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EXPERIENCE 

• Scientific Games has the largest and most diverse account management relationships in the industry. 
With (Usfomers in 50 countries on six continents, we are partners with both large and small lottery organizations, 
located in the United States and internationally. 
Our arrayal product offerings stretches wide and 
includes a diverse sel of offerings, including: lottery 
gaming systems; licensed bronded gomes, instant 
ticket manufacturing, Dnd systems and management 
servi(e~ operations management service; video gaming 
suites (systems, software and lerminak); server-based 
systems and gaming machines; amusement·With·Prize 
(AWP) and Skill·With-Prue (SWP) beNing terminais; 
sports bening solutions; and interactive content for the 
regulated gaming industry. 

The depth 01 these customer experiences ensures the Texas Lonery will have a partner that deorly differentiates itself 
through our entertainment and content portfolio and global experiences in our o((ounl management proctices with 
the world's leoding lattery organizations. ' 

• Scientific Games has proposed TL( Account Team leaders with the most diverse skills in the lottery 
industry. 
Scientific Gomes has a highly diverse organization containing global leaders with skills in an ever-expanding portfolio 01 
gaming products and services to the world's government regulated and government-sponsored entities. Scientific Gomes 
believes this diversi ty differentiates our proposed TlC A((ount Teom and enhances our proven ability to deliver world­
class solutions fa leading organizations like the Texas Lottery. Our proposed Tl( Account Team has a proven track record 
01 leading innovative, secure, and service-oriented organizatians in the glabal gaming industry. The depth al aur team's 
diversity ;, in their experiences with a variety af lonery produc~, geographies, and working experience with vendars 
and state lonery organizatians. A brief introduction to our TL( A((ount Team leode,,: 

• rt( Account Diredor - iohn Olenenko 
• 19 year lonery veteran with expertise in general management, business development, government 

affairs, and program management 
• Key prior experience: Scientific Games Vice President Asia Pocific and General Manager, Aorida Lonery. 

Former 11 year GTECH employee. 
• rt( Deputy Dir,,'or Sales ond Marketing - rany Molira 

• 25 year lottery coreer with a distingu;,hed soles performance record 
• Key prior experience: California lotlery Executive Director, Washington lottery Executive Director 

• rt( Deputy Diredor r"hnology - David Douglas -/TIL (ertified 
• 23 year lotlery veteran focused on operations and service management 
• Key prior experience: Guided the creation of GTECH's Data (enters af the Americas (DCA) in 

Former 18 year GTECH employee. 
Information Redacted 
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• TI( Deputy Director Inslanl flckel Services - Scali Ross 
• 28 year lottery veteran focused on instantlickel management services 
• Key prior experience: leadership roles in instant licket service management in Florido, Arizono, and 

New Mexico. 
• Stientifit Games' Fatilities logisti15 Team has performed ovor 20 SUlt."fuf build-outs in the post live 

yeors_ 
This team will fulfill all contract facility needs: from the design phase through final Certificate 01 Occupancy. The lottery 
will benefit with this team in place, overseeing all aspects of the facility build·outs. In fact, since our team is ohen 
finished ahead of schedule, other stages of the plan are usually able to proceed ahead of the originally scheduled dates. 

• Sdentifi( Games' Educational Services Department hos trained over 75,000 retailers since 2005. 

DIFFERENTIATORS 

Scientific Games retailer training sessions have the highest porticipation rate 01 any other lottery vendor·provided 
training because OUf Educational Services Deportment is the only training leom thaI focuses on the entire retailer 
experie nce. We hove in-house logistical experts, experienced in large scole I ready 10 execute slotewi~e ,....-;;::j 
instructor led !raining. This includes event planners, retailer communications and Retailer (are I 
whose tmining programs en<omposses online and instant products, 
lottery terminal technology, and SalesMoker techniques to ensure 
retoilers know how to promote lottery products at point·ol·sole. 

This deportment recently trained over 17,000 attendees os port of 
the system <onversion in Pennsylvania and is eager to train the Texas 
lottery's retoilers and staff. 

• Stientifit Games Transitionallntentive Plan for Existing loHery Operator Employees 
After consultation with the HC, Scientific Games will establish a Transitional Inventive Plan to provide for th",e 
employees that may quolify to transition from the current TlC lottery operator employ to migrate to work for Itientific 
Games. By utilizing the experienced existing Texos workforce, Scientific Games will integrate institutional knowledge 
thus strengthening our team and ensuring <ontinuity. 

Information Redacted 
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Confidentiality Claimed 
Not released 

• Inhanting Physilal and logilol Security (ontrols 
We ore proposing the use of a single security card thaI controls physicol access and provides for logical access (antral 
01 well. Thil enhanced lecurity fealure provides a layer of security Ihol we believe il vilol for Ihe TexOl lollery 
Operalionl. For personnel who neetls OC!el1 10 reslrided Iyslemllhil enhancellhe 10llery security pOlition by 
providing more (antral over system access while minimizing the 
number of "ce" types and "rtls required by a user. Part of our 
overull risk management gools is to limit risk and eliminate the 
pOlenliol for fraud by proViding enhanced security (Onlrok. 

Our phYli,,1 and 10gi,,1 security leal11l will use parallel bUI 
inlegroled dolo basel 10 Ilore and Ihore "edenliok which will 
llrenglhen "ce" conlrol, and evenl moniloring. This appro"h will 
also enhance our capability in Ihe early deleclion of abnormal, unaulhorized or molicioul "Iivity ollempll or emerging 
security oll"k, and Iheir lubsequenl invesligation. Mainlaining Ihe pubfic Irull in Ihe ability of Ihe 10llery for faci li lies 
and logical infrastructure is something we toke very seriously and are dedimled to ensuring. 

• Scientifil Gomes will estobnsh our Texol Notional Service (enter in the Austin-area 
Scienlific Gomes is commilled 10 working in dose cooperation wilh Ihe Tex", lollery and Ihe TexOl Slale Deportmenl of ) 
Economic Developmenl in our effor~ 10 meellhe gooll sel by Texol Slole Certified Minority Owned BUlinesl Enlerpri" 
and Ihe TexOI Slale Cerlified Woman Owned BUlinesl Enlerprises 01 lubconlroclo" and lupplie" in Ihis proposed 
(onlroct. Upon award of the (onlro(llo Scientific Gomes, we Dre committed 10 establishing our Texas National Service 
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(enter in t ea. Our Texas Holionol Service (enter will house several key componen~ of our national service 
infrostruclure and resources including: I 

The establishment of the Texas Notional Servi" (enle~ enhances our ability to exceed the 
service level requirements of the Texos lotlery, provides exponded opportunities for the Stote of Texas and its citizens, 
and highlighls the benefits of your selection of Scientific Games os the preferred choice for your lanery operationl and 
services. 

• (arparate Quafity Programs 

• Scientific Games WOl the fi~t Iysteml vendor in the indultry to receive two major NASPL Siandardlinitiative 
IHSI) Best Proctices awards in May 2007. 

• Scientific Gomes il proud to have been the fi~t Iystems vendar in the indultry to receive two mojar NSI 
certificotions for Best Practices: 

• NSI Quality As",ron" Requiremenls Definition far Vendo~ 
• NSI Quality Development Process 

The HASPL Best Prorti"" when implemented are intended to 
provide both loneries and vendo~ with limp Ie, documented and 
approved methods far building quality into Ihe produd development 
and maintenance processes. NASPl best practices emerged from a 
collaborotive effort that drew an the "perienres of seniar lollery 
Inlide~ as well 01 technical development expens 10 further the 10llery 
objectives of integrity, security, inleroperobility and profitability. 
Obtaining NASPL certification provides farmal recognition of 
canfarmance 10 the Ouality As,uronre best prortice which indudes 
mandatory requirements thot hove to be implemented in order to conform. Within the support services organization, 

I 

our approach il project focused with project planning and dedicated monitoring by Scientifir Games' Software ,-'" 
Development Manager far the entire development life cyde 01 required by the Project Manning component of the 
NASPL 8est Proctices far Quality As,urance of Product Development wilhin the Lottery Indultry. 

Scientific Games underltands that we are ultimately relPonlible far the lystem'l quality and that of the software 
releales 0\ well. The Texas Lonery can be ronfident Scientilir Games undmtands our responsibility for continued 
quality and effediveness 01 software delivery. 

In September of this year, Scientilic Games became the fi~t I([alch·off game vendor 
in the industry to be assessed and approved by QAS International ond thereby ISO 
2700 I :2005 certified. This certification applies to Scientific Gomes' Game Programming 
administration Iystems os they app~ to the operation of our inlormation security 
management system for instanttickel game development and operation. This standard 
il designed to enlure the seledion of adequate and proportionate security conlrok thai 
protect information assets and give confidence to our customers. 

Scientifir Gomes hOI multiple lorililies regillered 01 conlorming to the internotionolltandard ISO 900 I :2000. The srope 
of the registrations indudes the manulorluring 01 online terminall and inltonttirketl. The and 
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focililies are bOlh cerlified 01 (On forming 10 110 900 I :1000. In shorl, all lerminols for Ihe Texas lottery 
Corporolion will be monufoclured in ISO 900 I :1000 certified focililies. 

• Scientific Games has integrated the fT fnfrastructure library (lTILl and IT Service Management (lTSM) 
best pradi(es and automation tools into the way we do business. 
Aslhe mosl widely used slondord for lervice monogemenl in Ihe world, Icienlilic Gomes deeided 10 creole a new 
service monogemenl group oround Ihe ITll and /TIM Iiondordl. This service monogemenlleom's (Ore func lionl include 
the establishment of performance standards, overseeing processes 
ond besl practices, and ensuring operating efficiencies for online 
dolo (enters and relail operations. We hove integrated the ITIL ond 
/TIM besl proclices and oulomolion look inlo oil of our busincsl 
proclicel. This odds lignili(Onl volue 10 Ihe services we provide 
10 our customers ond is designed to nol just meet bUI exceed the 
requirements and expeclations of the Texas Lottery. 

These service management practices allow Sdenlific Gomes and 
the Texas lottery to become more efficient while improving 
Ihe I"ek of (Ullomer service Scienlific Gomes provide 10 Ihe TexOl lottery, your Iloff, and your reloilers Ihrough 
process automation and speed-to-deliver service. By investing in additional automated tools and employing a stoff of 
Ihe highesl coliber, we are able 10 provide Ihe TexOl lOflery wilh Ihe masl efficienl, reliable and dependable service 
monogemenl solulion currenl~ available in Ihe induslry. 

• Continuous Process Improvement and a 'ocus on Best Practices 
Our corporate Global Management Team has mandated policies fostering continuous process improvement throughout 
Ihe orgoni1Olion. The gool is 10 always increOle CUllomer solisf"lion and improve Ihe quolily of delivered produe~. 
Scienlific Gomes conllonlly Ilrives 10 improve all OIpectl of service delivery including product markeling, game 
software, pr"ess conlrolsyslerns, produelion hordware and projeel monogemen!. Thil sy,lemolic approach enlures Ihol 
Ihe righl mix of gomes, ploy oplions and promolionl are incorporoled inlo Ihe produel and delivered on lime in order 
to maximize our customers' financial success. 

RISK MITIGATION 

• Scientific Games values integrity and responsibility. 
Scienlific Gomes, like Ihe TexOl lOflery, workl hard 10 moinloin Ihe indullry'llrull by proleeling and enluring Ihe 
inlegrily of our vendors, supplierl, cuslomers, employeel, conluhonts, and operolionol focililies. We volue ond require 
ethical behavior by our employees and all parties conducting business with Scientific Gomes. Our Boord of Directors 
hOI designoled a Compliance Committee, comprised of Ihree independenl Oireelors, and Ihol Committee hOI approved 
Ihe slondorcis/ requiremenll of our compliance progrom in occordonce wilh Ihe low, our regulolory oversighl, and gOOd. 
governon" in order 10 proled our repulolion and slonding. lcienlilic Gomes also hOI a Iiole of Ihe art Code of " 
Conduel in place which hOI been approved by Ihe 80ard of Direelorl. 



The day-to-day management of our compliance is the responsibility of lorry Polls, the (hief (ompliance Officer, who 
is a retired fBI agent and former Deputy Director of the FBI. Ira Raphaelson, the General (ounsel of Scientific Gomes, 
provides counsel and guidance to the program and comes from a distinguished background in both the government 
(including being a Presidential Appointee ) and private practice where he was recognized internationally as an expert in 
[orpomte governance. 

In Texas, we pro pose the establishment of a Service and Compliance learn Iho! will report 10 the proposed Tex.as Account 
Director with additional repo~ i ng duties to the Scientific Games (orporate internal audit team in Alpharetta. This 
organizational structure ensures strong organizational support within Ihe proposed Scientific Gomes Texas orgonizolion 
and the Scientific Games corporate organization and further commitment to operate our business ollhe highest ethicol 
standards and in o(ordance with the (onlroclual service level requirements. 

• Scientifi, Games has the right people, plan, and account 
management processes in ploce to provide superior 
account management services. 

• TlC Attount Teom leoders with on averoge of 24 yeo" of 
relevant experience. 

• The broadest and deepest po~folio of ottount relationships in 
the industry with many of the leading lottery organizations in 
Ihe world. 

• Integration of the industry's leading service management 
standards including ITIL, !TSM, and NAIPl Best Prattices. 

We believe this demonstrotes lcientific Gomes position as the 
preferred pa~ner for the Texas lottery's lottery operation and 
services. 

• Scientific Games has implemented and maintains business continuity and disaster re<overy plans for 
01115 of our online ,u.tamers. 
for eath and every fatility that Scientific Games operotes, we have in place a Business Continuity Plan that is updated 
on a regular basis. We understand the impo~ance of communicating the nature of any disaster with all the affected 
parties, coordinating with eath of the disoster teams, working with local Public lafety officiab, and possibly preparing 
and issuing statements to the media are all part of the suttessful recovery effo~ . This why the objedive of business 
continuity and disaster recovery plans we will implement for eath of the Texas lottery's fat ilities will be to minimize or 
avoid interruptions and downtime due to an emergency event, while anticipating and evaluating the impocl of potential 
risk facto" caused by fire, flooding, or other natural disasters, os well os terrorist activities or labor disputes. 

• Texas Performance Incentive Plan 
Texas Performance Incentive Program is a tiered incentive program designed to motivate and reword Scientific Games 
employees for their athievement of annual objectives that directly contribute to the SUttess of the Tl( and Icientilic 
Gomes. 
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A MESSAGE FROM JOHN OSENENKO 
Team Account Director 

"Our four-tiered management model cross-checks lind ensures thol the Texos lollery benefits from every level of OUf organization with II 
comprehensive staffing and supporl services solulion, induding II corporale service structure focused on Texos sile support and II local service 
structure attentive 10 lottery and retailer services. Scientific Games is the on~ vendor wno (On propose on ongoing operations team that has 
relevant and in-depth Texos lollery-specific experience. With 10 yegl'S of lottery experience, Don Groce, our proposed Project Director, will be 
loc,l~ supported by , high~ !kaled and experienced team ,I seasoned prolessionals, who ore ,n ~trinsk'Oy I,milior with the Texos IDnery. As 
your Anollnl Oiredof, I pledge to you my personal support, and I will continue to be II loud and (onslant advocote for the Texas Lottery within 
Scientific Gomes. 

Scienfifi< Gomes ensures thaI we 're not sim~y here 10 fulfill contractual requirements, prOVide staffing, and deliver support services, but to 
demons!rale thot we are truly committed to your overall success as your portner. It has always been, and wiD continue to be, my persooal goal and 
(ommitment that you dan" just receive what is required, but thaI you also gel all of the help, support, and commilmenlthat you need to operale, 
grow, and expand your business into the future as we collectively foce the new coollenges Ihal lie ahead. 

The Texos lollery needs ond deserves a portner who truly understands and appre<iates the mony challenges you face doy-to-day, maRth-to- month, 
and year-Io-year. Truly, nobody understands this beller than we do, and no ather vendor can provide the commitment we do. The Texas lottery 
al>o needs a partner who Is capable, knowledgeable, experienced, and fu lly committed to ensuring tool you are in the besl p:ruible pmilion 10 
overcome and surpass challenges faced in these uncertain times in order to meet the fa~h and demand thai the citizens of Texos hove pklced upon 
the Lallery. It is dear thol you must seek to identify the best possible portner to assist and support you in meeting your desire to produce the 
maximum amount of net revenue for the c~izens of Texos, while also preserving the volues, dignity, and the Texos way of life, and I personally 
assure you that Scientific Gomes is that Partner. 

Together, Scientific Gomes and I stand ready to continue to provide the Texos lotlery with best·in-class service and operational excellefl(e through 
exceptional gaming system software and hardware, rutting edge terminal equipment and peripherals, outstanding personnel, informative training, 
dependable equipment lOOintenance, and automated took to ful}y aid and assist you in realizing and alloining the Texos lanery's full potential­
now and into the future ." 

SG····· ••••• ••••• ••••• ••••• 
KilN (tOAM" 
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PART 6 ACCOUNT MANAGEMENT AND 
ADMINISTRATION 

6.1 OVERVIEW 
RFP Requirement; Account Management ana ADministration adiYifies apply to the 
provision ana aelivery af of! services that are required /0 provide ana support the 
lonery Gaming System, safe5 & markeling, and warehouse & dislnoution, ana re/aled 
serrice5 os further described in Section 1.IA. 

Scientific Games underslands thai aeeounl management and 
adminislralion activities apply to the provision and delivery of all services 
required to provide and support Illies and marketing, 
worehouse ond distribution, and related services. 

As required by RFP Section 1.1.4, Scientific Gomes has provided the 
information in our proposals that will permit Ihe Texas LoMery to award a 
conlfad Ihat provides the best value. 

Scientific Gomes and its affiliated companies is a global leader locused on 
delivering on ever expanding portfolio of gaming products and services to 
fhe world's loMeries. With customers in 50 counlries on six continents, we 
are partners with both lorge and smoil iollery organizations, located in 
the United States and internationally. 

The depth of these customer experiences ensu res the Texas loflery will 
have a portner that clearly differentiates itself through our entertainment 
and conlent portfolio and global experiences in our account management 
proctices with the world 's leading 10flery organizations. 

In addition, Scientific Gomes' highly diverse orgonilOtion containing 
globolleaders wilh skills in on ever-expanding porlfolio of gaming 
products and services to Ihe world's government regulated and 
government·sponsored entities. Scientific Gomes believes this dive"ily 
differentiates our proposed TlC Account Team and ensures that they have 
to skills and experience 10 manage the Texas LoMery account. 

SG 555!! 
SCIENTIFIC GA MES' 

RfP NO 36210-0001 • lUNDa 2010 • TEXAS LOTTERY COMMISSION 



6.1-2 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 

This page intentionalfy leh blank. 

SG !iGMENT REDACTED BY TLC -12-5-10 
SCIENTIFIC GUllS"' RFP NO. 361·1 O.()l)OI • JUNE 30, 1010 • TEXAllOTTERY COMMIIIION 



PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.2-1 

6.2 ACCOUNT MANAGEMENT 

RFP Requirement: A«ounl Management Services are tho;e activities onocialea with the ongoing managemen/ of lire smile environment. The 
following lobiB mer/lilies the Aaount Management requirements. 

Scientific Games considers this RFP requirement to be informational, therefore no response is required. 

Table 3. Account Management Requiremenls 

ROLES AND RESPONSIBILITIES SUCCESSFUL TLC 
PROPOSER 

I. Develop', documents and maintains Account Management procedures that meet Texas X 
lottery requirements 

2. Hires, trains and maintains adequate slaffing to meet service requirements X 

3. Develops criteria, formats and processes for reporting services, administrative, and X 
Service level activities 

4. Provides on-going reports (e.g., statistics, trends, Iludits, service level performance) X 

5. Ensures all contractual reporting requirements ore met X 

6. Maintains financial records for Texas loUery account X 

7. Submils weekly invoices for services provided X 

8. Prepares HU8 Subcontracting Plan (HSP) updates and monthly compliance reports X 

9. Responds to inquiries and requests for information in a timely manner X 

10. Maintains all data and records in accordance with the requirements of this RFP and/or X 
Section 3.74 

RESPONSE 
DETAIL REQUIREMENTS SECTION(S) 

11. The Successful Proposer sholl provide verbal and/or wri"en status reports to Texas loUery 
management in aHordame with the requirements of this RFP and the Contract and on 0 

frequency to be determined by the Texas loUery. 

6.2.2.1 

12. The Successful Proposer shall immediately report to the Executive Director or designee, any 6.2.2.2 
incident or anomaly, as per Section 3.7 2. 

13. The Successful Proposer sholl provide electronic organizational charts on a calendar quarter 6.1.1.3 
basis. Updated organizational charts sholl be provided no later than the second week of the first 
month of each calendar quarter. The organizational chart must identify all staff that support the 
Texas lottery account and include the position tilles, number of positions, ond contact 
information (email address and phone number!. 
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DETAIL REQUIREMENTS RESPONSE 
SECTlON(S) 

14. The Successful Proposer shall provide a comprehensive report of incentives provided to oil key 6.2.2.4 
managemenl slaff, as defined in Sedian 4.3.2, an ar before Seplember lsi of each year. 

15. The Successful Prapaser shall provide Ihe Texas LoHery a monlhly report of all posilion 6.2.2.5 
vacancies, including position title, locotion and dote vocont. 

16. The Su((essful Proposer shall immedialely disdose, in a written slalemenl wilhin fifteen (15) 6.2.2.6 
Days of ils a((urrence, any actual, pOlenlial ar perceived confiict of inleresl, as defined in Section 
4.6. 

17. The Successful Praposer shall nOlify Ihe Texas LoHery of a maleriol adverse (hange in financial 6.2.2.7 
condilion during Ihe (onlract lerm and any renewallhereof. If Ihe Successful Proposer 
experiences a material adverse change during the term of the (ontrad or any extension thereof, 
Ihe Successful Praposer shall nOlify Ihe Texas LaHery in writing of such (hange allhe time Ihe 
(hange occurs ar is idenlified. failure 10 notify Ihe Texas LoHery of such malerial adve~e (hange 
will be sufficient grounds for terminating the Contract. The term Umoterial adverse change" sholl 
mean any (hange or (hanges Ihal individually or in Ihe aggregale are malerially adverse 10 Ii) 
the ossets, properties, business, results of operations or financial condition, token as a whole, of 
Ihe Successful Proposer or alher applicable obligor, IiOlhe ability of Ihe Successful Proposer or 
such olher obligor 10 periorm ils or Iheir obligations under Ihe (onl roct, ar liiOlhe legality or 
enforceability againSilhe Successful Proposer or such obligor of Ihe (onlra(l. 

Tahle 4. Account Management Response Requirements 

RESPONSE REQUIREMENT 

I. The Proposer musl acknowledge and accepl the roles and responsibilities and delail requirements indicaled in Ihis 
section. 

2. The Proposer musl provide a description of its proposed o((ounl managemenl process. 

Table 5. Account Management ~ervice level Requirements (SlR)s 

SLR # SLR NAME 
3.60.6 failure 10 Permit an Audit or Examination 

3.60.7 Foilure to Produce Accurole Records or Provide Accurate Information 

3.60.8 Failure 10 Produce TImely Records and Information 

3.60.9 Failure to Disdase Wigatian 

3.60.10 failure 10 Oblain Prior WriHen Approval8efare Issuing News Release 
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Table S. Account Management Service level Requirements (SlR)s 

SLR # SLR NAME 
3.60.11 Failure to Notify the Texas LoHery of (honges of Lobbyist, (onsultont ond/or Advisor InFormation 

3.60.12 Failure 10 (amply with Non-Disdosure Terms 

3.60. 13 Unauthorized Purchase of Texas LoHery Tickets 

3.60.14 Failure 10 Report Significonllncidenls and Anomolies 

3.60.15 Foilure 10 Nolify Timely Ihe Texas LoHery of 0 (honge in Financial (ondilion, 
(honge in Key Management, or (honge of Ownership 

RESPONSE TO TABLE 4: ACCOUNT MANAGEMENT RESPONSE REQUIREMENTS 

6.2.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS 
ReSpDRse Requirement I: The Proposer musf acknawfedge and accept the roles and resporrsibililies and detail requirements indicated in this section. 

ScientiFic Gomes ocknowledges and occepls the roles and responsibilities, and will comply, ond ohen exceed, Ihe deloil 
requiremenls indicoled in RFP 5eelion 6.2. 

6.2.2 ACCOUNT MANAGEMENT PROCESS 
Response Requirement 2: The Proposer must provide a description of its proposed occount management process. 

The core of ScienliFic Gomes' occounl monogemenl process is effeclive service level management. We deFine effective service 
level management as the process of planning, coordinating, monitoring, and reporting on service level requirements. This 
process includes Ihe on·going review of service ochievemenls 10 ascertain Ihollhe required service quality is maintained ond, 
wherever necesscry, improved. 

In order to achieve effective service level management, Scientific Gomes is focused on optimizing the satisfaction of the Texas 
LoHery, reloilers, and players in severol deFined oreos, including: 

• Estabn,hing a (lear Texas Lottery Expenen,e Strategy 
Underslonding Ihe Texas LoHery's overall organizalionol vision ond mission ore key componenls of ScienliFic Gomes' 
account management process and service level management. We are actively engaged in our initial understanding of 
these key factors and will continue as our TL( Transition Team seamlessly transitions your IOHery operations nnd services 
to Scientific Gomes and the proposed TL( Account Team. As we gain Further insight, we will ensure the Texas Lollery 
vision is <ommuni<oled effectively 10 each Service Delivery Team wilhin Ihe TL( Accounl Team ond complele on inlernal 
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review 10 ensure our service delivery responsibilities effectively represenllhe Texas lottery vision . 

• Seleding Ihe RighI 51011 
Scientific Gomes has experienced tremendous growth in the 
losl six years, both organic Dnd through acquisitions. In fact, 
lcientific Gomes hos more thon doubled in size in the lost 
six years. Recruiting ond integreting talent has been a key 
component of our successful growth story. lcientific Gomes 
undmtands how to establish critical job requirements, how 
to effectively screen and interview condidotes using multiple 
teoms, and how to integrate new employees info the service 
cuiture of Scientific Gomes. We will bring this expertise to 
our account management process with the Texas lo"ery. As 
discussed in Seclion 4.3, we have assembled on extremely 
experienced and diverse Global Monogement Team. This 
team, with support from the TlC Tronsition Team, will 

Scientific Games' Executive 
Management Team has been 

carefully selected. Each leader has 
nearly 20 years of lal/ery 

experience. 

dedicate significant effort to ensure we hove the right resources in the righl lo(olions for the Texas lottery_ 

As 0 commitment to the success of the Texas transition projed ond gathering a full 
understanding of the Texas lottery's overall organizotionol vision, Scientific Games 
assigned John Osenenko, the proposed TlC Account Oiractor, ond Don Groce, the propased 
TlC Projed Diredor to leod the development of the technicnl, morketing, ond operations 
solutions presented in Ihis proposal. They hove mel daily with engineering, quality 
assurance, marketing, training, aperations, and other key contributing organizations fa 
develop and plan the transition plan. They will continue to support the Texas project 
through the oral presentations and site visit activities and, based on their intimate 
knowledge of the controd requirements and prop05ed solutions, will execute the transition 
pion immediotely upon contred oword. They will be the key leaders in gathering a full 
understanding of the Texos lo"ery', ,i,ion and disseminating this knowledge throughout 
the TLC Transition Team and ultimotely the TlC Account Team. 

A brief introduction to the other TlC Account Team leade~: 

• TlC Account Director - John Osenenko 

) 19 year lonery veteran with expertise in general management, business development, 
government affairs, and program management 

o Key prior experience: Scientific Games Vice President Asia Pacific and General 
Manager, Florida lottery. Former 11 year GTECH employee 
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• TlC Deputy Director Sales and Morketing - Tany Molica 

) 25 year lonery career with a distingu~hed sales perlormonce recard 

Information Redacted 
§SS2.101/466.022/SS2.139 

) Key prior experience: California Lottery CEO, Washington lottery Executive Director 

• TlC Deputy Director Technology - David Douglas - tTtL Certified 

) 23 year loHery veleran focused on operations and service management 

) Key prior expenence: Guided the creation of GTECH's Data Centers of the Americas IDCA) in 
GTECH employee 

• TLC Deputy Director Instant TIcket Services - Scon Ross 

J 29 year lottery veteran focused on instant ticket management services 

Former 18 year 

J Key prior experience: leadership roles in instant ticket service management in Florida, Arizona, and New Mexico 

• Developing and Motivating our Staff 
Once we have the right stoH in place for the Texas Lonery, Scientific Games will undertake a thorough education process 
in the key areas required to deliver the service level standords expected by the Texas Lottery. We will conduct re-training 
as needed to ensure the vision of the Texas Lottery is fully achieved. We will provide ongoing coaching and feedback on 
service level management issues and deploy our comprehensive incentive programs that are synchronized with the 
desired Texos Lottery service level requirements and customer service level vision for the Texos lottery, retailers, and 
players. 

• Establishing Effective Service Delivery Processes 
Scientific Gomes has well developed processes and procedures in place for servIce level management, which is well 
integrated with the IT Infrastructure Ubrary (ITILI and IT Service Management (ITSM) best practices. When Scientific 
Gomes mode the decision to bose services on fhe ITIL methodology, we treated a new service management group. The 
Service Management Team's core functions include the establishment of performance sta ndards, overseeing processes 
and best practices, and ensuring operating efficiencies for online data centers and retail operations. The Service 
Management Team adopted ITIL and I1SM os the foundation upon which to model our organization. We have been 
working within the niL framework for several years, which we believe contributed greatly to our two North American 
Association of State and Provincial Lotteries (NASPl) Quality Assurance (GAl best practices (ertificotion awards. 
Combined with our automation tools, Scientific Gomes is conlident we have the foundation to build on eHective service 
delivery relationship with the Texas Lonery. 

• Continuous Improvement 
An essential component of our account management process and service delivery management is continuous 
impravement. ' Recovery' is on important differentiotor for Scientific Gomes. No matter how effective the service 
delivery pracesses, or well·trained the Service Delivery Teams, things con go wrong. In order to recover effectively, 
Scientific Games works to incorporate the following core principles: 

) Actively seek feedbock fram the Texas Lottery, reloilers, and players 

') Train staff how to handle customer service matters effectively 
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J Ensure Ihe rool problem is resolved 

., Focus on prevention as well as reaclive problem solving 

TRANSITIONAL INCENTIVE PLAN AND lIXAS PERFORMANCE INCENTIVE PLAN 

Stientific Games' experience managing the transition of key hum on reSOUH9S during 
transitional activities, including implementations and acquisition integrations, has shown thot Q 

successlullron,;lion process is lurther enabled by a linonciol commilmenllo Ihe key incoming 
per;onne!. In recognilion ol lhis, Icienlific Gomes will commillhe lollowing resources 10 ensure 
we aHrael and reloin as many outstanding, qualified employees from the current Texas LoMery 

operator: 

Ul-tcKtD 
IN BASE PRICE 

Tronsitionollnc.ntiv. Pion - After consuitolion wilh Ihe Texas Lonery, lcientific Gomes will esloblish a Transilionol 
Incentive Plan for those employees transitioning from the current Texas Lottery operator. We will provide a one-time incentive 
poymenl 015% ollhe qualifying employee's annual salory upon complelion 01 a su((esslul Texos Lonery launch 01 operations 
and services and employmenl service 01 six 16} monlhs wilh Scientific Gomes. We onticipole commming up 10 51.2S million 10 

Ihe Tronsitionollncentive ~on and believe Ihese incoming employees will effectively complemenllhe leam of lonery induslry 
leaders proposed. 

T.xos Performonce Incentiv. Pion -Scientilic Gomes has mode a slralegic inveslmenl lo reloin Ihe masl knowledgeable 
and experienced resou rces in the industry. We will continue this investment in our Texas LoMery Account Team with an annual 
commitment of up to S2.0M to our Texas Performance Incentive Plan. This tiered incentive compensation program is based on 
penormance and operations "cellence with Ihe T"OI Lanery. The Texas Performance Incenlive Plan is designed 10 motivale 
and reward Scientific Games participants for the achievement of annual objectives that directly contribute to the success of the 
Texas Lollery and Scientilic Gomes. 

