l}r‘t')"i]‘ltj 1 . ! quf)'rtﬁ}"lf_j

1o
.Y 163

R B B B

J 1 O1 0O 15e

A WORLD OF POSSIBILITIES

Proposal to the Texas Lottery Commission




A WORLD OF POSSIBILITIES

PRINTED PRODUCTS e LOTTERY SYSTEMS
DIVERSIFIED GAMING

Texas Lottery Commission
611 East 6th Street
Austin, TX » 78701

Scientific Games International, Inc.

1500 B|uegross Lakes Pcrkwc:y
Alpharetta, GA » 30004

ontact Per

sieve Beaso

President & Chief Technical Officer
Lottery Systems
Tel: 770.664.3700 * Fax: 678.624.4115

DOCUMENT REDACTED BY TLC - 12-5-10 SCIE




'Ov701040103

1 i T
1O 10 !l')"l(ll'l(_'l"‘ll'l'l('l‘l

TABLE OF CONTENTS

I

DOCUMENT REDACTED BY TLC - 12-5-10 S IE N T l F lc GA M E S :




PART I:

PART 2:

PART 3:
3.1
3.1

33
331
3312
333
34

35
36
3.7
38

39
39.1
392
393
394
3.10
311
KRIN
3.11.2
3113
3114
3.11.5

. POGUVENT REDACTED BY TLC - 12510, .

J, &Y JHUIN

Title Page

Table of Contents
Electronic Media
Options Matrices
Glossary
Attachments
Bonds
Transmittal Letter
Executive Summary
GENERAL INFORMATION. ..o oo ciicsnmmereansasinsereasnsens ibdsiivans 1-1
PROPOSAL PROCESS. .. . oo c s s isieransnacasibopasisstsatnesonsss veee 2=1
CONTRACTUAL TERMS AND CONDITIONS. .. oo vv i ieinnreerecnncennnnnannans 3-1
LD LR S AR R R s R e I 5 e e el 3-1
BIVERRNGIMN e e e e T 3-1
CUNIBA HENENTS o el D T e s e 3-1
BV CONIRAUE FORIATE L mcm S Bannsd o e M oty e g s s o 3-1
A LR e P R R W i 37
R b s U e AR S o s i LR 3-2
RN S = 0 o e D e L e D A T b T Z iR o L 3-2
L e e N R e e 3-2
T AN eI e R e e L R S 3-2
JOTEERY:S EEMANCIAL OBLIGATIONS . . oo snnscasvminvis sai s g sop o in-aves v sonios 3-3
RELATIONSHIP OF THEPARTIES . .. .. oo LR T P L TR SR 3-3
T L e S S Dt e e g S o e L R SN g 3-3
PAYMENTS FOR GOODS AND SERVICES. . .. ..ot e e e e 3-3
INOIEES . 0 e e s L e 3-4
R e S i I A R e ) e e S S R Rl N 34
e e o en T FeE e i L e o 34
Ty s N el ST R e e e e 3-4
ISIRCONIRRA I S ah- e (e < B e A oll et R i e 4 3-5
SURBLETTING . CONVEYING ASSIORING -5 s smims bonnpsstris s vin bavodsgesans 35
PRSI RSP BIY s e e 3-5
TR S e sl g R SR S e T B B e R e 3-5
BRI A i, e e e g o T e T o 3-5
TIME FORPAYMENE B YR DO R S o e s it b ot et I 3-6

" eEEEe



TABLE OF CONTENTS

; - LOTTERY APPROVAL OF STAFFING
3121 EMPLOYMENT OF UNFIT OR UNQUALIFIED PERSONS.. . .. ....ooeiiiiiin i 3-6
3122 PRRSORNES CHANOE NONRIRIION : <. o iocivin s v sormarvinavnitababo ke st banasian 3-6
3123 NOTIFICATION OF SIGNIFICANT ORGANIZATIONAL CHANGES . ................................ 3-6
3124 o e I T e TN s A e SRS e A SRS S 3-7
313 LT A T e e S S A i S e e 3-7
3131 BACKGROUND INVESTIGATIONS INITIATION . . .. ..o 3-7
3132 ONGOING BACKGROUND INVESTIGATIONS . . . ...t 3-7
3133 ERRLEE SRS TN B I R T ) e I S steaninna b i M ST ot i e a4 3-7
314 1 S ru e e S S SR T A O g A 3-8
315 R ERACUE LU AL S e OO e e it 1 e s R e s 3-8
3.15.1 B I R RS e e s mvbiusnsons anshis smamie s mnmavoysses 3-8
3152 L VT e c e i e O e BRI SRR e S SRR S 3-8
3153 CUNIRMS BRI 2 o s s mr o~ o v e s s mwimsie o wysime e b nie Fimoon 3-8
3.15.4 8 G T LS 3-9
3.16 L e e P et 3-9
307 2 L B e e o R e s I e oS S ety N 3-9
317A AL T e R S M O e e TR 3-10
3178 LALTATE T s L e e R T e L O S N S 310
317.C T L e T S e R e R G e e 310
3170 FAILURE TO ADHERE TO LAWS, ORDINANCES ....... ... 3
RAVA: ERLUREIO A INIERNRAIE = oo oo oo m s cn i aa s cap Seme M 2o s wile o 311
3I7F A ORE O ROV E PE RO UM el ot o - 4 S s A Sl wdms b SR A e e 311
3.17.6 A O NN ALY s e o e e e e e oo lp o/ is W e v S 311
3.17H LA Ly O T SRR S S IS URRRER RSP T AUCRN fesot 311
3171 BT e R R e, U, PR TTa SR Dl SCRA | SR 311
3.17) DRI I o e e s r v s re s Te s e o S SRR S A s s 312
318 TERMINATION FOR IMPOSSIBILITY OF PERFORMANCE. . . .. ....... ... 312
3.18A R R A O RS e e i e ine ak s e s s s 312
3.188 I O e B WL Seckiltes o i g ns e NN o m Fo A b h i g e 312
319 NIRRT TRV PR rmmemmrorsoman e 23 1 o TR 22000 0L S bt bk i o 312
3.20 TP R A N e e i L s ) 313
321 2N VO e S e e SRS S Y ORI e R - S 313
321.A PERMISSIONS, LICENSES AND AUTHORIZATIONS. ... ... iiiiieans 313
38 i L S e e N R e Pt s e 314
321.C L N e R I T e 314
3210 oo LT TR e R T e e S S et S U 314
321E Ul AN B T e R 314

ESEED
EREER
HEEER
131 T]
% e IDOCUMENT REDACTED BY TLC - 12-5-10



,/DOGUMENT REDACTED BY TLC - 12:5:10

 ORGANIZED AND CONSTITUTED

 LEGAL AUTHORITY AND CAPACITY oo . e
S e A R e R SR e e B S orh 315
ISR o e e
PERFORMANCE STANDARDS OF GOODS AND SERVICES ... ................................3-15
SPECIFICATIONS AND DESIGN CONFORMANCE ... _ e e 3116
e ey A e Ao i e e
S e e P EE AR O T O 316
PAYMENT OF MISPRINTED TICKETS. ... ..o s g
IR CONDITION AND REPRIR . cc . it v s e e s e e s i e v s e s 3-16
S RN T s 317
UNAUTHORIZED OR DISABLING OF GAMING SYSTEM .................ceveeinrenn.. 317
T AT ARSI S N e 317
T et e B L U e e 317
INTRUSIONS AND UNAUTHORTZED USE ...+ 117
TS A A e s e e 318
OUTSTANDING ASSIGNMENTS, GRANTS, LICENSES. . oo 118
FCREMDPENTT ah n se e R 318
S CESSEUL PROPOSEESITE VIS . oo e ioeesess s e ns s s et v e s 318
T R e 319
ST R R S R IR S e L e 319
OWNERSHIP OF PRIOR RIGHTS BY THETEXAS LOTTERY oo 319
OWNERSHIP OF PRIOR RIGHTS BY THE SUCCESSFUL PROPOSER. ... oo 3119
T e T e B e o o 3.20
Ty T SR (ISR SRS 3-20
L S o S L L B e 3.90
T e R e R R S R vl 320
AR WO i i e e i Rl o 191
SUCCESSHIL PROPOSERSS NAMEGRIBGD 0 - "n e 500 i Sl e 3-21
PRE-EXISTING AND THIRD PARTY RIGHTS. ...+ 321
SR e L R Ll 191
T S S et e i D Gt T 3.99
T S R SR e e BT e R M o D 329
ELEETUAL PROPERTY SERRCHE: - s s e T s i s 329
i et P i ST e 392
A e e s B 323
DT REC TN T e e et 323
ANSUAL FRANGALAUDEE ..o e e 393

KA LOTTERY COMMISSION

B

i

i i

nE
AMES



TABLE OF CONTENTS

DR CONTIOERIDIE <. s s ot 3R nsin s ik e 2

3310 ol Tt S S SO R 324
3310 L e e e e e e 324
331 RIGHT TO ADDITIONALLY AUDIT THE SUCCESSFUL PROPOSER' TEXAS OPERATIONS ... ... 324
331 RIGHT TO AUDIT RECORDS AND OPERATIONS ..o 324
3312 B e e 325
333 L e L R R O S 325
333 T A S IR S e 325
3332 INDEMNIFIED PARTIES LIABILITY ... 325
334 T T TR A S e O e e LD T 326
335 S T e e R S HE R 326
336 PERORMANE NS WS EEr L < o e S 326
336, ORIGINAL PERFORMANCE BOND ...................ooooiiiiriiiiiieeeas 326
3362 G T e R S R L 326
33 SERERAY (MEITRMSURNRGE 2= o i 327
338 LR e G e e A e 327
339 ERRORS AND OMISSIONS INSURANCE ..o 327
340 T S e R T e e 327
34 AUTOMOBILE LIABILITY INSURANCE. ..o 328
341 WORKERS' COMPENSATION & EMPLOYERS LIABILITY INSURANCE ........................... 328
3424 LT ek o S R L R G S S 328
3428 I i e e TR D N 328
343 W ORI e e e o o T e 328
34 DISCLOSURE OF SANCTIONS AND LIQUIDATED DAMAGES ...................oevveeenenenn. 344
345 FORCE MAJEURE/DELAY OF PERFORMANCE ......................c.ocooieiiiiie.n, 344
345, DELAY OR PERFORMANCE FAILURE BY FORCEMAJEURE .......................cocuerennin.. 344
3452 NOTIFICATION OF DELAYS IN PERFORMANCE ............. Ao O e e 344
346 SECIRITEREAINBNIS s - =ososysss ssmees s eommss i o ssnsianiins s con 345
346, T e S RO e e 345
3462 ADDITIONAL SECURITY MEASURES.............oeeeneaiiieieieeiciennen, 345
347 AT e e S e e S R SR e 345
341, BRI o0 oo o oo oo s sivubas vios vt 345
3412 RESPONSIBILITY FOR PAYMENT OF TAXES. ...t 345
348 BN o e T S e 346
349 T e RN 346
349, USE OF NAME, LOGO, IMAGES .. ... 346

mes
EER
Gk
% S SPOCUMENT REDACTED BY TLC - 12-5-10

Fi



~ TABLE OF CONTE

* PRE-APPROVED USE OF ADVERTISING, PROMOTIONS ANDPOS . ... e Sl Ak

350 HIRINGOETEXASIOTIERY PERSONMEL ... ... .oioiioieeeinenniieneionasieiannaaseeeen 346
3.50.1 EMPLOYMENT OFFERS OR BUSINESS ARRANGEMENTS . . .. .o 346
3502 SERVICES OF STATE OF TEXAS EMPLOYEES ............ooooiiiiiniienieiinn. Ry
38 HIRING OF LOBBYIST, CONSULTANT AND/OR ADVISOR; SUPPLEMENTAL mmmou ....... A 3AT
B SIS RN e I e e - = ey
il NSRS A R e T 9
ST S e R e e SRR SRS P Lie Sl LAY
355 AEERRCRIGEE -2 o5 s T e R i e Y
356 T T e S e E e e 3-50
351 CONVERSION COOPERATION ...................oveeeneennnnn. S 550
3562 EQUIPMENT AND MATERIALS REMOVAL . .. .. oo oo e e e e e nennes 3-50
3.56.3 TRANSITION OF ADMINISTRATION OF RESPONSIBILITIES .. ... ..o oo 3-50
3564 N PRSI o o e L i e D R e e e 351
357 e S e R . M e ey e e ey
358 T T Sy et (A S TS
SRt AR RGNS e 351
3582 MAINTAINABLE AND REUSABLE GAMING SYSTEM SOFTWARE. .......................... 351
3583 PROGRAMMING SUPPORT SOFTWARE. . oo 3.59
3584 RS e e e 3-52
3585 R D O AR s s 2t o s 3-52
359 O T D R O - o e 353
3.60 SANCTIONS AND REMEDIES SCHEDULE. .. ..o v e e e s e e, 353
3.60.1 L e T e i s S e W S et O [ e O 3.53
3602 R NT O SANCTIONS o o o bt s a0 i o b s 353
3.60.3 EAIEUBETO RSB SANGIIONS . .o o oot v s ea s et sibie s 3-53
3604 SEVERABILITY OF INDIVIDUAL SANCTIONS CLAUSE .. ... ..o eeee e eeeie e 3-54
3.60.5 SR TN ST B s o A e s S i e e e 3-54
361 BT T e e e e e s 1 3-54
3611 LIQUIDATED DAMAGES SCHEDULE . .- o s oe e eeenae s st e s ama e e ...3-54
3612 Y T O i N kel e & e o 3.55
361.3 LIQUIDATED DAMAGES ASSESSMENT . .- .- ov oo S SN TR 3-55
3614 SEVERABILITY OF INDIVIDUAL LIQUIDATED DAMAGES CLAUSES. .. .- ..o\ oo oo, 3.56
3.62 PRI s e e 3-56

oy NEEEN
»

RFP NO. 3622120001 ® JUNE 30, 2070°® EAAS COITERY COMMISSION



SCIENTIF

u
%
~ “POCUMENT REDACTED BY TLC - 12-5-10

LE OF CONTENTS

EARE
AEEE
Huma
ENEE

AMES

T TR e e

= e e St S s o 356
T RO SR e M SN g 357
BN et et e s e Y e b e e e
L T AT e e e Sk S ey IR T st L 357
T e e e VS T Uy
e A SO R W S T
R e e 358
ST A e e S SRR M e ...358
DECEPTIVE TRADE PRACTICES; UNFAIR BUSINESS PRACTICES ................................ 3.59
L L B (b A e A S L IR R W S ey 359
S T e e R e 359
VOLUNTARY PRODUCT ACCESSIBILITY TEMPLATE (VPAT) ... ... 3.59

ELECTRONIC AND INFORMATION RESOURCES ACCESSIBILITY STANDARDS, AS REQUIRED
BY I TACCHAPTER 213 (APPLICABLE TO STATE AGENCY AND INSTITUTIONS OF

HIGHER EDUCATION PURCHASES ONLY). ... ... .._................ocoeiee. 360
ELECTRONIC AND INFORMATION RESOURCES . ..................ccooeieeeeeee.. 3.60
VOLUNTARY PRODUCT ACCESSIBILITY TEMPLATE. ..................ooeoveeeeeeeiinne... 3.60
FALSE STATEMENTS; BREACH OF REPRESENTATIONS ....................cccoivneeernn... 360
LIMITATION ON AUTHORITY; NO OTHER OBLIGATIONS ..................................... 3.60
TR T e R TR IR S R SR o 361
BRGNS S e e e, e 361
O ST DR 00 e s 361
SrEis MRl S 361
e e e R S RO R N S 362
eI i 362
e on R e e S R R D 362
COMPLIANCE WITH STATE LOTTERY ACT ............oovuoeeeieeeie e, 362
T Rl s e T R R e e 3.62
CONTACT WITH TEXAS LOTTERY COMMISSION ..., 363
MEETINGS AT TEXAS LOTTERY HEADQUARTERS ... ..._...............oooeeeeiinn.. . 363
el e R R e 363
NONPROFESSIONAL SOCIALIZATION. .................ovveeeeeeeaeeeeeen . 363
PROFESSIONAL SOCIALIZATION ACTIVITIES ... ... 363
INCIDENTS AND ANOMALIES ... 364
SIGNIFICANT INCIDENTS AND ANOMALIES ... ... .o 3-64
e S e U 364
ATTACHMENT OF THIRD PARTY SYSTEMS, TERMINALS OR PRODUCTS ........................... 3.64

RFP NO. 362-10-0001 * JUNE 30, 2010 ® TEXAS LOTTERY COMMISSION



TABLE OF CONTENTS

REURED ACEESS AND SUPPORT .« < - <o icsiame snimsiomeasiams s vaessiesi s meaesonvis

3742 SlIPPORT AND ACCESS FOI RN TORM -MRODUAS s o LAl e o W i . 364
3743 INTELLECTUAL PROPERTY CONFIDENTIALITY AGREEMENTS. . .. ... ..o, 365
375 BN R IR = e T CF A e by L o 1 e A e 365
PART 4: RO R ORI ATION - . ot s o e ea o bls o rs e ni s e e oeosason 41-1
4] S AR D NS AN 0 s s o i o e s o s e ke o e 41-1
411 PROPESERRERHIECATIONS Stntt & Uslly J 0 (1 ISR LT | o MORERIES S i il 41-1
412 RTINS O T R D IR ENTY o it iiame oo s s o il St e s o e T L s A e 41-5
47 EXPERIENCE OF RESPONDING FIRM AND PRODUCT. . ..ottt e e e eeeeens 42-1
421 L T T T e s e o SRR S PR S e L e A 421
422 L B g ] S L O | e A e S PR S S 42-16
423 PREVIOUS EXPERIENCE IN TRANSITION SERVICES ... oo oeeitesieete e ceeseanenennsnsnns 42-30
414 DETAILED DESCRIPTION OF EXPERIENCE. . ..o oo eorereesereesessnccensvsannssaneans 41235
425 | e e 4247
43 R R D PE R ML o o o T i i o s e s I e s e i e s e 43-1
431 ORGANIZATIONALCHART .. ............... G et - RN MWL = = i = 4.3-1
432 E AN RGN STAFE RESONES 2! 5 s an i o s T E il i Se Sl o 0 4353
433 R S o i e e e e e R 4358
434 RESUREY ER I ANOR T it > e i N o oy g el T i 43-59
43.5 CVAERINE SEHEDUEE = 7 n it it b T 0 d ot ot Sl e sl S [T e e o 4359
436 R R N O RIS o i L R e e L iy 4.3-64
44 T e A et L T A L WAeay 44-1
45 DR PHO DN s SR et o Ce he el L e ey e o 45-1
46 N R D NI R o e e o o ey e e e e a2 46-1
46.1 SO RE O DN T O INTERESY . ot st Seca i a s d s it o e e S 4.6-1
46.2 CONTINNG O S O DR R R EMENT . .. o s i vveve hcvon i as st st oo avn e ssaes 46-2
47 EINANEERIS UNDREN S SEuenaihgs o hina e M o W70 A s e e - S e 47-1
471 HRARR AR Y = s s e s Sl = e G ey T e N A IO 47-1
472 AR T EIRANCE PER DR ANCE - o i e s e S e R T e s e 47-1
473 PERRE IR FIRANCAL PEREORMANCE . . ot o o o o e et e 47-7
474 SR RN TR INFORMATIOR = =t b s S B e e e S 47-8
475 ADDITIONAL FINANCIAL INFORMATION ..ottt e e et e eee s 47-10
48 o ] Tl S B T R crnat s o 48-1
48.1 PROPOSER BACKGROUND INVESTIGATIONS . ..ot eeiees e e aeeesenananns A 48-1
48.2 FACILITATION OF BACKGROUND INVESTIGATIONS . . .o oot e e e e et eeeaenans 48-2
483 ADDITIONAL BACKGROUND INFORMATION. . . ... e 48-3
PART 4 — SUPPLEMENTAL DOCUMENTATION . .. .. oiv ittt vrenrcnnsncscnnannose 1
10 3 POGYMENT REDACTED BY Tie 1280 SG



TABLE OF CONTENTS

PART 5:

PART 6:
6.1

6.2
6.2.1
6.22

6.3

631
6.3.2
6.33
6.34
6.35

6.4

641
6.4.2
6.43

6.5
6.5.1
6.5.2

6.6

6.6.1
6.6.2
6.63
6.6.4
6.6.5

6.7

6.7.1
6.7.2
6.73
674

6.8
6.8.1
6.8.2

SgEmE
EEEEE
: y ; gosus
“DOCUMENT REDACTED BY TLC - 12-5-10

HUB SUBCONTRACTING PLAN (HSP) . ... ....euevnneeenninnnnnn . e S)

ACCOUNT MANAGEMENT AND ADMINISTRATION ..........c.cviinniiiannnn, 6-1
G A R R R N PR el LSRG s M Ko 6.1-1
A AN A e e s LT Solndaa ll s e 6.2-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. . ............ 6.2-3
R EANASEMENEERIEENS= S (00 s 5t o immis i ot Ao BN R o o Eois mism e npomiid 6.2-3
SERVICE LEVEL MONITORING AND REPORTING ...................ooiiiiiiiiiiiiiiin. 6.3-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. . ............ 6.3-2
SERVICE LEVEL MONITORING AND REPORTING PROCESS . ..., 6.3-2
SURMEASUREMENT AND REPORTING - (. o0 5 ol L s i v dndirns cmes 6316
SERVICE LEVEL REPORTS AND NOTIFICATION PROCESS ..........oovviiiiiiiiiiiiiiiians 6.3-29
AUTOMATED REPORTING CAPABILITIES. .. ... oo 6.3-40
SRR R N b i v s st dos s sl asombdiosors moia also s et as 6.4-1
INCIDENT AND PROBLEM MANAGEMENT. . ............. . .. i, 6.4-1
A A DN L v o wen s s (e e s s S A TS 5 S8 e e s s 64-14
FERFORMANCE MARAGERERY - o s sis o binamtrs o s s sxsi basuns 6.4-19
COMPHIANCEREVIEWADRS JARD 0] ..o ccocvic v acioia ceviaduntiaiaise 6.5-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. . ............ 6.5-2
GBS R R e e e e R e e 6.5-2
ERI LTS S PO SRS v enmmnassis s e am s o ns e esdasre s s 6.6-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS .. ............ 6.6-5
RECOMMENDED FACILITIES (DRS 4, 6 AND 7). ......... .. S P S S e Y 6.6-5
L T e e i o e 6.6-56
CENTRAL DISTRIBUTION WAREHOUSE OPERATING HOURS (DR16) ........ovvvivieinennnn 6.6-56
FERAS NATIONAL SERNKE CEMIER - < - ovconesscmmanemsnss s samnd ns bauamssan 6.6-57
BUSINESS CONTINUITY AND DISASTER RECOVERY . . .........vvviiiiiiiiiin i cniiinans 6.7-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. . ............ 6.7-3
BUSINESS CONTINUITY AND DISASTER RECOVERY CAPABILITIES (DRS 9, TOAND 11).............. 6.7-3
DATA BAER-UP AND RESTOREPROCENS 5 oot tuonnoniabns s s i e svnms o 6.7-15
NONTORR B ROV oot ae e SR 0, e B e ide s o 6.7-16
B N N O L L e e h st St e 6.8-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS . ............. 6.8-4
PROPOSED TRAINING ACTIVITIES (DRSOAND T4) ..o e 6.8-4
PART 6 — SUPPLEMENTAL DOCUMENTATION . . ...ccoorvviniiiiineiinannnsannn 1



RFP NOD.

