unlimited GB website storage, 100GB/Month Bandwidth, SSL 

Certificate pre-paid annual fee 
$5,900.00 

1 Grand Total First Year $42,600.00 
 

 
 
  

mailto:itbilling@waukesha-wi.gov
http://www.waukesha-wi.gov/
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Payment Schedule  
 
 

Payment Amount Payment Date Includes 

$ 31,950.00 8/18/2021 75% 1st Year Project Costs  

 
$ 10,650.00 

 
10/18/2021 25% 1st Year Project Costs 

 
$   5,900.00 

 
8/18/2022 

 
Year 2 of Annual Hosting & Maintenance 

 
$   5,900.00 

 
8/18/2023 

 
Year 3 of Annual Hosting & Maintenance 

 
$   5,900.00  8/18/2024 Year 4 of Annual Hosting & Maintenance  
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Terms: 

1. Payments: All Invoices are due upon receipt. Work begins upon receiving initial payment. 

2. Revize requires a check for the amount listed above to start this project.  

3. Additional content migration, if requested, is available for $3 per web page or document. 

4. Additional bandwidth is available at $360 per year for each additional 50GB per month. 

5. Additional website storage is available at $500 per year for each additional 10GB website storage. 

6. This agreement is the only legal document governing this sale & Proper jurisdiction and venue for any legal 

action or dispute relating to this Agreement shall be the State of Wisconsin. 

7. Both parties must agree in writing to any changes or additions to this Sales Agreement. 

8. CLIENT understands that project completion date is highly dependent on their timely communication with 

Revize. CLIENT also agrees and understands that;  

a. The primary communication tool for this project and future tech support is the Revize customer 

portal found at https://support.revize.com. 

b. During the project, CLIENT will respond to Revize inquiries within 48 hours of the request to avoid 

any delay in the project timeline.   

c. CLIENT understands that project timelines will be delayed if they do not respond to Revize 

inquiries in a timely manner. 

9. Revize will provide a free redesign of the website in year 4 of the agreement. This assumes the CLIENT 

agrees to 4 consecutive years of annual software subscription, tech support, CMS updates, and hosting. 

10. CLIENT owns design, content, and will receive periodic updates to the CMS for the life of the contract. 

11. Unless otherwise agreed, Revize does not migrate irrelevant records, calendar events, news items, bid 

results, low quality images, or data that can reasonably be considered non-conforming to new website layout. 

12. Storage is limited only to relevant website data. Unreasonably large folders of documents or images are not 

permitted. Examples include, but are not limited to, plat/property maps, tax records, GIS data, etc.  

13. After content migration, CLIENT is responsible for any additional content cleanup. This includes, but is not 

limited to, resizing photos, reformatting text, replacing photos/icons, consolidating unwanted content, adding 

future calendar events, and general prep of the site before go live. CLIENT will also have the ability to add 

new photos, content, and pages.  

14. Revize will host the CLIENT website within the AWS GovCloud environment. In the interest of security and 

performance considerations Revize reserves the right to use an alternate environment in the future. If that 

becomes necessary, Revize will notify the CLIENT of the expected change of circumstances.   

 

AGREED TO BY:     CLIENT                        REVIZE 

 

Signature of Authorized Person:                            

 

Name of Authorized Person:                 ______ Thomas Jean        ___ 

 

Title of Authorized Person                              Project Manager  ___ 

 

Date:                                       

 

 

Please sign and return to:             Thomas@revize.com                     Fax 1-866-346-8880 
 

 

 

https://support.revize.com/
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Revize will integrate the following web applications into your 

website 

Citizen’s Communication Center Apps 

• Notification Center with Text/Email Alerts 

• Bid Posting 

• Document Center 

• Email Notify 

• FAQs 

• Job Posting 

• Multi use Business Directory 

• News Center with Facebook/Twitter Integration 

• Online Forms 

• Photo Gallery 

• Quick Link Buttons 

• Revize Web Calendar 

• “Share This” Social Media Flyout App  

• Sliding Feature Bar 

• Language Translator 

 