These inveslmenls highlighl lhe ongoing commitmenl 01 Scientilic Gomes 10 anracl and reloin Ihe mosl qualilied employees 10 

support Ihe Texas Lonery. The Transitionallncenlive Plan is on Offered Option included in Ihe base price and Ihe Texas 
Perlormance Incentive Plan is included in Ihe Bose Iyslem and lervice al no additional cosl. 

6.2.2.1 STATUS REPORTS CDR 11l 

Scientific Gomes will provide verbal and/ or wrinen slalus repo~ 10 TexOl Lollery management in a((ordance with Ihe RFP and 
conlract requiremenls, and on a lrequency delermined by Ihe TexOl Lollery, Ihereby sotisfying RFP Table 3, Deloil Requiremenl 
No. 11. 

Scientilic Games hos a well developed suite 01 reporting laols 10 ensure Ihe Texos Lollery hOI pertinenl inlormatian on a variety 
of operational components of service level monitoring. These reporting tools ensure the relevant service level performance 
inlormation is available 10 Texas Lonery slaff member; in Ihe timelrame required. 
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Through Ihe use of a variely of reporting lools, Ihe Texos Lo"ery will receive slolus reporting in oreos of: 

• Business Inlelligence Syslems!Relailer Perlormonce 

• Project Activity 

• Securily 

• Anomaly Activily 

Confidentiality Claimed 
Not released 
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Confidentiality Claimed 
Not released 

To specificolly address Ihe SLR's in RfP Seclions 3.60 and 3.61, a loble is provided in Sed;o" 6.3.3 Ihol lisls oddilionol exisling 
reporting lools. Other slOIUS reporting lools can be developed, as required by Ihe Texas Lollery. 

Information Redacted 

6.2.2,2 INCIDENT OR ANOMALY (DR 12) §SS2.101/ 466.022/ SS2.139 

Scienlific Gomes will immediolely report 10 Ihe Execulive Director or designee any incidenl or anomaly as required by RfP 
Section 3.72, Ihereby salisfying RfP Table 3, Deloil Requiremenl No. 12. 

This report will be followed by a written report wilhin one workday of Ihe incidenl or anomaly. AI a 
minimum, incident and anomaly reporting will include a description of the incident, ils cause, and corrective action token. 
Scienlific Gomes underslonds Ihol significonl incidenls include, by way of iIIuslrolion only, any occurrence Ihol affects Ihe Texas 
LOllery, reloilers, or players, and deviolion from esloblished procedures and Ihose ilems where sanctions or liquidaled damages 
are opplicoble. 

We underslond Ihal lhe Texas Lollery will conloct on independenl firm 10 monilor Scienlific Gomes Ihroughoul lhe conlroct lerm 
Dnd during any renewal period. We will maintain dose contact Dnd regular communimtion with the investigator regarding all 

moMers under the contract. 

Scienlific Gomes' Texas Regional (all (enler (TR(() will use incidenl and service requesl monogemenl la quickly reslore syslem 
ovoilobililY, minimize service disruplions, and respond 10 Lottery reloiler needs. While reoclive in nOlure, ils octivilies fo cus on 
handling incidenls in Ihe infraslructure or Ihose reported by users via efficienl firsl·, second·, and Ihird·level support service, as 
well as responding 10 service requesls. The Nolional Response (enler (NRC) uses Ihis process 10 do more Ihan simply handle 
service-related inddenls; if olso deals with requests for information and other types of administrative assistance. This process 
inlerocts freque nlly wilh change and configuration monogemenl orgonizolions. 
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While Scientific Games places great emphasis an risk management to mitigate the possibility of signifirant incidents, inevitably 
they occur during the course of a contract. Scientific Games uses proven incident and problem management processes that 
require the a[[urote and ramprehensive recarding of inciden~ in arder to identify effectively and efficiently the rause of the 
incidents and trends. When significant incidents occur, Scientific Games believes the fi rs! order of business is 10 ensure fhal the 
oppropriate people ore notified os quickly os possible. Scientific Games will immediately report to the Executive Diredar ar 
designee any signifirant incident ar anomaly as required by RFP Section 3.72. 

6.2.2.3 ELECTRONIC ORGANfZATIONAL (HARTS CDR 131 

Scientific Games will provide electronic argonizotional chorts on 0 ralendar quarter bosis. Updoted arganizotianol cho rts will be 
provided no later than the second week of the first month of eoch ralendar quarter. The argonizationol chart will identify all 
stoff that support the Texas lortery mount and indude the position titles, number of positions, and rantact infarmation (e.g., 
email oddressand phone number). This satisfies RFP Table 3, Detoil Requirement No. 13. 

Pleose see Section 4.3.1 and Sedion 10.1 far arganizationrharls far our proposed staffing. 

6.2.2.4 COMPREHENSIVE INCENTIVES REPORT (DR 141 

Scientific Games will provide a ramprehensive report of incentives provided to all key monagement staff os defined in RFP 
Section 4.3.2 on ar before September 1st of each year, thereby satisfying RFP Table 3, Detail Requirement No. 14. 

In general, Scientific Games provides annual rash incentives to the key management stoH based on a pre-established target 
percentage of their base salary, individual performance, business unit performame, and overall company performance. Some 

positions are eligible far equity awards in the rampany in addition to rash incentives. 

The key monagement staff dedirated to Texos lartery, as defined in RFP Section 4.3.2, will hove annual inrentive pions as 
outlined below: 

Executive MDnagement -Incentives will be based on individual perlarmanre, overall rampany perfarmance, and the 
perlarmanre of the business unit. These individuals will be evaluated on the overoll perlormonce of the Texas loHery as their 
business unit. 

DDtD (enter/OperDtions -Inrentives will be bosed on pre-established perlormanre objectives relating to the overall system 
perlormonre ond operotionol support to the Texos lortery. 

Call Center -Incenlives VliII be based on pre-established performance objectives with various metrics that con include dosing 

rote, service level performance, answer rote, and quality assurance calls with the Texas lottery retailers. 

Sales ond Marketing -Inrentives will be bosed on pre-estoblished performonre obiectives, induding the ochievement of a 
minimum sales level os 0 threshold for incentive qualifirotion. Additionally, other performonre-bosed metrirs will be applied 
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relating to the individual periormance objectives, annual soles and marketing objectives, territory performance, promotional 
Qchievement, and Texas lottery relailer satisfaction levels. 

Warehouse arId Distribution -Incentives will be bosed on pre-esfablished performance objectives, including the 
achievement of a minimum sales level as a threshold for incentive qualificotion. Additionally, other performance-based metries 
will be applied relating to individual periormance and Texas Lottery retailer sotisfaction levels. 

Tran,ition Team - Incentives will be based on pre-established individual periarmance objectives, the work assignment, and 
the assessed contribution of the work effort to the goals of the Texas Lottery and the company. 

The primary gool of Scientific Games' incentive wmpensation pion is to ensure optimal Texos 
Lottery, retailer, and player satisfaction levels. In order to accurately and independently 
determine retailer satisfaction levels- and as a separately priced Offered Option - Scientific 
Games will alsa engage the services of a third party mystery shopper to audit retaillacations for 
properly placed product and point-of-sale material and overall retailer satisfaction levels. 
Having an ongoing, third porty mystery shopper program olso ensures that the evaluations 

. ::aD 
Uttt~tD 

being conducted are more objective, thereby resulting in actionable outputs. These audits further ensure the retailer satisfaction 
objectives of the Texos lottery ore Qccurately reflected in the incentive compensation pIons of Scientific Games. This is further 
discussed in Section 8.4.5.3. 

6.2.2.S POSITfON VACANCIES !DR 1 SI 

Scientific Games will provide the Texas Lottery with a monthly report of all position vacamies, including position title, laeation, 
and date vaeant, thereby sotisfying RFP Table 3, Detail Requirement No. 15. 

6.2.2.6 CONFUa OF fNTEREST!DR 161 

Scientific Gomes will immediately disdose in 0 wrinen statement within 15 doys of its occurrence any actual, pOfential, or 
perceived conflict of interest as defined in RFP Section 4.6, thereby satisfying RFP Table 3, Detail Requirement No. 16. 

We understand that this relates to any personal or business relationship of: 

o. Itself (Scientific Games) 

b. Any of our principals, officer>, director>, investor>, owner>, partners, and employees (collectively, Scientific Games 
personnell 

L Any spouse, child, brother, sister, or parent residing as a member of the same household in the principal place of 
residence of any Scientific Gomes personnel 

d. Any affiliate 

e. Any subcontractor with any employee or representative of the Texas Lo"ery (including the Texas Lottery Exewtive 
Director and its commissioners) or its prime vendors 
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Additionally, any such relationship that might be perceived or represented as a conflict v,1I be disclosed. We understand that 
failure to disclose any such relationship may be a cause for disqualification of our proposal. 

We further understand thot this is a continuing disclosure requirement. Scientific Gomes will disclose 10 the Texas lottery in 

writing any actual, potential or perceived conflict of interest, relative to the performance of the requirements of the RFP, during 
the period prior to the oword of any controct pu"uont to the RFP, at the time the conflict is identified. Failure to promptly notify 
the Texas Lonery will be sufficient grounds for rejecting our proposol. 

6.2.2.7 MATERIAL ADVERSE (HANGE IN FINANCIAL (ONDITION (DR 171 

Scienlific Gomes will notify the Texas lottery of a material adverse change in financial condition during the (ontroct term and 
any renewal thereof. If we experience a material adverse change during the term of the contract or any extension thereof, 
Scientific Gomes will notify the Texas Lonery in writing of such change at the time the change oc,"" or is identified. 

We understand that fa ilure to notify the Texas Lonery of such material adverse change wi ll be sufficient grounds for terminating 
the controct. The term "material adverse change" will mean any change or changes that individually or in the aggregate are 
materially adverse to: 

i. The assets, properties, business, results of operations or financial condition, token os a whole, of the Scientific Gomes 
or other opplicoble obligor 

ii. The ability of the successful proposer or such other obligor to perform its or their obligations under the controct 

ii i. The legality or enforceability against the Scientific Gomes or such obligor of the contract 

This sotisfies RFP Table 3, Detail Requirement No. 17. 
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, 

6.3 SERVICE LEVEL MONITORING AND REPORTING 

RFP Requirement: Those adivities associated with monitoring ami reporting servU:e levels thai have sonrtiof15 and liquidated damages ore documenfed 
in Sections 3.60 ami 3.61 af Ihis RFP. The following table identifies the Service level Monitoring ami geporling requirements. 

Scientific Gomes con,ider, Ihi' RFP requiremenllo be informolionol, Iherefore no re'ponse i, required. 

Table 6. Servtce level MonitOf'irlg and Reporting Requirements 

ROLES AND RESPONSIBILITIES 
SUCCESSFUL 

TLC 
PROPOSER 

1. Defines Service Level moniloring and reporting requiremenl, X 

1. Develops, documents and maintains Service level Requirements, moniforing, and X 

reporting procedureslhol meel requiremenl, 

3. Coordinoles Service Level Requiremenl moniloring wilh Texas LoHery X 

4. Measures, analyzes and provides reports on perlormonce relolive 10 defined Service X 

Levels as defined in Sections 3.60 ond 3.61 of Ihis RFP 

5. Provides Texas lottery online access to performance doto and Service level reporting X 

ond moniloring syslems as requesled by Texas LoHery 

DETAIL REQUIREMENTS 
RESPONSE 
SECTlON(S) 

6. The underlying dolo for Service level Requirements metries reports must be documented so thol 6.3.2 

Texas LoHery may oudillhe dolo and colwlotions. 

Tobie 7. Ser'fite level Monitoring and Reporling Response Requirements 

RESPONSE REQUIREMENT 
, 

1. The Propcser mull acknowledge and accepl lhe roles and responsibililies and deloil requiremen~ indicoled in Ihis 
section. 

1. The Proposer mull provide a description of i~ proposed Service Level monitoring and reporting procell. 

3. The Proposer mUll idenlify how ILR, as defined in Sections 3.60 and 3.61 of Ihis RFP, will be meosured ond reported. 

4. The Proposer must provide an example of service level reports and its notification process that SIltisfies the requirements 
as defined in Sections 3.60 and 3.61 ohhi, RFP. 

5. The Proposer must d"'ribe Ihe oulomoled reporting capobililies Ihol il will make available 10 Ihe Texas LoHery, 
including Ihe Texas LoHery's ability 10 acces, dolo Ireallimel and generole reports. 

DOCUMENT REDACTED BY TLC -12-5-10 SG 
RFP NO 367·Wl'lOt • IUNf 30 7010 • rrm InmiY fOMMI\\tnN ("'U.~'~'" " ..... 



6.3-2 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 

SG 

RESPONSE TO TABLE 7: SERVICE LEVEL MONITORING AND REPORTING RESPONSE 
REQUIREMENTS 

6.3.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS 
Response Requirement 1: The Proposer must Qcknrw,1edge and o((epl the roles Gnd responsibilities cno detail requirements indicated in this section. 

lcientific Games acknowledges and accepls Ihe roles and respansibililies, and will cam ply and ahen exceed Ihe delail 
requiremenls inditaled in RFP leclian 6.3. 

6.3.2 SERVICE LEVEL MONITORING AND REPORTING PROCESS 
Resptmse Requirement 2: The Proposer must provide a descriptian of ils propC1Sefi Service level monitoring and reporting process. 

Even Ihough lcienlific Games' approach 10 cUlIamer service 01 balh Ihe local and carparale level has been succellfully lesled 
and proven, we are always searching far ways 10 improve. This is why we have inlegraled Ihe ITil and 111M besl praclices and 
Dutomation tools into the way we do business. ITll is [] best practices framework and presents the consolidated learning and 
experience of worldwide organizations, thereby providing insight into how 10 best manage IT services to meet business 

expectalians. It is the mOIl widely Uled standard far service management in the warld. Further detail on ITll ond 111M is 
provided in Section 7.12.1. 

When Scientific Gomes mode the decision to bose services on the ITIl methodology, we crealed a new service management 
group. The lervice Management Teams' core functions indude the establishment of performance slandards, overseeing 
processes and best practices, and ensuring operating efficiencies for online data cenlers and retail operations. The lervice 
Management Team adopted ITIl and ITSM 01 the foundat ion upon which to model our organization. We have been working 
within the ITll framework for several years, which we believe contribuled greatly to our two NAIPl QA best practices 
certification awards. 

Under the direction of Dovid Douglas, our current lenior Director of lervice Managemenl, there 
are two divisions responsible for coordinating the efforts of our Texas Support Team. David is 

responsible for supporting the Texas loHery by implementing best practices, tools, and metri" for 
operations across all sites. 

David will be a valuable asset to the Texas loHery's implementation project and ongoing 
operations. HisloHery-specific experleme dates back to 1987 when he WOl hired for Ihe Kansas 
loHery start-up. He was promoted to Technical lervice Manager by GTECH for Kentucky loHery 
Operations. Between 1989 and 2004 he WOI steadily promoted through Ihe ranks with varying levels of responsibililies, 
culminating in his being named acting General Manager. 
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David has intimate experience with Ihe Texas laHery working for GTECH 10 slart up Ihe Dolo Cenlers of Ihe Americo's in 2003. 
Oavid was the Regional Director for Ihe Dolo Cenlers of Ihe America's from 20031hrough 2006. David ioined Scienlific Gomes 
in ear~ 2007. 

David will provide corporole ovmighl and direction for all online syslems, relailer services operations, online operations data 
cenlers, Ihe TRCC in , and Ihe proposed bock·up coli cenler, our 

. If awarded Ihe conlrod for Texas loHery, David will bring his skill sella Ihe Texas Execulive Management Team as 
Deputy Director of Technology and meet wilh loHery manogemenl slaff regularly 10 provide slalus informalion and address all 
lechnology and service reloled issues and concerns. He will dired Ihe delivery of overall service, improvemenl plans, influence 
service and business management strategies, Dnd be responsible to ensure all SlAs ore mel Dccording to contract requirements. 

The following personnel currently report directly 10 David Douglas and are responsible for 
ensuring field and coli cenler services are provided 01 levels solisfoctory 10 Ihe Texas loHery: 

Fie'd Operalians - Under the guidance of Jessie Pock, Senior Manager of Field Operolions, Ihis 
group has Ihe responsibility of standardizalion and enforcemenl of besl proctices 10 further infuse 
inlegrity and professionalism inla all aspects of service managemenl and service delivery. This 
additional corporole support, focusing on doi~ operalions will allow Ihe Texas Aceounl Team to 
focus on our collective goal of innovolive ways 10 sell more ticke~. More specific details relaled to 
field services con be found in Settia. 7.12.2. 

Overseeing Ihe locol Field Service and Ihe TRCC, will be Dan Gholson, Ihe Technicol Services 
Manager. The Technical Services Manager will ensure compliance with oliloflery policies and 
procedures, while providing guidance for Ihe inlroduction of new gomes, promotiOns and policies. 
Dan will work in close concert wilh the Warehouse Manager and Inside Sales Manager 10 ensure 
smooth uninterrupted service to the retoile!). 

Texas Regiona' Co" Cenler (TRCC) - Donna Marshall, our propased TRCC Manager, will 
have direct responsibility for Ihe TRCC in Donna is a nalive of Texas and has II years of 
coli cenler experience wilh Ihe Texas Deportment of Informalion Resources and Conlinenlal 
Airlines. She will oversee all halline and dispalch functions. Olher oversight will include: overall 
hatline service levels, hold lime, answer roles, scheduling, tracking, and management of Ihe 
halline and dispalch operalors and supervisors. 

The Notiona' Response Center (NRC) - The proposed bock·up coli cenler, the NRC, under 
Ihe guidance of Froncesco DiMauro, Senior NRC Manager, has corporole oversighl for all remole 
call (enter operations, dispatch, incident escalation management, and the Smart Services 
Managemenl Syslem. 
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The NRC handles cultomer mvice "III from §552.101/466.022/552.139 . During the conve"ion, Froncesco will 

have additianalltaff dedicated to the lottery retailer bale lince it il normal to have increaled call volume when new terminall 
are initially being uled. Detail< related to the NRC can be found in Section 7.13. 

Al iliUltroted in Figure 6.3·1, le"ice <upport generolly "ncentrote< on the doy·to·doy operation and <upport of IT lervicel, 
while .,,,ice delivery lookl after the long· term planning and improvement of IT mvice< for cultomerl. The lervice lifecycle 
approach il the bOlt proctice approach to lervice management. 

Service Desk 

Service Delivery 

Figure 6.3-1: Sdenfflic: Games' Service Management Model 

In relponle to the comprehenlive Service level RequirementllSlRI} of the TexOllottery, Scientific Game< will utilize the 
pOlitians of Service/Compliance Manager, Problem Manager, and Change Manager to establish on overall Service level Team 
approach dedicated to supporting the TexOl conlract. Reporting to the TexOl Account Director, the<e three key pOlitians will 
monitor and report on service level compliance related to all Olpeets of the TexOl contract. 
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The lervice/Compliance Manoger will conduct weekly meetings with key Texos lo"ery staff to review service level compliance, 
while the Problem Manager and Change Manager will maintain day-to-day focus on problem identification, resolution, and 
change management This teom will define and implement best practice criteria for incident and problem management support 
requirements, including severity-level definition and characteristics, cotegorization and prioritization schemo, and escolation 
requirements_ While working with the luppoct Teams to trock incident resolution progress through final closure, this team will 
perform incident and problem management and root-couse analysis by thoroughly investigating eoch incident to define and 
prevent the root cause from reoccurring_ They will update the centrol knowledge database so all users can benefit from their 
fin dings_ They will also maintain current and historical records for all incidents, problems, and resolutions for the life of the 
contract, and provide reporting and trend analysis. 

Repocts will be used for identifying, tracking, and planning future business requirements that may alter copocity and availability 
management The teom will also OSsell incidents/problems related to sYllem perlormonce and business operations to identify 
and implement capocity and availability changes 10 improve Ihe perlormance of Texos lo"ery syslems, operations and services_ 

Ultimately, the Texas Service Management/Compliance Teom will develop, document, and maintain performance management 
procedures Ihal meel ollllRs_ They will be meeling doily wilh Ihe service organizalionslo help manage lollery gaming sYllenll 
and oil Texas Lottery operations and service functions. They will make recommendations to distribute resources to meet defined 
availability and perlormance IlRs_ 

The lervice Monagemenl/Compliance Team will have a wide array 
of lools available 10 Ihem to monilor and repoct on compliance wilh 
lervice levels, These lools are based on Ihe foundolions of ITIl and 
ITIM "best proctices" to provide "besl-in-closs" cuslomer service_ 
lcienlific Gomes' opprooch to cuslomer service 01 bOlh Ihe local and 
corporate level is proven, but we are always searching for 
oddilionol wOYlIO improve or refine our olreody solid business 
processes, We have integroled Ihe ITl l and ITIM best proctices and 
oulomotion lools into all of our business proctices_ This odds 
Significant value to the services we provide to our customers lind is 
designed 10 nol jusl meel bul exreed the requirements Dnd 
expectolions of Ihe Texas loHery_ 

ITil aligns business wilh technology so Ihol eoch brings oUllhe besl 

These service management 
practices allow Scientific Games to 

efficiently provide reliable 
customer service to the Texas 
Lottery, your staff, and your 

retailers through process 
automation and speed-to·deliver 

service. 

in the olher, proViding value 10 Ihe Texos loHery_ II ensures Ihol every sloge of Ihe service liferycle slays focused an Ihe 
business ospects and inter-reloles all companion procell eleme nlslhol follow_ By focusing on delivery and conlrol procell 
activities, a high~ desiroble, sleody stole of managing services for Ihe Texas loHery con be ochieved on a day-la-day basis_ 

lcientific Gomes' use of ITIl and ITIM solutions provides a disciplined, holistic approach that addresses all three key components 
of service management: people, procell, and lechnology_ Through our use of ITIM melhodology, we hove fucther evolved into a 
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strategic, busine;s-oligned service provider that will help you achieve improved technieol agility, efficiency, and greater service 
levels to your retailers. 

How Does This Benefit 'he Lottery? - Simply pul, it allows Scientific Games and the Texas lottery to become more 
efficient whil. improving th. I".ls of customer service we provide to you, your stoH, and your retailers through process 
automation and speed-to-d.liver service_ By investing in additional automated tools ond .mploying a stoff of th. highest caliber, 
we ore oble to provid. the Texas lott.ry with th. most efficient, reliable, ond dependoble service management solution 
current~ avoiloble in th. industry. 

TOOLS 

Th. tools utilized by the Service Monog.ment/Complionce and other T.xos Account Service lev.1 Teams will ollow not only reol­
tim. monitoring, but will provide the ouditoble stotistics that ore required to evidence compliance with 011 service I.vels_ Th.se 
tools indud.: 
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Confidentiality Claimed 
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The local lcienlifie Games lervice/CamplianceManager will be Ihe primary poinl-of-conloct far Ihe Texas lollery regarding Ihe 
qualify of service provided 10 Ihe Texas lollery and Texas lollery Reloilers and lcienline Gomes' overoll perfarmonce ogoinsl 
expected agreed upon lervice levels, The lervice/ Compliance Manager will be available 10 review any and all perlarmance 
reports, including Ihe lcienline Gomes Compliance and lervice levels Report, with Texas lollery staff on a regularly scheduled 
ar as needed basis, 
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6.3.3 SLR MEASUREMENT AND REPORTING 
Response Requirement 3: The Proposer must identify how SIRs os defined in Sections 3.60 and 3.61 of this RFf, will be measured anti reported. 

A Service level Agreement ISLAI between Ihe Tex" loHery and Sdenlin, Games will be agreed upon and in pia" before Ihe 
slort of Ihe ronlrorl. The purpose of Ihis dowmenl is 10 ensure Ihol proper merhonisms are in pia" 10 provide high quality 
servi" and support 10 Ihe Tex" loHery relail",. This SLA provides dear desuiplions of servi" ownership, roles and 
responsibilities, service quality metrics, and available support. The SLAts scope is limited 10 services offered under the contract 
wilh Ihe Texas loHery. 

A draft of the SLA for the Texas lottery and Scientific Gomes' lottery Operations (on be found in the Supplemental 
Dorumenlotion section allhe end of Part 6. 

Figure 6.3-7 provides Ihe deloils of how SlRs as defined in RFP Section 3.60 and lection 3.61 will be measured and reported. 
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6.3.4 SERVICE LEVEL REPORTS AND NOTIFICATION PROCESS 
Response Requirement 4: The Proposer must provide on example of service level fepons and its notificotion process tho/sotisfies the requifements as 
defined iR Sections 3.60 oncl3.61 of this RfP. 
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6.3.S AUTOMATED REPORTING CAPABILITIES 
Response Requirement 5: The Pro{XJser must de5{ribe the automated reporting {op!IMilies that il will make available /0 the fexQS laNery, ifK/uriing 
the Texas loffery's ability fa access doto (reollime) and generate reports. 
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In additian, aur propased lanery gaming ly5tem 
repartl to be generated at precise times and mode available to designated Texas Lottery Itoff. 

Scientific Gomes' Service Management/Compliance Team, lupparted by our philCl'iaphy on service levell and performance, will 
combine to ensure thol Scientific Games meets or exceeds oillhe Texas lOlfery's service levels. Scientific Gomes' process will 
enlure that the Texas Lonery will be informed about any potential non·compliance in a timely and detailed fashion and it will 
also allow the Texas Lottery to perform real-lime monitoring of service level and performance. 

Information Redacted 
§552.101/466.022/552.139 
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6.4 SERVICE MANAGEMENT 

6.4.1 INCIDENT AND PROBLEM MANAGEMENT 

RFP Requirement: Incident management adivities Ofe assoriated with restoring normal servile operations as quidcly 0$ p(tSsible ami minimizing the 
adverse impod on the Texas loNery's b/J5iness functions. Problem monagement focuses on activities to identify ami wive problems and known errors 
before incidents occur. These odivities (ould indude performing predictive analysis odivities to identify potential future problems, oel-efop recommended 
mitigation plans, and implement approved cOffective mitigation actions and processes. The follOwing table identifies the inddent and problem 
management requirements. 

Scientific Gomes considers this RFP requirement to be informational, therefore no response is required. 

Table 8. Incident and Problem Management Reqlliremenls 

ROLES AND RESPONSIBILITIES SUCCESSFUL 
PROPOSER 

1. Recommends criterio for intident ond problem monogement support requiremenl>, X 
including: incident severity-level definitions ond chorocteristics, categorization and 
prioritization schema, escalotion requirements, etc. 

2. Approves the criteria for incident and problem monogement support requirements 

3. Develops intident and problem management ond Root-Couse Anolysis (RCA) (e.g., X 
events that trigger on RCA) procedures that support Texas loUery's requirements 

4. Provides, maintains, and manages an incident and problem management system and X 
knowledge dotobase, including all hardware, softwa re, databases, automated 
monitoring tools, and management and reporting 10015 

I. Provides unrestricted reod access by authorized Texas loUery stoff and other designated X 
pmonnel to all current ond historical inrident ond problem records and knowledge bose 
doto 

6. Resolves incidents on the fi~t call in occordonce with the Successful Proposer's X 
procedures manual, knowledge database documents, and configuration dotobose{s) 

7. Identifies and clolSifies incident severity-level chorocteristics ond hondle occarding to X 
agreed-upon incident response procedures 

B. Escolotes incidents to the oppropriote next-level service group within the Successful X 
Proposer, Texas lottery, or third-party vendor as soon as it is dear that the initial 
receiver of the incident at the SuecelSful Proposer is unable to resolve the incident 
without additional assistance or as required to (amply with Service level response times 

9. Trocks incident resolution progress through to final closure and records/updates imident X 
record stotus os oppropriote 
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Tob~ 8. Inodenl and ProMem Monogemenl Requiremenls 

ROLES AND RESPONSIBILITIES 
SUCCESSFUL 

TLC 
PROPOSER 

10. Provides expert fu nctional ond process ossistonce for oillonery services identified in X 
this RFP 01 all support levels ond esraloles to olher resources os required 

II. Documenls solutions 10 resolved inciden~ in a cenlral knowledge database; occurolely X 
updoles all information pertinenllo Ihe incidenl tickel including general verbiage, 
rades, etc. 

12. Maintains current and historical records of au incidents and problems and their X 
resolution for the life of the Contract ond provide reporting ond trend rapobilities 

13. Provides end·lo·end incident identifiration, esralotion ond resolution monogemenl; ond X 
a closure process including Ihose incidents esraloted 10 third parties 

14. Flogs all incidents that require Root Couse Analysis (i.e., Severity One [I] ond Severity X 
Two [1] incidents or soles ond validation related incidentsl per the agreed-to procedures 

15. Delermines whether on incidenl should be Irealed os a problem ond creales a problem X 

record 

16. Tracks ongoing status of ony problem record 10 ensure Ihal identified problems are X 
addressed ond resolved 

17. Ensures incident and problem resolution activities conform to defined change (ontrol X 
procedures set forth in the Su((essful Proposer's procedures manual 

18. Coordinales ond takes responsibility of incident resolution across all techniral service X 
areas with Texos Lottery Dnd third parties (e.g., public carriel'5, Internet service 
provide~, Ihird party providers, elc.1 

19. Revie~ and reports to the Texos lottery the status of open, unresolved incidents and X 

relaled problems ond Ihe progress being made in addressing problems 

10. Conducts incident ond problem review sessions ond provides stalus reports detailing the X 
Root (ouse of and procedure for (orrecting recurring problems until closure as 
delermined by Texas lonery 

21 . Jointly participates in incident and problem review sessions as appropriate X X 

11. Coordinates with Texas laHery and third-party support groups to acquire ond transfer X 
knowledge on incident and problem resolution and records this knowledge gained into 
the knawledge base to facilitate increased ability far the Successful Proposer to provide 
firsl call resolution 
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Tobie 8. Inddent and Problem Management Requirements 

ROLES AND RESPONSIBILITIES SUCCESSFUL 
PROPOSER TL( 

23. Provides incidenl managemenl reparting -Tobie 9. Incident Dnd Problem Management Response Requirements 

RESPONSE REQUIREMENT 

I. The Proposer must ocknowledge ond occepllhe roles and responsibilities ond delail requiremenls indicaled in Ihis 
section. 

2. The Proposer must provide a descriptian af ils propased incidenl and problem management process 10 ensure odequale 
resaurces are available 10 meellhe Tex" laHery's Service level Requiremenls. 

RESPONSE TO TABLE 9: IN(IDENT AND PROBLEM MANAGEMENT RESPONSE REQUIREMENTS 

6.4.1.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBIlITIES AND DETAIL REQUIREMENTS 
Response Requirement 1: The Proposer must acknowledge and ouep/ the (oles and responsmilities and aelail requirements indirated in this sedion. 

Scientific Games acknowledges and accepts the roles and responsibilities, and will comply and often exceed the detail 
requiremenls indicaled in RFP Seclion 6.4.1. 

6.4.1 .2 INCIDENT AND PROBLEM MANAGEMENT PROCESS 
Response Requirement 2: The Proposer mIlS! proviae a description of its proposed incident anti problem management process to ensure adequale 
resources are available 1(1 meet the Texas lO#6,y'5 Service level Requiremenfs. 

Scientific Gomes' approach to incident ond problem management is multi-tiered. We handle all retailer or terminal reluted 
lrouble calls, supply calls, and syslem incidenls accarding 10 0 specific, well defined processes ond ITIL The gool ollhese 
processes is 10 ensure Ihol incidenls are quickly defined, managed, and resolved on Ihe fir<! call whenever possible. 

Rool cause analysis is performed la delermine il any incidenls can be defined as a "problem: Anything lolling info Ihe 
"problem" dassificalion is assigned 10 a Problem Management Team lor additional analysis and mitigalion 10 prevenl fUlure 
occurrences. 
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INCIDENT MANAGEMENT 

Scientific G,mes incident m,nagement can be divided into three seporate categories: 

• Trouble calls managed by the TRCC 

• Supply calls also managed by TRCC 

• System incidents managed by the Texas Triage Team occording to our system incident process 

Trouble Calls 
Information Redacted 
§552.101/466.022/552.139 

The TRCC is the first-line resolution team for all retailer trouble calls. The goal of the TRCC operators is to close the call over the 
phone on the first call. Operators have access to troubleshooting guides to ossist them in resolving the issue over the phone with 
the retailer's assistance. Other resources available include mc Supervisors and Monoge~, and primory data center operations 
staH. The ""lotion path for eolls that eonnat be immediately resolved by the mc goes direct~ to dispatch. An FST will be 
dispatched to the retoilloeotion to work through the issue until resolution. 