DocuMENT RED,&CTFD BY. T!:?l r}l«z%wu MISSION

LOTTERY GAMING SYSTEM

OVERNIEW i i i s Vs s A A s e e e Eee i
DNIRE G e dants o s A e ST e N e S S 1.2-1
ONEINE GAME DEYFIOPMENT = = oot il o, Bt idr s C st as o masiss el o L)
ONLINEGAME CONTROL ............... s ) e IR AR e i A 0 1.2-51
QW"‘GS ...................................................... N 0256
INSTANEDICREE GAME MANAGEMENT: ... oD s oy il o d 3]
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS .............. 13-4
LOTTERY GAMING SYSTEM CAPABILITIES TO SUPPORT INSTANT TICKET : ‘
OPERATIONS(DRSH56789IUANDH) ....................................... 73-5
SINGLEINSTANTTICKETACCOUNTING . .. . oo iss i o bty s veos D e e gt 51310
CRAMS ANBVALBATIONS . . s o i o e e s s st o L]
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............. 14-6
INTEGRATED SYSTEM FOR ONLINE AND INSTANT TICKET CLAIMS, VALIDATIONS AND PAYMENTS ... ... 14-6
VA AT AP AT ot e e o e e e e 74-19
LR STOO SIGATURES DR BY . o e h i 74-20
L T e et S A R I ST A (Y e W e g R e 7.5-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............. 1.5-7
SUPPORTING RETAILER MANAGEMENT FUNCTIONS (DRS 8,9, 10, 11,12, 13,

IS 161718192021, 2223 28 05 26, - 8 AND 09) <o 1.5-7
DNLNEACCESS TO TRANSACTIONAEDATA . . . o oo b i s o st vt i main s sia s mias 75-10
ONLINE SUBMISSIONS OF RETAILER APPLICATIONS. ... .ooeetie e e eeeaaes 15-12
LOTTERY GAMING SYSTEM GENERAL REQUIREMENTS . ....oovrie it rannrenns 7.6-1
SYSTEM CONEIGURATION ANB-CAPACITY- ... . i o so s sia e aanh cav e i v 1.6-5
RO A TR R AN e e e i, S ime v it S 16-46
SALES AND MARKETING SYSTEM GENERAL REQUIREMENTS . . ... ..oovveeieiiaennee 7.6-48
Yl L R R e e T e B e 1.7-1

ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............. 17-3
WA DO IR IO . s o s i 17-3

TS HOIRONMENY ANDAGCESSEDR 23Y - o o e s o o e, 17-14
AT T T N R T W SR IR (AR Y et o 7.8-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............. 1.8-6
L s e R R Sl D ot DM o) 18-6
PHISICABANDLORICAL SEEURTTY v o st o s s s o i S S § whealeis 7811
L L N o o PR T B et B e S SRR 7.9-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. .. ........... 19-2
REPORTING FUNCTIONS(DRS 6, 7AND 8) . . . .. oo i it st b inis wan 19-2
ICS SYSTEM AND VENDOR REQUIREMENTS . . ..o ieeeianns 7.10-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............ 7.10-2




TABLE OF CONTENTS

7.10.2
7103

.1

7111
7112
7113
7114
7115

1.12
7121
1122

713
7.131
7132
7.133
7.134
7.13.5
7.136
1137
7.138
7139
7.13.10
7.13.11

7.4
7.041
7.142

smERE
SEENE
€
“DOCUMENT REDACTED BY TLC - 12-5-10

SCIENTIFIC G

1CS VENDOR SUPPORT (DRS A AND 5}~ oo oo . 7.10-3

OUT-OF-BALANCE INCIDENTS AND ELECTRONIC FUNDS TRANSFERS . ...............ooooiiin 7.10-4
SYSTEM SUPPORTED TERMINAL FUNCTIONS . .. ..., 711-1
ACKNOWLEDGMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............. 7.11-6
LOTTERY GAMING SYSTEM TERMINAL FUNCTIONS SUPPORT. .. ..........ooviiiiiiinannn. 7.11-7
ONLINE DEVICE INTERACTION WITH BACK-OFFICE SYSTEMS OF RETAILERS ... ................. 7.11-24
ARAE RLEINOERIES YALIDRTIONS ... o oo s iiin in s v s v s S ans 7.11-25
TICKET PRIZE INQUIRY COMMUNICATION . . ... ... 7.11-25
SALES TERMINALS AND RELATED SYSTEM SALES EQUIPMENT.............ccoviiiiiiiiiinnnn 7.12-1
INSTALLATION, RELOCATION AND REMOVAL. . . . ... .. ..o e 7.12:90
A e e R G S U 7.12-95
R TR SR OB S oty s o e T v s sninis snis monals Sus afs G0 56 A inamai s Soe 713-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS . ............ 7.13-4
AL R e oo o e PR SRt e Saivae S /e B i D e o s 7.13-5
CALL CENTER STAFF AND MANAGEMENT (DR10) ..............oooiiiiiiiiiiiiinn... 7.1323
CALL CENTER SUPPORT OF RETAILER LICENSE BASE(DR10) ..............ccooeeiiiin.t. 7.13-33
U S G il S IASGRE PR © & Dt e PRl S S e A 7.13-33
RO RIS - e e ey e R 7.13-34
INVENTORY ORDER AND DISTRIBUTION ENHANCEMENTS. .. ...... . ...t 7.13-35
TICKET INVENTORY AND SUPPLY MANAGEMENT SUPPORT OF RETAILER LICENSES BASE .......... 7.13-38
ADDITIONAL ORDER PROCESS PROCEDURES . ........ ... o 71339
AUTOMATED ORDERING SYSTEMS(DR21) . ... . ..o 7.13-39
NN s I T e o S LR OO M N N 7.13-40
e R e e e e S R ey e i 7.14-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............ 7.14-8
COMMUNICATIONS NETWORK PERFORMANCE CAPABILITIES (DR 15). .. ...t 7.14-8
PART 7 — SUPPLEMENTAL DOCUMENTATION . . ... ceviriiiiiiniiiiieinninnnns 1

OMMISSION



KFP ND. 3

DOCUMENT I?EDAGTEP ﬁ\i.TLC ,{12 5—1D

AL AND IARIETING = iy o b s s ot lLREY

L e RS SO et e L s SRS R e angi-l
SALES MANAGEMENT AND BUSINESS DEVELOPMENT . .. ... ... 8.2-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. .. .. ..82-4
SALES MANAGEMENT STAFF (DRS 4, BAND 9) .. .. oot e e e 8.2-4

- SALES ORGANIZATION STRUCTURE (DRS 10, 11 AND e o e R e s

A Y e Sl SR e e N 8.2-42
ML ING COORDINAHONADRTY. o e o =0 il 8243

T e S RS e e ST
A(KNOWLEDGEHEHT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............. 8.3-2
'MARKETING STAFF DEVOTED TO NEW PRODUCT AND MARKETING STRATEGIES.. . .. s N 83-3
MARKETING ORGANIZATION STRUCTURE (DRS 10, 11,12, 13AND 14). ... ....covveeiiinnnn 8.3-6
LR AL R PN A VS o o e I s S e s 8.4-1
F S T A SO SR C A oSl ST S mert M TV g ) 8.4-9
LSR TICKET RETRIEVAL, TRANSFERS AND RETURNS . ... ..ot eeinanss 84-28
AN R GRS . el val o ss it s o v oo es 8.4-33
RETAILER CONTESTS AND RETAILER-BASED PLAYER PROMOTIONS . .. .......oveieeieennnen.s 8.5-1

- ACKNOWLEDGMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ... ........... 8.5-3
et T A A S = o B S o e S 8.5-3
'RETAILER INCENTIVE PROGRAMS (DRS 17,18, T9AND 20) . ... 8.5-10
PROMOTIONAL EVENTS AND RETAILER PROMOTIONS .. ... ..o, 8.6-1
ACKNOWLEDGMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. . ............. 8.6-7
PROMOTIONAL EQUIPMENT AND CAPABILITIES (DRS 25, 27, 28, 29, 30, 31, 32,

A B RN BB T e s 8.6-7
FROMOTIONS PROGRAM TERMIDRZ0) 7o oo et oo d i b st s e ....86-9

ALTERNATIVE APPROACH AND EQUIPMENT . .. ..o i e e eeeneees 8.6-12
'MARKETING MATERIALS AND RELATED EQUIPMENT. .. ..o i i ciieen e 8.7-1
ACKNOWLEDGMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. . ............. 8.7-3
MARKETING MATERIALS AND RELATED EQUIPMENT. ... ...oien it eenneeiannnneas 8.7-3
'UPDATING SIGNAGE WITHIN THE RETAILER ENVIRONMENT .. ...... ..o, 8.7-5
RESEARCH AND LOTTERY PRODUCT DEVELOPMENT .. ..o 8.8-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............. 8.8-3
RESEARCH AND DEVEL OPRENT PROEESS o s e bt a b o ks S s s 8.8-3
GEOGRAPHIC AND PSYCHOGRAPHIC INFORMATION ... .....iiinniiniiieineaieeennnss 8.8-50
RSk AR AR DL PN S A R s e s e st tee s e c A s it 8.8-55

R EARCH ANDOR DAT A ANALYS T STARE - o i s shimavamis s s s aws s e s 8.8-59

KY COMMISSION




TABLE OF CONTENTS

PART 9: WAREHOUSE AND DISTRIBUTION . ....oviviniiiniinannreronienacnacnnan .l-l '

9. A et et rvctosd v AT S on Bk S Ao i e 9.1-6
9.2 NEW INSTANT TICKET DELIVERY AND STORAGE . ... ...... .. ..o, 9.1-1
9.21 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS ... ........... 92.1-3
9.22 LEVEL OF AUTOMATION IN MANAGING, FULFILLING, AND STORING INSTANT TICKET ORDERS ... . ... .. 9.1-3
9.23 STAGING AND DISTRIBUTION PLAN FOR SIMULTANEOUS INSTANT TICKET GAME SALES

L e I M e 9.2-8
9.24 WAREHOUSING AND DISTRIBUTION METHODOLOGY AND STAFFING PLAN, INCLUDING

b D 3R, TR s M RS S SR SR i 9.2-11
93 ot LT L 4 e R e S A e ol e O e et Do 9.3-1
931 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. .. ........... 9.3-3
9.32 PLAN FOR PROCESSING AND SHIPPING TICKET ORDERS ON WEEKENDS, HOLIDAYS,

SRRONERTIMBSIDR 7] oo - 25 o rier commnis simanivn seais caiowomas s v s diasa i 9.3-3
9.33 PROCESS USED TO DOCUMENT THE DELIVERY OF TICKETS AND OBTAIN PROOF OF

SIGNED DELIVERY RECEIPTS FROM INDIVIDUAL RETAILERS (DRS TOAND T1).......oooeeeeae. .. 9.3-4
9.34 TICKET ORDER DELIVERY PLAN FOR RETAILERS IN GEOGRAPHICALLY REMOTE AREAS (DR 6). . ... ... 93-6
935 PROCEDURES AND MATERIALS THAT WILL BE USED TO PACKAGE INSTANT TICKETS FOR

DELIVERY TO RETAILERS (DRS8AND 12). ... .vvviiininieiiieiiiiiin i e 9.3-6
9.36 PROCESS THAT WILL BE USED TO PREVENT INSTANT TICKET MANUFACTURER OMITTED

PACKS OR OTHER DEFECTIVE PACKS FROM BEING SHIPPED TO RETAILERS (DR9)................. 9.3-7
9317 METHODS, PROCEDURES, HARDWARE AND SOFTWARE TO BE USED TO MONITOR INSTANT

1EN 1 4 BORRARIE T RO R LI ST SRR e T e e 9.3-8
9.38 STOLEN AND DAMAGED INSTANT TICKET REPORTING (DR6) . ...........ccoovieniiaiiiiit 9.3-25
9.4 INSTANT TICKET AND ONLINE TICKET STOCK DESTRUCTION ... .. ..o 9.4-1
94.1 ACKNOWLEDGEMENT AND ACCEPTANCE OF ROLES AND RESPONSIBILITIES AND DETAIL

L IR T S i oS BV C U R SRR e S 94-2
942 PROCESS AND/OR PROCEDURES TO ENSURE THE DESTRUCTION OF INSTANT TICKETS,

ONLINE TICKET STOCK AND OTHER MATERIALS WILL BE PERFORMED .. . .................... .. 94-2
943 DESTRUCTION OF INSTANT TICKETS, ONLINE TICKET STOCK AND/OR OTHER MATERIALS

R B S A e s ere Ao ws whats aiscs v B g o 4 BN S SR AN e e s 9.5-2
9.5 PROMOTIONAL ITEM AND POINT-OF-SALE (POS) VERIFICATION AND RECEIVING. . ................ 9.5-1
9.5.1 ACKNOWLEDGMENT AND ACCEPTANCE OF THE ROLES AND RESPONSIBILITIES AND

L3 L N e U oy 952
952 HOW AND WHERE PROMOTIONAL ITEMS AND POS WILL BE RECEIVED, STORED AND

DISTRIBUTED TO MEET TEXAS LOTTERY REQUIREMENTS (DRS7AND9) . ...............oootot. 9.5-2
9.53 THE PROCESS FOR THE VERIFICATION, RECEIVING, AND ONGOING INVENTORY OF

PREMUTIORAL TS DR B). o is s ceis ian e vinnnaade siniss ow'y ssi's sy aia S2 8 S wnn 9.5-3
9.6 PROMOTIONAL MERCHANDISE INVENTORY . .. .. .. ...t 9.6-1
96.1 ACKNOWLEDGMENT AND ACCEPTANCE OF THE ROLES AND RESPONSIBILITIES AND

DETAIL REQUIREMENTS . . e 9.6-2

-ééiiJMENT REDACTED BY TLC - 12-5-10



EP )

{0. 3

97
911

972
973

PART 10:

10.1

10.1.1
10.1.2
10.1.3
10.1.4

10.2

1021
10.2.2
1023
10.24
10.2.5

103
10.3.1
103.2

10.4

104.1
10.4.2
1043
10.4.4
1045

10.5
10.5.1

10.6
10.6.1
10.6.2

62100001 © JORE 30, 200 @ TEXAS LOHTERY'

zzzzz

* THE PROCESS FOR HANDLING INCOMING AND ONGOING INVENTORY OF ALL TEXAS e
LOTTERY PROMOTIONAL MERCHANDISE (DRS 3, 4ANDS) ... L ..mz
WAREHOUSE AND DISTRIBUTION GENERAL REQUIREMENTS (DR 6). .. ................... KT
ACKNOWLEDGHENT AND ACCEPTANCE OF THE ROLES AND RESPONSIBILITIES AND
R e e L e 97-3
 PROCESS T0 ACCOMPLISH INSTANT TICKET ORDER PROCESSING AND PACKING AT THE
CENTRAL DISTRIBUTION WAREHOUSE (DRS 7, 8, 9 AND 10). . ... . veeeneeeeeeen.. 97-3
*INSTANT AND ONLINE THEFT PREVENTION ............oveeeeeeeeeenn. AT
CONVERSION 2 o e o St S e P ey 10.1-1
COMERSIONIIRE . -5t = M T S TG 001
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............ 10.1-4
OVERVIEW OF CONVERSION PLAN AND PROCESS (DRS 11,12, TSAND 18). ... ............ ...10.1-4
PROJECT MANAGEMENT PROCESS (DR 17) .+ 10.-24
OIPEONSTRETDR ) ... o v o it o i e e B B 3= 00 101-31
RO INIEING S ., v har e o i 10.2-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ............ 10.2-4
INTEGRATION AND TESTING PROCESS (DR 33) .. ... eneeiinaeeeannns 10.2-4
AT Rt U N e U S R 10.2-7
IEERMTIONANBTISTRIN, . . oo s o ohans on b s s oA s s 10215
LOTTERY GAMING SYSTEM BACK-UP AND RECOVERY. ... oooeeeeeeeeeeen 102-22
IMPLEMENTATION AND MIGRATION .. ... eeees e eeeeneneeenenns 10.3-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ... ......... 10.3-2
|MPLEMENTATION AND MIGRATION STRATEGY AND PROCESSES ........\vvveeeeeereeen.. 10.3-3
CONVERSION PLAN GENERAL REQUIREMENTS. . ............ooveeeeeene... e s 10.4-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS............. 10.4-3
CONVERSION PLAN (DRS 3, 4,9, AND 10). .. - e eeeeeereeeenneeeseaeennns 10.4-4
Lo R sl e L L e RS 104-17
PROJECT MANAGEMENT METHODOLOGY (DR 13) .+ e oo 10418
IS T e e SRt 10.4-42
T e S e i e e e 10.5-1
CONVERSION PLAN AND TIME CHART... ..., S e ...105-2
END OF THE CONTRACT CONVERSION PLAN ... ... ..ooooeeoee oo 10.6-1
ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS. ... .. ....... 10.6-4
PROCESS AND FACTORS RELATED TO END OF CONTRACT CONVERSION (DRS 12AND 13) ... 10.6-5
PART 10 — SUPPLEMENTAL DOCUMENTATION . ..+« e v ovvnee e onenaenneseanens 1

OMMISSION




TABLE OF CONTENTS

. e - s i - i -
- = o o . - . o
e e n = i o
S - &

o -
o o -
- i

] N
B F ]
[ L1
seruTItc ahmee T REDACTED BY TLE -12-5:10 RFP K. 362-10-0001 ® JUNE 30, 2010 ® TEXAS LOTTERY COMMISSION



'Or01000 0

1 L By | O DO 0av040

PART 6: SUMMARY

W)s

DOCUMENT REDACTED BY TLC - 12-5-10 Sc l E N TI F l c GA




PART 6: ACCOUNT MANAGEMENT

DOCUMENT REDACTED BY TLC - 12-5-10




WHY SCIENTIFIC GAMES FOR TEXAS

EXPERIENCE

® Scientific Games has the largest and most diverse account management relationships in the industry.

With customers in 50 countries on six confinents, we are partners with both large and small lottery organizations,
located in the United States and internationally. .

Our array of produdi offerings siretches wide and
indudes a diverse set of offerings, inuding: lottery
gaming systems; licensed branded games, instont

ticket manufacturing, and systems and management
services; operafions management service; video gaming
suiles (systems, software and terminals); server-based
systems and gaming machines; amusement-With-Prize
(AWP) and Skill-With-Prize (SWP) betting terminals;
sports betfing solutions; and inferactive content for the
regulated gaming industry.

The depth of these customer experiences ensures the Texas Lottery will have a partner that clearly differentiates itself
through our enteriainment and content portfolio and global experiences in our account | management practices with
the world's leading lottery organizations.