Citizen’s Engagement Center Apps 

• Citizen Request Center with Captcha 

• Public Service Request 

• Public Records Request App 

• Citizen Connect (Community Blog) 

• Online Bill Pay  

• RSS Feed 

 

 

Staff Productivity Apps 

• Agenda Posting Center 

• Job Posting App 

• Image Manager 

• iCal Integration 

• Intranet 

• Link Checker 

• Menu Manager 

• Online Form Builder 

• Staff Directory 

• Website Content Archiving 

• Website Content Scheduling 
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Site Administration and Security Features 

• Audit Trail 

• Auto Site Map Generator 

• History Log 

• URL Redirect Setup 

• Roles and Permission-based Security Mode 

• Secure Site Gateway 

• Unique Login/Password for each Content Editor 

• Web Statistics and Analytics 

• Workflows by Department 
 

 

Mobile Device and Accessibility Features 

• Font Size Adjustment 

• Alt-Tags 

• Responsive Website Design (RWD)  
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1.1 Statement of Intent 

The aim of this agreement is to provide a basis for close co-operation between The City of Waukesha, 

Wisconsin (known in this agreement as Client) and Revize Software Systems, LLC., for support services to 

be provided by Revize Software Systems, LLC. to Client and, thereby ensuring a timely and efficient 

support service is available to Client end users. The objectives of this agreement are detailed in Section 

1.2.   

This agreement is contingent upon each party knowing and fulfilling their responsibilities and generating 

an environment conducive to the achievement and maintenance of targeted service levels. 

 

1.2 Objectives of Service Level Agreements 

1. To create an environment which is conducive to a co-operative relationship between Revize Software 

Systems, LLC. and Client to ensure the effective support of end users 

2. To document the responsibilities of all parties taking part in the Agreement 

3. To ensure that Client achieves the provision of a high quality of service for end users with the full support 

of Revize Software Systems, LLC. 

4. To define the commencement of the agreement, its initial term and the provision for reviews 

5. To define in detail the service to be delivered by Revize Software Systems, LLC. and the level of service 

which can be expected by Client, thereby reducing the risk of misunderstandings 

6. To detail via a question list, information Revize Software Systems, LLC. requires Client to extract from 

end users prior to Revize Software Systems, LLC. involvement 

7. To institute a formal system of objective service level monitoring ensuring that reviews of the agreement 

are based on factual data 

8. To provide a common understanding of service requirements/capabilities and of the principals involved in 

the measurement of service levels 

9. To provide for all parties to the Service Level Agreement a single, easily referenced document which 

caters for all objectives as listed above 

 

1.3 Period of Agreement 

This agreement will commence on the date specified in this following the acceptance by both parties and 

will continue until terminated.  

Either party hereto may terminate this Contract upon giving thirty (30) days' written notice to the other in 

the event that such other party substantially fails to perform its material obligations set forth herein.  This 

Contract may be terminated by the Client without cause upon thirty (30) days' written notice to Revize 

Software Systems, LLC. In the event of such a termination without cause, the Client shall pay Revize 

Software Systems, LLC for all services rendered prior to the termination, plus any reasonable expenses 

incurred and unpaid which would otherwise be payable hereunder. In such event, Revize Software 

Systems, LLC shall promptly submit to the Client its invoice for final payment.   

 

Service Level & CMS License Agreement 



                                                                                                                                                 Page 7 of 16 

 

1.4 Review Procedure 

This agreement will be reviewed one year from the date of commencement, or at a mutually agreed date, 

by Client and Revize Software Systems, LLC..  The review will cover services provided, service levels 

and procedures. Changes to this agreement must be approved by both signatories. 

 

1.5 Representatives 

Client and Revize Software Systems, LLC. nominate the following representatives responsible for the 

monitoring and maintenance of the service agreement: 

 

  

 

 

 

 

 

 
 
 
1.6 Service Level Monitoring 

The success of service level agreements depends fundamentally on the ability to measure performance 

comprehensively and accurately so that credible and reliable information can be provided to customers 

and support areas on the service provided. 