All retailer trouble calls are logged into the 
codes. provides a wide orroy of reports and query "pabilities so that th, 
in a format that will be useful to the Texos laHery. This 

using standord trouble and repair 
(On be extracted 

is an ever growing 
knowledge base that Scientific Gomes' utilizes for problem identifieotion. 

Supply Calls 

All supp~ (O ils are logged into . Supply (Oil, are treated as an incident 
An out-of-supplies coli would and be processed through k , 

os appropriate, to ensure the quickest possible turn, round ond receipt of ticket stock ro lls or instant ticket inventory. low 
inventory supp~ colis would be processed to ensure a tim ely delivery to meet or exceed the Texas 
loHery's service level agreement, while nat allowing the retailer to run out of the requested supplies. 

Proactively, while visiting retailers the [sRs and FSTs will monitor all supplies in an attempt to avert any supply outage or low 
inventory supply eolls. Smart Services con be utilized to trock any retailers who (Onsistently allow themselves to run out of stock 
prior 10 placing an order. These chronic reT,ilm (On be ossisTed by the LSR to develop on automaTic order schedule thaT will help 
the relailer ovoid such situations. 

System Inddents 

If a S}"tem Incident or SYSCON (S}"tem CandiTian) should occur, IncidenT Management is conducTed by The Texas Triage Team 
!including our Incident Manager) and the TRCe. The Texos Tri'ge Team, (Omposed of the Texos Site Director, AssisTanT Director of 
Te(hnology, Operations Monoger, Software Development Manager, NOe Operations Support, and Network Operations Support, 
will TroubleshooT any SYSCON according To ScienTific Games' Escal,Tion Process. The Texos Triage Team will manage The SYSCON 
to its immediate resolution, {oiling on th e required resources and any third parties necessary to resolve the issue. 
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Eoch incidenl will be priorilized according 10 Ihe ciossilicolion Ihown in Figure 6.4-1. 

Figure 6.4-l.lnruienl (~\IIlicol.ilI 

Information Redacted 
§SS2.101/ 466.022/SS2.139 

levell are delined and managed according 10 Ihe lollowing Ipecilic definitions: 

When Il site is at il meanslhol everything il normal allhallile. No action il required 01 IhilI"el. 

When a site is 01 0 minor issue has occurred that does not present a risk to OUf customer and does not attract 

any liquidaled damog". Allhil condition level, Ihe lead (am puler Operolor on duty will conlocllhe (ompuler Operolions 
Manager immedialely once Ihe problem becomes apparent The (ompuler Operalions Manager will nolily Ihe Oeputy Oireclor 
01 Technology wilhin one hour 01 ,uch on incidenl. Based on Ihe issue Ihe Oeputy Oirector 01 Technology may need 10 nolily Ihe 
loHery. II nolificolion il necessary, lollow up wilh an incidenl report wilhin 24 hOUri. No lurther nolilicalions are required 
beyond Ihil point 

Example: 

A non-critical report is missing or some bask non-crifiml terminal functionality is unavailable. 

When a lile il 01 lOme importanl lunctions 01 Ihe IYlleml and/or network are nOI operoling properly. In Ihese 
(inumllan"" Ihe lead (ompuler Operolor will conlact Ihe (ompuler Operations Manager immedialely who in lurn will 
immedialely conlact Ihe Deputy Director 01 Technology. Wilhin a period alone hour, Ihe Deputy Direclor 01 Technology will 
notify the lottery Officiols and Account Director of the outage. If the problem perSists after Q period of two hours, the A((ount 
Director will make conlocl wilh Ihe Vice Presidenl 01 loHery Operations and Ihe (hiel Technology Officer (GO); olherwise, 
nolificolion will be made via email and by providing a copy 01 Ihe inridenl report wilhin 24 hOUri 01 Ihe incidenl. The Deputy 
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Director of Technology, with assistance from the TRCe, will continue to provide updates hourly until the issue is resolved. The 

open ticket in will be updated and dosed within 14 hours. tnformation Redacted 

Example: §552.1Ol/466.022/552.139 

This condition occu" when less than 10% of the network (excluding the normal operations of managing a single 
communication line or two) is affected by on outage or some system functionality, such as retailer inVOicing is nol 
available to retail",. 

When a site is at the systems and/or network are operating in a degraded fashion. This level of perlormonce 
will have consequences for both our customer and Scientific Go mes. In these circumstances, the lead Computer Operator will 
contact the Computer Operations Manager immediately who in turn will contact the Deputy Director of Technology immediately. 
The Deputy Director ofrechnology will immediately notify the loHery and Account Director ofthe outage. If the problem pe"ists 
aher a period of 30 minutes, the Account Director will make contact with the Vice President of loHery Operations and the Chief 
Technology Officer to notify them of the outage. Aher a period of one hour, the Vice President of loHery Operations will notify 
the Chief Operating Officer of the outage; otherwise, notification will be made via email and by providing a copy of the incident 
report within 14 hou" of the inciden!. The Deputy Director of Technology, with assistance from the NDC, will continue to provide 
updates hourly until the issue is resolved. The open ticket in SIT will be updated and dosed within 14 hou". 

Example: 

Degraded system performance occurs when a system function such as on online game is not available. 

Degraded network perlormonce occu" when more than I 0% of the network is affected by an outage, but some 
portion still functiona l. 

When 0 site is at 0 serious system and/or network outoge has occurred which has significant ramificotions for 
our customer and for Scientific Games. In these circumstances, the lead Computer Operator will contact the Computer Operations 
Manager immediately who in turn will contact the Deputy Director of Technology immediately. The Deputy Director of 
Technology will immediately notify the Account Director who will immediately contact the Vice President of [oHery Operations 
and Chief Technology Officer. If the problem persists aher a period of one hour, the Vice President of [oHery Operations will 
notify the Chief Operating Officer (COO) of the outage; otherwise, notification will be mode via email and by providing a copy of 
the incident report within 14 hours of the incident. At the COO's discretion, the COO will be contacted aher four hours. The 
Deputy Director of Technology, with assistance from the NDC, will continue to provide updates hourly until the issue is resolved. 
The open ticket in SIT will be updated and dosed within 14 hours. 

Example: 

The entire production system is down or the entire communications network is not functioning. 
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ThE proce" also specifies that an incident report must be completed within 24 hours for all SYSCON levels other than 
{normal operotions}. figure 6.4-2 is 0 grophicol representation of each SYSCON condition level. 

To aid in mClnagin~ 

Information Redacted 
§552.101/ 466.022/ 552.139 

, Scientific Gomes us", for Incident Tracking and 
A sample of the Incident Tracking Form is shown in Figure 6.4-3. 

DOCUMENT REDACTED BY TLC -12-5-10 

RfP HO 36210000t 0 JUNE 30. 2010 o TEXAS lOffiRYCOMMIIIION 
SG 
SCIENTIFIC 



6.4-8 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 

SG 

Information Redacted 
§552 .101/466.022/552.139 

The System Incident databose (on be queried for a number of different options to provide varied reports and statistics on 

incidents. 

U,ing Ihe Shorepoinl portal, a broodca'i email and lelephone call can be placed 10 Ihe Tnoge 
Team nolifying Ihem of 0 SYSCON. Thi' same oppli"lion will be used 10 broad",I,lolu, updoles 10 impocled porties during Ihe 
SYSCON. 

The Texaslollery will be provided o"es, 10 our reol·lime Clienllncidenl, web,ile porlol, which provides current informolion on 
SYSCON's for all Scientific Gomes' sites. A somple of one of several historical reporting features of the Scientific Gomes (Iient 

Incident websile i, ,hown in Figure 6.4·4. 
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Information Redacted 
§SS2.101/ 466.022/ SS2.139 

Scientific Games' process ensures that the right individuals will be involved in resalving an incident from 
start to finish and that the Texas loUery will be apprised of the current status every step along the way. 

Historically, man) can be trocked to changes mode an the sY'tem. For this reason, in 2009, Scientific Gomes adopted 
a Change Management Process thol details the steps and notifications fhol must be made prior 10 moking a change of any type 

of the online gaming sY'tem. 

For the Texas loUery project, Scientific Gomes has created the po<ition of Change Manager reporting to the Service/Compliance 
Manager. The Change Manager will monitor the process for all Request for Change (RFC) forms submiMed through the 

application to ensure that a well defined plan, schedule, and back·aut plan have been established. They will also 
provide proper notification to the impacted parties of any requested change. Ultimately, having a Change Manager assigned to 
the Texas LoMery proie<t will mitigate the risk involved with system changes and reduce the probability af SYSCON. A sample 
RFC form is displayed as Figure 6.4·5. 
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Information Redacted 
§552.101/466.022/ 552.139 

Problem Management 

Scientific Go mes has adopted a formal problem management process as defined by ITIL To support that process, Scientific 
Games defines problems as:" ... on unknown underlying cause of one or more incidents ... II 

A problem is a condition ohen identified as a result of multiple incidents that exhibit common symptoms. Problems can alsc be 
identified from a single significant incident, indicative of a single error, for which the couse is unknown, but for which the impact 
is substantial. 

The goal of problem management is to minimize the adverse impact of incidents and problems on the business that are caused 
by errors within the IT Infrostructure, and to prevent recurrence of incidents related to these errors. In order to achieve this gool, 
problem management seeks to get to the roof cause of incidents and then initiate actions 10 improve or correct the situation. 

The problem management process has both reactive and proactive aspects. The reactive aspect is concerned with solving 
problems in response to one or more incidents. Proactive problem management is concerned with identifying and solVing 
problems and known error, before incidents occur in the first place. 

A high level diagram of the process thot Scientific Gomes applies 10 handle incidents and then define and resolve problems is 
shown as Figure 6.4·6. 
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Figure 6.4-6: Incident Resolution Process 
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Scientific Games continually manita~ incidents of all types \0 that any incidents o«urring with a greater freque ncy are properly 
dOlsined and OIsigned to the appropriate Problem Management Team. 
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Information Redacted 
§552.101/ 466.022/ 552.139 

Scienlific Games has an inlernal Field Service Problem Managemenl Team Ihal will be available 10 idenlify problems wilh 
lerminals and field service, perlorm rool cause analysis, and fo llow up wilh problems unlillhey are resolved. Thisleam is 
comprised of key membe~ of our Field Service Organization inciuding: David Douglas (Senior Director of Service Monagemenl), 
Jessie Pock (Senior Manager of Field Operations), Regional Field Service Managers, Field Service Managers, Field Service 
Supervisors, and Bench Repair Managers represenling many of our online siles. The TexOl Regional Field Services Team will also 
have representation on the Field Service Problem Management Team. 

Currently, David provides corporate oversight ond direction for oil online systems, retailer services operations, online operations 
dolo cenlers, and Ihe NRC in . If oworded Ihe conlrocl for Ihe Texas lo"ery, David will bring his skill sella 
Ihe TexOl Managemenl Team as Deputy Director afTechnalagy. He will direcllhe delivery of averall service, improvemenl plans, 
influence service and business management strategies, ana be responsible to ensure all SlAs ore met Dccording to contrad 
requirements. 

In 1008, Scientific Games eslablished a Problem Managemenl Team 10 handle SYSCONs. Thisleam is also composed of 
professionals wilhin Scienlific Games inciuding: Senior Director of Service Managemenl, Senior NRC Manager, NDC Manager, 
OperalionsSupport, Network Support, General Monoger, and Operalions Manager. Thisleam's charter million isla: 

• Proactively identify, prioritize and address the problems raised in the production environment. 

• Eliminate incidents, especially the high·impact and recurring ones. 

The specific responsibilities of the Problem Management Team ore fo: 

• Move Ihe high-priority incidents 10 problem management. 

• Delermine Ihe priority of a problem by averaging Ihe impacl of ils reloled components. 

• Idenlify high'priority problems on which 10 work. 

• Assign each high-priority problem 10 its respective Problem Assignee (i.e., Action Owner) 10 resolve. 

• Provide member ove~ighl of Ihe progrelS of a problem OIsigned 10 a Problem Assignee. 

• Trock OIsigned problems and ensure Iheir limely and successful complelian. 

• Train the organizatian on the use of Incident and problem management activities. 

• Communicate the status of problem management activities with appropriate employees and senior management. 

• Reward groups and individuals conlributing 10 effective prevenlion and resolulion of problems. 

In support of Ihese responsibilities, Ihe Problem Manogemenl Team collects additional dola and informalion allhe end of 
incidenllhol is used 10 OIsisl in priorilizing incidenls for further review. The follOwing Figure 6.4,] showslhe dolo collection 
painls in Ihe form. 
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Information Redacted 
§SS2.101/466.022/SS2.139 

The Problem Management Team meets weekly to review the status of 'problems' and evaluate inddents far new "problems." 
Problems are then assigned and the responsible individual trocks it to campletion, including any that are assigned to a third 
party resource. Identifi( Games will provide regular updates to Texas Lottery staff on any problems impacting Texas LaHery 
operations or any problems identified in other jurisdictions that may have implications on Texas loHery operations. 

In support of Identific Gomes' Problem Management Team mission, we have established the position of Problem Manager who 
will be specifically assigned to the TLC A«ount Team. This individual, along with the lervice/Complionce Manager and Change 
Manager, will define and implement best practice criteria for incident and problem management support requirements, including 
severity·level definition and (horocteristics, cotegorizotion and prioritization "hema, and escolation requirements. They will 
provide inddent and problem management and Root·(ause Analysis by thoroughly investigating each inddent to define and 
prevent the root couse from happening again, and will work with the support teams to track incident resolution progress through 
final closure. They will update the centrol knowledge database so all users will benefit from their findings. They wi ll also 
maintain current and historical records for all inCidents, problems land their resolutions for the life of the contract), and provide 
reporting and trend capabilities. 

Scientific Games will apply our existing processes to restore normol service operations as quickly as possible and minimize the 
adverse impacts to the Texas LoHery. But our problem management process tokes it one step further by endeaVOring to identify 
and resolve problems before on inddent con occur. Our gool will be to provide 100% service, 100% of the time. 
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6.4.2 CAPACITY MANAGEMENT 

RFP Requirement: (opacity management rervices Ofe the odivities assoao/ed with ensuring that the capodty for supporting al/loNery functions 
matches the evolving demands of the Texos Lottery's business in the most cost·effective and timely manner. The follOwing ,oble identifies the {apacify 
munagement requirements. 

Scientific Gomes considers this RFP requirement to be informational, therefo re no response is required. 

Tobie 10. (opcKity Management Requirements 

ROLES AND RESPONSIBILITIES 
SU«ESSFUL TLC PROPOSER 

I. Jointly identifies ond pions for future business requirements thot moy aiter capacity X 

requirements 

2. Defjnes (opacity management requirements bosed on Texos lanery provided X 

proiections 

3. Develops, dacuments ond maintoins capacity manogement procedures that meet Tms X 
lonery requirements 

4. Eslablishes a camprehensive capacity monagement planning process X 

5. Defines, develops and implements lools thaI allow for the effective capacity monitoring/ X 
lrending of Ihe lottery Gaming Syslem and ossocioled business funclions 

6. Assesses capacity impocts when adding, removing or modifying the lonery Gaming X 
System and associated business functions 

7. Cantinually monilors all lottery operations and services 10 enoble prooctive X 
identification of capacity and performance issues 

8. Forecasts future Texas lottery capacity requirements X 

9. Assesses incidenls/problems reloled to system periormonce and business operotions X 

10. Idenlifies ond implemenls copocity changes 10 improve periormonce of lottery syslems, X 
operations and services 

II. Ensures odequote capouty exists within the lottery Goming System and oillonery X 
business operations and services to meet SlR requirements taking into occount doi ly, 
weekly ond seosonol voriotions in copocity demonds 

Table 11. Capacity Management Response Requiremen~ 

RESPONSE REQUIREMENT 
I. The Proposer must ocknowledge and occepl the roles and responsibilities and detail requirements indicoled in Ihis 

section. 
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TobIe 11 (opacity Managemenf Response Requirements 

RESPONSE REQUIREMENT 
2. The Proposer must provide a description of its proposed capacity planning process to ensure adequate resources ore 

avoilable to meet the Texas lonery's lervice level requirements based an current and future growth expansion aver the 
life of the (ontroct. 

RESPONSE TO TABLE 11: CAPACITY MANAGEMENT RESPONSE REQUIREMENTS 

6.4.2.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAfL REQUIREMENTS 
Response Requirement 1: The Proposer mll5f acknowledge and accept the roles and resprmsibifilies and detail requirements indicated in this section. 

lcientific Games acknowledges and accepts the roles and responsibil ities, and will comply and ohen exceed the detail 
requirements indicated in RFP lection 6.4.2. 

6.4.2.2 CAPACITY PLANNING PROCESS 
Response Requirement 2: The Proposer must provide a des{{iption of its proposed (opacity planning process /0 eRWlt adequate resources aTe 
available /0 meet the Texas lottery's Service level requirements based on wrrenl and future growth expansion over the fife of the Con/fod. 

lcientific Gomes adheres to the copacity management process included in the 1TIl. It is the discipline that ensures IT 
infrastructure is proVided at "the right time in the right volume at the right price, ' thereby matching the RFP roles and 
responsibilities requirement. 

ITIL CAPACITY MANAGEMENT 

The process gool of ITIl capacity management entails: 

• ITil-aligned (opacity management policies, processes and procedures 

• Dedicated (opacity Management Process Owner 

• Business Capocity Management 10 forecost capacity needs based on business events 

• lervice (opacity Management to ensure the capadty levels support established service level torgets 

• Resource (opacity Management to ensure the capacity levels are provid.d for at the individual IT device I.vel 

• Actions to ensure appropriate levels of capacity have been built into new IT lolutions 

• Periodic and ongoing forecasting for capacity needs based on both business and technical input 

• Ongoing monitoring and analysis of current perrormance to ensure appropriate levels of capacity have been provided 
and resources are optimally tuned 
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(apacity managemenlleads 10 in"eased efficiency ond performance in several oreas and will help Ihe Texas lortery achieve ils 
slaled gool of operoling Ihe Texas lortery in an efficienl monner, ond optimizing revenues 10 Ihe Foundolion School Fund. 

Scientific Games' divisions all contribute input to determine the required services, whot type of supportive infrastructure is 
required, Ihe level of conlingency needed, and associoled implemenlolion pia" 10 implemenl any changes. 

The goal of our (opocity Management of Scientific Gomes is 10 manage all (opacify and performa nce-related service and 
resource marte~. The (apacity Manogemenl process which will be Ihe lask of Ihe SYSlem Administrolor under Ihe direction of 
Ihe Operolions Manager will: 

• (reale and mainlain a (enlrol Syslem (apacity ~an 

• Act as an expert ond advisor on all copacity and performance issues and needs 

• Manoge Ihe environmenllo meel or exceed eslablished service level agreemenls (SlAs), while underslanding Ihe impacl 
an bOlh services and resources 

• Toke Ihe role of problem monager for copacity and performance problems 

• Evaluole all chonges as Ihey mighl relale 10 performonce and capacity 

• Be proactive while being cost-awore 

This lronslales 10 Ihe follOwing roles, which mayor may not be Ihe functian af a single pe~on or single group, bUI will be overall 
responsibil ity of Ihe Oeputy Oireclor of Technology: 

• Performance Monitor - Observe patterns of hoth IT and business activity, perform reporting activities and solve 
performance problems noted 

• Performance Tuner - Provide for efficienl delivery of SlAs wilh existing resources 

• Capacily Planner - Undersland current and fUlure resource demonds and "eale 0 forecasl and capacity plan wnh 
sufficient future focus 10 allow time to react 

• CapacilY and Performance Policy Manager - Define Ihresholds and alher policies for planning purposes 

• Resource Demand Manager - Monoge resources efficiently Ihrough policies 

(apaaty Management Sub-Processes - (opacity Managemenl consisls of a number of sub-processes, wilhin which Ihere 
ore various activities. Each sub-process shares the same activities, including modeling, service manitoring, performance 
management, demand management, workload management, analysis, change initiation, optimization, and trend analysis. 

The Ihree sub-processes of (apocity Monagemenl ore defined below: 

• Business (apacity Management - This sub-process is responsible for ensuring that the future business requirements 
for IT services are considered, planned for and implemented in a timely fashion. This timeliness can be achieved by 
onalyzing dolo on currenl resource ulilization and gOlhering business proieclions and application design plans, in order 
10 forecasl and model fUlure requiremen~. As wilh many ITIl aClivilies, successful Business (opacity Managemenl 
involves dose collaboralion between IT and Ihe business. 
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• Service Capadty Management - The focus of this sub-process is the management control and prediction of the 
performonce of the operational IT services that enable users to perform daY-la-day activities, The focus must be on end­
la-end service SLAs rolher than the individual infrastructure components, If you focus narrowly on each IT component 
first, without undmtanding the end-la-end service, the organization risks investing in resources thol may nol be needed, 
and not investing where they are truly needed. In Ihis sub-process, not only is engagement with the business essentiol, 
but cross-platform, cross-Iechnology collaborolion will also be required, 

• Component Capadty Management - This sub-process focuses on the monagemenl of the individual components of 
the IT infrostructure, This is Ihe "traditional" IT view, and is responsible for ensuringlhat all IT components Ihat support 
a particular IT service are closely monitored and measured ond that exercises are coflStonfiy performed to improve 
service (opacity requirements. Again, D structured and top-down approach to Copacity Management ensures £loser 
business alignment, and enables the priarilizatian of copocify investments to be based an business needs, It is critical to 
automate thresholds, where possible, 10 enable proactive management and minimize degradation ond outages. 

The Capocify Management ensures that cost-juslifiable IT capocify in all areas of IT always exist ond is matched to the current 
and future agreed needs of the business in [] timely manner. 

PROACTIVE REVIEWS 

As the usage of services change and functianalify evolves, the amount of processing power, memory, elc also changes, Scienlific 
Gomes incarporotes proactive reviews of the system to undersland Ihe demands being mode currenfiy, and how they will change 
over lime, This approoch allows us to foresee growth needs and adjust accordingly, If there are spikes in, for example, 
processing power at a particular time of Ihe day, il proposes analyzing what is happening at thai lime and make changes to 
maximize the existing infrastructure, for example, lune the applicotion, or move 0 non-critical process to a quieter period. 

Confidentiality Claimed 
Not released 
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Thele activities are intended to optimize periormance and efficiency, and to plan for and justify production changes. These 
reviews consist of: 

• Monitoring the periarmance and throughput or IDOd on each lerver and network device 

• Performance analysis of measurement doto, including analysis of the impact of new releases on capacity 

• Performance tuning of octivities to ensure the most efficient use of existing infrastructure 

• Underslanding the demands on the system and network, and future pions for worklood growth 

• Influences on demand for computing resources 

• Improvemenl planning - developing a plan for the implementolion of improvements inlo lest and productian 
environments 

BENEFfTS OF CAPACITY MANAGEMENT USING BEST PRACTICES AT SCIENTIFIC GAMES 

The benefits of implementing (opacify Management in line wilh !TIl best proctices include: 

• The obilify 10 utilize Ihe systems in the most effective manner possible 

• The obilify 10 proactively manage syslemslo reduce incidents and problems 

• Reducing the risk of service degradation through better management of IT resources 

• Reducing the risk resuiting from changes 10 the IT inlraslructure, mode possible Ihrough opplicolion sizing ond olher 
monitoring and analysis activities 

• Increosing customer solisfoclion 

• The foresight to anticipate and meet future (opacity requirements before business processes are impacted 
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6.4.3 PERFORMANCE MANAGEMENT 

RFP Requirement: Performance management serr;Ce5 aft those octivities assodafed with tuning the LoNerr Gaming System, including the optimization 
of allloliery operations and services functions. The following table itlenfifies the performance management requirements. 

Scientific Games considers this RFP requirement to be informational, therefore no response is required. 

Tobie 12. Performance Manogemenl Requirerrnnts 

ROLES AND RESPONSIBILITIES SUCCESSFUL 
PROPOSER 

I. Develops, documents and maintains performance management procedures thol meet X 
Service Level Requiremenls 

2. Performs lottery Gaming System tuning fa maintain optimum performance X 

3. Manages Latlery Gaming Iyslem and alilotlery operolians ond service functions and X 
dislribules resources 10 meel defined availabilify and periarmance ILRs 

4. Evaloales and idenlifies syslems and aperalional configurolions or changes 10 X 
configurations thot will enhance performance 

5. Implemenls improvemenl plans and coordinoles wilh Ihird parties as required X 

Tobie 13. Perfonnonce Management Response Requirements 

RESPONSE REQUIREMENT 
I. The Proposer musl acknowledge and accepllhe roles and responsibililies and delail requiremenls indicoled in Ihis 

section. 

2. The Proposer must provide Il description of its proposed performance mllnagement processes. 

TLC 

3. The Proposer musl describe how Ihe Proposer plans, develops, modifies, monilors and reports on Syslem and nelwork 
periormance. The Proposer mu~ demon~rale knowledge and experience of "pacify and periormance lools for 
managing Ihe Lotlery Gaming Syslem and all managed services defined wilhin Ihis RfP. 

RESPONSE TO TABLE' 3: PERFORMANCE MANAGEMENT RESPONSE REQUIREMENTS 

6.4.3.' ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS 
Response Requirement 1: The Proposer must acknowledge and accept the rofes ancl responsibililies ancl cletail requirements imJicatecl in this sedian. 

lcienlific Gomes acknowledges and acceplslhe roles and responsibililies and will comply and ohen exceed Ihe delail 
requiremenls indicoled in RfP leclion 6.4.3. 
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6.4.3.2 PERFORMANCE MANAGEMENT PROCESS 
Response Requirement 2: The Proposer must provide a deSlfipfion of its proposM periOlman{e management pr()(esses. 

The Scientific Gomes IT Performance Management Process indudes the monitoring and measurement of metries to assess the 
performance of Ihe gaming syslem, network, and IT operalions. As described earlier, our performance monagemenl proce" has 
a direct inpul inlo our (apocity Managemenl Proce". 

Operationally, our Performance Managemenl proce" is Ihe subsel of loals and processes in IT Operalions which consisls wilh Ihe 
collection, monitoring and analysis of melries thot notify Scientific Games if a system component is available, or if the mefries 
indicote abnormal behavior thol (on impact the components' ability to function correctly. This type of monitoring includes critical 
gaming sy<lems componenls, network devices, as well as ancillary equipment. These melrics are ulilized 10 idenlify lrends, keep 
Irock of Service Levels, idenlify problem oreas, and provide inpul inlo our (apaaly Managemenl Proce". They improve 
slrolegic and operalional capabililies of Scienlific Gomes in designing and developing our s)'llems and services for maximum 
cuslomer salisfaction, productivily, and performance. 

Benefits of the Scientific Gomes Performance Management Tools and Process: 

• Provide real·time and historical data to measure Service Levels 

• Ability by management to review historical effects of releases and improvement initiatives 

• Prooctive alerts to isolate foiling components or performance issues 

• Provides historical data for incident management process, which can speed future repairs and remediation 

• Provides hisloncol dolo on sy<lem and network componenl workloads and usage 10 help copacity planning 

In addition to monitoring performance in real·time, Scientific Games performs a periodic review of all system and network 
performance os desuibed in our Capacity Planning section. 

6.4.3.3 SYSTEM AND NETWORK PERFORMANCE 
Response Reqllirement 3: The Proposer must desm1Je how Ihe Proposer plans, lievelaps, modifies, monitors and reports on System and network 
performance. The Proposer must demonstrate knowledge and experience of capacfty and performance tools for managing the lol/ery Gaming System 
and all managed services defined wilkin 'his Kff. 

In loday's dynamic and fasl-paced loHery lechnology world, business and IT need 10 become adaptive and synchronized 10 
copilalize on change 10 achieve maximum performance and oplimal soles growth.Scienlific Gomes ulilizes proven loals 10 
conlinuously monilor alilhe deployed elemenls in Ihe syslem and network and proaclively alert Ihe operal", of service 
condilions and performance melrics, including lransmission fa ilures and oulage evenls. All alerts affecting syslem or network 
performance result in a IYlCON, which is descnbed laler in Ihis seclian, 10 ensure Ihe highesl visibility and quickesl resolulion. 

Beginning of a project implemenlation, Ihe Gaming Syslem Archileclure (GSAI Team will cuslomize Ihe Performance 
Managemenllhresholds specific 10 Texas Lollery requiremenls. This process will ensure Ihal all syslem melric reporting and 
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alerls reflect the service level agreements to ensure we are meeting or exceeding expectations. OUf integrated management 
approoch consolidates information representing the aggregate health of the overall gaming system. This provides (] foundation 
for confidently providing, delivering, and documenting Service level Agreements ISLAsl. 

Understanding the infrastructure resour" relationships that comprise the overall gaming system will also focilitate quicker 
problem resolution and root-cause identification. 

Scientific Games' operations personnel continuously monitor all systems and networks. System faults are detected, diagnosed, 
and corrected in a timely manner using tools described below. 

Confidentiality Claimed 
Not released 
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6.S COMPLIANCE REVIEW (DRs 9 and 10) 

RFP Requirement: (ompliante services Drt the adivilies associated with independsnt lestillg and verilitrIliOIl of controctual (ompfiDnlt. The fexos 
Lottery currently contracts with on independent firm to conduct contract complian{e reviews. All expenses are reimbursed by the lONery Operator. The 
current independent firm invokes approximately 5349,410 annually. This amount does not indude the initial risk D5se5Sment Dnd risk analysis repon. rile 
following toble itJentifies rompfion{e review requirements. 

Scienlific Gomes has read and underslands Ihallhe Texas LaHery will employ Ihe services of on independenl party (on Audilorl 
10 lesl and verify Scienlific Gomes' perlormance as il relales 10 compliance WITh voriaus provisions of Ihe conlract. Scienlific 
Gomes undmlands Ihallhe Texas LoHery will select Ihe firm Ihol conducts Ihis compliance oudil and Ihollhe su((essful 
proposer will be responsible for reimbu~ing Ihe Texas LoHery foroll co'" billed 10 Ihe Texas loHery by Ihe independenl firm for 
work perlormed in connection wilh Ihis compliance review. This solisfies RfP Tobie 14, Deloil Requiremenl No. 9. 

Scienlific Gomes acknowledges Ihe requiremenl and agrees 10 cooperole fully wilh Ihe independenl firm in Iheir condud of Ihis 
oudil and will provide Ihe oudiling firm wilh lull, free, and prompl access 10 all Scienlific Gomes octivilies, records, property, and 
pe""nnel, as well as Ihose of any conlrocto~ or suiKonlroctors. This solisfies RfP Tobie 14, Deloil Requiremenl No.1 O. 

TobIe 14. (ompl':Jll(e Reyiew Requirements 

ROLES AND RESPONSIBILITIES 
SUCCESSFUL 

TLC 
PROPOSER 

I. (onducts comprehensive risk assessmenl and develops risk analysis report X 

2. Assisls in developing lesl procedures lor compliance 01 conlroctual provisions X 

3. Reviews and approves lesl procedures X 

4. (onlrocts wilh on independenllhird·porty lor compliance moniloring based on approved X 
le~ procedures 

5. Generales compliance reports X 

6. Applies corrective actions based on lindings 01 non·complionce X 

7. Demo~trDles that the corrective actions have been implemented X 

8. Reviews and validates corrective action X 

DETAIL REQUIREMENTS 
RESPONSE 
SECTlON(S) 

9. The Successlul Proposer shall be responsible lor reimbu~ing Ihe Texas LoHery loroll cosls billed 6.5 
by Ihe independenl firm and poid by Ihe Texas LoHery lor Ihe compliance reviews. 

10. The Successlul Propaser sholl cooperole fully wilh Ihe independenllirm (which will be selected by 6.5 
Ihe Texos LoHery). The Successful Proposer sholl provide Ihe independenl firm lull, free and 
prompl a((ess 10 all activities, records, property, and pe~onnel of Ihe Successlul Propaser and 01 
its contractors and subcontractors. 
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Tobie IS. (ompnol1ce Review Response Requirements 

RESPONSE REQUIREMENT 
1. The Proposer must acknowledge and accept the roles and responsibilities and detail requiremen~ indicated in this 

section. 

2. The Proposer must describe how il will meel complian(e review requirements. This musl include a description of Ihe 
policies and practices to prevent, detect, and resolve compliance issues. In addition, the Proposer must demonstrate 
experience, ability, and intent to meet all contractual compliance requirements. 