® Scientific Games has proposed TLC Account Team leaders with the most diverse skills in the lottery
industry.
Scientific Games has a highly diverse organization containing global leaders with skills in an ever-expanding portfolio of
gaming producls and services to the world's government regulated and government-sponsored entities. Scientific Games
believes this diversity differentiates our proposed TLC Account Team and enhances our proven ability to deliver world-
class solutions to leading organizations like the Texas Lottery. Our proposed TLC Account Team has a proven track record
of leading innovative, secure, and service-oriented organizations in the global gaming industry. The depth of our team’s
diversity is in their experiences with a variety of lottery products, geographies, and working experience with vendors
and state lottery organizations. A brief introduction to our TLC Account Team leaders:

® TLC Account Director — John Osenenko
® 19 year lottery veteran with experfise in general management, business development, government
offairs, and program management
® Key prior experience: Scientific Games Vice President Asia Pacific and General Manager, Florida Lotfery.
Former 11 year GTECH employee.
® TLC Deputy Director Sales and Marketing — Tony Molica
e 25 year lottery career with a distinguished sales performance record
® Key prior experience: California Lottery Executive Director, Washington Lottery Executive Director
® TLC Deputy Director Technology — David Douglas - ITIL Certified
® 73 year lottery veteran focused on operations and service management
® Key prior experience: Guided the creation of GTECH's Data Centers of the Americas (DCA) in
Former 18 year GTECH employee.

John Osenenko

Information Redacted
§552.101/466.022/552.139
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® TLC Deputy Director Instant Ticket Services — Scofi Ross
® 28 year lottery veteran focused on instant ticket management services
© Key prior experience: leadership roles in instant ticket service management in Florida, Arizona, and
New Mexico.
* Scentific Games” Facilities Logistics Team has performed over 20 successful build-outs in the past five

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

* Scentific Games’ Educational Services Department has trained over 75,000 retailers since 2005.

Scientific Games retailer training sessions have the highest participation raie of any other lottery vendor-provided
training because our Educational Services Depariment is the only training team that focuses on the enfire retailer
experience. We have in-house logistical experts, experienced in large scale rollouts, ready to execute statewide
instructor led training. This includes event planners, retailer communicaions specialists and Refailer Care Specialists
whose training programs encompasses online and instant producls, S
Lottery terminal technology, and SalesMaker techniques fo ensure
refailers know how to promote lottery products at point-of-sale.

This department recently trained over 17,000 attendees as part of
the system conversion in Pennsylvania and is eager to train the Texas
Lottery’s retailers and staff.

DIFFERENTIATORS

e Scientific Games Transitional Incentive Plan for Existing Lottery Operator Employees

After consultation with the TLC, Scientific Games will establish a Transifional Inventive Plan to provide for those
employees that may qualify to transition from the current TLC lottery operator employ to migrate to work for Scientific
Games. By utilizing the experienced existing Texas workforce, Scientific Games will integrate institutional knowledge
thus strengthening our team and ensuring continuity.

Information Redacted
§552.101/466.022/552.139
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Confidentiality Claimed
Not released

 Enhancing Physical and Logical Security Controls

We are proposing the use of a single security card that controls physical access and provides for logical access control
as well. This enhanced security feature provides a layer of security that we believe is vital for the Texas Lottery
Operations. For personnel who needs access to restricted systems this enhances the lottery security position by
providing more control over system access while minimizing the
number of access types and cards required by a user. Part of our
overall risk management goals is to limit risk and eliminate the
potential for fraud by providing enhanced security controks.

Our physical and logical security teams will use parallel but
integrated databases to store and share credentials which will
strengthen access controls and event monitoring. This approach will
also enhance our capability in the early detection of abnormal, unauthorized or muhtlous activity attempls or emerging
security attacks and their subsequent investigation. Maintaining the public trust in the ability of the lottery for facilities
and logical infrastructure is something we fake very seriously and are dedicated fo ensuring.

e Scientific Games will establish our Texas National Service Center in the Austin-area

Scientific Games is committed to working in close cooperation with the Texas Lottery and the Texas State Department of
Economic Development in our efforts 1o meet the goals set by Texas State Certified Minority Owned Business Enferprise
and the Texas State Certified Woman Owned Business Enterprises as subcontractors and suppliers in this proposed

contract. Upon award of the contract to Scientific Games, we are committed to establishing our Texas National Service
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Information Redacted
§552.101/466.022/552.139

Center in 1 ea. Our Texas National Service Center will house several key components of our national service
infrastructure and resources including: |

The establishment of the Texas National Service Ceners enhances our ability o exceed the
service level requirements of the Texas Lottery, provides expanded opportunities for the State of Texas and its citizens,
and highlights the benefits of your selection of Scientific Games as the preferred choice for your lottery operations and
services.

* (Corporate Quality Programs

® Scientific Games was the first systems vendor in the industry fo receive two major NASPL Standards Initiafive
(NSI) Best Practices awards in May 2007.

® Scientific Games is proud to have been the first systems vendor in the industry to receive two major NSI
cerfifications for Best Practices:

® NSI Quality Assurance Requirements Definition for Vendors

® NSI Quality Development Process
The NASPL Best Practices, when implemented are infended to
provide both lotteries and vendors with simple, documented and
approved methods for building quality into the product development
and maintenance processes. NASPL best practices emerged from a
collaborative effort that drew on the experiences of senior lottery
insiders as well os technical development experts to further the lottery
objectives of integrity, security, interoperability and profitability.
Obtaining NASPL certification provides formal recognition of
conformance to the Quality Assurance best praciice which includes
mandatory requirements that have to be implemented in order o conform. Within the support services organization,
our approach is project focused with project planning and dedicated monitoring by Scientific Games” Software
Development Manager for the entire development life cycle as required by the Project Planning component of the
NASPL Best Practices for Quality Assurance of Product Development within the Lottery Industry.

“Ec\d'\s\.

Scientific Games understands that we are ultimately responsible for the system’s quality and that of the software
releases as well. The Texas Lottery can be confident Scientific Games understands our responsibility for confinued
quality and effectiveness of sofiware delivery.

In September of this year, Scientific Games became the first scratch-off game vendor

in the industry to be assessed and approved by QAS International and thereby 150
27001:2005 certified. This certification applies to Scientific Games' Game Programming
administration systems as they apply to the operation of our information security
management system for instant ticket game development and operation. This standard
is designed fo ensure the selection of adequate and proporfionate security controls that
profect information assets and give confidence to our customers.

Scientific Games has multiple facilities registered as conforming to the international standard 1S0 9001:2000. The scope
of the registrations includes the manufacturing of online terminals and instant tickets. The and

DOCUMENT REDACTED BY TLC - 12-5-10
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BENEFITS

RISK MITIGATION

o

Information Redacted
§552.101/466.022/552.139

facilities are both certified o conforming fo 150 9001:2000. In short, oll terminals for the Texas Lottery
Corporation will be manufactured in 150 9001:2000 certified facilities.

Scientific Games has integrated the IT Infrastructure Library (ITIL) and IT Service Management (ITSM)
best practices and automation tools into the way we do business.

As the most widely used standard for service management in the world, Scientific Games decided fo create a new
service management group around the ITIL and ITSM standards. This service management team's core functions include
the establishment of performance standards, overseeing processes
and best pracices, and ensuring operating efficiencies for online
data centers and retail operations. We have integrated the ITIL and
[TSM best practices and automation tools into all of our business
praclices. This adds significant value fo the services we provide

fo our customers and is designed fo not just meet but exceed the
requirements and expeciations of the Texas Lottery.

These service management practices allow Scientific Games and
the Texas Lottery fo become more efficient while improving

the levels of customer service Scientific Games provide to the Texas Lottery, your staff, and your retailers through
process avtomation and speed-to-deliver service. By investing in additional automated tools and employing a staff of
the highest caliber, we are able to provide the Texas Lottery with the most efficient, relioble and dependable service
management solufion currently available in the industry.

Continuous Process Improvement and a focus on Best Practices

Our corporate Global Management Team has mandated policies fostering continuous process improvement throughout
the organization. The goal is 1o always increase customer safisfaction and improve the quality of delivered products.
Scientific Games constantly strives fo improve all aspects of service delivery induding product marketing, game
software, process control systems, production hardware and project management. This systematic approach ensures that
the right mix of games, play options and promofions are incorporated info the product and delivered on fime in order
1o maximize our customers’ financial success.

Scientific Games values integrity and responsibility.

Scientific Games, like the Texas Lottery, works hard fo maintain the industry’s trust by protecting and ensuring the

integrity of our vendors, suppliers, customers, employees, consultants, and operational facilities. We value and require
ethical behavior by our employees and all parties conducting business with Scientific Games. Our Board of Directors

has designated a Compliance Committee, comprised of three independent Directors, and that Committee has approved

the standards/requirements of our compliance program in accordance with the law, our regulatory oversight, and good
governance in order fo protect our reputation and standing. Scientific Games also has a state of the art Code of .
Conduct in place which has been approved by the Board of Directors.
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The day-to-day management of our compliance is the responsibility of Larry Potts, the Chief Compliance Officer, who

is a retired FBI agent and former Deputy Director of the FBI. Ira Raphaelson, the General Counsel of Scientific Games,
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
corporate governance.

In Texas, we propose the establishment of a Service and Compliance team that will report fo the proposed Texas Account
Director with additional reporting duties fo the Scientific Games Corporate internal oudit team in Alpharetta. This
organizafional structure ensures strong organizational support within the proposed Scientific Games Texas organization
and the Scientific Games corporate organization and further commitment to operae our business af the highest ethical
standards and in accordance with the contractual service level requirements.

_ v
®
4

o Scientific Games has the right people, plan, and account
management processes in place to provide superior
account management services.

o TLC Account Team leaders with an average of 24 years of
relevant experience.

e The broadest and deepest portfolio of account relationships in
the indusiry with many of the leading lottery organizations in
the world.

e |ntegration of the industry’s leading service management
standards incuding ITIL, [TSM, and NASPL Best Practices.

We believe this demonstrates Scientific Games position as the
preferred partner for the Texas Lottery’s lottery operation and
services.

e Scientific Games has implemented and maintains business continuity and disaster recovery plans for
all 15 of our online customers.

For each and every facility that Scientific Games operates, we have in place a Business Continuity Plan that is updated
on a regular basis. We understand the importance of communicating the nature of any disaster with all the affected
parfies, coordinating with each of the disaster teams, working with local Public Safety officials, and possibly preparing
and issuing statements to the media are all part of the successful recovery effort. This why the objective of business
continuity and disaster recovery plans we will implement for each of the Texas Lottery’s facilities will be to minimize or
avoid interruptions and downtime due fo an emergency event, while anficipating and evaluating the impact of potential
risk factors caused by fire, flooding, or other natural disasters, as well as terrorist activities or labor disputes.

e Texas Performance Incentive Plan

Texas Performance Incentive Program is a tiered incentive program designed fo motivate and reward Scientific Games
employees for their achievement of annual objectives that directly contribute fo the success of the TLC and Scientific
Games.

DOCUMENT REDACTED BY TLC - 12-5-10
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A WORLD OF POSSIBILITIES

JOHN OSENENKO

Team Account Director
Online Operations

A MESSAGE FROM JOHN OSENENKO

Team Account Director

“Our four-fiered management model cross-checks and ensures that the Texas Lottery benefits from every level of our organization with o
comprehensive staffing and support services solution, including a corporate service structure focused on Texas site support and a local service
structure attentive fo lottery and retailer services. Scientific Games is the only vendor who can propose an ongoing operations team that has
relevant and in-depth Texas Lottery-specific experience. With 10 years of lottery experience, Dan Grace, our proposed Project Director, will be
locally supported by a highly skilled and experienced team of seasoned professionals, who are all intrinsically familiar with the Texos Lottery. As
your Account Direcior, | pledge to you my personal support, and | will continue to be a loud and constant advocate for the Texas Lottery within
Scientific Games.

Scientific Games ensures that we're not simply here to fulfill contractual requirements, provide staffing, and deliver support services, but to
demonsirate that we are truly committed fo your overall success as your partner. It has always been, and will continue to be, my persondl goal and
commitment that you don't just receive what is required, but that you also get all of the help, support, and commitment that you need fo operate,
grow, and expand your business into the future as we colledtively face the new challenges that lie ahead.

The Texas Lottery needs and deserves a pariner who iruly understands and appreciates the many challenges you face day-to-day, month-to-month,
and year-to-year. Truly, nobody understands this better than we do, and no other vendor can provide the commitment we do. The Texss Lottery
also needs a parter who is capable, knowledgeable, experienced, and fully commitied to ensuring that you are in the best possible pesition to
overcome and surpass challenges faced in these uncertain times in order to meet the faith and demand that the citizens of Texas have placed upon
the Lottery. It is clear that you must seek to identify the best possible partner to assist and support you in meefing your desire to produce the
maximum amount of net revenue for the citizens of Texas, while also preserving the values, dignity, and the Texas way of life, and | personally
assure you that Scientific Games is that Partner.

Together, Scientific Games and | stand ready to continue to provide the Texas Lotery with best-in-class service and operational excellence through
exceptional gaming system software and hardware, cutting edge terminal equipment and peripherals, outstanding personnel, informative training
dependable equipment maintenance, and automated fooks to fully aid and assist you in realizing and attaining the Texas Lottery's full potential -
now and info the future.”
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PART 6 ACCOUNT MANAGEMENT AND
ADMINISTRATION

6.1 OVERVIEW

RFP Requirement: Account Management and Administration activities apply te the
provision and delivery of all services that are required fo provide and support the
Lottery Gaming System, sales & markefing, and worehouse & distribution, and reluted
services as further described in Section 1.1.4.

Scientific Games understands that account management and
administration activifies apply to the provision and delivery of all services

required fo provide and support sales and markefing,
warehouse and distribution, and related services.

As required by RFP Section 1.1.4, Scientific Games has provided the
information in our proposals that will permit the Texas Lottery to award o
contract that provides the best value.

Scientific Games and its affiliated companies is a global leader focused on
delivering an ever expanding portfolio of gaming products and services to
the world’s lotteries. With customers in 50 countries on six continents, we
are partners with bath large and small lottery organizations, located in
the United States and internationally.

The depth of these customer experiences ensures the Texas Lottery will
have a partner that clearly differentiates itself through our enterfainment
and content portfolio and global experiences in our account management
practices with the world’s leading lottery organizations.

In addition, Scientific Games’ highly diverse organization containing
global leaders with skills in an ever-expunding portfolio of gaming
products and services fo the world’s government regulated and
government-sponsored enfities. Scientific Games believes this diversity
differentiates our proposed TLC Account Team and ensures that they have
to skills and experience o manage the Texas Loitery account.
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| PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

6.2 ACCOUNT MANAGEMENT

RFP Requirement: Account Manogement Services are those activifies ossatiated with the ongoing managemen! of the service environment. The
following table identifies the Account Monagement requirements.

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

Toble 3. Account Management Requirements

SUCCESSFUL

ROLES AND RESPONSIBILITIES TLC

PROPOSER

1. Develops, documents and maintains Account Management procedures that meet Texas X
Lottery requirements
2. Hires, trains and maintains adequate staffing to mest service requirements X
3. Develops riteria, formats and processes for reporting services, administrative, and X

Service Level adtivities

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

Ensures all contractual reporting requirements are met

Submits weekly invaices for services provided

Prepares HUB Subcontracting Plan (HSP) updates and monthly compliance reports

4
5
6. Maintains financial records for Texas Lottery account
7
8
9

Responds to inquiries and requests for information in a timely manner

| <] ><X| > | B>=| >=| =

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

DETAIL REQUIREMENTS RESPONSE

SECTION(S)

11. The Successful Proposer shall provide verbal and/or written status reports to Texas Lottery 6.2.2.1
management in accordance with the reguirements of this RFP and the Contract and on a
frequency to be determined by the Texas Lottery.

12. The Successful Proposer shall immediately report fo the Executive Director or designee, any 6.2.2.2
incident or anomaly, as per Section 3.72.

13. The Successful Proposer shall provide electronic organizational charts on a calendar quarter 6.2.2.3
basis. Updated organizational charts shall be provided no lafer 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 fitles, number of positions, and confact
information (email address and phone number).

DOCUMENT REDACTED BY TLC - 12-5-10
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

e _ RESPONSE
DETAIL REQUI
_ L REQUIREMENTS SECTION(S)
14. The Successful Proposer shall provide a comprehensive report of incentives provided to all key 6.2.2.4
management staff, os defined in Section 4.3.2, on or before September 1st of each year.
15. The Successful Proposer shall provide the Texas Lottery a monthly report of all position 6.2.2.5
vacancies, including position title, location and date vacant.
16. The Successful Proposer shall immediately disclose, in a written statement within fifteen (15) 6.2.2.6
Days of its occurrence, any actual, potential or perceived conflict of interest, as defined in Section
4.6.
17. The Successful Proposer shall notify the Texas Lottery of a material adverse change in financial 6.2.2.7

condition during the Contract term and any renewal thereof. If the Successful Proposer
experiences a material adverse change during the term of the Contract or any extension thereof,
the Successful Proposer shall notify the Texas Lottery in writing of such change of the fime the
change occurs or is identified. Failure to nofify the Texas Lottery of such material adverse change
will be sufficient grounds for terminating the Contract. The term “material adverse change” shall
mean any change or changes that individually or in the aggregate are materially adverse fo (i)
the assets, properties, business, results of operations or financial condition, taken as a whole, of
the Successful Proposer or other applicable obligor, (ii) the ability of the Successful Proposer or
such other obligor to perform its or their obligations under the Contrac, or (iii) the legality or
enforceability against the Successful Proposer or such obligor of the Contract.

Table 4. Account Management Response Requirements

RESPONSE REQUIREMENT

1. The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicated in this
section.

2. The Proposer must provide a description of its proposed account management process.

Table 5. Account Management Service Level Requirements (SLR}s

SIR # SLR NAME

3.60.6 Failure to Permit an Audit or Examination

3.60.7 Failure to Produce Accurate Records or Provide Accurate Information
3.60.8 Failure to Produce Timely Records and Information

3.60.9 Failure to Disclose Lifigation

3.60.10 Failure to Obtain Prior Written Approval Before Issuing News Release
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6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Tabie 5. Account Management Service Level Requirements (SLR}s
3.60.11 Failure to Notify the Texas Lottery of Changes of Lobbyist, Consultant and/or Advisor Information
3.60.12 Failure to Comply with Non-Disclosure Terms
3.60.13 Unauthorized Purchase of Texas Lottery Tickets
3.60.14 Failure to Report Significant Incidents and Anomalies
3.60.15 Failure to Nofify Timely the Texas Lottery of a Change in Financial Condition,
Change in Key Management, or Change of Ownership

RESPONSE TO TABLE 4: ACCOUNT MANAGEMENT RESPONSE REQUIREMENTS

6.2.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS

Response Requiremeni 1: The Proposer must acknowledge and accept the roles and responsibilities and detoil requirements indicated in this section.

Scientific Games acknowledges and accepts the roles and responsibilities, and will comply, and often exceed, the detail
requirements indicated in RFP Section 6.2.

6.2.2 ACCOUNT MANAGEMENT PROCESS

Response Requirement 2: The Proposer must provide a descripfion of ifs proposed account management process.

The core of Scientific Games" account management process is effective service level management. We define effective service
level management as the process of planning, coordinafing, monitoring, and reporting on service level requirements. This
process includes the on-going review of service achievements to ascerfain that the required service quality is maintained and,
wherever necessary, improved.

In order to achieve effective service level management, Scientific Games is focused on optimizing the satisfaction of the Texas
Lottery, refailers, and players in several defined areas, including:

e Establishing o Clear Texas Lottery Experience Strategy
Understanding the Texas Lottery’s overall organizational vision and mission are key components of Scientific Games’
account management process and service level management. We are actively engaged in our initial understanding of
these key factors and will confinue as our TLC Transition Team seamlessly fransitions your lottery operations and services
to Scientific Games and the proposed TLC Account Team. As we gain further insight, we will ensure the Texas Lottery
vision is communicated effectively to each Service Delivery Team within the TLC Account Team and complete an infernal
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review to ensure our service delivery responsibilifies effectively represent the Texas Lottery vision.

o Selecting the Right Staff
Scientific Games has experienced tremendous growth in the
last six years, both organic and through acquisitions. In fact,
Scientific Games has more than doubled in size in the last
six years. Recruifing and infegrating falent has been o key
component of our successful growth story. Scientific Games
understands how to establish critical job requirements, how
to effectively screen and inferview candidates using multiple
teams, and how to infegrate new employees into the service
culture of Scientific Games. We will bring this expertise fo
our account management process with the Texas Lottery. As
discussed in Section 4.3, we have assembled an extremely
experienced and diverse Global Management Team. This
team, with support from the TLC Transition Team, will
dedicate significant effort to ensure we have the right resources in the right locations for the Texas Lottery.

Scientific Games” Executive
Management Team has been
carefully selected. Each leader has
nearly 20 years of lottery
experience.