Service factors must be meaningful, measurable and monitored constantly.  Actual levels of service are to 

be compared with agreed target levels on a regular basis by both Client and Revize Software Systems, 

LLC.  This is in reference to the agreed upon 99.99% detailed in item 2.5 of this agreement. In the event 

of a discrepancy between actual and targeted service levels both Client and Revize Software Systems, 

LLC. are expected to identify and resolve the reason(s) for any discrepancies in close co-operation. 

Service level monitoring will be performed by Client. If Client suspects that response times for faults do 

not adhere to expected response times in table 2.2 they should provide information to Revize in response 

to items in 4.2  

Service level monitoring and reporting is performed on response times for faults, as specified in Section 

3.4 of this agreement. 

  

Client: Andrew Noffke –  

262-524-3575 

Revize Software Systems, LLC.: Joseph Nagrant –  

Business Development Director 

248-269-9263 



                                                                                                                                                 Page 8 of 16 

 

1.7 Complaints 

All complaints relating to the operation of the help service, including: 
• Expected level of support 

• Actual support offered and delivered 

• Personnel responsible for providing or administering support 

• Any other issue relating to this document or the relationship between Client and Revize Software Systems, 

LLC. 

 

 

Client Responsibilities 

2.1 Functional Overview 

The purpose of this section is to detail the Client responsibilities for the referral and resolution of all 

computer related faults and queries (supported products only) encountered by end users throughout the 

Client’s contracted services with Revize Software Systems, LLC. This includes the following specific 

responsibilities:  

• Provision of a main point of contact during Client business hours.  

• Extracting information from end users as per Revize Software Systems, LLC. specified list of questions 

(detailed in section 4) 

• Timely referral of faults to Revize Software Systems, LLC. as per method detailed in section 4 

• Fault resolution monitoring, and production and distribution of Service Level Monitoring reports as 

and when required 

2.2 Response Times 

Table 2.2 shows the priority assigned to faults according to the perceived importance of the reported 

situation.  The priority assignment is to refer to the initial response to the client as per Section 2.3 of this 

document.  The support level refers to the Client guide for support available as illustrated in Section 2.3 

of this document. Client agrees and understands that, in rare cases, response times may be delayed due to 

an overabundance of tech support requests on the part of the Client or Revize customers, natural disasters, 

acts of god, etc.  
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Table 2.2 - Response Priority 

 

  

 

Crisis 

 

 

Urgent 

 

 

Critical 

 

 

Normal 

Request 

For 

Service 

Priority Immediate Urgent High Normal Normal 

Time for 

Response 

< 1 Hour 1 Hour 4-6 Hours 24 Hours Dependent 

Upon 

Request 

Report Method Revize Live 

Phone 

Support 

248-269-9263 

Revize 

Customer 

Portal 

Revize 

Customer 

Portal 

Revize 

Customer 

Portal 

Revize 

Customer 

Portal 
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2.3 Client Guide for Support (Report Method Details) – Fault Matrix 
Crisis:  

o Crisis issues are issues that make your website completely inoperable. In this case you should call 

our tech support team immediately at 248-269-9263 

o Example(s) include: Entire website not accessible from multiple devices/browsers 

 

Urgent: 
o Urgent issues are issues that render your system partially inoperable. These requests can be 

submitted to our tech support team through phone or within our customer portal 

www.support.revize.com   

o Example(s) include: Partial portion of website not accessible from multiple devices/browsers, 

unapproved information on the website, or time sensitive information not available on live website. 

 

Critical: 
o Critical Issues are issues that deny you the ability to perform a core function of the system. These 

requests should be submitted to the customer portal www.support.revize.com   

o Example(s) include: CMS not publishing to live site, perceived slow load time, content updates not 

appearing as intended in live site. 

 

Normal: 
o Normal issues are issues that deny usability of limited functions of the system. These requests 

should be submitted to the customer portal www.support.revize.com   

o Example(s) include: General site irregularities, login issues, photo resizing, or image/graphic 

requests.  

 

Request for Service: 
o Requests for service are completed with the mindset that we do not “nickel and dime” our clients. 