Table 16. (ompliofKe Review Service le"'ek 

SLR # SLR NAME 

3.60.16 Failure to Provide Informatian and/or Caaperate Fully with Controct Compliance Review 

3.60.17 Failure to Correct Audit and/ or Compliance Finding 

RESPONSE TO TABLE 15: COMPLIANCE REVIEW RESPONSE REQUIREMENTS 

6.5.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS 
Response Requirement I: The Proposer must acknowledge and accept 'he roles and responsibilities and detail requirements indicoted in Ihis section. 

Scientific Games acknowledges and accepts the roles and responsibilities, and will comply and often exceed, the detail 
requirements indicoted in RFP Section 6.5. 

6.5.2 COMPLIANCE REVIEW REQUIREMENTS 
Response ReqUirement 2: The Proposer must describe how il will meet romp/ioMe review requirements. This must include a description of the polides 
and prodices to plevent, deted, and fWJfve compliance issues. In addition, the Proposer must demonstrale experience, ability, and intent /0 meet all 
{onlraduof complitJfUe requirements. 

Scientific Games is the only u.S. laHery vendor that is publicly traded on a u.S. stock exchange. As a result, Scientific Games is 
required to have a comprehensive compliance program in place. Our company also operates in an industry that has very strict 
regulatory oversight. Its Board of Directors has designated a Compliance CommiHee, comprised of three independent Directors, 
and that CommiHee has approved the standards/requirements of our compliance progrom (Program) in accordance with the 
law, our regulatory oversight, and good governance in order to protect our reputation and standing. Scientific Games has a stole 
of the art Code of Conduct in pia" which has been approved by the Board of Directors. 
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6.5.2.1 COMPLIANCE PROGRAM 

In the conduct of this progrom, we require complionce review for mOlt 011 of our customers, ond for all 01 our vendors, suppliers, 
and consultanls. The amount of review and due diligence required is on a sliding scale, depending on the nafure and exte nt of 
the business relotionship the individual/entity will have with Scientilic Gomes. One time suppliers with minimal cost requi re 
limited review while joint venture partners require extensive review. 

The purpose of the compliance review process is to ensure that the vendors (including consuitonts) and customers thot the 
company does business with are entities/individuals: (1) who will cooperate with appropriate regulatory authorities; (1) who ore 
"suitable' or 'quolified" 01 those terms are used by opplicoble gaming outhorities; ond (3) whose role with the compony is not 
likely to resuit, in the judgment of the Board of Directors, in the failure of the company to obtain, maintain, renew or qualify for 
o license, controct, fronchise, or other regulotory opprovol with respect to the operation or conduct of our business. 

The doy·to-doy management of the progrom is the responsibility of Lorry Pons, our (hief 
(omplionce Officer, who is a retired FBI agent and for mer Deputy Director of the FBI. lro 
Rophoelson, Scientific Gomes' Generol (ounsel of provides counsel ond guidonce to the progrom 
and comes from 0 distinguished bockground in both the government (including being 0 

Presidential Appointee) and private practice where he was recognized internationally as on expert 
in corporate governance. 

It is incumbent upon each Scientific Gomes employee to toke odvontoge of the support the Legol 
ond (ompliance Departments provide in managing business and legal risks. The following summarizes our policies 01 it re(otes to 
complionce: 

• No lawyer moy be hired to perform work on behalf of any Scientific Gomes entity that hOI not been engaged through 
the legal deportmenl. This policy helps Scientific Gomes control COlts ond manage outside lawyers. Where such lawyers 
hove been hired, they will nol be paid unless their invoices are approved by our General Counsel, or someone deSignated 
within the legol depo rtment. 

• All cantrocts ore drohed by or through the legol deportment. This includes controcts of employment, joint ventures, 
engagement of government offairs representatives {GARsl, international consultants, vendors assisting in RFP wo rk, 
business partners, sales ogenls, ond major purchases. Scientific Games' international (Untroets indude specific, Board­
opproved worronties ond representations relating to the legal and ethicolstondords to which our foreign employees, 
ogents, consuitonts, vendo~, ond other business partners will be held. 

• Mony of the individuals and businesses with whom we pion to do work require complionce opprovol. These individuols 
and businesses must complete our URequest for Initiation of Compliance Process" form. Larry Polls and his team begin 
the process as soon as Scientific Games identifies the need for certain contracting services, including: 

:0 GARs loll lobbyists inside and outside the U.S. ) 

o Pre-bid RFP work 

:l Acquisition targets 
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G Joint venture partners 

o Domestic business partners with whom we inlend 10 have revenue shoring arrangements 

'J Consultants 

o Sales representatives 

C) Certain domestic customers 

" Business partners, vendars, and customers outside the US. 

C) Carporate Officers and mem bers of the Boord of Directors 

In today's business world, managing business and legal risk is of the ulmost importance. There ore critical issues 01 stoke and a 
cosual approoch con result in significant consequences. Our Compliance Team is always available should the Texas LoMery hove 
questions. 

6.5.2.2 INTERNAL AUDIT DEPARTMENT 

Scientific Games has a corporate internaf audit department, headed by David Rabideau, based at 
our corporate compus in A1phoreNo. David, and his learn will ensure the effectiveness of the 
Texas·based Scientific Games Service and Compliance Team and assist in establishing the key 
organizotional functions to ensure proper resources ore in place to meet the Texas LoMery contract 
compliance abiectives. While David 's team will not replace the need for an external compliance 
audit, their work, in conjunction with the Scientific Games Service and Compliance Team in Texas, 
ensures Scientific Games' commitment to the Texas LOHeryls compliance objectives. 

6.5.2.3 LOCAL SERVICE LEVEl TEAM 

The TLC Service and Compliance Team will be comprised of a Service/ Compliance Manager, 
Problem Manager, and Cha nge Manager will be chartered with the following objectives: 

• Continuous monitoring of performance against contract terms 

• TImely feedback to operational management 

• identification of process issues 

• Identify process improvements 

• Track implementation of process improvements 

• Track performance fa ilures and calculate appropriate sanctions 

• Coordinale efforts with external audit review 

• Escalation to Scientific Games corporate internal audit 
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The leam will report 10 Ihe proposed Texos Accounl Director, wilh 
oddilional reporting dUlies 10 Ihe lcienlilic Gomes (orporole 
inlernal audilleam in Alphore"a. Thil organizononailiructure 
ensures strong organizational support within the proposed Scientific 
Games Texol organizotion and Ihe Idenlific Gamel corporale 
organization. The Scientific Gomes Service Management and 
Compliance Teom will have a wide array of resources available to 
periorm Iheir jobs and "hieve Iheir relPonlibilitiel. Thil overall 
structure demonstrates Scientific Gomes' (ommitmenllo (ontract 
compliance and will lully IUPPOrt Ihe work efforts of Ihe Texos 
lOHery'l selected independenl lirm lor conlroct compliance reviews. 

6.5.2.4 DEliVER ABlES 

The service level team will be on­
site. They will be dedicated to 

ensuring service level compliance. 

lcienlilic Gomes provides a broad ronge of deliverables designed 10 Ilreamline Ihe procell 01 compliance review. 

Deliverables Associated with the Projed launch 
• Weekly Iialul Reviews wilh Ihe lo"ery 

• Weekly Inlernol Exewlive Reviews 

• Conversion Project Ptan 

• Project THIcker Web Porto l 

Deliverables Associated with Ongoing Operations 

Information Redacted 
§552.101/466.022/552.139 

Availability of (enlral Syslems - Icienlilic Games emploYlllole-ol-lhe-ort process aulomolion lechnology 
10 monilor Ihe heallh and stolul 01 all elemenll of Ihe gaming Iyslem. Thislechnology proactively monilorl lhe IYliem lor 
anomaloul condilionl and olertl operolors who will oddrell any lilualion. Thil advanced moniloring SYllem helpl enlure Ihal 
lim ely delection il provided 10 operolors, allowing Ihem 10 quickly make correctionllo a wide ronge 01 condilionllhal could 
affect availability of the central system. 

Availability of (ommunicalions Nelwork -Icienlific Games praposel lo employ a highly-advanced, aUlomaled loHery 
Network Moniloring IYliem (NMI) Ihal continuoully monilorl alilhe many elemenll of Ihe advanced lerminal communicalions 
network Ihallcienlific Gomes proposello lupply 10 Ihe Texollollery. The NMI il comprised 01 numerOUI individual elemenll 
Ihal, working in concert, enoble ullo provide on unparalleled level 01 aulomaled delection 01 any anomalies or failures in Ihe 
communications network. The NMS gives system Operators and Operations Management visual cues and automated message 
alerts thol signal events or conditions that may need attention. This advanced capability for detection is the first line of defense 

in idenlifying pOlentiol problem lilualionl belore Ihey can lead 10 lignificanl oulages. 
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Icienlific Games also propases 10 use . Through ils 
connectivity wilh Ihe (ompuler Fronl Ends I(FEs), RavenWeb combines this reol·lime informalian wilh background informalion 
from Ihe dOlabase and/or log files 10 provide a complele picture of bOlh Ihe presenl and pasl network behavior. 

Availability anJ Accuracy of Reports anJ Me - lcienlilic Games is required 10 undergo IAS-70 audils as a part of Iheir 
relationship with many of our domestic lottery customers. Any compliance exceptions noted as Q part of these audits ore 
addressed by Ihe local sile sloff 10 ensure immediale corrective action. Additionally, lcie nlific Games' syslems, security, and siles 
have successfully been audiled for compliance wilh Rule 2 of Ihe Mulli-Ilale lo"ery Association IMUll). We are commi"ed to 
providing Ihe Texas LOllery with the same high degree of security in fulfillment of our conlroct requirements. 

Deliverables Associated with Software Development and Testing - Icienlific Games is Ihe firsl and only supplier in 
the Lo"ery industry 10 develop sohware change conlrol processes Ihot have been certified as complianl wilh Ihe North American 
Associalion of Iiole and Provincial Lo"eries INAIPL) requirements. 

The process of sohware change conlrol includes: 

• Creation of spedfications 

• Software development delivery limeframes 

• Inlernal and exlernal sohwore lesling cycle limes 

• lohwore quality reporting 

The entire process is completed using standardized documentation Ihot complies wilh NASP~s requirements. An independent 
third party audit of our software change process was conducted and resulted in process certificotion. 

Deliverables Associated with Field Services - lcienlific Games propases 10 supply Ihe Texas Lo"ery with a pair of 
advanced syslems and associaled managemenl processes Ihal will enable Ihe proactive delectian and prompl correclian of 
conditions in which a selling terminal is "off-line.' 

The products thai provide autamaled deteclian and alerting of a lass of communicalian wilh individuallerminals arr 
As desuibed eanier in Ihis section, Ihese products allow Ihe Texas (all (enler and Operalians slaff 10 pinpainl 

connectivity dawn 10 Ihe relailer level. When a relailer is noted 10 be aul of communicalian wilh Ihe cenlral system, Ihe (all 
(enler con proactively conlact Ihe relailer 10 delermine Ihe couse of the aulage and work aggressively 10 re·establish 
communications. 

If a visil by a Reid lervice Technician IFIT) is required 10 reslare service to Ihe retailer, 
Ihe sohware and syslem Ihal aula moles the dispatch and rouling of Ihe besl-avoilable 
lechnician is Icientific Games' exclusive 

s is on automated fool thot utilizes on advanced rules-based decision engine 

sc; ..... ••••• 
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coupled 10 in Ihe field 10 provide near-real-lime priar"izolion and vehide rouling of field service calls_ 
will: 

• 

• 

Information Redacted 

§552.101/466.022/552.139 

• Provides reol-lime ossellrocking of ports invenlory, wilh 0 ful~ defined oudillroil 

Similar 10 Ihe capability desuibed above, will oulomole Ihe process of assigning Preventive Moinlenonce IPM) 
service calls 10 Scienlific Gomes' leam of qualified Field Service lechnicions; scheduling and moniloring new sile inslollolions; 
and scheduling delivery of supplies. 

These capobililies provide 0 level of accounlobility Ihol we believe is higher Ihan any olher vendor. 

Scientific Gomes offers the following information os evidence of our experience, ability, and intent to meet all the controct 
provision's requirements for compliance. 

6.5.2.5 PROJECT LAUNCH MANAGEMENT 

Pulling a Ihird party lerminol on another vendor's gaming system is nol difficult for us. We have successfully proven this with 
customers oround the world and mosl applicably far Ihe 8ClC and OLGC, both of which are GTECH syslems. Scienlific Gomes' 
design and development strategy has produced great success in deploying our terminals on systems. In fact, we 
have been completely successful in implementing our lost three phased conversions, os summorized below. 

PENNSYlVANIA CONVERSION SUCCESS 

Our su",ss story in Pennsylvania wos compleled on June 16, 2009, only six monlhs oher the 
controct signing. The Pennsylvonio implementotion project involved the phosed migration from 0 

legacy system, 10 

Scientific Gomes' 

peripherals. 
and involved nearly 9,000 retailers, WAVtTM terminals, and 

With 0 two phose migralion opproach 10 Ihe conve~ion we were oble 10 have our communicotions 
network ) operational early. The WAVE'" lerminols were able 10 be authenticated on our 
instollolion syslem when Ihey were deployed and operolionol on Ihe then currenl syslem prior 10 Ihe "go live" dote. 

All of Ihe reloile" were upgroded to new WAVr" terminols ond peripherals and, by all accounts, Ihe retailers Ihol were 
upgraded 10 Ihe new WAVr" lerminols and peripherols were very exciled ond satisfied with Ihe periormonce, ease of use, ond 
visibility 10 Ihe ploye" il has broughllo Iheir businesses. Reloilers learned 10 use Ihe new WAVr " terminals 01 the lroining 
session scheduled Ihroughout the stole and readily odopled them inlo Iheir business long before Ihe syslems conversion. 
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Scientific Gomes Educotional Services Team trained over 17,000 aHendees prior to conv",ian, induding retaile" and laHery 
stoff. The training schedule was designed to precede equipment installation by an overage of II week or less, which meonllhe 
retailer was well-versed on terminal and peripheral functionality and could quickly app~ the skills they learned using the 
WAVE'Ws training mode. This two phose conve"ion appraach ensured that the final system conversion dote was just another 
ordinary day of business for the retoile" 

At conv",ion dote, 8,700 WAVE'" terminals were operational, each with a flat panel display, customer display unit, and a 
wireless ticket checker. In all, this implementation praject encompassed well over 67,000 pieces of electronic equipment. 

We believe the efforts described above are a testament to Scientific Gomes' copacity to deliver for the Texas LoHery. 

CONNECTICUT CONVERSION SUCCESS 

In ear~ May 1008, Scientific Gomes successfully completed on eight month migration to the 
gaming system, 3,000 WAVE'" terminals, and associated peripherals and 10Hery 

equipment for the (onnecticut LoHery (orporatian. 

The conversion introduced a number of next generation products induding: 

• 3,000 WAVE'" terminals 

• 3,000 self-service ticket checke" 

• LoHery InMotion point-of-sole advertising display 

• management portal 

• 

Information Redacted 
§552.10l/466.022/552.139 

This project involved the integration of nearly 11,000 pieces of electronic equipment, induding Ihe installation of 3,000 retailer 
lerminals and the troining of nearly 9,000 retail",. 

MARYlAND CONVERSION SUCCESS 

In Ju~ 1006, Scientific Gomes successfully completed on eight manlh migralian from Ihe n ~ , 
Maryland State LaHery Agency (MSLA) system to : This project MARVLAN,,*,"OTTERV. 

involved the integration of over 35,000 pieces of electronic equipment induding the 
installation of 4,100 terminals at 3,800 retailers. 

Our implementation strategy for the MSLA system conve"ion followed our two phose conversion plan, which resulted in the 
most risk-free and least disruptive transilion for the MSLA and its relo il",. New network communicotions and retailer 
technology devices (terminals, ticket checke", displaY', signs, etc.) were deployed early to the relail"" communicoling back 10 
Ihe legacy sy~em· . On Ihe day of syslem conversion, Iheswilch-over 10 Ihe new 10Hery gaming syslem-
F - was transparent to Ihe retaile". The follOWing describes the key milestones associated with the two phose conversion plan 

execuled by lcienlific Gomes for Ihe MILA. 

REDACTED BY TLC -12-5-10 

RFP NO. 362·10.(1001 • JUNE 30,2010 • TIlAI lOTTERY COMMIIIION 



PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.5-9 

The MSLA aworded its online contract to Scientific Gomes in late October 2005, providing for an approximately eight month 
canversion period through eorly July 2006. 

• Three months from award (Oefinition Pha,,) 

) Project plan validotion 

) Terminal GUI design and terminal software emulation programming 

.) Eq uipment procurement and manufacturing 

") Retailer communication planning 

J Installation schedule validation 

) Training pion logisti~ 

• five months from oword (In~ollotion Phosel 

) Oeployed over 35K pieces of eq uipment (cammunicotions, terminals, ticket checkers, keno monitors, servers, signs, 
disploys) 

) 4,200 terminals to 3,aOO retailers, 2,500 of which were keno retailers; addressed unique installation requirements 
05sociated with historicol di~ricts and government building locations 

) Installed retailer siles during worst weather storm in 200 yeors - two weeks of torrential rain Dnd extensive 
flooding 

") auilt out new primory ond bock-up data center focilities 

") Troined 6,500 retailers, including 550 Koreon retoilers 

" Troined 150 lo"ery personnel 

') Oeployed 0 unique terminal soles solution for visually impaired retailers 

• Six months from award (Ongoing s)'>tems and marketing octivitiesl 

Information Redacted 
§552.101/ 466.022/ 552.139 

') Launched two promotions on the legacy system (top of ticket ond single use caupon) during the canversion period. 
Requirements definition, programming, ond morketing support for these promotion launches campleted successfully 
in parallel with required ~tem (onversion activities. 

• Eight months from oword ((onversion) 

J Successfully launched th, with 3,aOO retoiler! 

) launched 0 new game promotion (keno doubler), and a new Pick 3 promotion jusllhree weeks after conversion 
dote. Requirements definition, programming, ond morketing for these new promotion lounches on the new system 
completed successfully in porollel with required canversion octivities. 

) Lo unched 0 new horse race monitor gome RACETRAX and onother new Pick 3 promotion less thon 60 doys oher 
conversion Ie 

) Oesigned requirements for our ployer octivated terminols - Ploy(entrol. 

DOCUMENT REDACTED BY TLC -12-5-10 SG 
HP NO '11i?ln.nnnl • II!Nr'Ul 1mn . m.6~ lomllvrnMMI'\~I(JN 



6.5·10 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 

SG 
SClE"*TlFIC 

The implemenl,li,n project effort was rewarded jusl eighl monlhs 1,ler wher 
volume of, $390 million Meg' Million jockpot 

INDIANA (HOOSIER LOTTERY) ONGOING CONVERSION 

easily handled Ihe increased soles 

Information Redacted 
§552.101/ 466.022/ 552 .139 

Our leam is currenlly engaged in Ihe Indiana conversion, which is underway wilh ,two phose conversion 'pprooch of a legacy 
gaming syslem 10 on inlegroled loHery gaming syslem. On Seplember 24, 2009 Scienlific Gomes agreed 10 supply Ihe loHery 
will : which included a full suile of online and inslanl lickel poss·lhrough syslems and a range of 10Hery equipmenl 
including more Ihon 4,000 WAV ETM lerminols and peripherals. The conversion dole is scheduled for lole Augus! 20 10. 

Insl,lIing 4,000 reloillocolions with WAV ETM terminals and wireless tickel checkers began in early April at , role of nearly 350 
ret,ilers per week, wilh retailer lroining scheduled jusl days ahead of Ihe inslollolion. In all, we expect 10 lroin nearly 8,000 
retailers prior fa conversion. The installed terminals ore currently operating with the legacy gaming system and will be cutover 
to thl 

We are confident our conversion octivities in Indiana will successfully continue through the launch dote, and will result in pOsitive 
benefits to Ihe Indiana players, rel,ilers, and Ihe Hoosier loHery. 

INTERNATIONAL IMPLEMENTATIONS 

Scientific G,mes' success with implemenlotions and conversions and olher types of deploymenls are not confined to domeslic or 
even North American 10Heries. Scienlific G,mes is a globolloHery proVider with significo nt presence on six conlinenls. In 
addition to being what we believe is the second largest online 10Hery provider in Europe, we h,ve 10Hery systems operating in 
Argenlina, Canada, Chino, Ihe Dominican Republic, fronce, Germany, Hungary, Iceland, Lotvi" the Republic of Kore" Mexico, 
the Netherlands, Norway, the Philippines, Sp,in, Sweden, and Switzerland. In addition, proud 10 shore two significont 
international implementation success stories in China and Ifoly next. 

CHfNA IMPLEMENTATION SUCCESS 

In January 2008, Scientific Gomes agreed to supply a 10Hery lickel soles system and reloled services to the Chino Sports loHery 
I"CSl' ) for the )oHery market in the People's Republic of Chino I"PRC' ). The notionolloHery ticket soles system was designed to 
trock the distribution and validation of tickets throughout the PRC. Scientific Gomes also 'greed to provide, notional call center 
and 90,000 tickel validation terminals and related services such as game design, morketing, and distribution 10 the CSl 
provinaolloHeries. Earlier, Scientific Gomes agreed to a conlroct for the manufacturing of tickets with Chino Sports loHery 
Prinling, ltd.I'CSlP'). in the PRC. Scientific Gomes ,greed to est,blish, working together wilh the CSlP, a st,le of Ihe ,rt licket 
manufocluring facility in 8eijing and operole the pl,nt Ihrough , joint venlure. 

As one of Ihe key sponsors of Ihe Beijing Olympics s<heduled 10 open on Augusl8, 2008, the CSl planned a very aggressive 
rollout of the system infrastructure, training, and ticket supply to ensure product availability and retoiler presence in the 
majority of key population centers in the PRC by the opening of Ihe Beijing Olym pics. The gaols of the CSl included deploying 
more Ihan 50,000 terminals, supporting more Ihan 150,000 reloilers, and troining nearly 17,000 soles represenl'lives in all 
regions across a enormous land moss with limited infrostructure. The implement,tion plan s<heduled the rollout of the Beijing-
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based main syslem infrastructure (dolo cenler, syslem hardwa re/saftware, call cenler, and warehouse/dislribulion 
infraslructure) in no more Ihan 60 days from conlract execulion. Thereaher, Ihe implemenlalion plan scheduled Ihe relailer 
infrastructure, training, dota communication network, warehouse lind distribution infrastructure, lind distribution of inventory in 
a railing schedule Ihroughout Ihe 31 PRC provinces and iniliolly focused on Ihe 400 key popuiolion cenle~ across Ihe caunlry. 

From Ihe dale of Ihe fj~1 aclivalions on Ihe system on March 23,d, Ihe syslem grew from 1,500 terminals in one province 10 
over 50,000 lerminols deployed in 30 provinces wilh more Ihon 99% of Ihe populalian of Chino, ar 1.3 billion people, wilh on 
opportunity 10 ploy Ihe Olympic·lhemed games by Ihe Opening Ceremany of Ihe Beijing Olympic< in Augusl200B. 

Today, jusl over two yeo~ oher Ihe initial launch of Ihe nalional 10Nery lickel sales syslem, neorly 55,000 lerminals ore 
deployed across the entire country supported by nearly 17,000 sales representatives and nearly 500 warehouses. 

While Texas slands as one of Ihe largesl slales in Ihe Uniled SloIes wilh neorly 269,000 squore miles, il is dwarled by China's 
6,000,000 squore miles, which is slighlly smaller Ihan Ihe enlire Uniled Slales. As Ihe fourth lorgesl counlry in Ihe world, 22 of 
China's 31 provinces hove larger popuiolions Ihan Ihe enlire slale of Texas. In fact, China has neorly 60 cilies with populalions 
lorger Ihan one million cilizens. While Ihe lopography of Texas rises graduolly fram eosllo wesl, reaching i~ highesl poinl of 
neorly B,800 feel, China is a land filled wilh mounloins and high ploleaus, wilh deserts in Ihe wesl, plains, deltas, and hills in Ihe 
easl, and Ihe highesl point strelching nearly 30,000 feel above seo level. 

The geagraphical scale and logislical camplexilies of Ihis slart·up ore significant. Equally importonllo Ihe Texas Lollery are Ihe 
key leaders within SCientific Gomes who planned and executed this business ochievement. Many of these leadm continue 10 

provide slralegic and lactical guidance 10 10Neries Ihroughoullhe world loday. The proposed Texas Accounl Director was an 
instrumental executive in the creation and implementation of the (Sl business model during his tenure in Chino. Many of fhe 
proposed Scientific Games Projecl Sleering CommiNee Team membe~ provided execulive leadership 10 Ihe implemenlolion 
efforts and nearly all of Ihe proposed Scientific Gomes Global Manogemenl Team played key roles in Ihe creolion and 
implemenlolion of Ihe business in Chino. 

We believelhis effort and Ihe induslry leadership demonslraled are leslomenls 10 Scienlific Games' capocily 10 design and 
deliver a 10Nery of massive complexity and scale. 

We believelhis effort is 0 leslamenllo Scienlific Games' capacity 10 deliver for Ihe Texas LoNery. 

ITALY IMPLEMENTATION SUCCESS 

In 1996, because of a lechnical error, a greol number of winning lickels were said in Curno,o smalilown in northern Iloly. The 
Ilolion Lollery governing body decided nollo pay Ihe winning lickels ond Ihe cilizens losl confidence in Ihe game. Sales 
continued on a downward decline from thot poinl until 2004 when Scientific Gomes ioined 0 consortium of companies (Consorzio 
LoNene Nazionoli "CLW) and led Ihe re·launch of inslanllickels in Ilaly. 
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Scienlific Gomes agreed 10 design and supply Ihe syslem infraslructure 10 operole and support Ihe dislribution of inslonl fickels, 
provide instant tickets, game development services, and marketing support activities. The key mmponenfs of the re-Iaunch 
included Ihe following: 

• Deploymenl of lethnology 10 a reloiler populolion Ihol has grown 10 nearly 50,000 reloilers lodoy 

• Establishment of a proactive distribution approQch and improved customer service standards thaI today generales more 
fhon 2,000,000 oUlbound calls per year, 8,000 deliveries per day, and 48 hour delivery 10 anywhere in Italy 

• Increesed prize poyoul and differenfiolion in bOlh concepl and pOinl-of-sole 

While Iloly is roughly Ihe size of Ihe slole of Arizona, Ihe re-Iounch comprised more Ihon 24,000 reloilers, or opproximolely 
40% more Ihon Ihe currenl reloiler populolion in Texas_Italy has nearly 58 million cilizees, or nearly 2_S limes Ihe population 
ofToxas_ 

The results of Ihis re-Iounch effort have been exlraordinory_ Reloilers have grown by more Ihon 100% in 6 years, Ihe overage 
selling price has grown by more Ihon 100% and, masl importonlly, 10101 soles have grown alan overage role of nearly 98% per 
year - from 486 million Euros in 200410 more Ihan 9.4 billion Euras in 2009. 

Mony from the proposed Global Management Team provided executive leadership to the implementation efforts in the creation 
and re-launch of Ihe business in Italy. Addilionolly, numerous members of Ihe proposed 1LC Transilion Team conlinue 10 provide 
support 10 our successful efforts in Iloly. 

We believe Ihis effort and Ihe induslry leadership demonslraled are leslomen~ 10 Scienlific Gomes' capocify 10 design and 
deliver a 10Hery of comparable complexity and 110le and validolion of Scienlific Gomes' capacity 10 deliver for Ihe Texas loHery_ 
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6.6 FACILITIES SUPPORT SERVICES 

RfP Requirement: Focifilies SlJpporf serrkes are the activities associated with acquiring and maintaining the focilities necessary to support/he tottery 
Operator's Gnd the Texas Lottery's operational requirements. The following ,oble identifies ffKililies support smices requirements. 

Scientific Games unde~tonds thol facilities support services ore the activities associated with acquiring and maintaining the 
facililies neceSlory 10 support Ihe lonery Operolor's and Ihe Texas lonery's operolionol requiremenls. Wilhin Ihe pages Ihol 
follow, Scienlifi( Gomes has fully addressed our approach 10 meel lhe focililies support services requiremenls as sloled in Ihe 
RFP. 

Exceeding 20 successful build-outs performed in the post five years, Scientific Gomes' Facilities logistics Team has proven their 
ability to meet the Texas LaMery's facilities support services requirements. Scientific Games will acquire and maintain state-of­
Ihe-ort fodlilies, which will indude a business office Ihol indudes Ihe primary dolo cenler, Inddenl Resolution and Field Dispolch 
(Coli Cenler), Inside Sales, and a cenl rol dislribulion warehouse for in~onllicke~ and lickel slock, os well os equipmenl 
dislribulion, a bock-up dolo cenler, oddilionol warehouse spoce (os necessary), and dislrict sales offices/depol supply 10 support 
Ihe business and operolionol requiremenls sel forth in Ihe RfP and Ihe (onlroct. 

As we discuss in detail in our response below, Scientific Gomes operates and maintains 011 of our current focil ities using support 
procedures and a physirol security program Ihol ensures secure and effidenl fodlity operolions for our lonery cuslomers. 

Table 17, Fllcifities Support Servic.es Requiremen~ 

ROLES AND RESPONSIBILITIES 
SUCCESSFUL 

TLC 
PROPOSER 

1. Acquires and maintains adequate facilities to support the business and operational X 
requiremenls sel forth in Ihis RFP and Ihe Conlroct 

2. Develops, documenls and moinloins fod lilies support procedures Ihol ensure secure ond X 
efficienl focility operolions 

3. Implemenls and moinloins odequole physirol security for ea(h facility X 

DETAIL REQUIREMENTS 
RESPONSE 
SECTIONIS) 

4. All Successful Proposer forilities musl romp~ with Slole and lorol building rodes, induding bUI nol 6.6.2 
limiled 10, specinrolions 10 meel lhe Amerirons wilh Disabilities Ad (ADA) requiremenls. 

5. The Successful Proposer musl allow Ihe Texos lonery 10 oudil (induding bul nol limiled 10 6.6.2.1 
physirol O((ess) any fodlily used for Ihe support of Ihe Texas lonery. 

6. All facility acquisition, construction, operation, and maintenance costs sholl be the Successful 6.6.2 
Proposer's sole responsibililY. 
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RESPONSE 
DETAIL REQUIREMENTS SECTION(SI 

7. The Successful Proposer sholl not change the location of any Texas Lottery support facility without 
the prior written consent of the Texas Lottery. Approval of the site by the Texas Lottery sholl not 
confer any liabilities upon the Texas Lottery for its operations or maintenance. 

8. At a minimum, there must be badge acce" at all lucce"ful Proposer facilities to ensure security. 

9. Secured warehouse facilmes sholl be required for the storage and distribution of all lottery goods, 
equipment scheduled for deployment, On·Une Ticket stack, ploy slips, point of IOle (POI) 
materiols, promotional items, and Inslont TIckets. 

6.6.2 

6.6.2.3.1 

6.6.2.2 

RESPONSE 
ADMINISTRATIVE OFFICES SECTlON(SI 

10. The Succe"ful Proposer's administrative offices for key management stoff supporting the Texas 6.6.2.2 
Lottery mu~ be within thirty (30) miles of the Itote (opitol Building in Austin. 

II. The Succe"ful Proposer sholl provide the following dedicoted secure office space for Texas Lottery 6.6.2.2 
stoff. The lucce"ful Proposer sholl be responsible for providing the offices with furnishings 
consistent with other offices in the lOme facility: 

a. Administrative Offices- one (I) office that con accommodate two (2) Texas Lottery ~off; 
and 

b. User Acceptance Testing - one (I) office that con accommodate three (3) Texas Lottery stoff 
for user occeptance testing. 

RESPONSE 
CENTRAL DISTRIBUTION WAREHOUSE SECTlON(SI 

12. The lucce"ful Prapaser must provide a single secured central distribution warehouse that must be 6.6.2.2 
within thirty (30) miles of the State (opitol Building in Austin in which to perform all shipping and 
receiving functions for Inslanl TIckets. 