As a commitment to the success of the Texas transition project and gathering a full —
understanding of the Texas Lottery’s overall organizational vision, Scientific Games
assigned John Osenenko, the proposed TLC Account Director, and Dan Grace, the proposed
TLC Project Director to lead the development of the technical, marketing, and operations
solutions presented in this proposal. They have met daily with engineering, quality
assurance, marketing, training, operations, and other key contributing organizations to
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 contract requirements and proposed solutions, will execute the fransifion
plan immediately upon contract award. They will be the key leaders in gathering a full
understanding of the Texas Lottery’s vision and disseminafing this knowledge throughout
the TLC Transition Team and ultimately the TLC Account Team. John Osenenko

SUPERIOR VALUE

A brief introduction to the other TLC Account Team leaders:
@ TLC Account Director — John Osenenko

> 19 year lottery veteran with experfise in general management, business development,
government affairs, and program management

> Key prior experience: Scientific Games Vice President Asia Pacific and General
Manager, Florida Lottery. Former 11 year GTECH employee

Dan Grace
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o TLC Deputy Director Sales and Markefing — Tony Molica Information Redacted

» 25 year lottery career with a distinguished sales performance record SV LAY

> Key prior experience: California Lottery CEO, Washington Lottery Executive Director
o TLC Deputy Director Technology — David Douglas - ITIL Cerfified
» 23 year lottery veteran focused on operations and service management

> Key prior experience: Guided the creation of GTECH's Data Centers of the Americas (DCA) in Former 18 year
GTECH employee

@ TLC Deputy Diractor Instant Ticket Services — Scott Ross
> 29 year lottery veteran focused on instant ticket management services
> Key prior experience: leadership roles in instant ticket service management in Florida, Arizona, and New Mexico

o Developing and Motivating our Staff
Once we have the right siaff in place for the Texas Lottery, Scientific Games will underiake a thorough education process
in the key areas required to deliver the service level standards 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 Texas Lottery service level requirements and customer service level vision for the Texas Lottery, retailers, and
players.

o Establishing Effective Service Delivery Processes
Scientific Games has well developed processes and procedures in place for service level management, which is well
integrated with the IT Infrastructure Library (ITIL) and IT Service Management (ITSM) best practices. When Scientific
Games made the decision to base services on the ITIL methodology, we created a new service management group. The
Service Management Team's core functions include the establishment of performance standards, overseeing processes
and hest practices, and ensuring operating efficiencies for online data centers and retail operations. The Service
Management Team adopted ITIL and ITSM as the foundafion upon which to model our organization. We have been
working within the ITIL framework for several years, which we believe contributed greatly to our two North American
Association of State and Provincial Lotteries (NASPL) Quality Assurance (QA) best practices cerfification awards.
Combined with our automation tools, Scientific Games is confident we have the foundation to build an effective service
delivery relationship with the Texas Lottery.

o Continuous Improvement
An essential component of our account management process and service delivery management is confinuous
improvement. “Recovery” is an important differentiator for Scientific Games. No matter how effective the service
delivery processes, or well-trained the Service Delivery Teams, things can go wrong. In order to recover effectively,
Scientific Games works to incorporate the following core principles:

> Actively seek feedback from the Texas Lottery, retailers, and players

> Train staff how to handle customer service matters effectively
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> Ensure the roof problem is resolved

> Focus on prevention as well as reacfive problem solving

TRANSITIONAL INCENTIVE PLAN AND TEXAS PERFORMANCE INCENTIVE PLAN

Scientific Games' experience managing the transition of key human resources during
transitional activifies, including implementations and acquisition infegrations, has shown that a
successful transifion process is further enabled by a financial commitment to the key incoming
personnel. In recognition of this, Scientific Games will commit the following resources fo ensure
we attract and refain as many outstanding, qualified employees from the current Texas Lottery
operator:

Transitional Incentive Plan — After consultation with the Texas Lottery, Scientific Games will establish a Transitional
Incentive Plan for those employees fransitioning from the current Texas Lotfery operator. We will provide a one-fime incentive
payment of 5% of the qualifying employee's annual salary upon completion of a successful Texas Lottery launch of operafions
and services and employment service of six (6) months with Scientific Games. We anticipate committing up to $1.25 million to
the Transitional Incentive Plan and believe these incoming employees will effectively complement the team of lottery industry
leaders proposed.

Texas Performance Incentive Plan — Scientific Games hos made a strategic invesiment to retain the most knowledgeable
and experienced resources in the industry. We will continue this investment in our Texas Lottery Account Team with an annual
commitment of up o $2.0M to our Texas Performance Incentive Plan. This fiered incentive compensation program is based on
performance and operations excellence with the Texas Lottery. The Texas Performance Incentive Plan is designed to motivate
and reward Scientific Games participants for the achievement of annual objectives that directly contribute to the success of the
Texas Lottery and Scientific Games.

These investments highlight the ongoing commitment of Scientific Games fo aftract and retain the most qualified employees to
support the Texas Lottery. The Transitional Incentive Plan is an Offered Option included in the base price and the Texas
Performance Incentive Plan is included in the Base System and Service at no addifional cost.

6.2.2.1 STATUS REPORTS (DR 11)

Scientific Games will provide verbal and/or written status report fo Texas Lottery management in accordance with the RFP and
contract requirements, and on a frequency determined by the Texas Lottery, thereby satisfying RFP Table 3, Detail Requirement
No. T1.

Scientific Games has a well developed suite of reporfing tools to ensure the Texas Lottery has pertinent information on a variety
of operational components of service level monitoring. These reporting fools ensure the relevant service level performance
information is available to Texas Lottery staff members in the timeframe required.

EmEEam
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Through the use of a variety of reporfing tools, the Texas Lottery will receive status reporfing in areas of:

o Business Infelligence Systems/Retailer Performance

o Project Adtivity
o Security
® Anomaly Activity
Confidentiality Claimed
Not released
DOCUMENT REDACTED BY TLC - 12-5-10 % EEEEE
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Confidentiality Claimed
Not released

To specifically address the SLR’s in RFP Sections 3.60 and 3.61, a table is provided in Section 6.3.3 that lists additional existing
reporting fools. Other status reporting fools can be developed, us required by the Texas Lottery.

Information Redacted

6.2.2.2 INCIDENT OR ANOMALY (DR 12 §552.101/466.022/552.139

Scientific Games will immediately report fo the Execuive Direcior or designee any incident or anomaly as required by RFP
Section 3.72, thereby satisfying RFP Table 3, Detail Requirement No. 12.

This report will be followed by a written report within one workday of the incident or anomaly. At @
minimum, incident and anomaly reporfing will include a description of the incident, its cause, and corrective acfion taken.
Scientific Games understands that significant incidents include, by way of illustration only, any occurrence that affeds the Texas
Lottery, retailers, or players, and deviation from established procedures and these items where sanctions or liquidated damages
are applicable.

We understand that the Texas Lottery will contact an independent firm to monitor Scientific Games throughout the contract term
and during any renewal period. We will maintain dlose contact and regular communication with the investigator regarding all
matters under the confract.

Scientific Games' Texas Regional Call Center (TRCC) will use incident and service request management to quickly restore system
availability, minimize service disruptions, and respond to Lottery retailer needs. While reactive in nature, its activities focus on
handling incidents in the infrastructure or those reported by users via efficient first-, second-, and third-level support service, as
well as responding fo service requests. The National Response Center (NRC) uses this process to do more than simply handle
service-related incidents; it also deals with requests for information and other types of administrative assistance. This process
interacts frequently with change and configuration management organizations.
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While Scientific Games places great emphasis on risk management to mitigate the possibility of significant incidents, inevitably
they occur during the course of a contract. Scientific Games uses proven incident and problem management processes that
require the accurate and comprehensive recording of incidents in order to identify effectively and efficiently the cause of the
incidents and trends. When significant incidents occur, Scientific Games believes the first order of business is fo ensure that the
appropriate people are notified as quickly as possible. Scientific Games will immediately report to the Executive Director or
designee any significant incident or anomaly as required by RFP Section 3.72.

6.2.2.3 ELECTRONIC ORGANIZATIONAL CHARTS (DR 13)

Scientific Games will provide electronic organizational charts on a calendar quarter basis. Updated organizational charts will be
provided no later than the second week of the first month of each calendar quarter. The organizational chart will identify all
staff that support the Texas Lottery account and include the position titles, number of positions, and contact information (e.g.,
email address and phone number). This satisfies RFP Table 3, Detail Requirement No. 13.

Please see Section 4.3.1 and Section 10.1 for organization charis for our proposed staffing.

6.2.2.4 COMPREHENSIVE INCENTIVES REPORT (DR 14)

Scientific Games will provide a comprehensive report of incentives provided fo all key management staff as defined in RFP
Section 4.3.2 on or before September 1st of each year, thereby satisfying RFP Table 3, Detail Requirement No. 14.

In general, Scientific Games provides annual cash incentives to the key management staff based on a pre-established target
percentage of their base salary, individual performance, business unit performance, and overall company performance. Some
positions are eligible for equity awards in the company in addition to cash incentives.

The key management staff dedicated o Texas Lottery, as defined in RFP Section 4.3.2, will have annual incentive plans as
outlined below:

Executive Management — Incentives will be based on individual performance, overall company performance, and the
performance of the business unit. These individuals will be evaluated on the overall performance of the Texas Lottery as their
business unit.

Data Center/Operations — Incentives will be based on pre-established performance objectives relating to the overall system
performance and operational support to the Texas Lottery.

Call Center — Incentives will be based on pre-established performance objectives with various metrics that can include closing
rate, service level performance, answer rate, and quality assurance calls with the Texas Lottery retailers.

Sales and Marketing — Incentives will be based on pre-established performance objecfives, including the achievement of a
minimum sles level as a threshold for incentive qualification. Additionally, other performance-based metrics will be applied
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relating to the individual performance objectives, annual sales and marketing objectives, territory performance, promotional
achievement, and Texas Lottery retailer satisfaction levels.

Warehouse and Distribution — Incentives will be based on pre-established performance objectives, including the
achievement of @ minimum sales level as a threshold for incentive qualification. Additionally, other performance-based metrics
will be applied relating to individual performance and Texas Lottery retailer satisfaction levels.

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

The primary goal of Scientific Games' incentive compensation plan is to ensure optimal Texas

Lottery, retailer, and player satisfaction levels. In order to accurately and independently @
determine retailer safisfaction levels —and as a separately priced Offered Option— Scientific B

Games will also engage the services of a third party mystery shopper to audit retail locations for it

properly placed product and point-of-sale material and overall retailer satisfaction levels. UFreReD
Having an ongoing, third party mystery shopper program also ensures that the evaluations

being conducted are more objective, thereby resulting in actionable outputs. These audits further ensure the retailer satisfaction
objectives of the Texas Lottery are accurately reflected in the incentive compensation plans of Scientific Games. This is further
discussed in Section 8.4.5.3.

6.2.2.5 POSITION VACANCIES (DR 15

Scientific Games will provide the Texas Lottery with a monthly report of all position vacancies, including position fitle, location,
and date vacant, thereby sofisfying RFP Table 3, Defail Requirement No. 15.

6.2.2.6 CONFLICT OF INTEREST (DR 16)

Scientific Games will immediately disclose in a written siatement within 15 days of ifs occurrence any actual, potential, or
perceived conflict of interest as defined in RFP Section 4.6, thereby satisfying RFP Table 3, Detail Requirement No. 16.

We undersiand that this relotes 1o any personal or business relationship of:

0. ltself (Scientific Games)

b.  Any of our principals, officers, directors, investors, owners, partners, and employees (collectively, Scientific Games
personnel)

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

d. Any affiliote

e. Ay subcontractor with any employee or representative of the Texas Lottery (induding the Texas Lottery Executive
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 will be disclosed. We understand that
failure to disclose any such relationship may be a cause for disqualification of our proposal.

We further understand that this is a continuing disclosure requirement. Scientific Games will disclose o the Texas Lottery in
wrifing any actual, potential or perceived conflict of interest, relative to the performance of the requirements of the RFP, during
the period prior to the award of any contract pursuant to the RFP, at the time the conflict is identified. Failure to promptly notify
the Texas Lottery will be sufficient grounds for rejecting our proposal.

6.2.2.7 MATERIAL ADVERSE CHANGE IN FINANCIAL CONDITION (DR 17)

Scientific Games will nofify the Texas Lottery of a material adverse change in financial condition during the contract term and
any renewal thereof. If we experience a material adverse change during the term of the contract or any exiension thereof,
Scientific Games will nofify the Texas Lottery in writing of such change at the time the change occurs or is identified.

We understand that failure fo nofify the Texas Lottery of such material adverse change will be sufficient grounds for terminating
the contract. The term “material adverse change” will mean any change or changes that individually or in the aggregate are
materially adverse fo:

i.  The assets, properties, business, resuls of operations or financial condition, taken as a whole, of the Scientific Games
or other applicable obligor

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

iii. The legality or enforceability against the Scientific Games or such obligor of the contract

This satisfies RFP Table 3, Detail Requirement No. 17.
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6.3 SERVICE LEVEL MONITORING AND REPORTING

RFP Requirement: Those activities ossociated with moniforing and reporting service levels that have sanctions and liquidated domages ore documented
in Sections 3.60 and 3.61 of this RFP. The following table identifies the Service Level Monitoring and Reporting requirements.

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

Table 6. Service Level Monitoring and Reporting Requirements
SUCCESSFUL

ROLES AND RESPONSIBILITIES PROPOSER TLC
1. Defines Service Level monitoring and reporfing requirements X
2. Develops, documents and maintains Service Level Requirements, monitoring, and X

reporting procedures that meet requirements
3. Coordinates Service Level Requirement monitoring with Texas Lottery X
4. Measures, analyzes and provides reports on performance relative to defined Service X

Levels as defined in Sections 3.60 and 3.61 of this RFP
5. Provides Texas Lottery online access to performance data and Service Level reporfing X

and monitoring systems as requested by Texas Lottery

DETAIL REQUIREMENTS RESPONSE

SECTION(S)

6. The underlying data for Service Level Requirements metrics reports must be documented so that 6.3.2
Texas Lottery may audit the data and calculations.

Table 7. Service Level Monitoring and Reporting Response Requirements

RESPONSE REQUIREMENT

1. The Proposer must acknowledge and accept the roles and responsibiliﬁes and detail requirements indicated in this
section.

2. The Proposer must provide a description of its proposed Service Level monitoring and reporting process.

3. The Proposer must identify how SLRs os defined in Sections 3.60 and 3.61 of this RFP. will be measured and reported.

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

5. The Proposer must describe the automated reporting capabilities that it will make available to the Texas Lottery,
including the Texas Lottery’s ability to access data (real time) and generate reports.
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

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 acknowledge ond occept the roles and responsibilities and detail requirements indicoted in this section.

Scientific Games acknowledges and accepts the roles and responsibilifies, and will comply and often exceed the detail
requirements indicated in RFP Section 6.3.

6.3.2 SERVICE LEVEL MONITORING AND REPORTING PROCESS

Response Requirement 2: The Proposer must provide a description of its proposed Service Level monitoring and reporting process.
B e e e e e e e e e L e o = A U e T [ T T

Even though Scientific Games’ approach to customer service at both the local and corporate level has been successfully tested
and proven, we are always searching for ways fo improve. This is why we have integrated the ITIL and ITSM best practices and
automation tools info the way we do business. ITIL is a best practices framework and presents the consolidated learning and
experience of worldwide organizations, thereby providing insight info how fo best manage IT services to meet business
expectations. It is the most widely used standard for service management in the world. Further detail on ITIL and ITSM is
provided in Section 7.12.1.

When Scientific Games made the decision to base services on the ITIL methodology, we created o new service management
group. The Service Management Teams’ core functions include the establishment of performance standards, overseeing
processes and best practices, and ensuring operating efficiencies for online data centers and refail operations. The Service
Management Team adopted ITIL and ITSM as the foundafion upon which to model our organization. We have been working
within the ITIL framework for several years, which we believe contributed greatly to our fwo NASPL QA best pracices
certification awards.

Under the direction of David Douglas, our current Senior Director of Service Management, there
are two divisions responsible for coordinating the efforts of our Texas Support Team. David is
responsible for supporting the Texas Lottery by implementing best pracfices, tools, and metrics for
operations across all sites.

David will be a valuable asset fo the Texas Lottery’s implementation project and ongoing

operations. His lottery-specific experience dates back to 1987 when he was hired for the Kansas David Dougles
Lottery start-up. He was promoted fo Technical Service Manager by GTECH for Kentucky Lottery

Operations. Between 1989 and 2004 he was steadily promoted through the ranks with varying levels of responsibilities,
culminating in his being nomed acfing General Manager.

g HiiEEp®
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Information Redacted

§552.101/466.022/552.139
David has infimate experience with the Texas Lottery working for GTECH to start up the Data Centers of the America’s in 2003.

David was the Regional Director for the Data Centers of the America’s from 2003 through 2006. David joined Scientific Games
in early 2007.

David will provide corporate oversight and direction for all online systems, retailer services operations, online operafions data
centers, the TRCCin , and the proposed back-up call center, our

. If awarded the contract for Texas Lottery, David will bring his skill set to the Texas Executive Management Team as
Deputy Director of Technology and meet with Lottery management staff regularly fo provide status information and address all
technology and service related issues and concerns. He will direct the delivery of overall service, improvement plans, influence
service and business management strategies, and be responsible to ensure all SLAs are met according to contract requirements.

The following personnel currently report directly to David Douglas and are responsible for
ensuring field and call center services are provided at levels satisfactory fo the Texas Loffery:

Field Operations ~ Under the guidance of Jessie Pack, Senior Manager of Field Operations, this
group has the responsibility of standardization and enforcement of best practices to further infuse
integrity and professionalism into all aspects of service management and service delivery. This
additional corporate support, focusing on daily operations will allow the Texas Account Team to
focus on our collective goal of innovative ways fo sell more fickets. More specific details related to
field services can be found in Section 7.12.2.

Jessie Pack

Overseeing the local Field Service and the TRCC, will be Dan Gholson, the Technical Services
Manager. The Technical Services Manager will ensure compliance with all Lottery policies and
procedures, while providing guidance for the introduction of new games, promotions and policies.
Dan will work in close concert with the Warehouse Manager and Inside Sales Manager to ensure
smooth uninterrupted service to the retailers.

Texas Regional Call Center (TRCC) = Donna Marshall, our propesed TRCC Manager, will
have direct responsibility for the TRCCin Donna is a native of Texas and has 11 years of
call center experience with the Texas Department of Information Resources and Continental
Airlines. She will oversee oll hotline and dispatch functions. Other oversight will include: overall
hotline service levels, hold time, answer rates, scheduling, tracking, and management of the
hotline and dispatch operators and supervisors.

The National Response Center (NRC) — The proposed back-up call center, the NRC, under
the guidance of Francesco DiMauro, Senior NRC Manager, has corporate oversight for all remote
call center operations, dispatch, incident escalation management, and the Smart Services
Management System.

Francesco Ditauro
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Information Redacted

The NRC handles customer service calls from §353 100N AS1139 . During the conversion, Francesco will

have additional stoff dedicated to the Lottery refailer base since it is normal fo have increased call volume when new ferminals
are inifially being used. Details related to the NRC can be found in Section 7.13.

As illusirated in Figure 6.3-1, service support generally concentrates on the day-to-day operation and support of IT services,
while service delivery looks after the long-term planning and improvement of IT services for customers. The service lifecycle
approach is the best practice approach fo service management.

Service Desk

= - % | Incident
Service Delivery Service Support —'
Problem
mmm Management
: Change
Management
Service Level Availability Capacity :' :
Management Management Management _’
Management
Financial IT Service
Management Continuity Release
for IT Services Management e Management

In response to the comprehensive Service Level Requirements (SLRs) of the Texas Lottery, Scientific Games will ufilize the
positions of Service/Compliance Manager, Problem Manager, and Change Manager fo establish an overall Service Level Team
approach dedicated to supporting the Texas contract. Reporting fo the Texas Account Director, these three key positions will
monitor and report on service level compliance related to all aspects of the Texas contraci.
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The Service/Compliance Manager will conduct weekly meefings with key Texas Lottery staff to review service level compliance,
while the Problem Manager and Change Manager will maintain doy-to-day focus on problem identification, resolution, and
change management. This feam will define and implement best practice criteria for incident and problem management support
requirements, including severity-level definition and characteristics, categorization and prioritization schema, and escalation
requirements. While working with the Support Teams to track incident resolution progress through final closure, this team will
perform incident and problem management and root-cause analysis by thoroughly investigating each incident to define and
prevent the roof cause from reoccurring. They will update the central knowledge database so all users can benefit from their
findings. They will also maintain current and historical records for oll incidents, problems, and resolutions for the life of the
contract, and provide reporting and frend analysis.

Reports will be used for identifying, iracking, and planning future business requirements that may alter capacity and availability
management. The team will also assess incidents/problems related to system performance and business operations to identify
and implement capacity and availability changes to improve the performance of Texas Lottery systems, operafions and services.

Ultimately, the Texas Service Management/Compliance Team will develop, document, ond maintain performance management
pracedures that meet all SLRs. They will be meeting daily with the service organizations to help manage Lottery gaming systems
and all Texas Lottery operations and service functions. They will make recommendafions fo distribute resources to meet defined
availability and performance SLRs.