Your annual maintenance agreement includes requests for service that you and staff may not be 

able to do yourselves. These types of requests include new icons, graphics, buttons, photo editing, 

page types, and custom applications. Revize will add in these services with no charge up to a level 

of reasonability beyond what is included in your contract. These requests should be submitted to 

the customer portal www.support.revize.com. If there is no charge, Revize will complete the 

changes as requested. If there is any charge, we will respond to you with alternative free options or 

a quote for the additional work.  

  

http://www.support.revize.com/
http://www.support.revize.com/
http://www.support.revize.com/
http://www.support.revize.com/
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2.4 Priority Level Response/Resolution Times 

 

Table 2.2 shows the required initial telephone/portal response times for the individual priority ratings.  All 

times indicated represent telephone response time during specified working hours of 8 a.m. to 8 p.m. 

Eastern Time Monday to Friday, unless otherwise indicated in this document, or otherwise agreed upon 

by Client and Revize Software Systems, LLC.. 

 

The indicated response time represents the maximum delay between a fault/request being reported to the 

Revize Software Systems, LLC. and a Revize Software Systems, LLC. representative contacting the Client 

by telephone or through the customer portal.  The purpose of this contact is to notify the client of the 

receipt of the fault/request from Client and provide the client with details of the proposed action to be 

taken in respect of the particular fault/request. 

 

Due to the nature and variety of issues that could be reported by the client, resolution times vary 

dependent upon the issue itself. It is not uncommon for a perceived “quick fix” to take multiple working 

days, or a perceived long term request to be completed in a matter of hours. When possible, Revize will 

provide an estimated time of resolution upon initial report from the client. If, after further investigation, 

Revize determines the expected time to significantly change, Revize will contact the client to discuss the 

details and new suspected time frame 

 

2.5 Website Application Availability Monitoring 

 

Website application availability monitoring will be performed by Client using software of their choice. If 

Client suspects that website availability fails to meet the agreed upon threshold of 99.99% in any one 

month, they agree to immediately open a support ticket in the customer portal to notify Revize Software 

Systems, LLC. of the issue.  

 

Upon resolution of downtime issue, if Client suspects the 99.99% was not met, Client agrees to provide 

information to Revize Software Systems, LLC. which includes SCOM report and a written narrative 

describing any details of the perceived downtime issue. Upon Revize Software Systems, LLC. review and 

concurring thereof Revize Software Systems, LLC. customer will be eligible for a credit equal to the 

monthly portion of annual services fee as set forth in table 2.5 below. This credit would be applied to the 

next invoice due. The credit will not be provided if support ticket was not opened or for issues caused by 

Client. 
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2.5 Website Application Availability Credit Table 

 

Table 2.5 – Website Application 

Availability Credit Table 

Website Application 

Availability % 

Credit % for Monthly Portion of 

Annual Services Fee 

From To  

99.99% 99.50% 0% 

99.49% 99.00% 10% 

98.99% 95.00% 15% 

94.49% 90.00% 50% 

Less than 90.00% 100% 
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3. Revize Software Systems, LLC. Responsibilities 

3.1 Functional Overview 

Revize Software Systems, LLC. is a provider of computing software maintenance service and support to 

the Client. 

3.2 Hours of Operation 

A Revize Software Systems, LLC. representative will be available to provide support functions between 

the hours of 8 a.m. and 8 p.m. Monday to Friday, public holidays excepted, unless alternative 

arrangements have been agreed to by Client. The Revize Customer portal is monitored 24 hours a day. 

Beyond the 8 a.m. to 8 p.m. EST Revize does not guarantee response times. Response times through the 

customer portal officially begin at 8 a.m. EST and end at 8 p.m. EST. However, Revize Software Systems, 

LLC does reserve the right to respond to requests outside of these hours. 

3.3 Response Times 

The Revize Software Systems, LLC. will accept the priority assigned to a fault by Client, as per Fault 

Matrix in 2.3 and Priority Assignment criteria in 4.1. 

3.4 Service Level Targets 

The Revize Software Systems, LLC. will respond within the time specified by the priority allocation. 