13. At a minimum, the central distribution warehouse must be adequate for the storage of one billion 6.6.2.2 
(1,000,000,000) instant game tickets at any time regardl'" of ticket size and must maintain a 
ninety (90) Day supply of secure On·Une Ticket stock and On·Une ploy slips. 
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CENTRAL DISTRIBUTION WAREHOUSE 
RESPONSE 
SECTlON(S) 

14. The Successful Proposer shall be responsible far providing space far Texos laflery staff and 6.6.2.2 
functions at the centrol dislribulion warehouse. The Successful Proposer sholl provide Ihe 
fonowing dedicated and contiguous secure space accessible by separate badge O(CeS5 for Texas 
loflery sloff 01 Ihe cenlrol dislribulion warehouse: 

a. Minimum of 1,200 square feet enclosed area wilh a minimum of four (4) workslalions and 
validation festing space. This workspoce must hove dear visibility 10 the warehouse oreD 

main entrance and pick & pack area; 

b. Minimum of 1,500 square feel of secured sloroge space far verified lickels; and 

L Minimum of 3,500 square feet for file room and supply storage. 

15. The centrol distribution warehouse must contain a minimum of ten Ihousond (1 0,000) square 6.6.2.2 
feel of secured space wilh controlled or limiled access reserved exclusively for Texos loflery use, 
and exclusive of Ihe warehouse space for sforing [nslonl TIckels, On·Une TIckel slack ond olher 
motenols and exclusive of the office and storage space referenced in #14 of this 5ection. 

16. At a minimum, the centrol distribution warehouse must be in operation during normal office 6.6.4 
hou~ from 8 a.m. 10 5 p.m., Cenlrol Time, Monday Ihrough Friday. The Proposer musl provide on 
onnuallisl of holidays 10 Ihe Texas loHery Commission on which Ihe cenlrol dislribulion 
warehouse may be dosed . 

17. Texas lo"ery Commission staff wi ll be ossigned 10 Ihe cenlrol dislribution warehouse and must be 6.6.2.2 
presenl when Ihe following octivilies occur: 

a. Delivery and receipl and/or relurn of [nslonl TIckel games from/lo Ihe [nslonl Ticket 
Manufacturer; 

b. loading of [nslonl TIckels assigned for deslruction; and 

L Destruction process. 

18. No filming or pictures of Ihe cenlrol dislribulion warehouse's interior sholl be allowed unless prior 6.6.2.2 
wri"en approval is received from the Texas lo"ery. 

19. Prior nolificalion and approval by Ihe Texas loflery (al leost24 hou~ in advance) is required for 6.6.2.2 
visitors 10 the warehouse. 
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RESPONSE 
CENTRAL DISTRIBUTION WAREHOUSE SECTlON(S) 

20. The central distribution warehouse must have adequote security to allow for remote monitoring 6.6.2.3 
(view onlyl from Ihe Texas loHery headquorte~ and from Ihe Texas loHery dedicaled space 
detailed in requirement #14 of this Section. Video security must cover all operational areas and 
O([ess poinB 10 Ihe cenlral dislribulion warehouse. The moniloring sy>lem shall indude videa 
sloroge and relention capobililies. All videa sholl be slored by Ihe Successful Propaser in 
oc(Ordance wilh Section 3.74. 

DATA CENTER 
RESPONSE 
SECTION(S) 

21. The Successful Propaser's Primary Dolo (enler musl be locoled in Austin, Texas. The Bockup Dolo 6.6.2.2 
Cenler musl be esloblished in a separole lo(Ol Access and Transport Area (lATA) from Ihe primary 6.6.2.2.1 
sile and 10(OIed in Ihe Slale of Texas. 

22. The Primary and Bockup Dolo (enlers must have Ihe appropriale environmenlal safeguards in 6.6.2.2 
place (e.g. power proleclion, 'candilioned" power, fire suppression, and HVAC) suitable 10 a high 6.6.2.1.1 
availability, high security dolo cenler. 6.6.2.3.2 

23. The Successful Proposer musl provide Primary and Bockup Dolo (enlers wilh each having Ihe 6.6.2.2 
capability 10 provide full support far all Lonery Gaming Syslem functions. 6.6.2.2.1 

24. Once Q month throughout the Contrad lerm, the lonery Gaming System must be operated from 6.6.2.2.1 
Ihe Bockup Dolo (enter. Olherwise, Ihe Bockup Dolo (enler may be operaled "lighls oul: 

Table 18. facilities Support Response Requiremenls 

RESPONSE REQUIREMENT 

I. The Proposer musl acknovOedge and accepllhe roles and responsibilities and delail requiremenls indicaled in Ihis 
section. 

2. The Proposer must desnibe oil recommended fa cilities, to include of a minimum, the locations and types of facilities, 
functions 10 be supported, a([ommodalions for Texas loHery and Proposer slaff and warehousing capacity. 

3. The Proposer musl desnibe olher services, procedures, maleriols, supplies, progroms, policies, equipmenl and focilities if 
believes necessary for successful daily operations. The Successful Proposer shall be responsible for providing all 
necessary ilems for each proposed facility. 

4. The Proposer musl indicale Ihe proposed hou~ of operolion for Ihe cenlrol dislribulion warehouse. 
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.6-5 

lobo 19. Focilil" Supporl I."., lev," 

SLR # SLR NAME 
3.60.18 Failure fo Receive Texas Lottery Written Approval At least Twenty-Four (24) Hours in Advance for Visitors 

to Centrol Distribution Warehouse 

RESPONSE TO TABLE 18: FACILITIES SUPPORT RESPONSE REQUIREMENTS 

6.6.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBIlITIES AND DETAIL REQUIREMENTS 
Response Requirement ,: The Propes!r must acknowledge and ouep! the roles and responsibilities and oelail requirements indimteti in Ihis sedion. 

Scientific Gomes acknowledges ond o«epts the roles and responsibilities, and will comply, and ofien exceed, Ihe detail 
requirements indicoted in RFP Section 6.6. 

6.6.2 RECOMMENDED FACIlITIES (DRs 4, 6 and 7) 
Response Requirement 2: The Prop05er must descn'be afl recommended fadlities, 10 include 01 a minimum, the locations ami types of facilities, 
hmdions to be supporletJ, accommodotions for Texas lottery and Proposer slaH and warehousing capacify. 

Scienliftc Gomes has a proven record of seaUling, selecting, and bUilding out secure and well·positioned facilities for our gaming 
industry cuslome~ thaI consistently meels or exceed RFP requirements. We hove been building out data centers, warehouses, 
depots, hubs, racinOl, and other gaming-related foci lities since Ihe I 980s. Over that time, we have compiled a list of re liable 
seledion criteria thaI enables us to choose sites that prated the day-la-day operations of our customers. 

lhe proposed sites will be built-out to meet the standard specificotions of multHurisdictianol associations. All of Sdentific Gomes' 
facilities are, in foet, designed, construded, and maintained to be consistent with multi-jurisdi(tionol association standards 
throughout the life of the controct, induding any extensions. In satisfaction of RFP loble 17, Detail Requirement No.4, all of the 
Scienlific Gomes facilities will meet lexOlslole and local building codes, induding, but not limited to, Americans with Disabilities 
Act (ADA) requirements. It is further understood thai the costs associated with building out any Scientific Gomes' focility will be 
our sale responsibility. 

In satisfaction of RFP lable 17, Detail Requirement No. 6, all facility acquisition, construction, operation, and maintenance costs 
will be Scientific Gomes' responsibility. 

In satisfaction of RfP loble 17, Detail Requirement No.7, once Ih. locations are select.d and approved of by Ihe lottery, 
Scientific Games will not change the location of any lexoslottery support facil ity without acquiring prior written consent from 
the lottery. Scientific Games also unde~tonds that the lottery's consent does not confer any liabilities upon the Texoslottery for 
the operation or maintenance of the facility. 
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SG 

Scientific Gomes' current portfolio indudes over 140 facilITies globally. As des(fibed in our 10·0: 

"Domestically, our principal facilities include approximately 355,000 square feet owned (subiect to mortgage encumbronce) and 
approximately 175,600 square feet leased space in AlphoreMo, Geargio. The facilities are used for odministrotive and 
operations offices, a manufacturing plant, and warehouse space (used for the Printed Products, loMery Systems and Diversified 
Gaming Groups. Additionally, we lease approximately 21,700 square feet of office space for our corporate offices in New York, 
New York.' 

Internationally, our principal farilities include: 

• Approximately 150,000 square feet owned and 31,000 square feet leased in leeds, England for administrative and 
operations offices and a manufacturing plant (used for the Printed Products Group) 

• Approximately 119,000 square feet owned and approximately 21,000 square feet leased in Montreal, Canada for 
odministrotive and operations offices and a manufacturing plant (used for the Printed Products Group) 

• Approximately 23,000 square feet leased in Bollymohan, Ireland for a manufacturing plant and warehouse space (used 
for the loMery Systems and Dive~ified Gaming Groups) 

• Approximately 66,000 square feet of leased space in Vienna, Austria for administrotive and operations offices (used for 
the loMery Systems and Diver>ified Gaming Groups) 

• Approximately 76,000 square feet owned and approximately 76,000 square feet leased in Santiago, Chile for 
odministrotive and operations offices, a manufacturing plant and warehouse space (used for the Printed Products Group) 

Approximately 49,000 square feet leased in Sydney, Austrolio for odministrotive and operations offices, a manufacturing plant 
and warehouse space (used for the Printed Products Groupl For the administrotion and operations of our pori·mutuel operations, 
including OTB facilities, we own approximately 30,000 square feet in Moine (subiect to mortgage encumbroncel, and 94,000 
square feet in Connecticut (subiect to mortgage encumbroncel, and lease on aggregate of approximately 120,000 square feet 
in various locations in Connecticut. In addition to the obove, we lease an aggregate of approximately 595,000 square feet in 
various lo(ations in the United States for administration, operations, and warehousing purposes in mnnedion with our domestic 
Printed Products and loMery Systems cantrocts. 

We occupy many other sites internationally totaling approximately 169,000 square feet owned and approximately 172,000 
square feet leased. These sites are primarily used for odministrotion, operations, or warehousing, or any cambinotion thereof, in 
connection with our internolionolloMery Systems and Printed Products businesses, our Global Drow and Games Media 
businesses and our international pori-mutuel and venue management businesses. 

Maurice uMoe- (orrette, Director of Logisti(s, will provide the management for all contract facility 

needs: from the design phose through final Certificate of Occupancy. Moe's team remains 
responsible for all forilities - including the support of the infrostructure, lease extensions, and 
any tenant/landlord issues - for the life of the cantract. 

Our Foril ities logistics Team, ovmeen by Moe, has hod full responsibility for the location, design, 
budget, build, and ongoing support for the bulk of the domestic facilities os shown in Figure 6.6·1, 
roughly 65%, as well as numerous internal proiects within our mortgaged facilities. 
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.6-7 

Figure 6.6-10 xiennfic Game, Fncilily Burtd·Oul Experience W1~ Benefillhe LoHery 

ENTITY NO. OF BUiLDOUTS FACILITY TYPE YEAR 

Hoosier Lonery (Indiana) 1 Online gaming sy5lem 2010 
primary sile 

loneria Electronica (Puerto 1 Cooperalive Services instanl 2009 
Rico) lickel warehouse and 

distribution center 

Arkansas Lonery I Cooperative Services instant 2009 
lickel warehouse and 
dislribution cenler 

Pennsylvania lonery 4 Online gaming syslem 2009 
primary and Ihree remole 
warehouses 

80rida lonery 1 Cooperative Services instant 2008 
lickel warehouse and 
distribution center 

Connecticullanery I Online gaming syslem 2008 
primary site 

West Virginia lonery 2 Online gaming syslem and 2008 
instant distribution 

Scienlific Gomes 1 Nolionol Dolo Cenler in 2008 
Alpharena, Georgia 

Michigan lonery 1 Bingo Dolo Sy5lem 2007 

Pennsylvania lonery 1 Cooperative Services 2007 
warehouses instant ticket 
warehouse and dislribulion 
{enter 

Maryland Slole lonery 2 Online gaming system 2006 
Association primary and back·up siles 

Apueslas Infernocionoles 2 Online gaming system 2006 
(Mexico) primary and back·up siles 

and warehouses 
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Figure 6.6- J: xienlirn: Games' Focility Build·Oul Experience wiR Benefit the lottery 

ENTITY NO. OF BUiLDOUTS FACILITY TYPE YEAR 

Scientific Games Racing East 1 Quantum Dolo (enler in New 2006 
Jersey 

Scientinc Gomes Racing West 1 Qua ntum Dolo Center in 2006 
California 

Iceland 2 Online Primary & Video 2005 

POIC Philippines 1 Online gaming system 2005 

Oklahoma lottery 1 Online and In~ont gaming 1005 
Commission systems primary and back· 

up siles and warehouses 

Colorado lottery 1 Online gaming system 1005 
primary and bock·up sites 
and warehouses 

loterio Electronico (Pu erto 3 Online gaming system 1005 
Rico) primary and back·up sites 

pl us lottery offices 

Ohio State lottery 1 Cooperative Services 1005 
warehouses instant ticket 
warehouse and distribution 
center 

Moine lottery 1 Video lottery primary and 1005 
minor remodel at primary 
online to include video back· 
up 

Washington DC lottery 1 Cooperative Services 1005 
warehouses instant ticket 
warehouse and distribution 
center 

Tennessee lottery 1 Cooperative Services 1004 
warehouses instant ticket 

warehouse and distribution 
cenler 
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Figure 6.6-1: Itienli"c Gome" Facilily 8uild-Oul Experience win Benefi lhe loHery 

ENTITY NO. OF BUILDOUTS FACILITY TYPE YEAR 

North Ookala loHery I Online gaming system 1003 
primary 

Peru 1 Online gaming syslem 1003 
primary and back-up siles 

Monlona loHery 1 Scienlific Gomes syslem 1003 
lraining school 

Georgia loHery 1 Cooperative Services 1003 
warehouses instant ticket 

warehouse and dislribulion 
center 

Arizona lollery 1 Cooperative Services 1003 
warehouses instant ticket 
warehouse and dislribulion 
center 

Soulh (aralina Educalion 1 Online gaming syslem 1001 
loHery primary and back-up siles 

plus (ooperative Services 

Moine loHery 1 Online gaming system 1001 
primary 

Iowa lonery 1 Online gaming syslem 1001 
primary 

Jamaica loHery 1 Online gaming syslem 1001 

New Hampshire lollery 1 Online gaming syslem 1000 
primary 

VermonlloHery 1 Online gaming system 1000 
primary 

Monlano loHery 1 Online gaming syslem 1999 
primary ond back-up facility 

Barbados loHery 1 Online gaming syslem 1998 
primary 
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Moe (orreHe and Ihe Logislics Team are proven performers who 
know how 10 meellhe Ihe focililies plonning and implemenlolion 
focel of Ihe lronsilion plan. The LoHery will benefil wilh Ihisleom in 
place, overseeing all OIpem of Ihe focmty build..,uls. In fact, 
because Moe and hisleam are ohen finished ahead of S(hedule, 
olher ~oges of Ihe plan are usually able 10 proceed ahead of Ihe 
originally S(heduled doles. 

As a leading provider of facil ilies 10 Ihe gaming induslry, Scientific 
Gomes will engage Ihe besl available suppliers and conlroctorslo 
ensure Ihollhe TexOl LOMery'sslole·of·lhe art focililies meel and 
ohen exceed Ihe requiremenl and expectations of Ihe LoMery. Our 
proposed facilities comprise Ihe following: 

• A primary facility Ihol indudes: 

) 

) 

) 

) Texas lottery staff office and warehouse space 

") Retailer (are (enter 

• Back·up dolo cenler 

District sales and depot storage officesThE 

Sdentific Gomes has never missed 
a completion date and in fact has 
often completed build outs ahead 
of schedule, which greatly ensures 
that the Lollery's conversion will 

be completed on schedule. 

Information Redacted 
§SS2.101/466.022/SS2.139 

and dislrict sales offices/depolsloroge will all support Ihe business and operolionol requiremenlslo meel or exceed lo"ery 
induslry slondords as well oslhe oppropriale security and conslruction requiremenls neceslOry for Ihe secure operation of a 
reslricted access compuler facility. 

Exceeding RFP requiremenls, Scienlific Gomes will also build,oul dislrict sales offices in each of 
Ihe TexOl LoHery's sales office oreOl. The lacolions and support functions are Ii~ed below; 

• Houston -

• Irving/Dallas-

• San Antonio-

• Abilene-

• EI Paso-

• McAllen -

sc; ..... ••••• 
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.6·11 

• lubbock -Soles/Marketing and Depot Staroge 

• Tyler -Soles/Marketing and Depot Staroge 

• Victoria -Soles/Marketing and Depot Staroge 

The obiective of Scientific Gomes' security ond construction design far the !lC's Doto Center facilities is to reduce any risk of data 
(Qrnpromise due 10 physicol break-ins and unauthorized o(cess to server resources, and to provide safety and security fa 

personnel and facilities. 

6.6.2.1 FOUR-PHASE CONSTRUmON APPROACH CDR 51 

To ensure construction reliability, and bosed on our extensive construction experience, Scientific Gomes has developed the four­
phose opproach illustroted in Agure 6.6·1 to ensure construction reliability. 

This four·phose opprooth hos been a key foctar in our 100% success rote far all Scientific Gomes fotility constructian proiects 
completed since the mid·19BOs. This is important to the Texas lottery because with Scientific Gomes you will not lase revenue 
due to delayed construction octivities. Our opprooch olso olloYil us to focus on efficient and consistent build·out executian to 
ensure risk is minimized and that our stondards exceed NfPA, NEC, ond ADA regulations - while also odhering to locol ond state 
regulations. We apply one of the most stringent internol sofety ond security audit processes in the industry, processes that will 
sotisfy RFP Table 17, Detail Requirement No.5 when the Texas lottery audits ony fotility used by Scientific Gomes to support the 
Texas lottery. 

AIiScien!ific Gomes fotility build·ou!s meet multi'iurisdictionol offilio!ion standards. 
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A facility process that designs, 
acquires, constructs and sustains 
reliability 

Figure 6.6-2: Scienlifi( Gomes' 4·Phose Approach to Fuci!ity (onstruction Ensures thot the Texas loHery wiD not lose Revenue due to Delays 

6.6.2.2 SCIENTIFIC GAMES' PRIMARYFA{ILITY (DRs 9. 10. I J. 12. 13. 14. I S. 17. 18. 19. 
21 and 23) 

In order 10 help expedile Ihe build,oul process allhe primary focility in , Scienlific Games will procure orchilecturol, 
mechanical. and electrical drowings or permining prior 10 Ihe award announcement. 

Stort·Up P,oiect - The ~art·up proiect office will be housed in a single or mulliple flexible business suillacolion fealuring 
office space slrolegically localed in Ihe Auslin area. 

During Ihe proiect rolioul. Scientific Gomes will also leose warehouses 
Ihe needs of Ihe reloilers. 

Information Redacted 
§552.101/ 466.022/ 552 .139 
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SG 

Information Redacted 
§SS2.101/466.022/SS2.139 

The primary lacility will be physically canstructed to provide a slrolegic separalian between Ihe adminislrotive areos and Ihe 
actunl production and operational areas, offices, and sioff. These areas ore defined as: 

• 
• 

• 

• 

Information Redacted 
§SS2.101/466.022/SS2.139 

Central Distributian Warehause - The cenlrol dislribulian warehouse portion of Ihe primory lacility will serve os a 
delivery, receiving poinl, and subsequenl sloroge and dislribution 01 aliiollery goods, including equipmenl scheduled far 
deploymenl, inslanltickels, online ticket stock, playsli"" point-ol-sale (POSI mOleriols, and promolionol ilems, Ihereby 
satisfying RfP Table 17, Oeloil Requirement No.9. 

This facility mee~ our crileria lor acc05sibility, security, and expansion. After we moke our improvemenls to Ihe property, the 
facility will meel or exceed induslry slandards and camply wilh all slate and local building cades, lows, rules, and regulalions for 
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fadlities of this type. The building has adequate ceiling height as well as on Eorly Suppression Fast Response (EFSR) Sprinkler 
S)'ltem to meet state and local code, and will be built out to incarparote all the required security measures. 

Measuring approximately 65,000 square feet, our proposed instant ticket warehousing and 
distribution center satislies and exceeds RFP Table 17, Detail Requirement No. 15. Thecenter will 
indude more than adequate storage space for 1,000,000,000 instant game tickets to be stored 
at any time, regardless of ticket size, and easily and securely a«ammadate a 90 day supply of 
online ticket stock and online pla)'llips. Thissatislies RFP Table 17, Detail Requirement No. 13. 

Within this warehouse spoce the following dedicoted contiguous secure space 
, will be reserved: 

t;(CttUS 

Information Redacted 
§552 .101/ 466.022/552.139 

• Minimum of 1,200 square feet endosed area with four workstations and validation testing. This space will have dear 
visibility of the warehouse oreD moin entrance Dnd Pick 'n Pack area. 

• Minimum of 1,500 square feet of securestaroge for verilied tickets. 

• Minimum of 3,500 square feet for file and supply storage. 

• Beyond the above the warehoUle will contain 10,000 square feet 
as needed. 

Theobove itemssatisfy RFPTable 17, Detail Requirement Nos. 11, 14, and 15. 

Our central warehouse center is prepared to toke delivery from other loHery suppliers 
. We will also make ony arrangements 

necessary to accept delivery ou~ide of those hou" becaUle Sdentific Gomes realizes that delivery schedules con often chong. 
due to weather or other unforeseen drcumstances. This was the cose recently in one of our sites when a delivery truck coming 
from Ca nada broke down on the Friday before a holiday weekend. Our employees stoyed until the truck arrived sa that the 
driver could start his long trip home instead of waiting until Tuesday to make the delivery. The lottery informed us that the 
supplier would compensate us for the overtime but we iust saw it os 'working until the iob is done' 

unless specified by the Texas Lottery. However, our slaff will work os necessary to 
accommodate new game orders and unusually heavy week-doy volume on on "os needed" basis throughoullhe life of the 
(ontroct. Hours of operation for Scientific Gome 

Sdentific Gomes unde"tands that any delivery or shipment of Instant TIckets to the manufacturer or scheduled for destruction 
requires that Texas luHery Commission stoff be assigned and present prior to the activity taking place. This satisfies RFP Table 
17, Detail Requirement No. 17. 

Upon natilicotian of shipment from the instant ticket manufacturer, assigned Texos loHery stoff will be natilied. 
Texas loHery ~aff will be notilied of any changes to the 

scheduled dote. 
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SCi 

Following ony required reconciliolion of lickelslo be relurned, OIsigned lexOl lottery sloff will be nolified of Ihe "hedule for 
Ihe relurn of inslonl lickels. 

These notifications will provide the Texas LoMery with the lime needed 10 schedule assigned stoff to he present for both the 
receiving ond shipping of Instonl TIckels gomes to/from Ihe monufocturer. 

To ensure secure transport of instant tickets assigned for destruction, authorized Texas lottery staff will be notified so they con 
be presenllo verify Ihe conlenls during Ihe looding process ond ploce Ihe finol seol on Ihe Iruck. lhe deslruction procell is 
desnibed in detoil in Sedion 9.4 of this propOlOI. Assigned lexOl loHery stoff con monitor the destruction proce" 

FACILITY SUPPORT 

Information Redacted 
§552.101/466.022/552.139 

Hoving mulliple focilities throughout lexOI oliows Scientific Gomes to provide odditionol services, procedures, mOleriols, 
supplies, programs, policies, and equipment necessary for successful operation. 

We envision using Ihe resources of the multiple focilities to enoble 0 network of support for eoch of the other focilities ond Ihe 
lexOl lottery. Some ilems listed here ore exploined in greoter detoil in other sections of the proposol: 

• (ross-troined employees who (on assist with projects Of tasks, such liS regional sales blitzes 

• (ross-troined employees who can assist with promotional efforts 

• Multiple troining foci lities for Scientific Gomes stoff, lexOl loHery stoff or 1,xOl loHery retoilm 

• Multiple conference facilities for Scientific Games or Texas lottery staff 

• Field office for service monogers, soles ond morketing personnel or lexOl loHery stoff 

• 
• Oepols for online consumobles for fOlter speed 10 morkel 

• 
• 
• Emergency replocement equipment for out of service lih trucks or other warehousing equipment 

• Additionol reserve of frequently used day·to·doy office supplies 

• Test sites for new programs or policies and procedures before network wide implementation 

Scientific Games understands that we ore responsible for providing all necessary items for each proposed facility. 

Scienlific Gomes will nol allow ony pictures or filming to take place in ony of our lexOl focilities without prior wriHen opprovol 
from Ihe lollery, solisfying RFP Tobie 17, Deloil Requiremenl No. 18. 

Any visitors to the distribution worehouse will require opprovol from the lexOl loHery a minimum of 14 hours in odvance, 
sotisfying RFPloble 17, Detoil Requirement No. 19. 

REDACTED BY TLC -12-5-10 

SCIEH~IFIC GAM[S· iff NO. 361·IO-OOQI • JUNE 30.1010 • TEXAlLOlTERY (OMMI\\ION 



PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.6·17 

As noted in Se"i •• 6.6.2.2, the distribution warehouse will have a Closed Circuit Television (COVlsystem covering all critical 
areos thot ore not only monitored by Scientific Gomes, but ollow lor remote viewing of the video comeras at the Lottery 
Heodquarters and workspace for Texas lottery stoff working in the validotion testing area via a web browser. 

Figure 6.6-5 through Figure 6.6-1 0 provides color-coded proposed floor pions to the entire primary facility site/central 
distribution warehouse. 

The colors in the color-coded floor plans indicote the following: 

• Green - Scientific Games' office space 

• Blue - Texas lottery office spoce and worehouse 

• Ton - Online Wllrehouse 

• Yellow - Instant ticket warehouse 

DOCUMENT REDACTED BY TLC -12-5-10 
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PR IMARY DATA (ENTER 

Scientjfic Games' primary doto center, located within our primary facility in our central distribution warehouse in Austin, Texas 
will have the capability to provide full support for all the lottery gaming system functions, satisfying RFP Table 17, Detail 
Requirement No. 13. 

The primary dolo center will (Oosisf of offices for operations management, and ample spoce for workstations for system 
operators, the computer ond communications rooms, ond offices/workstations for softwore support stoff. The data center 
operations will be in 0 seporotely zoned secure oreo from the remoining focility spoce. 

The Primory Doto (enter will include all of the necessary sofety, security, ond environmentol controls equipment described loter 
in Sedian 6.6.2.3. It will meet all security and lockdawn specifications supported by any multi-jurisdiction affiliations to which 
the lottery is 0 member or moy join in the future, ond will meet all MUSllockdawn procedures. 

All construction ond furnishings of ony Texos-bosed facility will comply with fire, sofety, building, 
and ADA (odes. Any upgrades, servicing, or replacements required to maintain compliance with 
such codes will be Scientific Gomes' responsibility ond implemented at our cost. The Primary 
Data (enter will meet and, in most cases, exceed the requirements specified in the RFP. 

Today there is increasing pressure on organizations fa improve service levels and increase 
ovailobility while maintaining costs. Scientific Gomes is striving to achieve these gaols through 

til(. ctOS 

better management of our doto (enler IT facilities. By its very nalure, being the central location for shared computing resources, 
the doto center is the single most concentrated, complex, and strategic component of the IT environment and ,therefore, is the 
starting point for efforts to reduce complexity ond improve manageobility. 

Confidentiality Claimed 
Not released 
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6.6.2.2.1 BACK-UP DATA CENTER DALLAS (DRs 21. 22 and 231 

The proposed bock-up dota center is localed 011113 Almo Rood, 
Richardson, Texas (Rgure 6.6-12) in the Dollas/Fort Worth, oreo. This is 
in 0 completely "parote lo<ol Accell ond Transport Area (LATA) from Ihe 
primary data cenler, sotislying RFP Table 17, Detail Requiremenl No. 21. 
The dolo cenle" are "paroled by over 195 miles. 

The backup dolo cenler is being leased hom Terremark Wondwide ond 
has Ihe following Pod feolures: 

• 12,500 grollsq. ft. pod within the Digitol Reolty focility 

• Oulside 100 yeor flood zone 

• Surfoce parking 

• Dive"e underground fiber enlrances 

• Pu"uing LEED gold certificalion 

REDACTED BY Tle -12-5-10 
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Connectivity 

• Proximity to mojor oreo fiber corriers 

• 
Datacenter/Co-location 

• 
• 
• 

Power Infrastructure 

• 
• 
• 
• 

Security 

• 
• 
• 

Information Redacted 
§552.101/ 466.022/ 552.139 

This bock·up data cenfer will have all fhe appropriafe environmenfal safeguards in place, safisfying RfP Table 17, Defail 
Requirement No. 22. Please see Section 6,6.2.3 or more defails. 

Scientific Gomes will provide high·bandwidth, redundanf communicafians between primary ond bock·up data cenfers, lo"ery 
headquarters, and to 

Scientific 
Gomes understands the requirement of running from the bock·up site once (] month to be certain all systems function the some 
os fhe primary. wont both 

This satisfies RfP Table 17, Detail 
Requiremenf No. 23. 

Please nofe thof due to markef chonges these facilities may not be available upon oword of confract, bUf Scientific Gomes has 
alternatives fa ensure fhe conversion schedule, ond will immediately shore any chonges wifh fhe lo"ery prior to proceeding. 
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iF? NO '167100001 ° lUN! 3!J 1010 ° TfXAllOffiiYCOMMIIIION 



6.6-34 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 

SG 
SCIUlltJIC 

6.6.2.2.2 NATIONAL DATA CENTER mDO 

As on Offered Option in the bose price and subject to applicable low. Scientific Gomes 

, the lanery access lor games management, and the lanery's ICS will 
connect to this lacility il this option is exercised. This stote·ol·the·art lacility has proven to sotisfy 
many of our (urrent customers. 

Scientific Gomes' NOC is built 10 computing industry standards and I 

practices for dolo centers, including multiple layers of site security t; 

.J. It is led by a teom of hands·an lanery professionals with 
yeors of leodmhip and management experience in the U.S. and abroad 
in the lanery, video, rocing, and gaming IT fields. No other vendor con 
offer this breadth or depth of gaming experience and knowledge. A 
facility exterior phatagroph is shown in Rgure 6.6·13. 

As a consolidated data center, the NOC has 
Each 

Information Redacted 
§552 .101/ 466.022/552 .139 

uttr::l{tD 
IN BASE PRICE 

area of concern, and Scientific Gomes' solution, is delailed in the 
description of the NOC below. figure 6.6·13: Scientjfic Go~' (orporole (ampus in 

AlphareHo, Georgia 

A naor plan of our NOC is illustrated on the fo llowing poge in figure 6.6·14. 
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Scienlific Gomes' HOC opened an February 25, 2008 and is allhe heart of 
our "Cenler of Excellence: corporole campus. "combines a highly skilled 
professional slaff, a slale-of-Ihe·art dolo cenler, a separale lechnology 
center (I.e., service management, software, operations support, 
communicalions (tAN and WAN), and Nalional Response Cenler (NRC). 

Information Redacted 

§552.101/ 466.022/ 552.139 

L 

ilel.al 
Our HOC employs highly skilled professional employees wrrently 
supporting produdion sy~ems 

" 
The NDC sile was construded to meet ond exceed the specifications wrrenlly in ploce with multi-jurisdidionallo"eries. All of 
Scientific Gomes' faciliti es, in facl, ore designed, canslruded, and moinlained to be cansistent with multi-jurisdidional associalion 
standards throughout Ihe life of Ihe contract, including any extensions Ihereaher. 

6.6.2.3 SECURITY AND ENVIRONMENTAL SAFEGUARDS (DR 20) 

As with the primary data center, all of Scientific Games' data centers and facilities include all 
required safety, security, and environmenlol conlrols and equipmenl. Our data cenle" always 
meet multHurisdictional security and Jackdown specifications. 

The doto centers meet and, in most coses, exceed the security and environme ntal safeguard 

~)( ~t DS 

requiremenls specified in the RFP as diswssed in the follOwing sections. These security and environmental safeguards will also 
apply 10 the Cenlral Dislribulion Warehouse, thereby satisfying RFP Table 17, Detail Requiremenl No. 20. 

6.6.2.3. I SECURITY SAFEGUARDS (DR 81 

Confidentiality Claimed 
Not released 
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Digital ((TV System 

Confidentiality Claimed 
Not released 

In addition to the (CJV system covering the di~ribution warehouse, we will install and administer a lonery approved digital 
(CJV)system that will have strotegicolly placed comeros with sufficient copocity to monitor all gaming systems, gaming 
management activities, and sensitive focility oreos, os determined by lottery Security. In oreos of specific concern, where 
observing the details of ([iticol operations are necessory, a percentage of these comeros will have tilt, pan, and 100m feotures. 