The Service Monagement/Compliance Team will have a wide array
of tools availoble to them to monitor and reporf on compliance with

Service Levels. These tools are bosed on the foundations of [TIL and These service management
ITSM “best practices” to provide “best-in-class” customer service. practices allow Scientific Games to
Scientific Games’ opproach fo customer service af both the local and efficiently provide reliable
corporate level is proven, but we are always searching for customer service fo the Texas
additional ways to improve or refine our already solid business Lottery, your staff, and your
processes. We have infegrated the ITIL and [TSM best practices and retailers through process
automation tools into all of our business practices. This adds automation and speed-to-deliver
significant value fo the services we provide to our customers and is SRS

designed fo nof just meet but exceed the requirements ond : =

expectations of the Texas Lotfery. i

ITIL aligns business with technology so that each brings out the best

in the other, providing value to the Texas Lottery. It ensures that every stage of the service lifecycle stays focused on the
business aspects and inter-relates all companion process elements that follow. By focusing on delivery and control process
activities, a highly desirable, steady state of managing services for the Texas Lottery can be achieved on a day-fo-day basis.

Scientific Games’ use of ITILand ITSM solutions provides a disciplined, holistic approach that addresses all three key components
of service management: people, process, and technology. Through our use of [TSM methodology, we have further evolved info
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strategic, business-aligned service provider that will help you achieve improved technical agility, efficiency, and greater service
levels fo your refailers.

How Does This Benefit the Lottery? — Simply put, it allows Scientific Games and the Texas Lottery fo become more
efficient while improving the levels of customer service we provide to you, your staff, and your retailers through process
aulomation and speed-to-deliver service. By investing in additional automated tools and employing a staff of the highest caliber,
we are able o provide the Texas Lottery with the most efficient, reliable, and dependable service management solution
currently available in the industry.

TOOLS

The tools utilized by the Service Management/Compliance and other Texas Account Service Level Teams will allow not only real-
time monitoring, but will provide the auditable statistics that are required to evidence compliance with all service levels. These
tools include:

Confidentiality Claimed
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The local Scientific Games Service/ComplianceManager will be the primary point-of-contact for the Texas Lottery regarding the
quality of service provided to the Texas Lottery and Texas Lottery Retailers and Scientific Games' overall performance against
expected agreed upon Service Levels. The Service/Compliance Manager will be available to review any and all performance

reports, including the Scientific Games Compliance and Service Levels Report, with Texas Lottery staff on a regularly scheduled
or as needed basis.
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6.3.3 SLR MEASUREMENT AND REPORTING

Response Requirement 3: The Proposer must identify how SLRs os defined in Sections 3.60 and 3.61 of this RFF, will be measured ond reported.

A Service Level Agreement (SLA) between the Texas Lottery and Scientific Games will be agreed upon and in place before the
start of the contract. The purpose of this document is to ensure that proper mechanisms are in place to provide high quality
service and support to the Texas Lottery retailers. This SLA provides clear descriptions of service ownership, roles and
responsibilities, service quality metrics, and available support. The SLA's scope is limited fo services offered under the contract
with the Texas Loftery.

A draft of the SLA for the Texas Lottery and Scientific Games' Lottery Operations can be found in the Supplemental
Documentation section of the end of Part 6.

Figure 6.3-7 provides the details of how SLRs s defined in RFP Section 3.60 and Section 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 reports and ifs nofification process that satisfies the reguirements as
defined in Sections 3.60 ond 3.61 of this RFP

CONFIDENTIALITY CLAIMED
NOT RELEASED
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6.3.5 AUTOMATED REPORTING CAPABILITIES

Response Requirement 5: The Proposer must describe the automated reporting capabilifies that it will make available to the Texes Lottery, including
the Texas Lottery’s ability to access dota (real fime) and generate reports.
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In addition, our proposed lotiery gaming system
reports 10 be generated af precise fimes and made available to designated Texas Lottery staff.

Scientific Games' Service Management/Compliance Team, supported by our philosophy on service levels and performance, will
combine to ensure that Scientific Games meets or exceeds all the Texas Lottery’s service levels. Scientific Games” process will
ensure that the Texas Lottery will be informed about any potential non-compliance in a timely and detailed foshion and it will
also allow the Texas Lottery to perform real-time 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: Intident monagement activities are associated with restoring normal service operations as quickly as possible and minimizing the
adverse impac on the Texas Lottery's business functions. Problem management focuses on adtivities to identify and solve problems and known errors
before incidents occur. These activities could include performing predictive analysis activities to identify polential future problems, develop recommended
mitigation plans, and implement approved corrediive mitigation actions and processes. The following table identifies the incident and problem
management requirements.

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

Table 8. Incident and Problem Management Requirements

SUCCESSFUL

ROLES AND RESPONSIBILITIES TLC

PROPOSER

1. Recommends criteria for incident and problem management support requirements, X
including: incident severity-level definitions and characteristics, categorization and
prioritization schema, escalation requirements, efc.

2. Approves the criteria for incident and problem management support requirements X

3. Develops incident and problem management and Root-Cause Analysis (RCA) (e.g., X
events that frigger an RCA) procedures that support Texos Lottery’s requirements

4. Provides, maintains, and manages an incident and problem management system and X
knowledge database, including all hardware, software, databoses, automated
monitoring fools, and management and reporfing tools

5. Provides unrestricted read access by authorized Texas Lottery staff and other designated X
personnel to all current and historical incident and problem records and knowledge base
data

6. Resolves incidents on the first call in accordance with the Successful Proposer’s X

procedures manval, knowledge database documents, and configuration database(s)

7. ldentifies and classifies incident severity-level characteristics and handle according fo X
agreed-upon incident response procedures

8. Escalates incidents to the appropriate nexi-level service group within the Successful X
Proposer, Texas Lottery, or third-party vendor as soon as it is clear that the initial
receiver of the incident at the Successful Proposer is unable to resolve the incident
without additional assistance or as required to comply with Service Level response fimes

9. Tracks incident resolution progress through fo final closure and records/updates incident X
record status as appropriate

DOCUMENT REDACTED BY TLC - 12-5-10

RFPNOD. 362-10-0001 @ JUNE 30. 2610 * TEXAS LOTTERY COMMISSION




PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Table 8. Incident and Problem Management Requirements

SUCCESSFUL

| ROLES AND RESPONSIBILITIES TLC

- o PROPOSER
10. Provides expert funciional and process assistance for all Lottery services identified in X
this RFP at all support levels and escalates to other resources as required
11. Documents solutions to resolved incidents in a central knowledge database; accurately X
updates ol information pertinent to the incident ticket including general verbioge,
codes, efc.
12. Maintains current and historical records of all incidents and problems and their X

resolution for the life of the Contract and provide reporting and trend capabilities

13. Provides end-to-end incident identification, escalation and resolution management; and X
a dosure process including those incidents escalated to third parties

14. Flags oll incidents that require Root Cause Analysis (i.e., Severity One [1] and Severity X
Two [2] incidents or sales and validation related incidents) per the agreed-to procedures

15. Determines whether an incident should be treated as a problem and creates a problem X
record

16. Tracks ongoing status of any problem record fo ensure that identified problems are X

addressed and resolved

17. Ensures incident and problem resolution activities conform to defined change control X
procedures set forth in the Successful Proposer’s procedures manual

18. Coordinates and takes responsibility of incident resolution across all technical service X
areas with Texas Lottery and third parties (e.g., public carriers, Internet service
providers, third party providers, etc.)

19. Reviews and reports fo the Texas Lottery the status of open, unresolved incidents and X
related problems and the progress being made in addressing problems
20. Conducts incident and problem review sessions and provides status reports detailing the X
Root Cause of and procedure for correcting recurring problems until closure as
determined by Texas Lottery
21. Jointly participates in incident and problem review sessions as appropriate X X
22. Coordinates with Texas Lottery and third-party support groups to acquire and transfer X

knowledge on incident and problem resalution and records this knowledge gained into
the knowledge base fo facilitate increased ability for the Successful Proposer fo provide
first call resolufion

w HHERE
HEEEE

DOCUMENT REDACTED BY TLC - 12-5-10
ARG R s RFP NO. 362-10.0001 @ JUNE 30, 2010 ® TEXAS LOTTERY COMMISSION




- PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

RFP HO. 362-10-0001 @ JUNE 30. 2010 @ TEXAS LOTIERY COMMISSION

Table 8. incident and Problem Manugement Requirements

_ SUCCESSFUL
'ROLES AND RESPONSIBILITIES e It

23. Provides incident management reporfing X

Table 9. Incident and Problem Management Response Reguirements

'RESPONSE REQUIREMENT
1. The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicated in this
section.

2. The Proposer must provide a description of its proposed incident and problem management process to ensure adequate
resources are available to meet the Texas Lottery’s Service Level Requirements.

RESPONSE TO TABLE 9: INCIDENT 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 accept the roles and responsibilities and detail requirements indicated in this section.

Scientific Games acknowledges and accepts the roles and responsibilities, and will comply and often exceed the detail
requirements indicated in RFP Section 6.4.1.

6.4.1.2 INCIDENT AND PROBLEM MANAGEMENT PROCESS

Response Requirement 2: The Proposer mus provide a descripfion of its proposed incident and problem manogement process o ensure adequate
resources are ovailable fo meef the Texos Loftery’s Service Level Requirements.

Scientific Games’ approach to incident and problem management is multi-tiered. We handle oll retailer or terminal reluied
trouble calls, supply calls, and system incidents according fo a specific, well defined processes and ITIL. The goal of these
processes is to ensure that incidents are quickly defined, managed, and resolved on the first call whenever possible.

Root cause analysis is performed to determine if any incidents can be defined as a “problem.” Anything falling into the
“problem” classification is assigned to a Problem Management Team for additional analysis and mitigation to prevent future
oCcurTences.
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

INCIDENT MANAGEMENT

Scientific Games incident management can be divided info three separate categories:

o Trouble calls managed by the TRCC
o Supply calls also managed by TRCC

o System incidents managed by the Texas Triage Team according fo our system incident process
Information Redacted

Trouble Calls §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 o troubleshooting guides fo assist them in resolving the issue over the phone with
the retailer’s assistance. Other resources available include TRCC Supervisors and Managers, and primary data center operations
staff. The escalation path for calls that cannot be immediately resolved by the TRCC goes directly to dispatch. An FST will be
dispatched 1o the refail location to work through the issue until resolution.

All retailer trouble calls are logged info the using standard trouble and repair
codes. provides a wide array of reports and query copabilifies so that the can be extracted
in a format that will be useful fo the Texas Lottery. This is an ever growing

knowledge bose that Scientific Games’ utilizes for problem identification.

Supply Calls

All supply calls are logged into . Supply calls are freated as an incident

An out-of-supplies call would and be processed through 3
as appropriate, fo ensure the quickest possible turnaround and receipt of ticket stock rolls or instant ticket inventory. Low
inventory supply calls would be processed to ensure a fimely delivery to meet or exceed the Texas
Lottery’s service level agreement, while not allowing the retailer to run out of the requested supplies.

Proactively, while visiting retailers the LSRs and FSTs will monitor all supplies in an attempt fo avert any supply outage or low
inventory supply calls. Smart Services can be utilized fo track any retailers who consistently allow themselves to run out of stack
prior 1o placing an order. These chronic retailers can be assisted by the LSR to develop an automatic order schedule that will help
the retailer avoid such situations.

System Incidents

If a System Incident or SYSCON (System Condifion) should occur, Incident Management is conducted by the Texas Triage Team
(including our Incident Manager) and the TRCC. The Texas Triage Team, composed of the Texas Site Director, Assistant Director of
Technology, Operations Manager, Software Development Manager, NDC Operations Support, and Network Operations Support,
will troubleshoot any SYSCON according to Scientific Games’ Escalation Process. The Texas Triage Team will manage the SYSCON
to its immediate resolution, calling on the required resources and any third parties necessary to resalve the issue.
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Each incident will be prioritized according to the classification shown in Figure 6.4-1.

Figure 6.4-1: Incident Clossifications

Information Redacted
§552.101/466.022/552.139

levels are defined and managed according to the following spexific definitions:

When a site is ot it means that everything is normal of that site. No action is required at this level.

When a site is ot a minor issue has occurred that does not present a risk to our customer and does not aftract
any liquidoted damages. At this condition level, the Lead Computer Operator on duty will contact the Computer Operations
Manager immediately once the problem becomes apparent. The Computer Operations Manager will notify the Deputy Director
of Technology within one hour of such an incident. Based on the issue the Deputy Director of Technology may need to nofify the
Lottery. If nofification is necessary, follow up with an incident report within 24 hours. No further nofifications are required
beyond this point.

Example:

A non-crifical report is missing or some basic non-critical terminal functionality is unavailable.

When a site is at some important funcfions of the systems and/or network are not operafing properly. In these
circumstances, the Lead Computer Operator will contact the Computer Operations Manager immediately who in turn will
immediately contact the Deputy Director of Technology. Within a period of one hour, the Deputy Director of Technology will
nofify the Lottery Officials and Account Director of the outage. If the problem persists after a period of two hours, the Account
Director will make contact with the Vice President of Lottery Operations and the Chief Technology Officer (CT0); otherwise,
notification will be made via email and by providing a copy of the incident report within 24 hours of the incident. The Deputy
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRA

Director of Technology, with assistance from the TRCC, will continue to provide updates hourly unfil the issue is resolved. The

open ficket in will be updated and closed within 24 hours. oernation aslactad

Example: §552.101/466.022/552.139

This condition occurs when less than 10% of the network (exduding the normal operations of managing a single
communication line or two) is affected by an outage or some system functionality, such os retailer invoicing is not
available to refailers.

When a site is of the systems and/or network are operating in a degraded fashion. This level of performance
will have consequences for both our customer and Scientific Games. In these circumstances, the Lead Computer Operator will
contact the Computer Operations Manager immediately who in furn will contact the Deputy Direcior of Technology immediately.
The Deputy Direcior of Technology will immediately notify the Lottery and Account Director of the outage. If the problem persists
after a period of 30 minutes, the Account Director will make contact with the Vice President of Lottery Operations and the Chief
Technology Officer to notify them of the outage. After a period of one hour, the Vice President of Lottery 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 24 hours of the incident. The Deputy Director of Technology, with assistance from the NDC, will continue to provide
updates hourly unfil the issue is resolved. The open ficket in SIT will be updated and closed within 24 hours.

Example:
Degraded system performance occurs when a system function such as an online game is nof available.

Degraded network performance occurs when more than 10% of the network is affected by an outage, but some
portion still functional.

When a site is ot a serious system and/or network outage has occurred which has significant ramifications for
our customer and for Scienfific Games. In these circumstances, the Lead Computer Operator will contact the Computer Operations
Manager immedictely 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 Lottery Operations
and Chief Technology Officer. If the problem persists after a period of one hour, the Vice President of Lottery Operations will
nofify the Chief Operating Officer (C00) of the outage; otherwise, nofification will be made via email and by providing a copy of
the incident report within 24 hours of the incident. At the CO0's discretion, the (00 will be contacted after four hours. The
Deputy Director of Technology, with assistance from the NDC, will confinue to provide updates hourly until the issue is resolved.
The open ticket in SIT will be updated and closed within 24 hours.

Example:

The entire production system is down or the entire communications network is not functioning.
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The process also specifies that an incident reporf must be completed within 24 hours for all SYSCON levels other than

(normal operations). Figure 6.4-2 is a graphicol representation of each SYSCON condifion level.

Information Redacted
§552.101/466.022/552.139

To aid in managing , Scientific Games uses for Incident Tracking and
A sample of the Incident Tracking Form is shown in Figure 6.4-3.
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Information Redacted
§552.101/466.022/552.139

The System Incident database can be queried for a number of different options fo provide varied reports and stafistics on

incidents.

Using the Sharepoint portal, a broodcast email and telephone call can be placed fo the Triage
Team notifying them of a SYSCON. This same application will be used to broadcast status updates o impacted parfies during the
SYSCON.

The Texas Lottery will be provided access to our real-time Client Incidents website portal, which provides current information on
SYSCON’s for all Scientific Games' sites. A sample of one of several historical reporting features of the Scientific Games Client
Incident website is shown in Figure 6.4-4.
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Information Redacted
§552.101/466.022/552.139

Scientific Games’ process ensures that the right individuals will be involved in resolving an incident from
start fo finish and that the Texas Lottery will be apprised of the current status every step along the way.

Historically, many can be tracked o changes made on the system. For this reason, in 2009, Scientific Games adopted
a Chonge Management Process that details the steps and notifications that must be made prior to making a change of any type
of the online gaming system.

For the Texas Lottery projedt, Scientific Games has created the position of Change Manager reporting to the Service/Compliance
Manager. The Change Manager will monitor the process for all Request for Change (RFC) forms submitted through the

application to ensure that a well defined plan, schedule, and back-out plan have been established. They will also
provide proper notification fo the impacted parfies of any requested change. Ultimately, having a Change Manager assigned fo
the Texas Lottery project will mitigate the risk involved with system changes and reduce the probability of SYSCON. A sample
RF( form is displayed os Figure 6.4-5.
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Information Redacted
§552.101/466.022/552.139

Problem Management

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

A problem is a condition often identified as a result of multiple incidents that exhibit common symptoms. Problems can also be
identified from a single significant incident, indicative of a single error, for which the cause 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 Infrastructure, and 1o prevent recurrence of incidents related o these errors. In order to achieve this goal,
problem management seeks to get fo the root cause of incidents and then initiate actions to improve or correct the situafion.

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 errors before incidents occur in the first place.

A high level diagram of the process that Scientific Games applies to handle incidents and then define and resolve problems is
shown as Figure 6.4-6.
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Information Redacted
§552.101/466.022/552.139
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Figure 6.4-6: Incident Resolution Process

Scientific Games continually monitors incidents of all types so that any incidents occurring with a greater frequency are properly
clussified and assigned to the appropriate Problem Management Team.
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Information Redacted
§552.101/466.022/552.139
Scientific Games has an internal Field Service Problem Management Team that will be available to identify problems with

terminals and field service, perform root cause analysis, and follow up with problems until they are resolved. This team is
comprised of key members of our Field Service Organization including: David Douglas (Senior Director of Service Management),
Jessie Pack (Senior Manager of Field Operations), Regional Field Service Managers, Field Service Managers, Field Service
Supervisors, and Bench Repair Managers representing many of our online sites. The Texas Regional Field Services Team will also
have representation on the Field Service Problem Management Team.

Currently, David provides corporate oversight and direction for all online systems, retailer services operations, online operations
data centers, and the NRCin . If awarded the coniract for the Texas Lottery, David will bring his skill set to
the Texas Management Team as Deputy Director of Technology. He will direct the delivery of overall service, improvement plans,
influence service and business management strategies, and be responsible to ensure all SLAs are met according to contract
requirements.

In 2008, Scientific Games established a Problem Management Team to handle SYSCON. This team is also composed of
professionals within Scientific Games including: Senior Director of Service Management, Senior NRC Manager, NDC Manager,
Operations Support, Network Support, General Manager, and Operations Manager. This team’s charter mission is fo:

o Proadtively identify, prioritize and address the problems raised in the production environment.

o Himinate incidents, especially the high-impact and recurring ones.

The specific respansibilities of the Problem Management Team are fo:

® Move the high-priority incidents to problem management.

o Determine the priority of a problem by averaging the impact of its reloted components.

o |dentify high-priority problems on which to work.

o Assign each high-priority problem to its respeciive Problem Assignee (i.e., Action Owner) to resolve.

o Provide member oversight of the progress of a problem assigned fo a Problem Assignee.

o Track assigned problems and ensure their fimely and successful compleion.

o Train the organization on the use of Incident and problem management acfivities.

o (ommunicate the status of problem management activities with appropriate employees and senior management.

o Reward groups and individuals contributing to effective prevention and resolution of problems.

In support of these responsibilities, the Problem Management Team collects additional data and information af the end of
incident that is used to assist in prioritizing incidents for further review. The following Figure 6.4-7 shows the data collection
points in the form.
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Information Redacted
§552.101/466.022/552.139

The Problem Management Team meets weekly to review the status of “problems” and evaluate incidents for new “problems.”
Problems are then assigned and the responsible individual tracks it to completion, including any that are assigned to a third
party resource. Scientific Games will provide regular updates to Texas Lottery staff on any problems impacting Texas Lottery
operations or any problems identified in other jurisdictions that may have implications on Texas Lottery operations.

In support of Scientific Games’ Problem Management Team mission, we have established the position of Problem Manager who
will be specifically assigned to the TLC Account Team. This individual, along with the Service/Compliance Manager and Change
Manager, will define and implement best practice criteria for incident and problem management support requirements, induding
severify-level definition and characterisfics, categorization and prioritization schema, and escalation requirements. They will
provide incident and problem management and Root-Cause Analysis by thoroughly investigating each incident fo define and
prevent the root cause from happening again, and will work with the support teams to track incident resolution progress through
final closure. They will update the central knowledge database so all users will benefit from their findings. They will also
maintain current and historical records for all incidents, problems (and their resolutions for the life of the contract), and provide
reporting and trend capabilities.