Client will issue reports as and when required to the Revize Software Systems, LLC. Support staff for the 

purpose of gauging Revize Software Systems, LLC. performance. 

3.4 Website Application Availability  

The Revize Software Systems, LLC. agrees to a live website availability threshold of 99.99% of the time in 

a calendar month. It is understood that Revize Software Systems, LLC will perform routine maintenance 

during non-peak hours as necessary that is not factored in as part of the availability threshold. Non-peak 

hours are from 2:00A.M. to 6:00A.M. Eastern Standard Time. Client may request other updates/features 

that necessitate downtime as well. Revize Software Systems, LLC will notify client when expected 

downtime is greater than 15 minutes. 
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4. Supported Products/ Applications/Systems 

4.1 Software Support Services 

 

Software Products Supported: 
· Revize CMS 

· Hosted Website 

· Source Files 

· All Included Revize Web Applications 

 

Contact Details: Live Phone Support: 248-269-9263  

 Customer Portal: www.support.revize.com  

 Email (Unofficial Channel): Support@revize.com 

 

Priority Assignment Criteria: 

As assigned by the Client fault matrix in section 2.3 of this document.  This response time is to indicate 

the initial telephone, email, or support portal response by Revize Software Systems, LLC., as described in 

Section 2.4 of this document, to the client as detailed on the Client Fault Report Form. 

 

Method of Fault Referral: 
• Customer Portal transmission of Client Fault Report Form by Client staff to Revize Software Systems, LLC. 

At support.revize.com   

• Telephone contact by Client operator. 

  

http://www.support.revize.com/
mailto:Support@revize.com
http://www.support.revize.com/
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4.2  Information to be provided by Client for Timely Response: 
• Complete description of issue 

• Time estimate of when client started experiencing this issue  

• Whether a change was requested recently in relation to this issue 

• URL where issue is occurring (if applicable) 

• Screenshot of this issue (optional) 

 

Method of Return of Resolved Faults: 

Immediately following actual resolution of each individual fault/request a Revize Software Systems, LLC. 

representative will notify Client by telephone, email, or customer portal of the completion of the 

fault/request.  If applicable, within 48 hours of resolution Revize Software Systems, LLC. will provide 

Client with details of resolution. 

 

 

Other (Details): 

Revize Software Systems, LLC. maintains a real-time project support portal where fault issues can be 

reported by the Client. This portal can be found at support.revize.com where a user name and password 

will be required. This project support portal will have an updated status of the completion progress of 

each issue as determined by Revize.  

Although each issue is updated when key objectives are met, Client may request an update at any time.   

When Client has issues outstanding in this portal, they will check in at least once per week to answer any 

follow up questions from Revize. If there are no outstanding issues this is not required. For a general 

update request, Client will make request notating each outstanding fault they would like an update on. 

Revize will respond with details of current status and return the report to Client within 72 hours of receipt 

of the report. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.support.revize.com/
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5. Revize CMS License 

5.1 Enterprise Revize CMS License 

As part of this agreement Revize Software Systems, LLC. will provide to the CLIENT a full Enterprise 

Revize CMS Software license. This software is a proprietary software built and maintained by Revize 

Software Systems LLC. and is intended to allow for the CLIENT to easily update the content of their 

website. CLIENT agrees that this license will only be used to maintain the websites included in this 

agreement. Sharing of the content management system, by the CLIENT, with other entities not identified 

in this agreement is prohibited.  

Revize will maintain, update, and host the Revize CMS during the contract period. In the event that the 

contract is terminated, for any reason, Revize will provide the latest version of the Revize CMS to the 

CLIENT, provided all payments for the entire length of the contract is fully paid. Notice of termination 

must be in writings and given to the non-terminating party at least 30 days prior to the effective date of 

termination. This system will then have the ability to be hosted and used by the CLIENT as long as they 

wish. Revize will provide reasonable support in transferring the CMS system to the CLIENT’s decided 

upon hosting architecture.  

 

Products Provided to Client Include: 
· Revize CMS License 

· Hosted Website 

· Source Files 

· All Included Revize Web Applications  

 

 

 
 

 
 