Scientific Gomes will also provide a Digital Video Recorder (DVRI system copoble of recording of images for 
all comero locations. Scientific Gomes will store in occordonce with Section 3.74 os defined by government 
code 441.180 

The Director of Security will be responsible for video storing as well as ensuring we ore (cnneetee 

The (CJV system will be accessible by selected lonery stoff via a web browser. 

6.6.2.3.2 ENVIRONMENTAL SAFEGUARDS (DR 221 

Information Redacted 
§552.1Ol/466.022/ 552.139 

Scientific Go mes environmental sofeguords, which \Gtisly RFP Table 17, Detail Requirement No. 22, are given below. 

Air Conditioning System - The air conditioning systems 
will have loltery industry-standard environmental (ontrols in place, 

We will select equipment that is roted at 
specificotion at the time of installation, exceeding the industry stondord 01 
This equipment will also have , which Scientific Gomes typicolly provides 
in its design because 

~)( tEDS 

Because the primary equipment exceeds the industry-specified stondord to maintain a stable environment 
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Information Redacted 

§552 .101/ 466.022/ 552.139 
Fire Protection - Scientific Games will maintain a fire suppression system meets Notional Fire 
Prolection Association IN FPA) guidelines. 

w. will inslall an be inslalled 
10 sound bOlh locally and 01 a commercial security coli moniloring service Ihol, in lurn, will nolify Ihe Auslin, Texas fire/police 
departmenls and Scienlifi, Gomes sile management. Scienlin, Gomes will arrange 10 have on alarm sound allhe offices of TlC 
Security slaff 0\ well, if Ihol is your preference. 

Scienlin, Gomes also recommends Ihal Ihe relevanl TlC Security sloff 
This approoch will help ensure limely nolin(Qlion of alorm evenlslo TlC Security Ihol 

occur during times and doys the Texas lottery office is dosed. 

Power and Power Back-Up Equipmenl- Power and bock-up equipmenl 01 bOlh Ihe primary and bock-up dolo tenlers 
will have on audible/Visual alorm syslem for nolin(Qlian. All power and power bock-up equipment will be lesled 

As port of our overall facility prolection plan Scienlific Gomes will provide 
Bosed on system requirements, 

at (] minimum, . We will also provide 

Eoch of Ihese . By ex,eeding Ihe required 
(Qpacity alslart-up, we (Qn ensure Ihal our bQ(k-up (QpQ(ity (Qn suslain fulure 

conducting business 01 full (QpQ(ity. 

Addilionally, Scienlifi, Games' power solulion indudes a Remole Power Managemenl Module IRPMM). The Remole Power 
Dislribulion feolures Iheobility 10 ensure lood balante equalizalian, Ihereby ovoiding overlooding any phose of any circuil. The 
RPMM fealures alilhe (Qnveniences of a Power Dislribulion UniIIPDU). 

S,ienlin, Games also indudes 
issues caused by 

The 
equipmenl will undergo 
adheres 10. 

DOCUMENT REDACTED BY TLC -12-5-10 
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6.6.3 DISTRICT SALES OFFICE 
Response Requirement 3: The Proposer must describe other services, procedures, materials, supplies, programs, policies, equipment and faalities it 
believes necessory for successful daily operations. The Successful Proposer shall be responsible for providing all necessory items (Of each proposed fod/ity. 

In IUPPOrt of Texas lonery'l bUlinesl, Icienlific Gomes proposes 10 locale Ihe fo llowing 
focililies Ihroughoullhe slale : 

• Houston 

• San Antonio 

. 8 PalO 

• lubbock 

• Victoria 

These localions will also have 

• Irving 

• Abilene 

• McAllen 

• Tyler 

Information Redacted 
§552 .101/466.022/ 552.139 

6.6.4 CENTRAL DISTRIBUTION WAREHOUSE OPERATING HOURS (DR 16) 
Response Requirement 4: The Proposer must indicate the proposed hours of operation fOf the central aislribulion warehouse. 

Icienlific Gomes believes in 'working unlillhe job il dane" and our lucceslful experience operaling worehouling and 
disl ribution fa cililies indicales Ihallhis philolophy conlillenlly provides Ihe be~ level of IUPPOrt for our cuslomerl and Iheir 
retailers. 

Our central warehouse center is prepared to lake delivery from other lottery suppliers 

Scienlific Games realizes Ihal delivery schedules can ohen chonge 
due 10 weather or other unforeseen circumstances. 

unlesllpecified by Ihe Texas lottery. However, our sloff will work as neceslory 10 
occommodole new game orders and unuluolly heavy week-doy volume on on '01 needed" bosis Ihroughoullhe life of Ihe 
controct. 
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Holiday Schedule - Scientilic Games recognizes 
amount 01 disruption lor the retailer network. In 

addition, Scientific Games may also take corporate observed holiday, or days when our courier is nat delivering and/or 
re"iving pQ[kages. The "hedule below, beginning January I, 2010, is an example of a typicol warehouse "hedule for a 12-
manlh period. Our holiday "hedule will be submilled 10 Ihe Texas Lottery for approval before being finalized. 

Information Redacted 
§552.101/ 466.022/ 552.139 

6.6.S TEXAS NATIONAL SERVICE CENTER 
Scienlilic Games is commined 10 working in close cooperation wilh Ihe Texas Lallery and the 
Texlls Stale Department of Economic Development in our efforts to meet the goals sel by Texas 
State Certified Minority Owned Business Enterprises and the Texas State Certified Woman Owned 
Business Enterprises as subcontractors and suppliers in this proposed contract. In order to 
mitigate economic impact of the online vendor transilion, Scientific Gomes has developed II plan 
intended to remain jab-neutral with the incumbent vendor for Texas-based employees through 

ffcRED 
IN BASE PRICE 

increased staff dedicated to the Texlls lottery operation, as well as investment in corporate infrostruclure based in Texos through 
Scientific Games and our affiliales. Upon aword 01 the contract to Scientilic Games, we are commined to establishing our Texas 
National Servile Center . This is an Offered Option included in the base P"", 
OUT Texas Notional Service (enler will house severol key components of our national service infrastructure and resources 
including: 

• - Currently housed an our corporale compus in Alpharetta, Georgia, the NRC 

customer service (oils fron 
Texas Lallery, Ihis IQ[ilily will support aver 
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• 

• 

Information Redacted 

§552.101/466.022/552 .139 
- This newly estoblished center will be or 

for the maintenance and repair of all terminals and associated retailer peripheral equipment 
for the Texas lonery and our online lonery ponners throughout the United States. tn all, we onticipote will 
suppon neorly 40,000 WAV"" and other associated terminals operating across the United Stotes within the fi rst yeor of 
operotions with the Texas lonery. 

- This newly estoblished center will house for 
dedicoted Texas lonery in addition to 

systems operations. 

The estoblishment of our Texas Notionol Service Center will benefit the Texas lonery, the Texas Stote Deponment of Economic 
Development, and the Stote of Texas in 0 num ber of manners, including; 

• Expanded Etonomi< Opportunities - The Texas Notionol Service Center will expand economic opponunities 
primorily in oreos of facility rental, related facility build·out and ongoing suppon services; transponotion and related 
(ourier / shipping services. 

• Expanded Opportunities for Texas State Certified Minority /Womon-Owned Business Enterprises in the 
state of TexDs - Scientific Gomes will continue our efforts to meet the goals of the Texas Slote Deportment of 
Economic Development in oil areas of the estoblishment and operation of the Texas Notional Service Center. 

• Expanded Employment Opportunities for Texas Citizens - Scientific Gomes onticipotes the Texas Notionol 
Service Center will employ neorly 100 high volue, service-based resources for full , port-time, and education reloted 
training progroms. From lower skilled entry level technicians and coli center operotors to highly skilled cenified quolity 
assurance technicians and softwore development and testing resources, the ma jority of these resources wi ll be sourced 
from qualified Texas citizens. 

• Expanded Opportunities to Portner with locaf Technicaf Training fnstitutes - As many of the new 
employment opponunities will require vorying levels of proficiency with technology, the estoblishment of the Texas 
Notionol Service Center will provide Scientific Gomes and the Texas lonery with on opponunity to ponner with local 
technical training institutes and establish cooperative employment oppMunities and/ or workforce re-training programs 
with students/employees. 

• Higher Skilled Resources Supporting the Texas lottery - Higher levels of customer service can be achieved by 
greater investment in tools and resources in consolidating the functions in the Texas Notional Service Center. Higher 
skilled resources will now be hired, trained and retrained. Terminal repairs, typically completed to a modulor level for on 
in·stote repoir faci lity, will now be completed to the component level because of the high concentration of technical tolent 
and tools available in the facility. Grealer investment (on be achieved due to economies of scale recognized by this 
consolidated infrostructure. 

Scientific Gomes understands that the Texas lonery reserves the right to approve all locations and agrees to work with your 
designee in assuring that the Texas Notional Service Center localion, procedures and our staffing plans rneet with your approval. 
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As with all Scientific Gomes' facilities, the Texas Notional Service Center will be designed, constructed, and maintained to be 
consistent with stote and 10(01 building (odes, induding but not limited to, spedfimtions to meet the Amerimns with Disabilities 
Act (ADA) requirements. Additionally, the facility will be compliant with all multi'iurisdidionol association standords throughout 
the life of the controct, induding any extensions thereafter. 

Quality, accuracy and excellence ore among Scientific Gomes' service goals. While Scientific Games is not prohibited by our 
commitments to other (Ustomers under other contracts to locote the Texas Notional Service Center in the state of Texas, we fully 
understand our primary obligation is to meet the service level requirements of the Texas lonery, its retailers, and players. We 
look farwurd to working with the Texas lonery to ensure the service level requirements are fully achieved with the 
establishment of the Texas Notional Service Center including the confinmation of all required business continuity plans. 

The establishment of the Texas Notional Service Centers enhances our obililY to exceed the service level requirements of the 
Texas lonery, provides expanded opportunities for the state of Texas and its citizens, and highlights the benefits of your 
selection of Scientific Gomes as the preferred choice for your lonery operations and services. 
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A MESSAGE FROM DAVID DOUGLAS 
Deputy Director of Technology 

"In today's high expecfation IT environment there is no margin for error. With a focus on the Information Technology 
Infrastructure library (1TIl) and Service Management at Scientific Gomes, the needs of the business and customer ore 
understood, and service objective'S, goals, and deliverables OTe (lear~ defined. rm and Service Management align 
business and IT so thot eoch brings out the best in the olher. Service levels are practical, mutually agreed upon, 
regularly reviewed, and The benefits are accepted by the business. 

Furthermore, the customer's requirements for business continuity musl be resilient, yel fleXible, 10 dynamicolly 
anticipate and respond 10 disruptions, both planned and unplanned. The key to ongoing operations is the ability 10 

operate continuously and wTthouI any detrimental imJKlcl 1o the revenue stream generated by the Texas loHery to 
meeltheir commitments 10 the SIoIe of Texas. Scientifk Gomes is proud of the steps we have token to adopt rTil and 
Service Management because n means thol Scientific Games will be able to effective~ minimize the impocl 01 0 local 
disaster 000 prated your day·to-day operations: 
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.7-1 

6.1 BUSINESS CONTINUITY AND DISASTER RECOVERY 

RfP Requirement: Business Continuity (HO ana DiSDster Recovery (DR) Services ort the activities associated with providing prioritized cClntinuity and 
rerovery services for the Lottery Gaming System, safes, marketing, warehouse, distribution and all associated components (e.g., horriware, sofrware, 
network, alfoched and slandolone devices). AI (1 minimum, these oclivities must be maintained in Dccofdonce with Tille I, Texas Administrative (ode 
Chopler 202 - mtle , rAC 202) Information Security Standards. The following tohfe identifies the B( Dnd OR service requirements. 

Scientific Games takes the respansibility of designing and developing a coherenl and viable business continuity and disaster 
recovery plan very seriously. We 01" understand that seaml", teamwork between the laHery and Scientific Games is needed 
during an emergency situation. Cammunicoting the nature of the disaster wilh all the affected parties, coordinating with each of 
the disOller teams, working wilh locol Publi( Safety officials, and pOlsibly preparing and issuing statements 10 Ihe media are all 
port of the ,"ccessful recovery effort. The following section provides details on the Business Continuity and Disaster Recovery 
plans Ihal will be prepared for our TexOl primary and backup facililies, 01 well 01 information relaled to our corporate recovery 
plans. 

Scientinc Gomes will develop and maintain a detailed plan to meet business continuity and disaster recovery requirements, 
induding, but not limited to natural disaster5, "set forth in TItle 1 TAC 202. Induded in the Supplemental Dotumentation for 
Pori 6 are several examples of existing plans and the drahs of the proposed Texas plans. The TlC plan is also provided on a co. 
Tobie 20. Susifle% Conlinuity Gnd Disaster Recovery Requirements 

ROLES AND RESPONSIBILITIES 
SUCCESSFUL 

TLC PROPOSER 
I. Develops and mainlains a delailed plan to meel BC and DR requiremenls, induding but X 

not limited to natural disasters, as set forth in Title 1 lAC 202 of a minimum 

2. Defines data lfile sy>tem, database, flat files, ettl replication, backup and retention X 

based on Seclion 3.74 

3. Eslablishes processes to ensure BC and DR plans are kept up 10 date and reflect changes X 

in the operoting environment 

4. Performs scheduled BC and DR tesls X 

5. Tracks and reports BC and DR test results 10 Texas loHery X 

6. Develops action plan 10 address BC and DR lesling results X 

7. Initiates Ihe BC and/or DR plan in the evenl of BC and/or DR situalian and immedialely X 

notifies the Texas [oHery 

B. Develops and implemenls a data back-up and recavery pion X 
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6.7-2 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 

DETAIL REQUIREMENTS RESPONSE 
SECTlON(S) 

9. In the event of a Sutcessful Proposer hardware, software, or networking system failure, the 6.7.2 
Successful Proposer must maintain sufficient bockup systems fa ensure fu nctionality and 
continuity at Retailers, Texas loHery Claim (enters, Texas loHery heodquarters, and the 
lu«essful Propaser's primory and bockup sites. There must be no loss of fu nctionolity or doto 
due to a failure. 

10. A wriHen Business (ontinuity and Disaster Recovery plan, including but not limited to resumption 6.7.2 
of sales and business support services based on localized disasters or third-party business 
disruptions (e.g., hurricones, ~rikes, deloys of instant ticket deliveries, etc. ), must be submiHed 
by the lu«essful Propaser for Texas loHery opprovol within ninety (90) Ooys of the conve~ion 
start dote, and updated annually or as necessary thereoner. The lu«essful Propaser mu~ ensure 
ticket security related to all instant ticket deliveries during any such disruption. 

II. As port of the Business (ontinuity and Disaster Recovery plan, the lu«essful Proposer sholl 6.7.2 
document the recovery of network communications at all levels. 

Tobie 11. Business Continuity and Disaster Recovery Response Requirements 

RESPONSE REQUIREMENT 
I. The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicoted in this 

section. 

2. The Proposer must provide a description 01 its proposed Business Continuity and Disaster Recovery copobilities. This must 
include 0 descriptian 01 how primary site system recovery will meet Texas LoHery requirements set lorth in this sectian. 

3. The Proposer must deS(ribe its data bockup and restore process. 

4. The Proposer must deS(ribe how tickets will be delivered should its primary delivery service become unavailable. 

TobIe 22. Business (ontinuity and Disaster Recovery Service levels 

SLR # SLR NAME 
3.60.1 9 Failure to Comply with TItle I TA( 2021nlormotion lecurity Itandords 

3.60.20 Failure to Backup and Restore Data in a Manner and/or Formal for Business Processing 
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.7-3 

RESPONSE TO TABLE 21: BUSINESS CONTINUITY AND DISASTER RECOVERY RESPONSE 
REQUIREMENTS 

6.7.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS 
Response Requil'emnt I: The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicated in this section. 

Scientific Games acknowledges and accepts the roles and respansibilities, and will comply wilh, and ohen exceed, detail 
requirements indicoted in RFP Section 6.7. 

6.7.2 BUSINESS CONTINUITY AND DISASTER RECOVERY CAPABILITIES (DRs 9, 10 and 11) 
Response Requirement 2: The Proposer must plOviae a description of its proposed Business (ontinuity and Disasfer Recovery capabilities. This must 
include a description of he'! primary site s~em recovery will meet Terus Lottery requirements ~f forth in this section. 

Scientific Games has designed D preliminary business continuity and disaster recovery pion for maintaining the successful and 
continuous operation of the TlC's lottery operations and services. The objective of the finol plan will be to minimize or avoid 
interruptions ond downtime due to an emergency event, while anlicipating and evaluating the impact of potential risk foctars 
coused by fire, flooding, ar other naturol discslm, cs well cs le"arist octivities or labor disputes. The plan and its defined 
emergency response and recovery procedures will be based on a threat and vulnerability analysis perlormed specificolly far and 
wilh the TlC. The dolo from this analysis will provide a salid foundation upon which to develop a finol plan that issite·specific 
and IOkes inla considerDilon Ihe unique aperDiions, dimDlic and geogrophic feDiu res found in Texas. 

The purpose of the business continuity and disasler recovery pion is 10 dearly identify the steps and sequence of events that are 
10 be followed in Ihe event of a disaster, induding the responsibilities and procedures that eoch functional department within 
Scientific Gomes, ond in conjunction with Ihe TlC, must fallow. 

The business continuity ond disaster recovery pion alsa prepares staff to respond approprialely to a discster event and 
establishes procedures to minimize Ihe decision·making required by key pmonnel during these emergencies. 

In satisfoclion of RFP Table 20, Detail Requirement No.9, in the event of Scientific Gomes' hardware, sahwore, or netwarking 
system failure, we will maintain sufficient bock·up syslems to ensure functionolity and continuity is maintained ot retailer 
locations, TlC aaim Centers, TlC h"dqUDrte~, and our primary and back·up sites. There will be no lOIS of functionality ar data 
due to 0 failure. 

In satisfoction of RFP Table 20, Detail Requirement No. 10, a written Business Continuity and Disaster Recovery plan, induding, 
but not limited to, resumption of sales and business support services based on localized disastm ar third porty business 
disruptions will be submiHed by Scientific Games for TLC opprovol within 90 days of the conversion start date. The final pion will 
addre" the recovery procedures to restore Ihe Lo!tery gaming system, soles, marketing, warehouse, distribution, and all 
allociated components used in Ihis controct, induding security related to inslant ticket deliveries. The plan will be updoted 01 

needed, but no less lhon annuolly. 
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6.7·4 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 

In satisfoction of RFP Table 20, Detail Requirement No. II , as port of the Business Continuity ond Disaster Recovery Pion, 
Scientific Gomes will document the recovery of network communicotions af all levels. 

Primary Site System Recovery - For each and every facility thol Scientific Gomes operates, we have in place a Business 
Continuity Pion that is updated on a regular basis. The primary data <enter recovery specifically addresses the gaming sY'tem. 
In the interim, alternate means ore in place 10 ensure that the sile's normal business processes continue. 

Confidentiality Claimed 
Not released 
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.7·S 

Sample Plan - A sample of the business ,ontinuity and disaster re,overy plan (On b, found at the end of Part 6 as well as on 
the Supplemental Dotum,ntotion CD b,hind th, EI,dronk M,dio tab (Ord. 

Agure 6.7·1 represents the (Over of S,i,ntifk Gomes' Business Continuity Plan. 
Information Redacted 

§552.101/466.022/552.139 

9:]1 ... ..... 
Texas Lottery Operations •••• Btainls s Continuity PI~n •••• •• • 

SC1{fjTlf '( (;UIII£$ 

Scientific Games 
Business Continuity 

Plan 

Crisis Management & Crisis 
Response Plans 

April 2010 

CanIict.nIiooI_ p~ 
ltWo ;.. SamPt _ of !he SOl.,.,.,..,.., _ 8CP 

Figure 6]-1: (over of xientim Games' Sample Business (ontinuity Pion lor the He 
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6.7-6 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 

The sample plan Scientific Gomes hos provided tokes into o((ount disasters coused by weather, water, fire, environmental spills 
and accidents, malicious destruction, acts of terrorism, and contingencies such as strikes, epidemics, pandemics, etc. The pion will 
ensure continuity of the gaming system and the Lonery's games. Provisions will olsa be mode for the safe, secure off·site 
storoge of all scheduled secondory data and programs. 

The plan indudes: 

• Annual Testing Pravisions 

• Outline of Business Resumption Criti,,1 and Non·Criti,,1 Functions 

• Busin", Impact Analysis 

• Risk, Threat and Vulnerability Anol)"is 

• Recovery Strategy 

• Emergency Response Strategy 

• Problem Escolotion Strategy 

• Plan Activotion Prolocol 

• Description of Recovery Operations 

• Description of Plan Validation, Testing, and Maintenance 

Information Redacted 
§552.101/ 466.022/552.139 

Alsa induded are the plans for Scientific Gomes' facilities that manufacture point-of·sale terminals, as well as crisis management 
plans for Corporate Operations. 

We continually make strategic improvements to the system disaster recovery process that allows Scientific Gomes to respond 
efficiently and effectively to disaster situations. Newly revised bock-up plans have been established for corporate headquarters, 
data centers, coli centers and terminal manufacturing. This ensures the LoHery that its retail bose will experience minimal impact 
and rapid recovery. 

Annua' Testing Provisions - Scientific Gomes perlorm' 
. Test results ore tracked ond reported to the Lonery. Every test ends with a review of 

the results. If the results require further action Q formal review of the process is initioted. 

Business Resumption P'anning for Critico' and Non-Critica' Operations - Scientific Gomes hos a Business Continuity 
Plan (BCP) for each site. Each BCP hos a Crisis Management Plan, and a set of Crisis Response ~ons that indude Evacuation 
Plans, Assembly Plans, Damage Assessment Plans, Recovery Plans, Restorotion Plans and Training and Testing Plans. 

The methodology used by Scientific Gomes is on iterative process of improvement that follows the ISO cyde of Plon-Do·Check-Act 
(PDCA). This methodology issometimes referred to os a Business Continuity Monegement System. It is a pracess that engages 

SCi ····· ••••• 
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.7-7 

with the cU>1omer ot 011 phoses. The objective is to meet the requirements of both the customer and Scientific Gomes while 
providing continuol improvement to the resiliency ond sustoinobility of 011 gomes. 

Resumption of Operations for Criticol and Non-Critical Business Functions follows the determinations made through the Risk 
Assessment ond Business Impoct Anolysis reviewed each year with the customer. An exomple of typicol Resumption Strategies is 
found in Rgure 6.7-2. 
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Information Redacted 
§552.1Ol/466.022/552.139 

Business Impad Analysis - The objective of Business Imp"t Analysis (BIAI is to ossess the imp"t on Identific Gomes 
should a particular process at a facility break down. Impact is measured based on various parameter, both financial and non­
financial. In oddition, the BIA lokes into occounl the residual or {Qrnpound imports of interdependent processes breaking down. 

The gaol is to determine which processes ore crifi{[ll from (] contin uity perspective. The prioritization will drive the development 

and refinement of disaster recovery and business continuity plans. 

Risk, Threat and Vulnerability Analysis - Our initial step in formulating a BlP is to undemand the risks, threats, and 
vulnerabilities to which the Texas operation may be exposed. Our sile selection process requires that 0 preliminary threat and 
vulnerabilities analysis be performed for each location to assist us in choosing the best site. This includes a review of floodplain 
and Notional Weather Bureau maps, stote eVQcuation pions, transportation options, and routes. 

Recovery St,ategy -Identific Gomes will supply a recovery strategy for the The 
strategy will entail ev"uation procedures to ensure the safety of all pe~onnel, and procedures to protect 

. A communicotions plan wi ll be developed that dearly defines the chain of comm and and communicotion 
process fa be used in an emergency. 

. The 
pion will be tested ond practiced so that all pe""nnel will react in a responsible and orderly fashion. 

Emergency Response - General emergency response gUidelines and procedures will be described in the business recovery 
plan. The procedures wi ll provide dear, concise and appropriate octions to be token depending on the emergency. 

REDACTED BY TLC -12·5-10 

SCIENTIFIC GAMU' iFP NO 362·10~OOI • JUNE 30. 2010 • TEXA\LOffiRHOMMI\\IOH 



PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.7-9 

Problem Escolotion - Scientific Gomes will develop problem escolotion and reporting proredur" to guorantee thot, during 0 

disaster, business recovery measures are implemented on a timely basis and progress is properly reported to appropriate 
monagement ond loMery personnel. Reviews will be conducted to identify remoining tasks and the stotus of each pending task. 
The review will olso focilitote the implementotion ony odditional tasks thot moy be needed, specify the ou~tonding octions 
required to complete the project, ond estimote the time for completion. 

Plan Activation - The proposed business recovery pion will identify 
with 

proredures. 

Information Redacted 
§552.101/466.022/552.139 

recovery 

Designated stoff will be responsible for directing the recovery efforts in their respective oreas ond for monitoring ond reporting 
progress to the oppropriote members of the Monogement Team. Onre the pion has been octivoted, 0 designoted monoger will 
oct as the primory lioison to the TlC to execute ony communicotion pion requirements for the public end stote officiols, as well os 
to monitor the pion's progress. 

6.7.2.1 DESCRIPTION OF RECOVERY OPERATIONS 

System Disaster Recovery Plans - All the !lC's systems will be geogrophicolly seporote ond ensure 0 full bock-up of oil 
octivity with virtuolly no lopse in service in cose of emergency foilover. Scientinc Gomes will provide 0 system disoster recovery 
ond contingency pion for the United Doto Centers ond other sites used in the controct. 

Scientinc Gomes MUSl-compliant model for doto center integrotion works with ony of our doto centers locoted, os required, 
within the 48 contiguous stotes. The United Doto Center model represents 0 signincont advance in the opprooch to integrotion of 
seporote doto renters and provides redundont, secure, ond cost-effective operotion of these complex focilities. The "mirror 
~q~ ,~ 

any time, operate as "primary- or "bock-up .... This model and architecture limits risks during (I fo ilover or disaster recovery 
situotions. . The foil -over process will be exercised on 0 schedule to be 
estoblished with the lottery, 

Nationwide Field Service Community - Field Service Operafions recovery strategy is 10 hove field service representatives 

. This meons thot 0 shipping document will 
be outomoticolly creoted 
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In addition, the logistics to support the TlC extend beyond the Texas boarders to our nationwide field services community. 
Because we conduct field services operations in 15 U.S.lotteriesj we hove generated a knowledge-bose that is shored among 
more than 300 field service professionals covering a 30-yeor history. Our field service operations in neighboring states, such os 
Oklahoma and Colorado, con quickly provide guidance and back-up support to our Texas stoff. Additional support con be pulled 
from other states, such 05 Pennsylvania, Connecticut, and Iowa os needed. Information Redacted 

Recovery of Operafions fncluding Warehousing - The business recovery plan 
§552.101/ 466.022/ 552.139 

Ihol comprise Ihe procedures and Ihe responsibililies required 10 execule and monilor Ihe recovery process. Personnel will 

To assisl with Ihis procedure, the plan will 
so Ihol Scientific Gomes con 

The plan will . Where oppropriole, 
will be conducted in accordonce wilh state and/or local code, or as requested by Ihe lonery or by insurance companies. 

Throughout Ihe recovery operolion, proper electronic and phy>icol security meosures will conlinue 10 be followed at Ihe dilOsler 
sile. Meosures will be detailed until all recovery repairs or IOlvoge operolions can be 
accomplished_ 

The business recovery plan will also . If required, 

fnsfallation of Replacemenf Equipmenl- 10 

The plan will 
reporting and moniloring Ihe progress of Ihe equipmenl inslallolion and/or replacement. 

Online Games - Scientific Games runs its online operations in 

. We are olIO proposing on ollernote 10 Ihe Tex", 
The NOC hosls 

for our (U510mers who choose this alternative. Details on the NOC 
con be found in Section 6.6. 
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Cooperative Services - The operations hove their own business continuity plans. 
The plan encomposses prevention analysis and recovery procedures that will minimize the impact of Ihe polentiolloss of 
revenue, reduce the probability of occurrence, minimize security breaches, provide for safety and the well being of employees 
os well os provide for the security and inlegrity of the tickets, dolo and system fil". The recovery stralegy for 

will fulfill order> from Ihe new location or warehouse and/or ship directly from 
olsa hos ample warehouse SlIoce 10 house Ihe Texos loHery's considerable invenlory 

The recovery slrolegy fa] 

The recovery slralegy for 

Field Service - Reid Service Operolions 

Information Redacted 
§552 .101/ 466.022/ 552.139 

; which 

. In oddilion, any olher hardware and software Ihollhe lechnicions 

. The temporory fodlity could indude our corporole offices in Geargio or 
onolher U.s. site, whichever besl suiles the needs of Ihe loHery. 

Plan Validation, Testing and Maintenance - Scientific Gomes will continually validole the business continuity plan, its 
procedures, and test our stoff to ensure their ability to respond efficiently, securely, and ropidly to any disaster offecling our 
Texas operations. 

We recommend Ihe following procedures 10 make sure Ihe TlC's operations and services continue in Ihe event of a disasler: 

• All new employees will be fom il iorized wilh the plan and Iheir responsibilities during the disasler recovery. 

• All employees will receive refresher training {overing disaster recovery procedures. 

• The plan will be lesled for effectiveness and reviewed on a regulor basis by Scientific Gomes and loHery personnel 10 

formulole and implemenl changes 10 Ihe plan. 

• Employee refresher lraining, plan lesling, and plan updoles will occur, 01 a minimum, annually, or os needed. 

Using Ihese measures to test, validole and moinlain the plan, we con ossure the HC of uninterrupted service for all operations 
and services even in Ihe evenl of a disasler ol lhe local focility. 
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6.1.2.2 GLOBAL BUSINESS CONTINUITY 
Information Redacted 
§SS2.101/466.022/SS2.139 

Scienlific Gomes has developed a Global Busin",s Conlinuily Plan 10 ensure Ihe conlinuation of revenue for all our cuslamers. 

• An Evacualion ~on • An Assembly Pion 

• A Damage Assessmenl Pion • A Recovery Pion 

• A Restoration Plan • A Training and Test Plan 

Overorching Ihese individual pions is a hierarchy of Crisis Monagemenl Pions lied lagelher wilh a Global Communicalions ond 
Escalolion Sy~em Ihal ensures Ihe rapid and effective response 10 any colaslrophic inciden!. The following schemalic highlighls 
in green Ihe Crisis Managemenl Teams Ihol will support Ihe TlC's gam", and services. 
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Information Redacted 
§552.101/ 466.022/ 552.139 

On-call are Human Resource, Finance, Legal, Government Affoin, and Compliance Executives, as well os executive 

management for the products and services affected. 

Crisis Management Plan - This plan indicotes possible natural and mon·mode threats and initial responses to each. The pion 
enumerates key resaurces, contact information, and chain of command. 

• Evacuation Plan - Usts initiation authority, notification and search responsibilities. 

• Assembly Plan - Gathers designated managers to begin the assessment process; marshals staff and accounts for their 
well being. 

• Damage Assessment Plan -

• Recovery Plan -

• Restoration Plan-

• Training and Testing Plan - Ensures that all pe"onnel understand their role and are prepared to corry out their 
aSSignments should the need orise, and provides troining/testing schedules, curriculum, and successful completion 
criteria. 

Scientific Gomes will produce a disaster plan for any additional infrastructure necessary to support the lottery, such os a remote 
bock·up site. A sample of this plan for Scientific Gomes' additional infrastructure con be found in this Supplemental 
Documentation for Part 6, as well as on the Supplemental Documentation CD behind the 8ectronic Media tab cord. 

The combination of these individual plans, coupled with the hierarchy of (risis Management Plans thot Indudes a Global 
Communications and Escalation System, ensures thaI Scientific Games will provide a rapid and effective response to any 
cotastrophic incident. 

Categories af Threat - Scientific Gomes' business continuity experts have identified eight categories of threats that are 
addressed in our continuity program. Our comprehensive portfolio addresses all eight cotegories around business, data, and 
evenl-driven continuity pIons. 

The seven cotegories of threats are: 

1. Fire or explosion 

2. Severe weather: tornados, hurri(anes, severe thunderstorms and tropical storms 
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3. Road 

4. Utility interruption Information Redacted 

5. Bomb threat or mysterious package §552.101/ 466.022/ 552 .139 

6. Earthquakes 

7. Hostage or intruder 

B. Pandemic or biological inddent 

The responses to the first seven threat categories are site dependent; the seventh is via government directive, not self-directed. 