Scientific Games will apply our existing processes fo restore normal service operations as quickly as possible and minimize the
adverse impacs to the Texas Lottery. But our problem management process takes it one step further by endeavoring fo identify
and resolve problems before an incident can occur. Qur goal will be fo provide 100% service, 100% of the time.
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6.4.2 CAPACITY MANAGEMENT

RFP Requirement: Copocity monagement services are the activities associaled with ensuring that the capacity for supporting all Lottery functions
maiches the evolving demands of the Texas Lottery’s business in the most cost-effective and timely manner. The following fable identifies the capacity

munagemeni requirements,

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

Table 10. Capocity Management Requirements

ROLES AND RESPONSIBILITIES

SUCCESSFUL

' PROPOSER

Jointly identifies and plans for future business requirements that may alter capacity
requirements

Defines capacity management requirements based on Texas Lottery provided
projections

Develops, documents and maintains capacity monagement procedures that meet Texas
Lottery requirements

Establishes a comprehensive capacity management planning process

Defines, develops and implements fools that allow for the effective capacity monitoring/
trending of the Lottery Gaming System and associated business functions

. Assesses capacity impacts when adding, removing or modifying the Lottery Gaming
System and associated business functions

Continually monitors all Lottery operations and services to enable proactive
identification of capacify and performance issues

Forecasts future Texas Lottery capacity requirements

Assesses incidents/problems related fo system performance and business operations

. ldentifies and implements capacity changes fo improve performance of Lottery systems,
operations and services

. Ensures adequate capacity exists within the Lottery Gaming System and all Lottery
business operations and services fo meet SLR requirements taking info account daily,
weekly and seasonal variations in capacity demands

Table 11. Capacity Managemeni Response Requirements

RESPONSE REQUIREMENT

. The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicated in this

section.
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Table 11. Capacity Manogement Response Requirements

' RESPONSE REQUIREMENT

2. The Proposer must provide a description of its proposed capacity planning process fo ensure adequate resources are

available to meet the Texas Lottery’s Service Level requirements based on current and future growth expansion over the
life of the Contract.

RESPONSE TO TABLE 11: CAPACITY MANAGEMENT RESPONSE REQUIREMENTS

6.4.2.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS

Response Requirement 1: The Proposer must acknowledge and occept the roles and responsibilities and detail requirements indicated in this section.

Scientific Games acknowledges and accepts the roles and responsibilities, and will comply and often exceed the detail
requirements indicated in RFP Secfion 6.4.2.

6.4.2.2 CAPACITY PLANNING PROCESS

Response Requirement 2: The Proposer must provide a description of ifs proposed capatity planning process fo ensure adequate resources are
availoble to meef the Texas Lottery’s Service Level requirements based on current and future growth expansion over the life of the Contract.

Scientific Games adheres fo the capacity management process included in the ITIL. It is the discipline that ensures IT
infrastructure is provided af “the right time in the right volume af the right price,” thereby matching the RFP roles and
responsibilifies requirement.

ITIL CAPACITY MANAGEMENT

The process goal of ITIL capacity management entails:

o [TiL-aligned Capacity management policies, processes and procedures

o Dedicated Capacity Management Process Owner

@ Business Capacity Management to forecast capacity needs based on business events

o Service Capacity Management fo ensure the capacity levels support established service level targets

o Resource Capacity Management to ensure the capacity levels are provided for at the individual IT device level
o Actions fo ensure appropriate levels of capacity have been built into new IT Solutions

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

o Ongoing monitoring and analysis of current performance to ensure appropriate levels of capacity have been provided
and resources are opfimally tuned
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Capacity management leads to increased efficiency and performance in several areas ond will help the Texas Lottery achieve ifs
stated goal of operating the Texas Lottery in an efficient manner, and optimizing revenues fo the Foundation School Fund.

Scientific Games’ divisions all contribute input to determine the required services, what type of supportive infrastructure is
required, the level of contingency needed, and associated implementation plans to implement any changes.

The goal of our Capacity Management at Scientific Games is to manage all capacity and performance-related service and
resource matters. The Capacity Management process which will be the task of the System Administrator under the direction of

the Operations Manager will:

o (reate and maintain a Central System Capacity Plan

@ Act os an expert and advisor on all capacity and performance issues and needs

o Manage the environment to meet or exceed established service level agreements (SLAs), while understanding the impact
on both services and resources

o Tuke the role of problem manager for capacity and performance problems

o Evaluate ol changes os they might relate to performance and capacity

o Be proactive while being cost-aware

This translates o the following roles, which may or may not be the function of a single person or single group, but will be overall
responsibility of the Deputy Director of Technology:

o Performance Monitor — Observe patterns of both IT and business activity, perform reporting activities and solve
performance problems noted

o Performance Tuner — Provide for efficient delivery of SLAs with exisfing resources

o Capacity Planner — Understand current and future resource demands and create a forecast and capacity plan with
sufficient future focus to allow time fo react

o Capacity and Performance Policy Manager — Define thresholds and other policies for planning purposes

e Resource Demand Manager — Manage resources efficiently through policies

Capacity Management Sub-Processes — Capacity Management consists of a number of sub-processes, within which there
are various activities. Each sub-process shares the same activities, including modeling, service monitoring, performance
management, demand management, workload management, analysis, change initiation, optimization, and trend analysis.

The three sub-processes of Capacity Management are defined below:

o Business Capacity Management — This sub-process is responsible for ensuring that the future business requirements
for IT services are considered, planned for and implemented in a fimely fashion. This fimeliness can be achieved by
analyzing data on current resource utilization and gathering business projections and application design plans, in order
to forecast and model future requirements. As with many ITIL acfivities, successful Business Capacity Management
involves close collaboration between IT and the business.
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o Service Capacity Management — The focus of this sub-process is the management control and prediction of the
performance of the operational IT services that enable users to perform doy-to-day activifies. The focus must be on end-
to-end service SLAs rather than the individual infrastructure components. If you focus narrowly on each IT component
first, without understanding the end-to-end service, the organization risks investing in resources that may not be needed,
and not investing where they are truly needed. In this sub-process, not only is engagement with the business essential,
but cross-platform, cross-technology collaboration will also be required.

o Component Capacity Management — This sub-process focuses on the management of the individual components of
the [T infrastructure. This is the “traditional” T view, and is responsible for ensuring that all IT components that support
a parficular IT service are closely monitored and measured and that exercises are constantly performed to improve
service capacity requirements. Again, a structured and fop-down approach to Capacity Management ensures closer
business alignment, and enables the priorifization of capacity investments to be based on business needs. It is critical to
automate thresholds, where possible, to enable proactive management and minimize degrodation and outages.

The Copacity Management ensures that cost-jusfifiable IT capacity in all areas of IT always exist and is matched fo the current
and future agreed needs of the business in a timely manner.

PROACTIVE REVIEWS

As the usage of services change and functionality evolves, the amount of processing power, memory, efc also changes. Scientific
Games incorporates proactive reviews of the system to understand the demands being made currently, and how they will change
over time. This approach allows us to foresee growth needs and adjust accordingly. If there are spikes in, for example,
processing power at a particular time of the day, it proposes analyzing what is happening ot that time and make changes to
maximize the existing infrasiructure, for example, tune the application, or move a non-tritical process fo a quieter period.

Confidentiality Claimed
Not released
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Confidentiality Claimed
Not released

These activities are infended to optimize performance and efficiency, and to plan for and justify production changes. These
reviews consist of:

o Monitoring the performance and throughput or load on each server and network device

o Performance analysis of measurement data, including analysis of the impact of new releases on capacity
o Performance tuning of activities to ensure the most efficient use of existing infrastructure

e Understanding the demands on the system and network, and future plans for workload growth

o Influences on demand for computing resources

o Improvement planning — developing a plan for the implementafion of improvements into test and production
environments

BENEFITS OF CAPACITY MANAGEMENT USING BEST PRACTICES AT SCIENTIFIC GAMES

The benefits of implementing Capacity Management in line with ITIL best practices include:

o The ability to utilize the systems in the most effective manner possible
o The ability to proadiively manage systems fo reduce incidents and problems
o Reducing the risk of service degradation through befter management of IT resources

o Reducing the risk resulting from changes to the IT infrastructure, made possible through application sizing and other
monitoring and analysis activities
@ Increasing customer satisfaction

o The foresight o anficipate and meet future capacity requirements before business processes are impacted
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6.4.3 PERFORMANCE MANAGEMENT

RFP Requirement: Performance management services are those activities associated with tuning the Lottery Gaming System, including the optimization
of oll Lottery operations and services functions. The following toble identifies the performance management requirements.

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

Table 12. Performance Management Requirements

SUCCESSFUL
OLES AND RESPONSIBILITIE T
ROl - _ PROPOSER "¢
1. Develops, documents and maintains performance management procedures that meet X
Service Level Requirements
2. Performs Lottery Gaming System tuning to maintain optimum performance X
3. Manages Lottery Gaming System and all Lottery operations and service functions and X
distributes resources fo meet defined availability and performance SLRs
4. Evaluates and identifies systems and operational configurations or changes fo X
configurations that will enhance performance
5. Implements improvement plans and coordinates with third parties as required X
Table 13. Performance Management Response Reguirements

RESPONSE REQUIREMENT

1. The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicated in this
section.

2. The Proposer must provide a description of its proposed performance management processes.

3. The Proposer must describe how the Propaser plans, develops, modifies, monitors and reports on System and network
performance. The Proposer must demonstrate knowledge and experience of capacity and performance tools for
managing the Lottery Gaming System and all managed services defined within this RFP.

RESPONSE TO TABLE 13: PERFORMANCE MANAGEMENT RESPONSE REQUIREMENTS

6.4.3.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS

Response Requirement 1: 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 responsibilities and will comply and often exceed the detail
requirements indicated in RFP Section 6.4.3.
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6.4.3.2 PERFORMANCE MANAGEMENT PROCESS

Response Reguirement 2: The Proposer must provide a description of ifs proposed performance management processes.

The Scientific Games IT Performance Management Process includes the monitoring and measurement of metrics fo assess the
performance of the gaming system, network, and IT operations. As described earlier, our performance management process has
a direct input into our Capacity Management Process.

Operationally, our Performance Management process is the subset of tools and processes in IT Operations which consists with the
collection, monitoring and analysis of metrics that notify Scientific Games if a sysiem component is available, or if the meirics
indicate abnormal behavior that can impact the components” ability fo function correctly. This type of monitoring includes criticol
gaming systems components, network devices, as well as ancillary equipment. These metrics are utilized to identify trends, keep
track of Service Levels, identify problem areas, and provide input into our Capacity Management Process. They improve
strategic and operational capabilities of Scientific Games in designing and developing our systems and services for maximum
customer safisfaction, productivity, and performance.

Benefits of the Scientific Games Performance Management Tools and Process:

e Provide real-time and historical data fo measure Service Levels

o Ability by management to review historical effecis of releases and improvement initiatives

@ Proactive alerts o isolote failing components or performance issues

o Provides historical data for incident management process, which can speed future repairs and remediation
o Provides historical data on system and network component workloads and usage fo help capacity planning

In addifion fo monitoring performance in real-fime, Scientific Games performs a periodic review of all system and network
performance as described in our Capacity Planning section.

6.4.3.3 SYSTEM AND NETWORK PERFORMANCE

Response Requirement 3: The Proposer must describe how the Proposer plans, develops, modifies, monitors and reports on System and network
performance. The Proposer must demonstrate knowledge ond experience of capacity and performance tools for managing the Lofery Gaming System
and all managed services defined within this RFP

In today’s dynamic and fast-paced Lottery technology world, business and IT need to become adaptive and synchronized to
capitalize on change fo achieve maximum performance and optimal sales growth. Scientific Games ufilizes proven tools fo
continuously monitor all the deployed elements in the system and network and proactively alert the operators of service
conditions and performance metrics, induding fransmission failures and outage events. All alerts affecting system or network
performance result in a SYSCON, which is described later in this section, to ensure the highest visibility and quickest resolution.

Beginning of a project implementation, the Gaming System Architecture (GSA) Team will customize the Performance
Management thresholds specific o Texas Lottery requirements. This process will ensure that all sysiem metric reporting and
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aleris reflect the service level agreements to ensure we are meeting or exceeding expeciations. Qur integrated management
approach consolidates information representing the aggregate health of the overall gaming system. This provides a foundation
for confidenily providing, delivering, and documenting Service Level Agreements (SLAs).

Understanding the infrastructure resource relationships that comprise the overall gaming system will also facilitate 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

DOCUMENT REDACTED BY TLC - 12-5-10
RFP KO. 362-10-0001 @ JUNE30. 2010 ® TEXAS LOTIERY (OMMISSION




PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Confidentiality Claimed
Not released

EEEEE
EEREE
m DOCUMENT REDACTED BY TLC - 12-5-10

ACIENTIEIE OANES RFP 0. 362-10-0607 ® JUNE 30, 2010 ® TEXAS LOTTERY COMMISSION



“PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Confidentiality Claimed
Not released

DOCUMENT REDACTED BY TLC - 12-5-10
RFP NO. 362.10.0001 @ HINE30. 2010 @ TEXAS LOTTERY COMMISSION




PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

This page intentionally left blank.

EmunE

HREED
ﬂﬁmem REDACTED BY TLC - 12-5-10

SCIENHTG GAMES REP NO. 362-10-0001 @ JUNE 30, 2010 ® TEXAS LOTTERY COMMISSION



PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

6.5 COMPLIANCE REVIEW (DRs 9 and 10)

RFP Requirement: (ompliance services are the activities associated with independent festing and verification of contractual compliance. The Texas
Lottery cwrrently contracts with an independent firm fo conduct coniract compliance reviews. All expenses are reimbursed by the Lottery Operator. The
current independent firm invoices approximately $349,470 annually. This amount does not include the inifial risk ossessment and risk analysis report. The

following table identifies compliance review requirements.

Scientific Games has read and understands that the Texas Lottery will employ the services of an independent party (an Auditor)
to test and verify Scientific Gomes’ performance as it relates to compliance with various provisions of the coniract. Scientific
Games understands that the Texas Lottery will select the firm that conducts this compliance audit and that the successful
proposer will be responsible for reimbursing the Texas Lottery for all costs billed to the Texas Lottery by the independent firm for
work performed in connection with this compliance review. This safisfies RFP Table 14, Detail Requirement No. 9.

Scientific Games acknowledges the requirement and agrees o cooperate fully with the independent firm in their conduct of this
audit and will provide the auditing firm with full, free, and prompt access to all Scientific Games activities, records, property, and
personnel, as well as those of any contractors or subcontractors. This satisfies RFP Table 14, Detail Requirement No. 10.

Table 14. Compliance Review Requirements
ROLES AND RESPONSIBILITIES et 0 T
1. Conducis comprehensive risk assessment and develops risk analysis report X
2. Assists in developing test procedures for compliance of contractual provisions X
3. Reviews and approves fest procedures X
4, Contracts with an independent third-party for compliance monitoring based on approved

test procedures

5. Generates compliance reports X
6. Applies corrective actions based on findings of non-compliance X
7. Demonstrates that the corrective actions have been implemented X
8. Reviews and validates corrective action X

DETAIL REQUIREMENTS

RESPONSE

SECTION(S)

the Texas Lottery). The Successful Proposer shall provide the independent firm full, free and
prompi access to all acivities, records, property, and personnel of the Successful Proposer and of
its contractors and subcontractors.

9. The Successful Proposer shall be responsible for reimbursing the Texas Lottery for all costs billed 6.5
by the independent firm and paid by the Texas Lottery for the compliance reviews.
10. The Successful Proposer shall cooperate fully with the independent firm (which will be selecied by 6.5
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Table 15. Compliance Review Response Requirements

RESPONSE REQUIREMENT

1. The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicated in this
section.

2. The Proposer must describe how it will meet compliance review requirements. This must include a description of the
policies and praciices to prevent, detect, and resolve compliance issues. In addition, the Proposer must demonstrate
experience, ability, and intent o meet ol contractual compliance requirements.

Table 16. Comptliance Review Service Levels
3.60.16 Failure to Provide Information and/or Cooperate Fully with Contract Compliance Review
3.60.17 Failure fo 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 1: The Proposer must acknowledge and occept the roles and responsibilities and detail requirements indicated in this section.

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

6.5.2 COMPLIANCE REVIEW REQUIREMENTS

Response Requirement 2: The Propaser must describe how it will meet compliance review requirements. This must include o descripfion of the policies
and pracfices fo prevent, defect, ond resolve complionce issues. In oddition, the Proposer must demonstrate experience, obility, and infent to meef ofl
confraciual complionce requirements.

Scientific Games is the only U.S. lottery 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 Commitiee, comprised of three independent Diractors,
and that Committee has approved the standards/requirements of our compliance program (Program) in accordance with the
law, our regulatory oversight, and good governance in order to protect our reputation and standing. Scientific Games has a state
of the art Code of Conduct in place which has been approved by the Board of Directors.
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6.5.2.1 COMPLIANCE PROGRAM

In the conduct of this program, we require compliance review for most all of our customers, and for all of our vendors, suppliers,
and consultants. The amount of review and due diligence required is on a sliding scale, depending on the nature and extent of
the business relationship the individual /entity will have with Scientific Games. One time suppliers with minimal cost require
limited review while joint venture partners require extensive review.

The purpose of the compliance review process is fo ensure that the vendors (including consultants) and customers that the
company does business with are entities/individuals: (1) who will cooperate with appropriate regulatory authorities; (2) who are
“suitable” or “qualified” as those terms are used by applicable gaming authorities; and (3) whose role with the company is not
likely to result, in the judgment of the Board of Directors, in the failure of the company to obtain, maintain, renew or qualify for
a license, contract, franchise, or other regulatory approval with respect fo the operation or conduct of our business.

The day-to-day management of the program is the responsibility of Larry Potts, our Chief
Compliance Officer, who is a retired FBI agent and former Deputy Director of the FBI. Ira
Raphaelson, Scientific Games General Counsel of provides counsel and guidance fo the program
and comes from a distinguished background in both the government (induding being o
Presidential Appointee) and private practice where he was recognized internationally as an expert
in corporate governance.

It is incumbent upon each Scientific Games employee to take advantage of the support the Legal
and Compliance Depariments provide in managing business and legal risks. The following summarizes our policies as it relates to
compliance:

o No lawyer may be hired to perform work on behalf of any Scientific Games entity that has not been engaged through
the legal department. This policy helps Scientific Games control costs and manage outside lawyers. Where such lawyers
have been hired, they will not be paid unless their invoices are approved by our General Counsel, or someone designated
within the legal department.

o All contracts are drafted by or through the legal department. This includes contracts of employment, joint ventures,
engagement of government affairs representatives (GARs), infernational consultants, vendors assisting in RFP work,
business partners, sales agenis, and major purchases. Scientific Games’ international contracts indude specific, Board-
approved warranties and representations relating to the legal and ethical standards to which our foreign employees,
agents, consultanis, vendors, and other business partners will be held.

o Many of the individuals and businesses with whom we plan to do work require compliance approval. These individuals
and businesses must complete our “Request for Initiation of Compliance Process” form. Larry Potts and his team begin
the process as soon as Scientific Games identifies the need for certain contracting services, including:

> GARs (all lobbyists inside and outside the U.S.)
> Pre-bid RFP work

> Acquisition targefs
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5 Joint venture partners
- Domestic business partners with whom we intend o have revenue sharing arrangements
> Consultants
> Sales representatives
> Certain domestic customers
> Business partners, vendors, and customers outside the U.S.
> Corporate Officers and members of the Board of Directors
In today’s business world, managing business and legal risk is of the uimost importance. There are crifical issues af siake and o

casual approach can result in significant consequences. Qur Compliance Team is always available should the Texas Lotiery have
questions.

6.5.2.2 INTERNAL AUDIT DEPARTMENT

Scientific Games has a corporate internal audit depariment, headed by David Rabideau, based at
our corporate campus in Alpharetta. David, and his team will ensure the effectiveness of the
Texas-based Scientific Games Service and Compliance Team and assist in establishing the key
organizational functions to ensure proper resources are in place to meet the Texas Lottery contract
compliance objectives. 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 fo the Texas Lottery’s compliance objectives.

David Rabideau

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 Change Manager will be chartered with the following objectives:

o (ontinuous monitoring of performance against contract terms
o Timely feedback to operational management SUPERIOR VALUE
o |denfification of process issues

o Identify process improvements

@ Track implementation of process improvements

o Track performance failures and calculate appropriate sanctions

@ Coordinate efforts with external audit review

o Escalation to Scientific Games corporate internal audit
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The team will report fo the proposed Texas Account Director, with

additional reporfing duties to the Scientific Games Corporate

internal audit feam in Alpharetta. This organizational structure

ensures strong organizational support within the proposed Scientific

Games Texos organization and the Scientific Games corporate The service level team will be on-
organization. The Scientific Games Service Management and site. They will be dedicated to
Compliance Team will have a wide array of resources available to
perform their jobs and achieve their responsibilifies. This overall
structure demonstrates Scientific Games’ commitment fo contract
compliance and will fully support the work efforts of the Texas
Lottery’s selected independent firm for contract compliance reviews.

ensuring service level compliance.

ki

6.5.2.4 DELIVERABLES

Scientific Games provides a broad range of deliverables designed fo streamline the process of compliance review.