To ensure uninterrupted game delivery, Scientific Gomes has built its enterprise·wide Businell Continuity Plan, facility by facility 
and procell by procell, thereby: 

o Increosing the resiliency of the individual site. 

o Developing alternate site capabilities. 

o Implementing failover technologies for systems and utilities . 

• Having alternate farilities for manufacturing games and pOint.of.sole devices. 

o Assembling employees with a state·of·the .. rt notification system. 

To ensure a ropid, caordinated, and effective response, Srientific Games has developed a nested hierarchy of Crisis Management 
Teams. The full global resources of the company are always available to provide assistancQ fa our staff and the TLC at any of our 
operations. 

(orporate Infrastructure Protection Plan 

As a result 01 recent strotegic advancements, Scientific Gomes is proud 01 the Corporate Inlrostructure Protection Plan it has in 
place lor its own lacilities, including Ireland, England, Vienna, and Singapore. This precautionary plan ensures that we always 
have the capabilities necessory to support the lo"ery. 

The plan identifies the established, proactive measures needed to bock·up the carporote offices, equipment, and services 
supporting the lo"ery. In the event 01 a catastrophe, the following processes are or will be implemented: 

o National Response (enter (NRC)-
. Thislacility will be used in the event 01 a disoster or il we experience a 

long·term outage at our primary call center lacotion. 

o Development Team Deployment - As deemed neceslOry, the Development Team is deployed to a remote site lacility 
to provide needed support lor the short term until the carporote facility is restored . 

• Communications-

SG····· ••••• 
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• Source Code -
Information Redacted 
§552.1Ol/466.022/552.139 

• Terminal Support - Transilioned immedialely 10 our redundanl facil ity in 

• Ticket Printing - I"'tant tickel praduction will continue in 
); online roll-slack will be produced by Scientifil 

with bock-up fram Ihird party supplier relationships os required. 

. This plan serves as 0 guide 
10 all local sile personnel, as well os our corporole support sloff, in the evenl of a disaster Ihal affects Ihe corporole 
infrcsfrudure. 

Additionally, 

Our comprehensive plan is in place and operational both domestically and inlernationolly, which allom us 10 maximize uptime 
and system availability for the Lo!lery. 

Addilionolly, many of our corporate holdings have convenienlly located domeslic bock-up facililies Ihat Scientific Gom es' 
Leadership Team con use 10 quickly and efficienlly respond 10 La!lery needs. 

A sample of Ihe (orporale Infraslructure Protection Plan con be found in Ihe Supplemenlal Documentalian allhe end of Part 6 
os well os on the Supplemental Documenlalion CD behind Ihe Electronic Media lob card. 

6.7.3 DATA BACK-UP AND RESTORE PROCESS 
Response Requirement 3: The Proposer must describe its data backup and restore process. 

To ensure the ulmosl proledion, the Scientific Games process 
r. These bock-ups are 

. The restore process (On be performed by 
. Since our dala centers are configured 

More information regarding our hal bock-up fa ilover process con be found in Se";on 7,6.1.2,C. 
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6.7.4 MONITORING TICKET DELIVERY 
Response Requirement 4: The Propo~r must describe how tickets will be delivered shou/J its primary delivery service become unavailable. 

In Ihe evenllhallhe delivery of inslanllickels and gaming supplies from Ihe primary delivery service is unavailable, 

s. 

Information Redacted 
§552.101/ 466.022/ 552.139 
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6.8 TRAINING (DR IS) 

RFP Requirement: Training Q(fMties consist of the foffDWing: 

• Training (Of TexC15 Loflery and lottery Opem/or stoff on general operating procedures, lottery equipment and inventory/linanliaf fundions. 
• Tmining (or ex.isting ami new Retai/ers on lottery equipment, operation, general operating procedures, Texas lottery licensing requirements and sales 

& marketing techniques. This indudes training on new Lottery Proc/lld implemefllalioflS, new Syslem opplicOliOfl5, new equipment instal/ations and 
refresher training. 

The following table identifies the tfOining requirements. 

Scientific Games retailer training sessions have the highest participation rale of any other lottery vendor-provided training. We 
use d,,, room troining, troining ot (hoin heodquorte~ ond in store troining to provide 0 positive ond exceptionolleorning 
experience for ret,iler ond loHery st,ff for the initial conve~ion troining. \(ientifi( Gomes will conduct ongoing new retailer 
troining before the retoiler con sell TexosloHery products (satisfying RFP Tobie 13, Oetoil Requirement No. II), m'ior system 
(honges, gome modificotions, or loHery requested troining throughout the life of the contrO(!. 

Table 13. Troining Requiremen. 

ROLES AND RESPONSIBILITIES SUC<ESSFUL TL( 
PROPOSER 

I. Develops, documents and delivers training programs as requested by the Texas Lottery 

1. Reviews ond opproves \uccessful Proposer developed troining programs induding 
(ontent, location, training resources and materials 

3. (os TexOl loHery) (e.g., new 
LoHery Product implementations, new Systems or functionality) ore introduced into the 
Texas Lottery environment 

4. Provides ongoing training materials for lottery Operator slaff, Texas lottery staff Dnd 
Retoilers 

I. Troinssoles corporate trainers 

6. equipment 
the lottery Products 

7. The Successful Proposer must provide training, initial and on-going, on the lottery Gaming 
System to designoted TexOl loHery stoff. Troining ,ctivities sh,1I indude in-person and online. 

8. The Successful Proposer must provide System lreining and desk reference materials thol would 
allow first-lime users to learn each module and navigate the System. 
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RETAILER TRAINING REQUIREMENTS RESPONSE 
SECTION(S) 

9. At a minimum, training shall consist of new Retailer training, refresher training (at the request of 6.8.2 
the Texas lottery or the Retailer), conversion !raining, promotions and new lottery Product/ 
feature training. 

10. For Corporate, Key, end Chain Atcounts, the Successful Proposer sholl provide train-the-trainer 6.8.2.11 
COU"es at locations acceptable to the Corporate, Key, and Chain Accounts. 

II. The Successful Praposer must provide all Retailer end Texos LoHery stoff training in English and 6.8.2.1 
Spanish (os appropriate). 6.8.2.15 

12. The Successful Proposer must provide the training in a location (e.g., on-site at Retailer locotion, 6.8.2.8 
via classroom at the Successful Proposers location, corporate retailer's home office, elc.) thol 
best meets the requirements of the Retailer. Consideration must be given to geographic travel 
distance and the establishment of a training enviranment conducive to effective training. 

13. The Surressful Proposer must creote end update, os needed based on chenges, electronic end 6.8.2.13 
printed monuols for Retailers related to equipment functionality end game ticket generation. At 
a minimum, all materials must be reviewed and updated bi-onnuolly (every two [2] years). 
These materials must be mode available on all Sales Terminals (or in hord copy for equipment 
where this functionality is unavailable) end provided to the Texos LoHery in a format for posting 
to the Texos LoHery's retailer website. All training materials must indude, but are not limited to, 
the following: 

o. Retailer Guide that provides Texos LoHery retailer related policies/procedures, occounting 
and licensing information; 

b. Retailer Manual for each type of equipment thol provides instruction on how to utilize 
equipment; 

r. Quick Reference Cords that are a condensed version of Retailer Monual; and 

d. Retailer Best Practices for marketing that provides soles tips end best practices for 
increasing lottery soles. 

RETAILER TRAINING REQUIREMENTS - LICENSING RESPONSE 
SECTlON(S) 

14. The Successful Proposer must provide Retailer training on the licensing requirements of the Texos 6.8.2 
LoHery. 
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION 6.S-3 

RESPONSE 
RETAILER TRAINING REQUIREMENTS - NEW SECTlON(S) 

IS. The Successful Propeser must provide new Ret,iler troining bef,re the Ret,iler can sell Texas 6.8 
loHery Products. The Successful Prop,ser sh,1I devel,p and provide ,II m,leri,ls. 6.8.2.13 

16. The Successful Proposer musl provide lraining I, 011 Ret,ilers who receive new equipment ar 6.8.2.9 
receive new features on their equipment. 

RESPONSE 
RETAILER TRAINING REQUIREMENTS - RECURRING SECTlON(S) 

J 7. The Successful Prop,sersh,1I devel,p and provideong,ing training t, ensure Ihol Reloilers 6.8.2.9 
undersland ,II f,cets of terminal 'per,lion and I,Hery policies and procedures. Ong,ing lraining 
musl be perlarmed wilhin seven (7) DoY' from WliHen nolice from Ihe Texas loHery. 

18. The Successful Prop,ser must provide training t,,11 Ret,ilers wh, requesttraining or if 6.8.2.9 
requesled by the Texas lottery. 

LOTTERY SALES REPRESENTATIVES TRAINING REQUIREMENTS :E~rig~~:) 
J 9. The Successful Proposer musl provide on·going soles lroining far loHery Soles Represenlotives 6.8.2.IS 

(LSR). This sh,1I include 0 minimum of two (2) farmol so les lroining classes each year. 

20. AI, minimum, llR lraining sholl cansisl of: 6.8.2.15 

o. new employee training; 

b. new equipmenl or softwore lroining; 

L new loHery Product/fealure lroining; 

d. generol employee development; 

e. soles skill development troining; and 

f. conversion training. 

PROMOTIONS STAFF (DEDICATED AND SUPPORT) TRAINING RESPONSE 
REQUIREMENTS SECTlON(S) 
2L The luccessful Proposer musl lroin ils dedicaled ond support promotions leam in producl 6.8.2.15 

knawledge, promolionol ond soles lechniques ond olher required lroining 10 support Ihe 
prom,lional ,ctivilies conducled on beh,lf of Ihe Texas lollery. 
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SG 

Tobie 24. Training Response Requirements 

RESPONSE REQUIREMENT 
1. The Proposer musl acknowledge and accepllhe rol" ond responsibililies and deloil requiremenls indicoled in Ihis 

section. 

2. The Proposer musl provide a description of its proposed training activities for each requirement. 

Tobie 25. Troining Service levels 

SLR # SLR NAME 
3.60.11 Failure to Perform Retailer Training 

3.60.11 foilure 10 Perlorm Reloiler Relroining 

RESPONSE TO TABLE 24: TRAINING RESPONSE REQUIREMENTS 

6.8.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS 
Response Requirement I: The Proposer mus' acknowledge and accept the roles and respomibililies and cle/ail requirements indicated in Ihis section. 

Scienlific Gomes acknowledges ond o""pls Ihe roles ond responsibililies, ond will comply wilh, ond ofien exceed, Ihe deloil 
requiremenls indicoled in RfP Seclion 6.8. 

6.8.2 PROPOSED TRAINING ACTIVITIES (DRs 9 and 14) 
Response Requirement 2: The Proposer must provide 0 description of its prepared training activifies {Of each requirement. 

AI Scienlinc Gomes we opproach reloiler lroining unlike ony olher vendor, we know successfullroining does nol jusl hoppen in 0 

box (classroom). 

Scientific Games Educational Services Department is the only training leom thaI focuses on the entire retailer experience with: 

• In·house logislieol experts, experienced in lorge seole rollouls, reody 10 execule slolewide inslrudor led lroining. This 
includes evenl plonners, reloiler communicolions speciolislS ond Reloiler (ore Sperlolisls . 

• Projecl Monogers who work hond in hond wilh inslruclionol designers ond lechnicol wrilers who develop, documenl, ond 
deliver lroining progroms os requesled by Ihe Texos lollery. 

full Une loHery Service Provider focililolorslincluding online ond inslonl products, lollery lerminollechnology os well os 
SolesMoker lechniques. 
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Training conlenl will include: 

• General operating procedures, 
lOllery Operolor slaff. 

for Texas lOllery employees and 

• , Texas LOHery licensing requirements 
(satisfying RFP Tabl, 23, D,lail R'quiremenl No. 141, and sales and mark'iing lechniques for n,lY and existing reloiler 
training. 

• 
• New retailer training, refresher training, conversion training, promotions, and new Texas loHery product/feature 

lraining in solisfoction of RFP Table 23, Deloil Requiremenl No.9. 

Scienlifi( Gomes' commilmenl as a company is 10 fQ(us our efforts on grawing your sales and helping you 10 reo(h new ploym. 
The Educotional Services Deportment approoches that commitment with one major objective: to creole 0 retailer experience. It 
slorts wilh (Omplele communi(otion on whollhey will expecl, continues wilh a concise learning solulion Ihey need 01 a lime and 
place convenienllo Ihem. learning is ongoing Ihrough every inleroction wilh a Scienlifi( Games employee. It ends wilh a well 
lroined reloiler who is exciled and prepared 10 suc(OSsfully sell Texas loflery products and operale Texas lottery equipment. By 
meeting this obiective, retailm will in turn motivate ploym 10 purchase IOffery gomes, ultimately increasing Texas Lottery 
revenues and your benefiCiary contributions. 

AI Scientific Gomes we opproQ(h reloiler lraining unlike any olher vendor, and, os demonslraled in Figure 6.B·1 (and 
Ihroughoullhis section I, do(Umenlolion is specificoily designed for eo(h (Uslomer. 

Information Redacted 
§552.101/466.022/552.139 
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Welcome to Training! 

•• ••• ••• •• •••• 
-TEXAS­
~OTTERY 

SCIENTIFIC GAMES® 

Figure 6.8-1 1M Slide Wi. Greet AJllollery Retailers Who Allend A Training Sessioo 

6.8.2.1 STAFF QUALIFICATIONS CDR III 

Whal makes Scienlific Games' learning sclulian unique is Ihal while we 
know conversion trainIng is on important step in getting your retailers 
prepared for Iheir new lechnalagy and new games, we do nal approach 
learning as a ane·lime evenf. In fad, cur experience ,ells us Ihallhe mare 
ahen you expose a learner to something the more effective the learning 
will be. 

Training is nal effedive unless ycu have Ihe experienced learn 10 pravide 
if. Scienlific Games' EduCDlionalServices Team has worked wilh 10Heries 
all over Ihe world 10 develop, execule and evalucle cur laHery and 
relailer learning sclulions. The key membe~ 01 our EduCDlionalServices 
Team are shawn in Figure 6.S·1. Sriel descriplions of each member, Iheir 
experience, and Ihe role Ihey will play in lroining Ihe Texas LoHery's Figure 6.8·1: Ed"'DlionollerYKes Team (Key Membo,,) 
relail", are given on Ihe following page. 
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KRIS·ANN HOSONITZ. EDUCATIONAL SERVICES MANAGER 

With six years ol loUery·specifi, experience, induding the recently <ompleted Pennsylvania and 
ongoing Indiana conversions, Kris-Ann Hosonitz's contract functions begin with leading 0 team of 
individuals that are responsible for every aspect of training: from gathering training 
requirements, to designing learning solutions, to facilitat ing instructor·led dosses as well as 
managing Loffery UniverOty'· and evaluating the solution 10 ensure il meels Ihe objectives sel. 

Kris·Ann will be Ihe primary poinl·of·mnlo'l for Ihe Loffery regarding Ihe lraining of Ihe reloilm 
prior 10 <onversion. Kris·Ann will be on·sile a few weeks prior 10 Ihe slort of reloiler lraining Ihroughoullhe end of reloiler 
training and IhereoHer os required. She will be engaged Ihrough Ihe life of Ihe project. 

As on inlegral port of Ihe projeclleam, il is Kris·Ann's responsibility 10 work wilh Ihe Project Director (Dan Grocel on Ihe 
following ilems: 

• Ensure we have the tools we need (software, terminals) to instruct end users 

• Manage Ihe vendors and f"ilil ies we utilize during Iroining 

• Ensure that all learning solutions ore implemented flawlessly 

• Report on training portidpalion 

• Report on evaluation scores 

• Determine the need for other learning solutions 

• Ensure thol learning opportunities ore established and ready for the life of the contract 

BARBARA H JAMIE H COLLIER, TRAINING SPECIALIST 

Jamie has seven years of lottery experience. Earlier in her (oreer she was a (ou~eware Developer 
01 Reynolds and Reynalds where she applied Ihe principles and lechniques of Inslruelion syslems 
Design and Developmenl lo produce a variety of edu(Qtion and Iroining programs for finance, 
insurance, and cHounting personnel. 

Jamie will serve as Ihe Training Specialisl. She will be responsible for (Qordinoting all learning 
solulians for Ihe TL{,s (orporale A«ounls, induding mainlaining and odjusling lraining "hedules, 
plans, and budgels. Jamie will report alilraining results 10 Ihe Texos Loflery. 

RACHAEL STEPHENS, TRAINING SPECIALIST 

R"hoel hos over nine years of loffery experience. R"hoel hos been involved in multiple syslem 
projem and conversions, including Pennsylvanio, Maryland, Connecticut, Oklahoma, Indio no, 

Soulh Ookala, Arizona, Mexi<o, Delaware, Puerto Ri<o and Jomai(Q. As port of Ihose (Onversions, 
she has supported operations as well as f"ililaling multiple syslems lraining workshops. 
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As port of Ihe Tl( lransilion, Rochoel will be responsible for coordinoling oll leorning solulions for Texos lonery employees, 
including moinloining and odiusting lraining schedules, plans, and budgels. Rochoel will work closely wilh Ihe Texos lonery 10 

develop learning solutions as well os reporting on training results. 

This core leom hos lrained over 75,000 reloil employees os port olthe following proiecls: 

• (hino Sports lonery Implemenlolion • (onnecticullonery Conversion 

• Televiso (Mexico I Slort·Up • Penns0vania Lottery Conversion 

• (ololuno (Spain I (onversion • Morylond lottery (onversion 

• Puerto Rico Instonl Slort·Up • Oklahoma lottery Slorl·Up 

In 2009, our Educotional Services Team trained over 17,000 attendees as port of the system conversion in Pennsylvania 
including reloilers and lottery em ployees. 

This includes management of all training-related logistics, including 21 !raining locations, movement of terminals and supplies, 
end Ihe scheduling of all attendees. Today, our leom is engaged in Ihe Indiono syslem conversion, where we willirain neorly 
4.000 reloil employees. 

During our work with Ihe (hino Sports lottery ("(Sl"1 for Ihe lottery morkel in Ihe People's Republic of (hino ("PR(") our 
leoms helped Ihe (Sl reach Iheir gools which incl uded deploymenl of more Ihon 50,000 lerminols, support for more Ihon 
65,000 reloilers and lraining 17,000 soles represenlotives in all regions counlry wide with limited infroslructure. 

This team has experience in the fields of instructional design, conlenl development, facilitation, evaluation, coaching and 

menloring. As Ihe numbers show, Ihis leom hos a proven Irock record of seomlessly developing and executing a lorge scole 
training solution. This ossures Ihe Texos lottery Ihol we come 10 Ihe loble reody, wil ling and able 10 lrain and energize your 
retailers. 

Our Proposed Retailer Training Pion lor Texas 

For Texas lottery, Scientific Games training options are presented below. 

1. Instructor Led training Classes 

These classes will occur simultaneously ocross 10 dislricts Ihroughoullhe slole. 

We will provide your reloilers over 240 opportunities 10 attend lroining over 14 weeks. For initial conversion lraining, Ihe 
Educotional Services Team (an provide instrudor-Ied classes in fully equipped locotions, such as the training room shown in 
Figure 6.8·3. Working with Ihe Texos lottery, we will design comprehensive learning solutions with Ihe end gool of well-lrained 
retoilm. 

sc; ..... ••••• 
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OUf focus in any training doss is on learner retention. 

Our inslru(lor led dasses have praven la be Ihe besl melhad based an 
numerous post class evaluations as well as minimal requests for refraining 

and user error generated service (ails. 

All relailer slaff lraining will be pravided in English and Spanish (as 
appraprialel, selisfying RFP Table 13, Delail Requiremenl No. 11. 

Conversion training occurs ot the {onvenienllocnlions and limes 
Ihraughoullhe slole praviding Ihe reloilers more Ihan one (hoice for a 
training session. 

1. In·llore Training 

However, if (] retailer is unable 10 attend one of these sessions, in· 
~ore lraining will be pravided. 

We con offer Ihe following oplions for in-slore lraining: 

Figure 6.8·3: Penn$ylvonio Training Room for WAVE™ 
Terminals 

o. In-slore lraining con lake place when Ihe field service representative inslalls your new WAV"M lerminal. Training will 
be fodlitated by a lo!lery lales Representative (lIRI. Our Network Rollout Office (NROI will coordinate the date and 
lime of Ihe terminal inslollolion wilh Ihe in·slore lraining. All of our LSR slaff is certified as Relailer Care Ip"iali~s by 
our Educotional lervices Deportment. lince the SUHeSS of any training (urriculum rests in the hands of the trainer, 
Scientific Games requires all employees who interact with a retailer be certified Retailer (are Specialists. This includ es 
our fodlitato", our LSRs and our field service teams. We firmly believe that every interaction with a retailer is a 
learning opportunity, and everyone on our team will be prepared to answer any questions a retailer may have. 

b. In-store training would be for the relailer 10 complete training using Lottery UniverCify where the training can take 
p!oce in their own store at a time thai is most (onvenientta them. Please note that details on our lottery UniverGty 
can be faund in section Sedion 6.8.2.2. 

3. Corporate A«ount Training 

Confidentiality Claimed 
Not released 
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Confidentiality Claimed 
Not released 
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6.8.2.3 RETAILER LEARNING 

Information Redacted 
§552.101/466.022/552.139 

While we know that canve"ion training is an important ~ep in ge"ing your retailers prepared for their new technology and new 
games, Scientific Games does nol approach learning os a one-lime event. In fact, our experience teUs us that the more often you 
expose a leorner to something, the more effective the lesson will be. This is what makes our leorning solution so unique. 

• Scientific Gomes employs 0 Sleps-fa-Success program 10 effectively communicote 10 retoiler's information relevant to 
their canversion participation. ~eose see Section 10.4.2.5 for more details. The use of newsle"", and call campaigns 
prior to the start of retailer training sets their expectations for their canversion participation. 

• A troin-the-trainer session for any vendor thot augments the Educational Services Deportment, ou r lSRs, OUT Field 
Service representatives, and our Call Center Technical Support Representatives (TSRs). 

• A troin-the-trainer session for the Corporate Trainers fa ensure that all corporate accounts ore prepared to train as well as 
troubleshoot any questions or concerns from their stores. 

• Conversion training occurs at convenienllocations and times throughout the state providing the retailers more than one 
choice for 0 training session. 

• Scientific Games offers learning opportunities each time a retailer interacts with the field service stoll and LSRs that 
install ferminals or provides ongoing support. 

• All Scientific Games' field service staff and lSR Teams are all certified as Retailer Core Specialists by our Educational 
Services Team. 

• LSR will also be certified Retailer Core Specialists. This ensures that the LSR Team is fully prepared to address any retailer 
questions or concerns on Texas lollery business. 

• Our in·stote Tex05 Regional Call Center (TRCC) and our Notianal Response Center (NRC) ,which will be 
available 24/7, will be trained 05 Retailer Care Specialists that can answer retoile" questions oboutsoltwore, terminal, 
and peripherals. 

Please note that details on our Retailer Core Specialist program can be found later in this section and in Sedion 7.12.1. 

All Scientific Gomes perstlnnel, who interact with your retailers, (on address questions and provide (I summary of routine 
terminal funct ionolity. 

A detailed discussion of ADD IE, Scientific Gomes' training philosophy follows, after which we provide descriptions of our 
proposed training activities and solutions for each RfP requirement. 

6.8.2.4 SCIENTIFIC GAMES' lRAINING PHILOSOPHY !DR 8) 

Our Educational Services Team con implement a number of innovative concepts to provide maximum benefits to the Texas 
lonery and your reraile". In addition, we embrace a training phil050phy thot requires each of our learning solutions to go 
through specific phoses. We will analyze, design, develop, implement, and evaluate every learning solution to ensure that we 
pravide measurable and genuine values to the TeX05 lo"ery, to your retailers and ultimately, the players. This training 
philosophy, commonly referred to as ADDI E (Analyze, Design, Development, Implementation, and Evaluation), is an 
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instructional system design model that allows us to formulate on accurate and all encompassing training curriculum with our 
partne~ in arder 10 benefil all of Ihe participan~. 

At Scientific Gomes, we do not assume tho! there is just one component of training thot odds value; father, we know thaI values 

can vary fram one business segmenllo onolher. We ulilize ADDIE far all our learning solulians. This ensures Ihol we have 
addressed all the business segment concerns, and we have outlined each step and the output as it pertains to training. 

Analyze 

In Ihe Analyze phose, Ihe inslru"ional prablem is darified, Ihe goals and 
objedives ore established and the learning environment and learner 

charoderisli" are identified. Dne of Ihe main oulpuls of Ihe analyze 
ph,se is Ihe Training Requiremenls Document. The goal of Ihe Training 
Requiremen~ Documenl is 10 define ,lIlhe requiremenls and 
responsibilities of all parties involved in training. An example is shown in 
Figure 6.8·4. 

Among its primary features, the Training Requirements Document: 

• Presenls Ihe overnll vision far lraining induding obiedives and 
risks 

• Defines user dasses and charaderisli" 

• Outlines the scope of the learning solution 

• Defines all requirements for training including user requirements, 
customer constraints, and rules 

SG 
SCIENTIFIC GA MES' 

Training 
Requirements Document 

July 2010 

Figure 6.8-4: Training Requiremenb Document 

• Provides an overview of the current and proposed technology thaI learners will utilize 

• Identifies all assumptions and dependencies far Ihe learning solution 

Design 

Scientific Games designs learning solutions by working with lotteries to identify the required components, including instructional 
slralegies nnd media ,haices. Tagelher, we develop comprehensivelraining plans, which is Ihe mnin aUlpul of Ihe Design phase 
for domestic and international customers. Customer-specific training plans are drown up for each jurisdiction we serve. The 
lraining plan is Ihe "guide"lhal delails Ihe variables far every lraining doss. Among ils primary fealu res, Ihe lraining plan: 

• Presenls proposed lraining proied schedules nnd delivernbles 

• Describes the intended audience for each training 

• Presenls proposed agendas for each segmenl of lraining 

• Defines Ihe implemenlalian appranch 10 develop nnd deliver lraining 

• Identifies Scientific Gomes' department(s} or resources that are responsible for materials and/or training delivery 

• Identifies Lottery personnel who can serve as subiect matter experts during training development 
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Additionally, the troining pion Vli ll serve os 0 vehide for the Texos loHery to opprove the troining details. tnformation Redacted 
§552.101/466.022/552.139 

Develop 

In the Development phose, lrainers work with technical writers and courseware developers to produce the materials according to 
decisions mode during the design phose. There are several outputs from this stage induding various training moteriols to 
support each learning solution. The moterials will be provided in electronic format as well os printed moteriol. These moteriols 
will be reviewed and updoted bi·onnuolly levery two yeo~) or more ohen, as needed to support major system enhoncements. 

For Retailer Troining, moteriols will indude: 

• ReloHer Guide that provides Texas lottery reloiler reillted polities/procedures, accounting and licensing information 

• Retailer Monuolthot provides instruction on how to utilize each type of equipment 

• Quick Reference Cords covering the doily procedures for selling, volidoting and running reports 

• Retailer Be~ Practices for marketing, which provides soles tips and best proctices for increasing 10Hery soles 

For loHery stoff training, moteriols will indude: 

• Student Guides or desk reference moteriols thot ollow fir;t time user; to leorn eoch module ond novigote 
thereby sotisfying RFP Tobie 23, Detail Requirement No. B 

• Online help systems 

Implement 

Our learning solutions do not end with analysis, design and development. We also focus on the flawless implementotion of the 
learning solution that covers all ospects of logistical planning. This indudes: 

• Instructor-led lea rning solution: 

J Scheduling participants through direct moil ond coli compoigns 

") Ensuring hotels are reserved in cities identified for training 

) Arranging classrooms correctly 

:J Placing terminals as needed 

) Identifying necessory supplies ond ensuring they ore reody 

Some of these items may seem small and insignificant; however, when 
overlooked or handled poorly, these details can affect the entire outcame 
of the solution. 
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Details 01 the logistical planning are provided in the Training Plan, which includes: 

• Presents dates and times of dosses 

• Usts the instructor's name 

• Delines the learning solution being presented 

• tdentifies participants 

• Usts all equipment and lacilities requirements 

Evaluate 

The Evaluatian phase is necessary to obtain feedback related to different aspects of the learning solution. Class participants will 
camplete the evaluatian and rote the following areas: 

• Facilitator 

• learning environment 

• (ourse (ontent and user interface 

• lessons learned 

This is called summotive evaluation. Summalive evaluation consists of tests for criterion-related referenced items and provides 
opportunities for leedback from the users. An exomple of a retailer evoluotion is included in Figure 6.8·6. Each day during 
canversion, Scientific Games will provide the Texas lo«ery with 0 report thot outlines the evaluatians. An example 01 this is 
given in Figure 6.8-7. 
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Figure 6.8-7: Retailer Training Evaluations ore Provided 10 the lollery 

Eneh day during (Onve~ion treining, Scientific Games will provide the Texos lottery with a report that (On outline specific details 
of the troining initiative. Some examples of details provided indude (Oil (Ompoign results, scheduled porticiponts, ottendance 
reports, full or ovoilable dos",s, (Orporote troining schedules, and treining evoluotion results. Additionolly, we con provide the 
Texos lottery ony wriflen (Omments gathered on relailer evoluetions. This is a groot woy to garner anonymous feedbnek on the 
new terminol. The Texos lottery moy osk for (honges ba",d on these moosurements. If such 0 (honge is requested, we will fulfill 
the Texos lottery's reque~ ne(Ording~. 

Summary of Sdentilic Games' Training Philosophy 

Using ADDIE to formulote an necurete and effective treining curriculum for aur partne~ allows us to work together through oo(h 
phose to provide succe"fulloorning solutions for the Texos loflery's and their retailm. This process ensures thot effective 
communication and implementation occur and that no detail is leNID chance or interpretation. 
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6.8.2.5 RETAILER INSTRUCTION 

For in~ructor·led dOlSes, whelher 'dOlsroom style' 01 group lraining facililies or 01 relailer on·sile localions, Ihe success of any 
training curriculum rests in the hands of the trainer. Scientific Games requires aU employees who interact with a retoiler be 
certified Relailer Care Speciolisls because we firmly believe Ihol every inleroction wilh a reloiler is a learning opportunity and 
Ihol anyone on our leam, or wilhin Ihe TexOl lonery, should be complelely prepared 10 answer any questions a reloiler may 
have. 

Scienlific Gomes will provide inslructor·led dosses Ihroughoullhe slole of 
Texos in Texos LoMery-approved training facilities similar to the one 
shown in Figure 6.8-8. In addition, we willlrain retailers 01 relailer 

headquarter locolions and/or reloiler siles 01 needed. Furthermore, we 
will provide continued training to new retoilers for the term of the 
conlract, mosllikely 01 reloiler on'sile 10colioOl. 

Our Educotional Services Deportmenl are experts on Ihe lechnology and 
games Ihal we are proposing 10 Ihe Texas lonery. The ESD Team membe" 
hove experience in the fields of instructional design, facilitation, 
measuremenl, moniloring, and coaching. We bring a wealth of knowledge 
10 each proiect. ESD is responsible for implemenling Ihe certificolion 
process for Ihe following groups. Rgure 6.8·8: a • ."oom Sty~' Training in Pennsylv.nio 

During conversion, we will hire a HUB from Ihe slole of Texas Ihol specializes in lraining focililotion. 

Retailer Care Specialists - During conversion, we will hire (] HUB from the stote of Texos thot specializes in training 
facil ilalion. All sloff involved wilh lonery lraining, including any vendors Ihol ougmenl our learn, will be experienced, lechnical 
instructors. We require all facilitators who instruct retailers to attend a Irain-the-trainer-session with the Scientific Games' 
Educalional Service, Department. This lrain·lhe·lrainer session will cover all aspects oflhe Texas lonery praiect, including 
lechnology, gomes, accounl monogemenl, and lonery policy and procedures. This ensures Ihol oilirainers are experts on your 
lechnology and gaming solutions. 

The lrain·lhe·lroiner program is compleled when all focililolo rs are certified Reloiler Core Speciolisls. Thi, includes sales force 
training (lSRs and Inside Sales), field service represenlolives and reloiler corporalejkey occounllrainers. Figure 6.8·9 shows 
some of the favorable comments our instructors received from Pennsylvania retailers iustlast year. 
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• The trainer did an excellent job explaining the new machine and 
how to operate it. 

• His instructions were clear and concise. I appreciated the time 
spent on our understanding. 

• The training session was great! The new terminal is going to be 
very easy. I'm looking forward to it. 

• This machine was so easy. My co-workers will love it. 

• Training was easy and fun. Can't wait to get our new lottery 
machine. 

• This was a great class. Thank you . 

Figure 6.8-9: Pennsylvonia loUery Retailer (omments Provided 10 the lottery 

Lottery Stoff - Our certified Reloiler (are Spedoliltl will provide training, to designated Texos loHery Itoff. Thil ron indude, 
claim learns, Dnd Gny other team fhol interfaces with your retailer bose. Training octivities will include in-person training with 
handl an proctice on the WAVfT" terminol 01 well 01 Texos loHery job-Ipecific information. Troining will be provided in Englilh 
ond Spanilh 101 oppropriotel. The TexOl loHery teoml will olso become certified Retailer (are Specioliltl. Thil ce rtifirotion 
enlurel thot 011 Texos loHery employeel are fomilior ond romlortoble with the new technology and ron oddre" ony retailer 
questions or concerns they may receive. 

During conversion, employees thol interact with your retailers will be required to go through the same certification process as 

Ihe lroine~. 

F;eld Service Techn;c;ons - The "rtilirolion 01 Ihe Field Service Represenlolives enlures Ihollhey provide Ihe lOme level of 
IUPPOrt 10 your reloile". 

Lottery Soles Representotives (LSRs) - The certificolion of Ihe LSRI prepare Ihem 10 answer ony queslion a reloiler may 
have on Ihe lerminal or peripheroll. 

Our experience shows thot the certification of these groups offen several opportunities for learning and reinforcement of new 

lechnology. These Ihree groupl come logelher 01 one comprehenlive leam of expertl lo provide reloile" wilh conlinuollearning 
experiences. 
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6.8.2.6 TRAINING PROGRAM CONTENTS 

During conversion training, Scientific Games will provide hands-on group instruction through an in~ructor-Ied doss that is based 
on the three basic modalities of adult leorning as it applies to processing information, and facilitating the doss. 

1. "Show Me" (Visual) - Our WAV£TM terminal has a VGA output for a secondary display that proiects the image of the 
terminal interface onlo the classroom screen. This allows all attendees to easily observe and follow the steps the trainers Ofe 

taking via the touchscreen on the terminal. 

2. "Tell Me" (Auditory) - Our Retailer Troiner will use Texas la«ery-approved presentations and training scripts. 

3. "let Me" (Kinesthetic) - Each participant will have on opportunity for hands-on proctice with the new terminal. They 
will place wagers, dose out customer transactions, validate tickets, run terminal reports, and change paper. 

We feel these components- in coniunctian with the new technology and games - will motivate and excite the retailers. This 
new excitement is reflected in their attitudes towords players, which will ultimately increase the revenues that drive your 
contribution to Texas beneficiories. 

figure 6.8-1 0 is on extract from the table of contents of a training manual used to troin lonery retailers in Pennsylvania. 
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Figure 6.8-1 0: Sam~e Training Manual Table of Contents 

We will provide lroining on-site at retailer localians when appropriate. This 
is a sample of one iurisdiction. Please note Ihat we have also induded: 

• Signage and POS placement 

• Instant ti(ket displays 

MOIl importantly, we intOrporate simple sales strategies Ihat relaile" tOn 
use in tOniunction with Ihe new tethnolagy. 

For Texas retailer training, we would also incorporate (ontent to cover 
li"",ing requirements. We will also provide ongoing relailer inslruction in 
response 10 changes in the terminal and/or product mix. This includes 
providing training when substantive (hanges, as defined by Ihe Texas 
lonery, are inlroduced into Ihe retailer environment. 
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6.8.2.7 MATERIALS 

The Scientific Games EducaHanal Services Team approaches troining with a blended learning solution. Blended learning 
incorporates a mix of instructor-led presentations and computer-mediated instruction as demonstrated in the sample training 
outline above. 

For instructor-led conversion training classes, up 10 35 1erminols will be used in each class, as shown in Figure 6.8-11. Scientific 
Gomes recommends a one-Io-one terminal to user rolio. This gives eoch participant hands-on practice throughout the session. If 
a larger closs is necessory we recommend that the maximum number of each terminal should not exceed two. 

Documentation will be provided to support the instrudor-Ied closs, either in clossroom-style training sessions or at retailer 
locolions. Each participant is given 0 Quick Reference Card at the lime of training. During training they ore shown how to enter 
training mode, simulate tronsodions, and find training videos. By completing training in training mode, partiCipants leorn how 
to train other employees at their store. It is the ultimate train-the-troiner. 

When retailers receive their terminal, they also receive a Retailer Manual and retailer best practices containing in-depth 
instrudians on how to use the terminal. Each type 01 terminal has its own set of documentation. Samples of user documentation 
con be laund in the Supplemental Documentation at the end of Pari 7 and on the Supplemental Documentation CO behind the 
Eledronic Media tab cord. 

Scientific Games will provide ongoing training materials to lottery operations staff, Texas lottery staff, and retailers to refl ect 
changes to the system and/or lottery policies and procedures. 

CONFIDENTIALITY CLAIMED 
NOT RELEASED 

Whether you choose instructor-led training or lottery UniverCity, or a combination of both, Scientific Gomes will employ a 
Training Specialist in Texos who will be responsible for maintaining and updating all course content including: 

• Retailer documentation 

• Texas lottery user documentation 

• lottery UniverCity 
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This Training Ipecialisl will work in Texas bUI be a member of our (orporale Educalian lervices department. The same NAlPl 
slandards and procedures will be used 10 creale dacumenlalian. 

6.8.2.8 FACILITIES CDR 121 

Training will be provided in II location thol best meels retoiler requirements. Consideration will be given to geographic Irovel 
dislance and securing an effective lraining environment. Relailer lraining siles are wilhin a 55 mile radius 10 limillhe driving 
dislance required for lraining session a"endance. This salisfies RFP Table 23, Delail Requiremenl No. 12. 

In-store training will be provided whenever necessary. 

We have carefully selecled lacatians in major cilies Ihal are easily accessible and neor major highways 10 make il as easy and 
efficienl as passible for Ihe surrounding relailers 10 gel 10 and from lraining. In same of Ihese larger cities, we have identified 
multiple lacalians 10 accammadale higher cancenlralians of relailers and 10 help ensure Ihallhe relailers can avoid lravel 
Ihraugh cangesled city lraffic. Relailers wan'l have 10 wasle valuable lime fighling lraffic 10 gel across lawn. 

For relailer canversian lraining, lcienlific Games plans 10 hold dasses in each of Ihe len districls acress Texas Ihal is identified in 
Figure 6.8-12. We will ahen have mare Ihan one dass occurring in major cilies. 
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Figure 6.8-12: Proposed Training Districts 
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Figure 6.8-13 provides Scientific Games' tentative retailer training details, which is subiect to Texas lonery review, suggestions, 
and appraval. 

Figure 6.8-13: Scientific Games' Proposed Conversion Training for Texas 

TOTAL TOTAL 

TOTAL NUMBER NUMBER NUMBER 
DISTRICT NAME TRAINING CITIES OF OF OF TRAINING AND NUMBER COULD INCLUDE RETAILERS TRAINING DAYS' 

TRAINED ClASSES 
•• • •• 

1. Abilene Abilene, Brawnwood, 5 B92 13 
Stephenville 

2. Austin 9 1,728 25 

3. Poso 3 467 7 

4. Houston Houston (various locations), 22 (4 simultaneous 4,814 
Galveston, Beoumont, Jasper locations - 6 days 

each) 

5. Irving fort 19 (4 i 4,028 58 
Worth, Denton, Greenville locations - 5 days 

each) 

6. lubbock Amarillo, lubbock, Childress 3 

7. McAllen Hebbranville, Huntsville, Rio 3 618 9 
Grande City 

8. Son Antonio Son Antonio, 8 1,578 23 

9. Tyler Tyler, Texarkana, Paris, 6 

10. Vidoria Vktoria, Corpus Christi, Angleton 4 811 11 

11. across state As needed 10 As 

To'ol, 62 doy' 16,706 242 

Based on 70 attendees to 0 doss (rounded up to next wtlo~ number) 
... These numbers were drawn using the reloner list provided with the RfP 
••• Bosed on three d(lS~ Q day (founded up 10 next whole numbefl 
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Confidentiality Claimed 
Not released 

6.S.2.9 SESSIONS IPRs 16. 17 and lSI 

For inslruclor·led dasses during conv",ion, multiple sessions are scheduled Ihroughoullhe day 10 provide reloi[ers Ihe 
opportunity 10 choose convenienllimes 10 occommodole sloff and business hou~. Working wilh Ihe Texol[o"ery during Ihe 
design phose 01 ADD[E, we will delermine, wilh your opprovo[, Ihe best limes lor dOlsel which con indude morning, ohernoon, 
evening, and/or weekend inllructor·[ed dalles. 

For corporaleikey account and in-Ilore reloi[er lraining dOlsel, our Educotiono[ Services Deportmenl will work dose[y with Ihe 
Texollo"ery, chain heodquorterl, and reloi[e~ 10 schedule lraining limes and [ocolionllhol will be convenienl and Ihe [eoll 
disruptive to normal business operations. 

Confidentiality Claimed 
Not released 

New reloi[e~ will receive lraining belore Ihey con sell any Texas [oUery productl. Scienlific Gomes' on-lile Training Specio[ill 
will develop and provide all of the training and user documentation to the retailm. We will olso provide training to all retailers 
who receive new equipmenl or when new leotures are imp[emenled on Iheir equipmenl, Ihereby IIltillying RFP Tob[e 23, Deloi[ 
Requiremenl No. 16. 

Scienlilic Gomes will develop and provide ongoing lraining 10 enlure Ihol reloi[erl unde~lond oillocell ollermino[ operolion 
and lottery po[ides and procedurel. Ongoing lraining will be perlormed wilhin seven do¥, 01 written notice lrom Ihe Texas 
[o"ery. We will o[so provide lroining 10 all reloi[erl who requesllroining or il requesled by Ihe Texas [oUery. Thil solilfies RFP 
Tob[e 13, Deloi[ Requiremenl Nos. 17 and 18. 
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6.8.2.10 SCHEDULE 

No retailer will ever be surprised or unsure about the (onversion or their training "hedule thanks to Sdentifi< Gomes' retailer 
communications methodology. This methodology ensures constant communication - from closs notification to scheduling 
through dOls (Ompletion. 

Communicating fa the retailers about the conversion and their training schedule can be done in 0 variety of ways. We hove 
provided pOlt(ords, neWlleners, and terminal messoges 01 (Ommuni(Otions tools for retailers in other jurisdictions. At the end of 
this subsection, you will find an example of a retailer neWllener. This neWllener WOl used to notify retail", of the start of 
training and to provide on outline of what they should expett in the (Oming months. Additionally, Sdentifi( Gomes (On expertly 
monage on outbound coli campaign for your retailer population through the utilization of a Network Rollout Offi". Using this 
(Ommunicotion method, we have (ontacted over 11,000 retailer sites in the POlt 18 months to notify them of upcoming training 
and installations, 01 well 01 to "hedule them for training. 

Please see Sed;o. 10.4 for more details on the Network Rollout om" and how retailers are notified of training. 

Confidentiality Claimed 
Not released 
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Confidentiality Claimed 
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Pennsylvania 
Conversion Connection --­~. 

• • 
Get Ready for the WAVEI 

Building Lasting Relationships 

The Pennsylvania Lottery, Scientific Games, and the 
retailer network have been successful partners for 
over 30 years, We are pleased that the Lottery has 
chosen to extend our business relationship for 
another six years. We are very enthusiastic to 
continue worXing with you, the retailers. 

It has been ten years since we have refreshed your 
terminals, and we are thrilled to be providing you with 
the latest technology available in the industry, which 
will indude: 

A WAVE terminal 
A wireless TIcket Checker that customers can 
check their own tickets 
A flat panel Customer Display Unit 

• A new communications networ1< thai will 
increase the speed of your transactions and 
have less down time 

During the next few months, many changes will be 
taking place behind the scenes in preparation for a full 
system conversion. Beginning in September, SGI will 
be scheduling retailers fOf training classes. You witt 
be contacted via phone to schedule training for your 
store. II is mandatory for retailers to attend a training 
class. After you or a member of your staff attends 
training, you will receive your new terminal. 

This issue of Converskm Connection is the first 
newsletter that will be distributed to all Integra 
retailers through the conversion process to help keep 
you informed about the changes. The key to a 
successful conversion is communication. Please take 
a few minutes to read this brief newsletter, and share 
the information with your staff. If you have any 
questions, please call our National Response Team at 
1-800-239-0230. 

TImothy J. Tobin St. 
Scientific Games General Manager 
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Retailer Tra ining begins in September 
After you attend training, you will receive a 
terminal within one week. Quick delivery ensures 
that the training is fresh in your mind. As soon as 
the WAVE terminal installation is complete, you 
can start selling tickets right away. 

Important things to note: 

It is mandatory for retailers to schedule 
and to attend a training class. 
If you do not attend a training class, you will 
not receive your new lottery equipment. 
Absence from a scheduled training date 
may cause a delay 01 installation. 

The WAVE terminal benefits indude: 

Smaller Footprint uses less 
counter space. 
Wireless Barc ode Reader has a 
wider range of reading tickets for 
quick and easy ticket and pack 
scanning. 
Document Scanner reads play slips and tickets 
faster than the existing terminal. 
Printer has no ribbons and changing paper is 
easier than the existing terminal. 
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Frequently Asked Questions 

Why are we getting new terminals? 

This new terminal is designed with retailers in mind. The 
Wave terminal is an interlace into the Lottery's 
expanded computer system. This new system offers 
more memory, more flexibility and is capable of 
handling new games, promotions and new programs. 
The new terminal, along with the Lottery, will help 
stimulate your sales and increase your profits. 

What's the schedule fo, training and installation? 

The Lottery and Scientific Games will have teams 
comprised of Customer Service Representatives 
(CSRs) and District Lottery Representatives (DLRs) that 
will conduct simultaneous conversion classes 
throughout the state. There will be 3 - 4 classes per day 
in eac:h location and each clASS will be approximi'llely 1 
14 hours long. The l ottery has ensured that you are 
provided with a choice of training classes to 
accommodate your busy schedule. Training classes will 
be held at severallocalions around the state and will be 
available during the day or in the evening. 

Why do I need to attend a training class ? 

A number of important procedures have been updated 
and modified. Touch-screen technology allows for Quick 
sign-on while the help videos assist you with certain 
routine procedures. In the training d ass, you wili leam 
about the terminal 's components including the wireless 
barcode readers, the high-speed document scanners, 
and the thermal printer. Attending a training class allows 
you to practice all terminal procedures in a training 
environment and to view all the new features and 
benefits of our new technology. 

Does anything need to be done In my store to get 
raady for tha naw terminal? 

The Lottery sent an information packet with the new 
satellite InfO«nallon. If you have not done so, please 
give your DLR the satellite authorization form. This 
form is \lita! for starting the installation process. Basic 
eQuipment includes the satellite antenna dish with a 
3'X3' roof mount and a 12"X17 IOU inside your 
location. This installation is simple and should oot cause 
any disruption to your business. Since the Wave 
terminal is smaller than your current terminal, no 
modifications are needed to your counter space. 

REDACTED BY TLC -12-5-10 
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Training Locations 

7 12 _ 

Training classes will be in the following locations: 

1. Allentown 10. Sayre 
2. Johns town 11 . Sharon ,. Bridgeville 12. Sharon Hill 
4 . Dubois 13. State College 
5. Erie 14. Warren 

•• Harrisburg 15. Williamsport 
7. Lancaster 16. Wilkes-Barre 

•• Valley Forge 17. Bedford 
9. Cranbeny/Plum 18. Coudersport 

There will be 3-4 training classes per day. You will 
be contacted by a SGI representative to schedule 
your tra ining nate::and time. You will receive a 
confirmation letter with the directions to your training 
location. 

Key Months to Note 

September 2008 Satellite installation, training 
scheduling, and WAVE. 
training classes begin 

October 2008 Terminal installation begins 

Conversion questions? 

Call 
1-800-239-0230 
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6.8.2.11lRAINING NEEDS OF CORPORATE. KEY AND CHAIN ACCOUNTS (DR 10) 

Without a doubt. your corporate, key and chain accounts are valuable pieces 01 your business. Scientific Gomes recognizes the 
importance of these accounts and offers them several unique training opportunities to enhance employee sales skills, service, 
and 10Nery expertise. Ultimately our goal is to creote a more prolitoble portner>hip between the lottery and your corporate 
occounts. 

We will assign the Senior Project Manager to be responsible solely for your corporate account training. The Senior Project 
Manager will be responsible lor ensuring all the tasks below exceed your expectations. 

The learning solutions lor these accounts would be dearly defined in the troining plan that is developed during the design stage 
01 the training project. We can creote, develop, and locilitote individuolleorning solutions to meet the specific needs 01 eoch 
corporate, and key and chain account. We will also provide troin-the-troiner courses conducted at locations that are acceptable to 
eoch corporate account, thereby sotisfying RFP Table 23, Detail Requirement No. 10. 

Instructor-led training solutions (on include: 

• Pre-scheduled, reserved dosses during conversion troining schedule 

• On-site classes 01 their stores or their corporate headquarters 

• Dedicoted troiner(s) that locilitote all top corporate account training 

• Dedicated training reservolion~~ 

Confidentiality Claimed 
Not released 

Following the initial retailer troining program and the system conversion, Scientific Gomes' on-site Troining Specialist will work 
with your Key Account representatives and major chains to develop on ongoing, integroted Texas lottery training that con be 
incorporated into their new employee orientation progrom. This will ease a porticulor challenge the Texas lottery faces with one 
of the highest percentage of convenience with gas stores in the lottery morket today. With historically high turnover in these 
stores, having on integrated truining program in plm8 {(In mitigate the dilemma of frequently training new staff. Retailer chains 
could greatly benefit as the troining plan and all the necessory materials, could be melded into their existing employee 
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programs. Scientific Games' markeling and training staff will work with the Texas laNery to determine which key accounts 
would best benefit from this type of integrated training and work together to develop and implement the programs. 

6.8.2.12 TRAINING SECURITY 

Scientific Gomes complies with all multHurisdictianol rules (e.g., MUSL rulesl when conducting retailer training sessions. All 
learning solutions have security measures in place to prevent tampering or then of ticket stock and terminals for prevention of 
tampering and/or then. 

For instructor-led training security measures include: 

• WAVrM terminals have locking mechanisms thot prevents tompering with the units or gaining o(cess to the internal 
components. 

• Whenever troini'g is held at temporary fodlilies, such as hotel conference rooms, the terminals are transported in locked 
tronspart vehides and supervised by the Lead Facilitator at the dass. The retailer training roam at remote locotions is 
kept locked at all times when the troining roam is not in use. Access to the keys to the training room are controlled and 
access to the roam is limited to authorize Scientific Gomes' and Texas LoNery personnel only. 

• Test ticket stock is kept in a secure locolion in the temporary training facility. The test tickets generated i, training mode 
at training sessions are shredded at the completion of dass by the training staff. Test ticket stock is removed from the test 
terminals oher each doss and stored in (] secured area. 

Confidentiality Claimed 
Not released 

6.8.2.13 TRAINING MATERIALS AND USER DOCUMENTATION CDRs 13 and 15) 

As changes are implemented, our Troining Specialist will work with our corporate ESO Team to create and update electronic and 
printed manuals for retail", related to equipment functionality and game ticket generotio" as needed. At a minimum, all 
materials will be reviewed and updated bi-onnuolly (Le., every two yem!. These materials will be made available on all lilies 
terminals (or in hard copy for equipment where this functionality is unavailable I and provided to the TexosloNery in a format 
for palling on the Texas LaNery's retailer website. 
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Alilraining malerials will include, bUI are nallimiled 10, Ihe following: 

a. Reloiler Guide Ihol provides Texas lOHery reloiler relaled policies/pracedures, a«ounling and licensing informalion 

b. Retailer User Manual thaI provides instruction on how to use each equipment type 

c. Quick Reference Cords, which are a condensed ver5ian of Relailer User Manual 

d. Relailer Best Prartices Ihal provides sales lips and besl prortices for increasing 10Hery sales 

This solisfies RFP Table 13, Deloil Requiremenl No. 13. 

Handouts and/or Manuals - lcienlific Gomes will produce and provide hand·ouls and manuals 10 reloiler5 in a formal 
oppraved by Ihe Texas loHery. The documenlotion will alsa be provided elertranicolly on Ihe Texas loHery's secure reloiler 
reporting websile, which will facililale updoles and dislribulion, providing reloilers wilh limely access 10 all importonl 
information. Any necessary changes to training (ontent will be done on loffey UniverGty 

Training moleriols and user dacumenlolion will be wriHen 10 a sixlh grode reading level and fealure a high saluration of visuals 
10 beHer facililole undmlanding. Addilionollroining moleriols will be produced 10 provide for new reloiler lraining (salisfying 
RFP Table 13, Delail Requiremenl No. 15), ongoing lraining for new reloiler employees, and 10 replace losl or damaged 
moleriols. Alsa, all of lcienlific Gomes Field lervice Technicians and LSRs will be supplied wilh addilionallraining moleriollo 
dispense as needed while on 0 service (all or PM visit at 0 retailer locotion. 

Examples of reloiler lerminal and reloiler procedures documenlolion Ihol Icienlific Gomes has used in olher 10Hery iurisdirtions 
include: Reloiler User Guide, Relailer Quick Reference Cords (aRC[, and reloiler lraining moleriols. A sample of a aRC is 
illuslraled in Figure 6.B·19. 
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Figure 6.8·19: Example of aRC from Pennsylvonia 

Samples of reloiler documenlolion Scienli"c Gomes has produced for olher iurisdictions con found in Ihe Supplemenlol 
Do(umenlalion ollhe end of Part 6 and on Ihe Supplemenlol Do{umentation CD behind Ihe Electronic Media lob (ord. 

User Documentation Updates - Our Treining Specialisl will updale Ihe lreining malerials and any user documenlalian 
provided 10 reloile" wilh each game or procedurel change. We con also provide conlenl or pertinenl informalian for Ihe 
bimonlh~ reloiler publicolian Ihe TCl produces. The formal wi ll be approved by Ihe Texas lonery. Copies will be supplied to the 
Texas lonery and 10 Ihe reloile" no loler than one week prior 10 Ihe slort dole of any new game or game change. Training 
chonges will also be included on Ihe relailer websile ond lonery UniverCily. 

6.8.2.14 TERMINAL·BASED DOCUMENTATION AND TRAINING 

A full, inlerective lroining mode is available on Ihe WAVfT" lerminDl along wilh exlensive help files and videos. Our online 
terminals are designed 10 allow for inluilive operalion and inleroctive troining via treining mode as shawn in Figure 6.8·10. The 
online terminal is much more than a POS device; if serves as the retailer's information center. 
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Figure 6.8-20: The WAV~ Screen ron de<lrly Dlfferentiate Between Training Mode and Uve Selling Mode 

When a retailer needs assi,tance, the fallowing terminal·based dowmentotion and training are available on the WAVfTM 

terminal: 

• Help System - Each screen on the terminal is equipped with an interadive help function. Help ",eens con be accessed 
01 any lime, including while the term inal is in training mode. 

• Retailer Reference Guide - An eledranic copy of the Retailer Reference Guide con reside on the WAVfTM retailer 
soles terminal. 

• Training Mode - This mode allows the terminal to simulate all retailer adivity without adually conduding transactions. 
Simulated transadions are pracessed and sample tickets printed (i.e., with no numbers printed on the tickets and ''VOl OJ 
TRAINING MODE' printed dearly on the ticket!, allowing employees to experience all of the feature, and fundions prior 
to his or her fi~t sale. 

• Instrudional Video, - These videos display rautine fundions that retoilers use periodicolly (i.e., ,hanging paper ,tock 
and using the bor code sconnerf. 
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6.8.2.1 SLOTTERY STAFF tRAINING !DRs 7, 11. 19, 20 and 2IJ 

Scientific Gomes will assign a Deputy Proiect Manager to oversee the troining of the Texas lottery team. This Deputy Proiect 
Manager will ensure that alltroining for lonery persannel is planned appropriately and that all Texas lanery personnel are 
profident in the s)'llems we implement. (lass durotions, «me and space availability, troining 10(Otions, os well as final Texas 
lonery-{lpproved curricula will be outlined in our troining pion. Troining activities will indude in person and online. This sotislies 
RFP Table 23, Detail Requirement No.1. 

Scientific Games will provide troining for Texas lanery staff at lottery offices or appropriate other locations, as approved 01 by 
the Texas lottery. 

Scienlific Games will provide Texas lonery staff troining in English and Spanish, which satislies RFP Table 23, Detail Requirement 
No. II. 

Training Methods and Tools -lottery stoff troining will incorporote a 
mix of instructor·led presentations IRgure 6.8-211 and discussions, with 
interactive hands-on, computer-bosed activities and workshops. 
Workbooks and documentation will be provided in support 01 these 
activities. 

Described in Rgure 6.8-22 are examples of troining dosses that will be 
provided in support 01 your new systems. Other topics con include: 

• Gaming concepts 

• Game management oppli(Otion 

• Administration reports 

• Scientific Gomes·offered pockages 

• Security features and (Ontrols 

• Drowings and prize liability 

Figure 6.8-21. An lostruc1or Demonstrates How 10 
Operate the WAVE™ Terminel 

In the post five yeaTS, Scientific Games has provided training to IOHery staff employees in (olaluiia (Spain), Connecticut, 
Maryland, Mexico, D~ohomo, Penns~vanio and Puerto Rico. Troining in each 01 these iurisdictions was delivered through 
customized troining curriculums. We are confident that, upon complelion of their troining, your stoff will be fully proficient and 
excited to tronsition to the new systems and equipment being propased for Texas. 
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Below are just lOme of the components of the training the Texos loHery can expecl. A final curriculum for loHery training will 
be mutually agreed upon once all the system requirements are finalized. 

figure 6.8-22: Gaming System (urriculum for lollery Stoff 

CLASS 
TIME OF 

DESCRIPTION 
PROPOSED TOPICS/ SUGGESTED 

TRAINING METHODOLOGY AUDIENCE 
WAVE'M Terminal Phose 1 The WAVf.TM reloil • Secure sign-on/off Any employee who 
Training terminal is a full fundion • Menu options and interfaces with the terminal 

terminolthol .,11 meet all navigation or the retailer. 
relail sales requirements. 

• The customer display unit 

• Using the scanners 

• loading/changing poper 

• Printing functions 

• Using training mode 

• Using Ihe help lund ion 

• Game functions 

• Poying and conceling 

• Terminal messaging 

• Inslontlickel manogement 

• District Sales 
Represenfulive (OSR) 

functions 

• Administrative reports 

• Terminal peripherals 

PloyCenlral Ployer Phose 1 PlayCentrol is a vending • Terminal hardware Any employee who interacts 
Activated Terminal machine capable of selling functionality with the terminal or the 

online and instant tickets. • Loading tickets retailer. 

• Running reports 

• Troubleshooting 
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Figure 6.8·21: Gaming Syslem (urriculum lar loNery SloH 

Information Redacted 
§552.101/466.022/552.139 

CLASS 
TIME OF 

DESCRIPTION 
PROPOSED TOPICS/ 

TRAINING METHODOLOGY 
Management 4·6 weeks Workstations ore pes thol • Secure sign-on/off 
Workstation Training/ belore Phose 1 lottery staff utilize 10 • Retailer/owner 

storts (go-live interact with the system's management 
dole) features and functions. 

• Online roonogemenl 

• Inslonllicket management 

• PromoliortS 

• licensing 

• Goims 
• Administrative reports 

• Support 
• Draw monagemenl 

• Financial reporting 

4-6 weeks is on • Navigating the System 
helore Phose 1 Executive Information • Viewing and pulling data 
starts (go-live Syslem. • Exlrocling dolo in reports 
dole) and spetiolized vie'NS, 

including the executive 
dashboard 

4-6 weeks .0 • Accessing the ~em 
helore Phose 1 (ontent Management • Creatiog and downloading 
storts (go-live System. ploylists with various 
dole) media 

• Administering system 

SUGGESTED 
AUDIENCE 

lottery employees who 
interface with system. 

Executives who wont II high 
level view into dolo. 

lottery employees who 
interface with this system. 

lraining will he provided 10 Ihe 10Hery sloff hy Ihe Ihird party provider Ihol is seleeled 10 supply 
the I(S. 

LSR and Inside Sales Training -Scienlific Gomes will provide ongoing sales lraining for LOflery Sales Repr"entolives 
IlIRsI. This will include a minimum of two formal sales training classes each yeor, satisfying RFP Table 23, Detail Requirement 
No. )9. As sloled previously, all of our lIRs are Ihoroughly lrained by our EducolianolServices Deportmenl and certified os 
lraine~. They will all have an expert-level 01 expertise an Ihe lerminals and peripherals, as well as LoHery policy, procedures, 
rules, regulations, and best practice methods. 
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At a minimum, lSR lraining will (Onlisl of: 

a. New employee lraining Ihal includes merchandising and (Ommuni(Olians 

b. New equipment ar software training 

c. New lottery praduct/fealure lraining 

d. General employee developm enl 

e. Sales skill developmenllraining 

f. Certin(Olian as Relailer Care Specialist 

Inside Sales training will (Onsist of: 

• New employee Iroining Ihol includes lottey 101, cuslomer service and lelephone etiquette 

• New equipment or software training 

• New lottery product/fealure lraining 

• Sales skililfocus an Tel·Selil 

• Ongoing employee developmenl 

This satisnes RfP Table 13, Delail Requiremenl No. 10. 

Marketing Staff Training - Scientinc Gomes wi ll train its dedicoted Marketing Team in product knowledge, promotional and 
soles techniques and other required training to support the marketing odivifies conducted on behalf of the Texas lottery, which 
sotisfies RfP Table 13, Detail Requirement No.11 . 

The marketing stoff includes: 

• Sales and Marketing Executives 

• Carporate/Choin Accounts and Independent Management 

• Sales Directar and District Sales Monoge~ 

• Product Specialists 

• Promotions Manager and Coordinators 

• Research Associate 

• Marketing Representatives 

As you con see by the infarmotion pravided in this seclion, Scientific Gomes is fully prepared to deploy a well designed, 
customized training program for your retailers and your stoff. The components detailed here combine to provide Ihe lottery and 
its retailers wilh the mast extensive training, documentation, and follow up available in the industry far the (Onve~ion and the 
life of the (Ontract. 
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PART 6 - SUPPLEMENTAL DOCUMENTATION 
Throughout the sections that comprise Po,t 6, we have relerenced 
multiple "omples 01 Supplemental Documentation. Within this section 
you (an find: 

• Service level Agreement (droltl 

• Business Continuity Plans 

) Austin 

J Abilene 

J EI Poso 

J Houston 

J Irving 

J lubbock 

J McAllen 

.) Son Antonio 

J Tyler 

) Victoria 

• Corporate Infrastructure Protection Plans 

) Alphoretla Crisis Management Plan 

) Alpharetla Threat Assessment and Business Impact Analysis 

J Global Field Incidents 

• Security Documents 

J Physicol Security Department Overview 

) Restricted Access Farm 

., Photogrophy Cantrols and Prohibitions 

) Access Insurance Policy 

) Core Site Security Standards 

) Warehouse Security Standards 

SG 
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• Retailer Training Guides 

) (annectieut LaHery Retailer Training Guide 

) (onneetieut LaHery WAVf!M Terminal Quick Start Guide 

) Delaware LaHery WAVf!" Terminal Quick Start Guide 

) Hoosier LoHery WAVf!" Terminal Quick Start Guide 

• Quick Reference (ards 

) Pennsylvania LaHery 

J Delaware lottery 

J Hoosier lottery 
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Need Help? 

SG 
SCIENTIFIC GAMES' 

For terminal assistance: 
Scientific Games 
Call Center 
(877) 294-4639 

hoosier lottery. 
For all other customer 
service inquiries: 
Hoosier Lottery 
Customer Service 
(800) 955-6886 
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