Deliverables Associated with the Project Launch
o Weekly Status Reviews with the Lottery

o Weekly Internal Executive Reviews

o Conversion Project Plan bRyt b oo

e Project Tracker Web Portal §552.101/466.022/552.139

Deliverables Associated with Ongoing Operations

Availability of Central Systems — Scientific Games employs state-of-the-art process automation technology [
to monitor the health and status of all elements of the gaming system. This technology proactively monitors the system for
anomalous conditions and aleris operators who will address ony situation. This advanced monitoring system helps ensure that
fimely detecfion is provided o operators, allowing them fo quickly make corrections to a wide range of condifions that could
affect availability of the central system.

Availability of Communications Network — Scientific Games proposes to employ a highly-udvanced, automated Lofery
Network Monitoring System (NMS) that continuously monitors all the many elements of the advanced terminal communications
nefwork that Scientific Games proposes fo supply to the Texas Lottery. The NMS is comprised of numerous individual elements
that, working in concert, enable us to provide an unparalleled level of automated detection of any anomalies or fuilures in the
communications network. The NMS gives system Operators and Operafions Management visual cues and automated message
alerts that signal events or conditions that may need attention. This advanced capability for detection is the first line of defense
in identifying potential problem situations before they can lead to significant outages.
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Scientific Games also proposes fo use . Through its
connectivity with the Computer Front Ends (CFEs), RavenWeb combines this real-time information with background information
from the database and/or log files to provide a complete picture of both the present and past network behavior.

Availability and Accuracy of Reports and File — Scientific Games is required to undergo SAS-70 audits as a part of their
relationship with many of our domesfic lottery customers. Any compliance exceptions noted as a part of these audits are
addressed by the local site staff to ensure immediate corrective action. Additionally, Scientific Games’ systems, security, and sites
have successfully been audited for compliance with Rule 2 of the Multi-State Lottery Association (MUSL). We are committed to
providing the Texas Lottery with the same high degree of security in fulfillment of our contract requirements.

Deliverables Associated with Software Development and Testing — Scientific Games is the first and only supplier in
the Lottery industry to develop software change conirol processes that have been certified as compliant with the North American
Association of State and Provincial Lotteries (NASPL) requirements.

The process of software change control includes:

o (reation of specifications

o Software development delivery timeframes

o Internal and external software testing cyde fimes
o Software quality reporting

The entire process is completed using standardized documentation that complies with NASPLs requirements. An independent
third party audit of our software change process was conducted and resulted in process certification.

Deliverables Associated with Field Services — Scientific Games proposes fo supply the Texas Lottery with a pair of
advanced systems and associated management processes that will enable the proactive detection and prompt correction of
condifions in which a selling terminal is “off-line.”

The products that provide automated detection and alerting of a loss of communication with individual terminals are

As described earlier in this section, these products allow the Texas Call Center and Operations staff to pinpoint
connectivity down to the retailer level. When a retailer is noted to be out of communication with the central system, the Call
Center can proactively contact the retailer to determine the cause of the outage and work aggressively to re-establish
communications.

If a visit by o Field Service Technician (FST) is required to restore service to the refailer,

the software and system that automates the dispatch and routing of the best-available Information Redacted
technician is Scientific Games' exclusive §552.101/466.022/552.139

s is an automated tool that utilizes an advanced rules-hased decision engine
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coupled fo in the field to provide near-real-time prioritization and vehicle routing of field service calls.
will:

Information Redacted
§552.101/466.022/552.139

e Provides real-time asset tracking of parts inventory, with a fully defined audit trail

Similar o the capability described above, will automate the process of ossigning Preventive Maintenance (PM)
service calls fo Scientific Games’ team of qualified Field Service technicians; scheduling and monitoring new site installations;
and scheduling delivery of supplies. :

These capabilities provide a level of accountability that we believe is higher than any other vendor.

Scientific Games offers the following information os evidence of our experience, ability, and intent fo meet all the contract
provision’s requirements for compliance.

6.5.2.5 PROJECT LAUNCH MANAGEMENT

Putting a third party terminal on another vendor’s gaming system is not difficult for us. We have successfully proven this with
customers around the world and most applicably for the BCLC and OLGC, both of which are GTECH systems. Scientific 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 last three phased conversions, as summarized below.

PENNSYLVANIA CONVERSION SUCCESS

Our success story in Pennsylvania was completed on June 16, 2009, only six months affer the l

contract signing. The Pennsylvania implementation project involved the phased migration from a

legacy system, o LOTTERY
Scientific Games’ and involved nearly 9,000 retailers, WAVE™ terminals, and -

peripherals.
Benefits Older Pennsylvanians

With a two phase migration approach to the conversion we were able fo have our communications
network ) operational early. The WAVE™ terminals were able to be authenticated on our
installation system when they were deployed and operational on the then current system prior to the “go live” date.

Al of the retailers were upgraded to new WAVE™ terminals and peripherals and, by all accounts, the retailers that were
upgraded fo the new WAVE™ terminals and peripherals were very excited and safisfied with the performance, ease of use, and
visibility to the players it has brought to their businesses. Retailers learned to use the new WAVE™ terminals of the fraining
session scheduled throughout the state and readily adopted them into their business long before the systems conversion.
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Scientific Games Educational Services Team trained over 17,000 attendees prior to conversion, induding retailers and Lottery
staff. The training schedule was designed to precede equipment installation by an average of o week or less, which meant the
retailer wos well-versed on terminal and peripheral functionality and could quickly apply the skills they learned using the
WAVE™s training mode. This two phase conversion approach ensured that the final system conversion date was just another
ordinary day of business for the refailers

At conversion date, 8,700 WAVE™ terminals were operational, each with a flat panel display, customer display unit, and o
wireless ticket checker. In oll, this implementation project encompassed well over 67,000 pieces of electronic equipment.

We believe the efforts described above are a testament to Scientific Games’ capacity to deliver for the Texas Lottery.

CONNECTICUT CONVERSION SUCCESS

In early May 2008, Scientific Games successfully completed an eight month migration fo the R
guming system, 3,000 WAVE™ terminals, and associated peripherals and lottery -
- : ; 7 @
equipment for the Connecticut Lottery Corporation. ~’

The conversion introduced a number of next generation products including: CT I

o 3,000 WAVE™ terminals
@ 3,000 self-service ticket checkers

e Lottery InMotion point-of-sale advertising display e s

® management porial §552.101/466.022/552.139
[

This project involved the integration of nearly 12,000 pieces of elecironic equipment, including the installation of 3,000 retailer
terminals and the training of nearly 9,000 retailers.

MARYLAND CONVERSION SUCCESS

In July 2006, Scientific Games successfully completed an eight month migration from the

Marylond State Lottery Agency (MSLA) system to . This project MARYLAN D@LOTTEHY.
involved the infegration of over 35,000 pieces of electronic equipment including the

installation of 4,200 terminals ot 3,800 refailers.

Our implementation strategy for the MSLA system conversion followed our two phase conversion plan, which resulted in the
most risk-free and least disruptive transition for the MSLA and ifs refailers. New network communications and retailer
technology devices (ferminals, ficket checkers, displays, signs, etc.) were deployed early to the retailers, communicating back 1o
the legacy sysiem- . On the day of system conversion, the switch-over to the new lottery gaming system —

F—was tronsparent to the refailers. The following describes the key milestones associated with the two phase conversion plan
executed by Scientific Games for the MSLA.
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The MSLA awarded its online contract fo Scientific Games in late October 2005, providing for an approximately eight month
conversion period through early July 2006.
o Three months from award (Definition Phase)
> Project plan validation
> Terminal GUI design and ferminal software emulation programming
> Equipment procurement and manufacturing
> Retailer communication planning
> Installation schedule validation
> Training plan logistics
o Five months from award (Installation Phase)

> Deployed over 35K pieces of equipment (communications, terminals, ticket checkers, keno monitors, servers, signs,
displays)

> 4,200 terminals fo 3,800 retailers, 2,500 of which were keno retailers; addressed unigue installation requirements
associated with historical districts and government building locations

> Installed retailer sites during worst weather storm in 200 years —two weeks of torrenfial rain and extensive
flooding
> Built out new primary and back-up data center facilifies
Information Redacted
> Trained 150 lottery personnel
> Deployed a unique terminal sales solution for visually impaired refailers
o Six months from award (Ongoing systems and marketing activiies)

> Lounched two promotions on the legacy system (top of ficket and single use coupon) during the conversion period.
Requirements definition, programming, and markefing support for these promotion launches completed successfully
in parallel with required system conversion adfivifies.

o Eight months from award (Conversion)
> Successfully launched the with 3,800 retailers

> Launched a new game promotion (keno doubler), and a new Pick 3 promotion just three weeks after conversion
date. Requirements definition, programming, and marketing for these new promotion launches on the new system
completed successfully in parallel with required conversion activities.

> Launched a new horse race monitor game RACETRAX and another new Pick 3 promotion less than 60 days after
conversion f¢

> Designed requirements for our player activated terminals— PlayCentral.
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The implementation project effort was rewarded just eight months later wher easily handled the increased sales
volume of a $390 million Mega Million jackpot.

Information Redacted
INDIANA (HOQSIER LOTTERY) ONGOING CONVERSION §552.101/466.022/552.139

Our team is currently engaged in the Indiana conversion, which is underway with a two phase conversion approach of a legacy
gaming system fo an infegrated Lottery gaming system. On September 24, 2009 Scientific Games agreed to supply the Lottery
with  which included a full suite of online and instant ficket pass-through systems and a range of lottery equipment
including more than 4,000 WAVE™ terminals and peripherals. The conversion date is scheduled for late August 2010.

Installing 4,000 retail locations with WAVE™ terminals and wireless ticket checkers began in early April of a rate of nearly 350
refailers per week, with refailer training scheduled just days ahead of the installation. In all, we expect to train nearly 8,000
retailers prior to conversion. The installed terminals are currently operating with the legacy gaming system and will be cutover
to the

We are confident our conversion acfivities in Indiana will successfully continue through the launch date, and will result in positive
benefits o the Indiana players, retailers, and the Hoosier Lottery.

INTERNATIONAL IMPLEMENTATIONS

Scientific Games’ success with implementations and conversions and other types of deployments are not confined to domestic or
even North American lotteries. Scientific Games is a global lottery provider with significant presence on six continents. In
addition fo being what we believe is the second largest online lottery provider in Europe, we have lottery systems operafing in
Argenting, Canada, China, the Dominican Republic, France, Germany, Hungary, Iceland, Latvia, the Republic of Korea, Mexico,
the Netherlands, Norway, the Philippines, Spain, Sweden, and Switzerland. In addition, proud to share two significant
international implementafion success stories in China and ifaly next.

CHINA IMPLEMENTATION SUCCESS

In January 2008, Scientific Games agreed to supply a loftery ficket sales system and related services o the China Sporis Lottery
(“CSL") for the lottery market in the People’s Republic of China (“PRC"). The national lottery ticket sales system was designed to
track the distribution and validation of tickets throughout the PRC. Scientific Games also agreed to provide a national call center
and 90,000 ticket validation terminals and related services such as game design, markefing, and distribution fo the (SL
provincial lotteries. Earlier, Scientific Games agreed to a contract for the manufacturing of fickets with China Sports Lottery
Prinfing, Ltd. (“CSLP"), in the PRC. Scientific Games agreed fo establish, working fogether with the (SLP, a state of the art ticket
manufacturing facility in Beijing and operate the plant through a joint venture.

As one of the key sponsars of the Beijing Olympics scheduled 1o open on August 8, 2008, the (SL planned a very aggressive
rollout of the system infrastructure, training, and ficket supply to ensure product availability and retailer presence in the
maijority of key population centers in the PRC by the opening of the Beijing Olympics. The goals of the (SL included deploying
more than 50,000 terminals, supporting more than 150,000 retailers, and training nearly 17,000 sales representatives in ll
regions across a enormous land mass with limited infrastructure. The implementation plan scheduled the rollout of the Beijing-
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based main system infrastructure (data center, system hardware/software, call center, and warehouse/disiribution
infrastructure) in no more than 60 days from contract execution, Thereafter, the implementation plan scheduled the retailer
infrastructure, fraining, data communication network, warehouse and distribution infrastructure, and distribution of inventory in
a rolling schedule throughout the 31 PRC provinces and initially focused on the 400 key populafion centers across the country.

From the dafe of the first activations on the system on March 23", the system grew from 1,500 terminals in one province fo
over 50,000 ferminals deployed in 30 provinces with more than 99% of the population of China, or 1.3 billion people, with an
opportunity to play the Olympic-themed games by the Opening Ceremony of the Beijing Olympics in August 2008.

Today, just over two years after the initial launch of the national lottery ticket sales system, nearly 55,000 terminals are
deployed across the entire country supported by nearly 17,000 sales representatives and nearly 500 warehouses.

While Texas stands as one of the largest states in the United States with nearly 269,000 square miles, it is dwarfed by China's
6,000,000 square miles, which is slightly smaller than the entire United States. As the fourth largest country in the world, 22 of
China's 31 provinces have larger populations than the entire state of Texas. In fad, China has nearly 60 dities with populations
larger than one million cifizens. While the topography of Texas rises gradually from east to west, reaching its highest point of
nearly 8,800 feet, China is a land filled with mountains and high plateaus, with deserts in the west, plains, deltas, and hills in the
east, and the highest point sirefching nearly 30,000 feet above sea level.

The geographical scale and logistical complexities of this start-up are significant. Equally imporfant to the Texas Lottery are the
key leaders within Scientific Games who planned and executed this business achievement. Many of these leaders continue to
provide strategic and tacfical guidance to lotteries throughout the world foday. The proposed Texas Account Director was an
instrumental executive in the creation and implementation of the (SL business model during his tenure in China. Many of the
proposed Scientific Games Project Steering Committee Team members provided executive leadership fo the implementation
efforts and nearly all of the proposed Scientific Games Global Management Team played key roles in the creation and
implementation of the business in China.

We believe this effort and the industry leadership demonstroted are testaments to Scientific Games’ capacity to design and
deliver a lottery of massive complexity and scale.

We believe this effort is o festament to Scientific Games’ capacity to deliver for the Texas Lottery.

ITALY IMPLEMENTATION SUCCESS

In 1996, because of a technical error, a great number of winning tickets were sold in Curno,a small town in northern Italy. The
ltalian Lottery governing body decided not fo pay the winning tickets and the citizens lost confidence in the game. Sales
continued on a downward decline from that point until 2004 when Scientific Games joined a consortium of companies ((Cansorzio
Lotterie Nazionali “CLN") and led the re-launch of instant fickets in ltaly.
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Scientific Games agreed to design and supply the system infrastructure fo operate and support the distribution of instant fickets,
provide instant tickets, game development services, and marketing support activities. The key components of the re-lounch
induded the following:

o Deployment of technology fo a retailer population that has grown to nearly 50,000 retailers foday

o Estoblishment of a proactive distribution approach and improved customer service standards that today generates more
than 2,000,000 outhound calls per year, 8,000 deliveries per day, and 48 hour delivery to anywhere in Italy

o Increosed prize payout and differentiation in both concept and point-of-sale

While Italy is roughly the size of the state of Arizona, the re-launch comprised more than 24,000 retailers, or approximately
40% more than the current retailer population in Texas. Italy has nearly 58 million citizens, or nearly 2.5 times the population
of Texas.

The results of this re-launch effort have been extraordinary. Refailers have grown by more than 100% in 6 years, the average
selling price has grown by more than 100% and, most importantly, fotal sales have grown of an average rate of nearly 98% per
year —from 486 million Euros in 2004 to more than 9.4 billion Eures in 2009.

Many from the proposed Global Management Team provided executive leadership to the implementation efforts in the creation
and re-launch of the business in ltaly. Additionally, numerous members of the proposed TLC Transition Team continue fo provide
support to our successful efforts in ltaly.

We believe this effort and the industry leadership demonstrated are testaments to Scientific Games” capacity fo design and
deliver a lottery of comparable complexity and scale and validation of Scientific Games' capacity to deliver for the Texas Lottery.

AEARR
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6.6 FACILITIES SUPPORT SERVICES

RFP Requirement: Facilities support services are the acfivities associated with acquiring and maintaining the facilities necessary to support the Lotiery
Operator’s and the Texas Lotfery’s operafionol requirements. The following fable identifies facilities support services requirements.

Scientific Games understands that facilities support services are the adtivities associated with acquiring and maintaining the
facilities necessary to support the Lottery Operator’s and the Texas Lottery’s operational requirements. Within the pages that
follow, Scientific Games has fully addressed our approach to meet the facilities support services requirements as stafed in the
RFP.

Exceeding 20 successful build-outs performed in the past five years, Scientific Games’ Facilities Logistics Team has proven their
ability to meet the Texas Lottery's facilities support services requirements. Scientific Games will acquire and maintain state-of-
the-art facilities, which will include a business office that includes the primary data center, Incident Resolution and Field Dispatch
(Call Center), Inside Sales, and a central distribution warehouse for instant tickets and ficket stock, as well as equipment
distribution, o back-up data center, addifional warehouse space (as necessary), and district sales offices/depot supply to support
the business and operational requirements set forth in the RFP and the contradt.

As we discuss in detail in our response below, Scientific Games operates and maintains all of our current facilities using support
procedures and a physical security program that ensures secure and efficient facility operations for our lottery customers.

Table 17. Facilities Support Services Requirements

SUCCESSFUL
PROPOSER

1. Acquires and maintains adequate facilities to support the business and operational X
requirements sef forth in this RFP and the Contract

TLC

ROLES AND RESPONSIBILITIES

2. Develops, documents and maintains facilities support procedures that ensure secure and X
efficient facility operations

3. Implements and maintains adequate physical security for each facility X

RESPONSE

DETAIL REQUIREMENTS SECTION(S)

4. Al Successful Proposer facilities must comply with Siate and local building codes, including but not 6.6.2
limited to, specifications to meet the Americans with Disabilities Act (ADA) requirements.

5. The Successful Proposer must allow the Texas Lottery to audif (including but not limited to 6.6.2.1
physical access) any facility used for the support of the Texas Lottery.

6. Al facility acquisition, construction, operation, and maintenance costs shall be the Successful 6.6.2
Proposer’s sole responsihility.

DOCUMENT REDACTED BY TLC - 12-5-10

oy AEENN



PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

ah RESPONSE

DETAIL REQUIREMENTS SECTION(S)
7. The Successful Proposer shall not change the location of any Texas Lottery support facility without 6.6.2

the prior written consent of the Texas Lottery. Approval of the site by the Texas Lotiery shall not

confer any liabilities upon the Texas Lottery for its operations or maintenance.
8. At a minimum, there must be badge access at all Successful Proposer facilities to ensure security. 6.6.2.3.1
9. Secured warehouse facilities shall be required for the storage and distribution of all lottery goods, 6.6.2.2

equipment scheduled for deployment, On-Line Ticket stock, play slips, point of sale (POS)

materials, promotional items, and Instant Tickets.

RESPONSE

ADMINISTRATIVE OFFICES

10. The Successful Proposer's administrative offices for key management staff supporting the Texas 6.6.2.2
Lottery must be within thirty (30) miles of the State Capitol Building in Austin.

11. The Successful Proposer shall provide the following dedicated secure office space for Texas Lottery 6.6.2.2
staff. The Successful Proposer shall be responsible for providing the offices with furnishings
consistent with other offices in the same facility:

0. Administrative Offices — one (1) office that can accommodate two (2) Texas Lottery staff;
and

b.  User Acceptance Testing — one (1) office that can accommodate three (3) Texas Lottery staff
for user acceptance testing.

CENTRAL DISTRIBUTION WAREHOUSE RESPONSE

SECTION(S)

12. The Successful Proposer must provide a single secured central distribution warehouse that must be 6.6.2.2
within thirty (30) miles of the State Capitol Building in Ausfin in which to perform all shipping and
receiving functions for Instant Tickets.

13. Ata minimum, the central distribution warehouse must be adequate for the storage of one billion 6.6.2.2
(1,000,000,000) instant game fickets at any time regardless of ticket size and must maintain a
ninety (90) Day supply of secure On-Line Ticket stock and On-Line play slips.

SEDENE
sSEEEE
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RESPONSE
- SECTION(S)

14. The Successful Proposer shall be responsible for providing space for Texas Lottery staff and 6.6.2.2
functions of the ceniral distribution warehouse. The Successful Proposer shall provide the
following dedicated and contiguous secure space accessible by separate badge access for Texas
Lottery staff af the central distribution warehouse:

CENTRAL DISTRIBUTION WAREHOUSE

0. Minimum of 1,200 square feet enclosed area with « minimum of four (4) workstations and
validation testing space. This workspace must have clear visibility to the warehouse area
main entronce and pick & pack area;

b. Minimum of 1,500 square feet of secured storage space for verified fickets; and

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

15. The central distribution warehouse must contain a minimum of ten thousand (10,000) square 6.6.2.2
feet of secured space with controlled or limited access reserved exclusively for Texas Lottery use,
and exclusive of the warehouse space for storing Instant Tickefs, On-Line Ticket stock and other
materials and exclusive of the office and storage space referenced in #14 of this Section.

16. At a minimum, the central distribution warehouse must be in operation during normal office 6.6.4
hours from 8 a.m. to 5 p.m., Central Time, Monday through Friday. The Proposer must provide an
annual list of holidays to the Texas Lottery Commission on which the central distribution
warehouse may be closed.

17. Texas Lottery Commission staff will be assigned to the central distribution warehouse and must be 6.6.2.2
present when the following activities occur:

a. Delivery and receipt and/or return of Instant Ticket games from/to the Instant Ticket
Manufacturer;

b. Loading of Instant Tickets assigned for destruction; and

¢.  Destruction process.

18. No filming or pictures of the central distribution warehouse’s interior shall be allowed unless prior 6.6.2.2
written approval is received from the Texas Lottery.
19. Prior notification and approval by the Texas Lottery (at least 24 hours in advance) is required for 6.6.2.2
visitors to the warehouse.
DOCUMENT REDACTED BY TLC - 12-5-10 % Eigéé
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RESPONSE
BUTION WAREHOUSE

CENTRAL DISTRIBUTIO _ SECTION(S)

20. The central distribution warehouse must have adequate security fo allow for remote monitoring 6.6.2.3
(view only) from the Texas Lottery headquarters and from the Texas Lottery dedicated space
detailed in requirement #14 of this Section. Video security must cover all operational areas and
access poinis fo the central distribution warehouse. The monitoring system shall include video
storage and retention capabilities. All video shall be stored by the Successful Proposer in
accordance with Section 3.74.

RESPONSE
T

DATA CENTER SECTION(S)

21. The Successful Proposer’s Primary Data Center must be located in Austin, Texas. The Backup Data 6.6.2.2
Center must be established in a separate Local Access and Transport Area (LATA) from the primary 6.6.2.2.1
site and located in the State of Texas.

22. The Primary and Backup Data Centers must have the appropriate environmental safeguards in 6.6.2.2
place {e.g. power profection, “conditioned” power, fire suppression, and HVAC) suitable fo a high 6.6.2.2.1
availability, high security data center. 6.6.2.3.2

23. The Successful Proposer must provide Primary and Backup Data Centers with each having the 6.6.2.2
capability to provide full support for all Lottery Gaming System functions. 6.6.2.2.1

24. Once a month throughout the Contract term, the Lottery Gaming System must be operated from 6.6.2.2.1
the Backup Data Center. Otherwise, the Backup Data Center may be operated “lights out.”

Table 18, Facilities Support Response Requirements

RESPONSE REQUIREMENT

1.

The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicated in this

section.

The Propeser must describe all recommended fadlities, to indude at a minimum, the locations and types of fadilities,
functions to be supported, accommodations for Texas Lottery and Proposer staff and warehousing capacity.

The Proposer must describe other services, procedures, materials, supplies, programs, policies, equipment and facilifies it
believes necessary for successful daily operations. The Successful Proposer shall be responsible for providing dll

necessary ifems for each proposed facility.

The Proposer must indicate the proposed hours of operation for the central distribution warehouse.
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Table 19. Facilities Suppor! Service Levels

SLR NAME

Failure fo Receive Texas Lottery Writen Approval At Least Twenty-Four (24) Hours in Advance for Visitors
to Central Distribution Warehouse

RESPONSE TO TABLE 18: FACILITIES SUPPORT RESPONSE REQUIREMENTS

6.6.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS

Response Requirement 1: The Proposer must acknowledge and accept the roles and responsibilities and detoil requirements indicated in this section.

Scientific Games acknowledges and accepts the roles and responsibilities, and will comply, and often exceed, the detail
requirements indicated in RFP Section 6.6.

6.6.2 RECOMMENDED FACILITIES (DRs 4, 6 and 7)

Response Requirement 2: The Proposer must describe ol recommended focilifies, lo include at @ minimum, the locations and types of facilities,
Funtions 1o be supporied, accommedations for Texas Lottery and Propeser staff and warehousing capacily.

Scientific Games has a proven record of scouting, selecting, and building out secure and well-positioned facilities for our gaming
industry customers that consistently meets or exceed RFP requirements. We have been building out data centers, warehouses,
depots, hubs, racinos, and other goming-related facilities since the 1980s. Over that fime, we have compiled a list of reliable
seledtion criteria that enables us to choose sites that protect the day-to-day operations of our customers.

The proposed sites will be built-out to meet the standard specifications of multi-jurisdictional associations. All of Scientific Games’
facilities are, in fact, designed, constructed, and maintained fo be consistent with multi-jurisdictional association standards
throughout the life of the contradt, indluding any extensions. In satisfaction of RFP Table 17, Detail Requirement No. 4, all of the
Scientific Games facilities will meet Texas state and local building codes, including, but not limited to, Americans with Disabilities
Act (ADA) requirements. It is further understood that the costs associated with building out any Scientific Games’ facility will be
our sole responsibility.

In safisfaction of RFP Table 17, Detail Requirement No. 6, all facility acquisition, construction, operation, and maintenance costs
will be Scientific Games' responsibility.

In satisfaction of RFP Table 17, Detail Requirement No. 7, once the locations are selected and approved of by the Lottery,
Scientific Games will not change the location of any Texas Lottery support fadility without acquiring prior written consent from
the Lottery. Scientific Games also understands that the Lottery’s consent does not confer any liahilities upon the Texas Lottery for
the operation or maintenance of the facility.

[ 1 ] 87 ]
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Scientific Games” current portfolio includes over 140 facilities globally. As described in our 10-Q:

“Domestically, our principal facilities include approximately 355,000 square feet owned (subject to mortgage encumbrance) and
approximately 175,600 square feet leased space in Alpharetta, Georgia. The facilities are used for administrative and
operations offices, « manufacturing plant, and warehouse space (used for the Printed Products, Lottery 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 facilifies include:

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

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

o Approximately 23,000 square feet leased in Ballymahon, Ireland for a manufacturing plant and warehouse space (used
for the Lottery Systems and Diversified Gaming Groups)

e Approximately 66,000 square feet of leased space in Vienna, Austria for administrative and operations offices (used for
the Lottery Systems and Diversified Gaming Groups)

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

Approximately 49,000 square feet leased in Sydney, Australia for administrative and operations offices, a manufacturing plant
and warehouse space (used for the Printed Products Group)For the administration and operations of our pari-mutuel operations,
induding OTB facilities, we own approximately 30,000 square feet in Maine (subject to mortgage encumbrance), and 94,000
square feet in Connecticut (subject fo mortgage encumbrance), and lease an aggregate of approximately 120,000 square feet
in various locations in Connecticut. In addition fo the above, we lease an aggregate of approximately 595,000 square feet in
various locations in the United States for administration, operations, and warehousing purposes in connection with our domestic
Printed Products and Lottery Systems contracis.

We occupy many other sites infernationally totaling approximately 169,000 square feet owned and approximately 172,000
square feet leased. These sites are primarily used for administration, operations, or warehousing, or any combination thereof, in
connection with our international Lottery Systems and Printed Products businesses, our Global Draw and Games Media
businesses and our infernational pari-mutuel and venue management businesses.

Maurice “Moe” Corrette, Director of Logistics, will provide the management for all contract facility
needs: from the design phase through final Certificate of Occupancy. Moe's team remains
responsible for all facilifies— including the support of the infrastructure, lease extensions, and
any tenant/landlord issues—for the life of the contract.

Qur Facilities Logistics Team, overseen by Moe, has had full responsibility for the location, design, :
budget, build, and ongoing support for the bulk of the domestic facilities as shown in Figure 6.6-1, Moe Corrette
roughly 65%, as well as numerous internal projects within our morigaged facilities.
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Figure 6.6-1: Scientific Games' Facility Build-Out Experience will Benefit the Lottery

ENTITY NO. OF BUILDOUTS FACILITY TYPE

Hoosier Lottery (Indiana) ] Online gaming system 2010
primary sife

Lotteria Electronica (Puerto 1 Cooperafive Services instant 2009

Rico) ticket warehouse and
disiribution center

Arkansas Lottery 1 Cooperative Services instant 2009
ticket warehouse and
distribution center

Pennsylvania Lottery 4 Online gaming system 2009
primary ond three remote
warehouses

Florida Lottery 1 Cooperative Services instant 2008
ticket warehouse and
distribution center

Connecticut Lottery ] Online goming system 2008
primary sife

West Virginia Lotfery 2 Online gaming system and 2008
instant distribution

Scientific Gomes 1 National Data Center in 2008
Alpharetta, Georgia

Michigan Lottery ] Bingo Data System 2007

Pennsylvania Lottery ] Cooperative Services 2007
warehouses instant ticket
warehouse and distribution
cenfer

Maryland State Lottery 2 Online gaming system 2006

Association primary and back-up sifes

Apuestas Internacionales 2 Online gaming system 2006

(Mexico) primary and back-up sites
and warehouses
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Figure 6.6-1: Scientific Games' Fadifity Build-Oul Experience will Benefit the Lottery

ENTITY NO. OF BUILDOUTS

Scientific Games Racing East

FACILITY TYPE

Quantum Data Center in New
Jersey

2006

Scientific Games Racing West

Quantum Data Center in
California

2006

Iceland

Online Primary & Video

2005

POSC Philippines

Online gaming system

2005

Oklahoma Lottery
Commission

Online and Instant gaming
systems primary and back-
up sites and warehouses

2005

Colorado Lottery

Online gaming system
primary and back-up sites
and warehouses

2005

Loteria Elecironica (Puerto
Rico)

Online gaming system
primary and back-up sites
plus Lottery offices

2005

Ohio State Loitery

Cooperative Services
warehouses instant ticket
warehouse and distribution
center

2005

Maine Lottery

Video Lottery primary and
minor remodel of primary
online to indude video back-

up

2005

Washington DC Lottery

Cooperafive Services
warehouses instant ticket
warehouse and distribution
center

2005

Tennessee Lottery

(ooperative Services
warehouses instant ticket
warehouse and distribution
cenfer

2004

ERENE
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Figure 6.6-1: Scientific Games' Facility Build-Out Experience will Benefit the Lotiery

ENTITY NO. OF BUILDOUTS FACILITY TYPE

North Dakota Lottery 1 Online gaming system 2003
primary

Peru 2 Online gaming system 2003
primary and back-up sites

Montana Lottery 1 Scientific Games system 2003
training school

Georgia Lottery 1 (ooperative Services 2003
warehouses instant ticket
warehouse and distribution
center

Arizona Lottery ] Cooperative Services 2003
warehouses instant ticket
warehouse and distribution
center

South Carolina Education 2 Online gaming system 2001

Lottery primary and back-up sites
plus Cooperative Services

Maine Lottery | Online gaming system 2001
primary

lowa Loftery 1 Online gaming system 2001
primary

Jomaica Lottery | Online goming system 2001

New Hampshire Lottery ] Online goming system 2000
primary

Vermont Lottery 1 Online gaming system 2000
primary

Montana Lottery 2 Online gaming system 1999
primary and back-up facility

Barbados Lottery l Online gaming system 1998

primary
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Moe Corrette and the Logistics Team are proven performers who
know how to meet the the facilifies planning and implementation
facet of the transition plan. The Lottery will benefit with this team in
place, overseeing all aspects of the facility build-outs. In fadt,
because Moe and his team are often finished ahead of schedule,
other stages of the plan are usually able to proceed chead of the
originally scheduled dates.

Scientific Games has never missed
a completion date and in fact has
often completed build outs ahead
of schedule, which greatly ensures

that the Lottery’s conversion will
As a leading provider of facilities to the gaming industry, Scientific be completed on schedule.
Games will engage the best available suppliers and contractors to

ensure that the Texas Lottery’s state-of-the art facilities meet and
often exceed the requirement and expectations of the Lottery. Qur o o
proposed facilities comprise the following: .

o A primary facility that includes:

? Information Redacted

3 §552.101/466.022/552.139
>

2

> Texas Lottery staff office and warehouse space

> Retailer Care Center
e Back-up data center

District sales and depot storage officesThe

and district sales offices/depot storage will all support the business and operational requirements to meet or exceed lottery
industry standards as well as the appropriate security and construction requirements necessary for the secure operation of a
restricted access computer facility.

Exceeding RFP requirements, Scientific Games will also build-out district sales offices in each of
the Texas Lottery’s sales office areas. The locations and support functions are listed below; g

o Houston -

——

o Irving/Dallas — EXCEEDS
o San Antonio —
o Abilene —

o El Paso -
o McAllen -

‘DOECUMENT REDACTED BY TLC - 12-5-10
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e Lubbock — Sales/Markefing and Depot Storage
o Tyler — Sales/Markefing and Depot Storage
o Victoria — Sales/Marketing and Depot Storage
The objective of Scientific Games’ security and construction design for the TLC's Data Center facilities is to reduce any risk of data

compromise due fo physical break-ins and unauthorized access to server resources, and fo provide safety and security to
personnel and facilities.

6.6.2.1 FOUR-PHASE CONSTRUCTION APPROACH (DR

To ensure construction reliability, and based on our extensive construction experience, Scientific Games hos developed the four-
phase approach illustrated in Figure 6.6-2 to ensure construction reliability.

This four-phase approach has been a key factor in our 100% success rate for all Scientific Games facility construction projects
completed since the mid-1980s. This is importont fo the Texas Lottery because with Scientific Games you will not lose revenue
due to delayed construction activities. Our approach also allows us to focus on efficient and consistent build-out execution to
ensure risk is minimized and that our standards exceed NFPA, NEC, and ADA regulations —while also adhering fo local and state
regulations. We apply one of the most stringent internal safety and security audit processes in the industry, processes that will
satisfy RFP Table 17, Detail Requirement No. 5 when the Texas Lottery audits any facility used by Scientific Games to support the
Texas Lottery.

All Scientific Games facility build-outs meet multi-jurisdictional affiliation standards.
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Site audit, design, and
development process

Construction, installation
and project management
integration

A facility process that designs,
acquires, constructs and sustains
Training, audits and - reliab“ity

services to maintain

accountability

6.6.2.2 SCIENTIFIC GAMES’ PRIMARY FACILITY (DRs 9, 10, 11, 12,13, 14, 15,17, 18, 19,
21 and 23)

In order to help expedite the build-out process at the primary facility in , Scientific Games will procure architectural,
mechanical, and electrical drawings or permitfing prior o the award announcement.

Start-Up Project — The start-up project office will be housed in a single or multiple flexible business suit location featuring
office space strategically located in the Austin area.

During the project rollout, Scientific Games will also lease worehouses
the needs of the retailers.

Information Redacted
§552.101/466.022/552.139
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Information Redacted
§552.101/466.022/552.139
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Information Redacted
§552.101/466.022/552.139

The primary facility will be physically constructed to provide a strategic separation between the administrative areas and the
actual production and operational areas, offices, and staff. These areas are defined as:

@

°

™ Information Redacted
§552.101/466.022/552.139

®

Central Distribution Warehouse — The ceniral disiribution warehouse portion of the primary facility will serve os o
delivery, receiving point, and subsequent storage and distribution of all lottery goods, including equipment scheduled for
deployment, instant tickets, online ficket stock, playslips, point-of-sale (POS) materials, and promotional items, thereby
satisfying RFP Table 17, Detail Requirement No. 9.

This facility meets our criteria for accessibility, security, and expansion. After we make our improvements fo the property, the
facility will meet or exceed industry standards and comply with all state and local building codes, laws, rules, and regulations for

e
EEEEE
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facilities of this type. The building has adequate ceiling height as well as an Early Suppression Fast Response (EFSR) Sprinkler
System to meet state and local code, and will be built out 1o incorporate all the required security measures.

Measuring approximately 65,000 square feet, our proposed instant ficket warehousing and

distribution center satisfies and exceeds RFP Table 17, Detail Requirement No. 15. The center will
include more than adequate storage space for 1,000,000,000 instant game tickets to be stored
af any time, regardless of ticket size, and easily and securely accommodate a 90 day supply of Lo
online ticket stock and online playslips. This safisfies RFP Table 17, Detail Requirement No. 13. CALEEUS

Within this warehouse space the following dedicated configuous secure space
, will be reserved:

e Minimum of 1,200 square feet enclosed area with four workstations and validation festing. This space will have dear
visihility of the warehouse area main entrance and Pick 'n Pack area.

o Minimum of 1,500 square feet of secure storage for verified tickets.
o Minimum of 3,500 square feet for file and supply storage.
o Beyond the above the warehouse will contain 10,000 square feet

as needed.
The above items satisfy RFP Table 17, Detail Requirement Nos. 11, 14, and 15.

Our central warehouse center is prepared fo take delivery from other Lottery suppliers

. We will also make any arrangements
necessary to accept delivery outside of those hours because Scientific Games realizes that delivery schedules can often change
due fo weather or other unforeseen circumstances. This was the case recently in one of our sites when a delivery truck coming
from Canada broke down on the Friday before a holiday weekend. Our employees stayed until the truck arrived so 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 just saw it as “working until the job is done.”

unless specified by the Texas Lottery. However, our staff will work as necessary to
accommodate new game orders and unusually heavy week-day volume on an “os needed” basis throughout the life of the
contract. Hours of operation for Scienfific Game

Scientific Games understands that any delivery or shipment of Instant Tickets to the manufacturer or scheduled for destruction
requires that Texas Lottery Commission staff be assigned and present prior fo the activity taking place. This satisfies RFP Table
17, Detail Reguirement No. 17.

Upon nofification of shipment from the instant ticket manufacturer, assigned Texas Lottery staff will be nofified.
Texas Lottery staff will be nofified of any changes fo the
scheduled date.

DOCUMENT REDACTED BY TLC - 12-5-10
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Following any required reconciliation of tickets to be returned, assigned Texas Lottery staff will be notified of the schedule for
the return of instant tickes.

These notifications will provide the Texas Lottery with the fime needed to schedule assigned staff to be present for both the
receiving and shipping of Instant Tickets games to/from the manufacturer.

To ensure secure fransport of instant tickets assigned for destruction, authorized Texas Lottery staff will be nofified so they can
be present fo verify the confents during the loading process and place the final seal on the truck. The destruction process is
described in detail in Section 9.4 of this proposal. Assigned Texas Lottery staff can monitor the destruction proces:

Information Redacted
§552.101/466.022/552.139
FACILITY SUPPORT

Having multiple facilities throughout Texas allows Scientific Games fo provide additional services, procedures, materials,
supplies, programs, policies, and equipment necessary for successful operation.

We envision using the resources of the multiple facilities o enable a network of support for each of the other facilities and the
Texas Lottery. Some items listed here are explained in greater detail in other sections of the proposal:

e (ross-frained employees who can assist with projects or tasks, such as regional sales blitzes

@ (ross-rained employees who can assist with promotional efforts

o Multiple training facilities for Scientific Games stoff, Texas Lottery staff or Texas Lottery refailers
o Multiple conference facilities for Scientific Games or Texas Lottery staff

o Field office for service managers, sales and marketing personnel or Texas Lottery staff

(]

@ Depos for online consumables for faster speed fo market

L]

L

o Emergency replacement equipment for out of service ift trucks or other warehousing equipment
o Additional reserve of frequently used day-to-day office supplies

o Test sites for new programs or policies and procedures before network wide implementation
Scientific Games understands that we are responsible for providing all necessary items for each proposed facility.

Scientific Games will not allow any pictures or filming fo fake place in any of our Texas facilities without prior written approval
from the Lottery, satisfying RFP Table 17, Detail Requirement No. 18.

Any visitors to the distribution warehouse will require approval from the Texas Lotiery a minimum of 24 hours in advance,
satisfying RFP Table 17, Detail Requirement No. 19.

mpEEN
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As noted in Section 6.6.2.2, the distribution warehouse will have a Closed Gircuit Television (CCTV) system covering all critical
areas that are not only monitored by Scientific Games, but allow for remote viewing of the video cameras at the Lottery
Headquarters and workspace for Texas Lottery staff working in the validation fesfing area via a web browser.

Figure 6.6-5 through Figure 6.6-10 provides color-coded proposed floor plans fo the entire primary facility site/central
distribution warehouse.

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

o Green — Scientific Games' office space

o Blue — Texas Lottery office space and warehouse
® Tan — Online warehouse

o Yellow — Instant ticket warehouse

gezge
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RFP RO. 362-10-0001 * JUNE 30, 2010 ® TEXAS LOTTERY COMMISSION

PRIMARY DATA CENTER

Scienfific Games” primary data 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, safisfying RFP Table 17, Detail
Requirement No. 23.

The primary dota center will consist of offices for operations management, and ample space for workstations for system
operators, the computer and communications rooms, and offices/workstations for software support staff. The data center
operations will be in a separately zoned secure area from the remaining facility space.

The Primary Data Center will include all of the necessary safety, security, and environmental controls equipment described later
in Section 6.6.2.3. It will meet all security and lockdown specifications supported by any multi-jurisdiction affiliations fo which
the Lottery is a member or may join in the future, and will met all MUSL lockdown procedures.

All construction and furnishings of any Texas-based facility will comply with fire, safety, building,
and ADA codes. Any upgrades, servicing, or replacements required fo maintain compliance with

such codes will be Scientific Games' responsibility and implemented at our cost. The Primary C‘%
Data Center will meet and, in most cases, exceed the requirements specified in the RFP.

o

EACEEDS
Today there is increasing pressure on organizafions o improve service levels and increase

availability while maintaining costs. Scientific Games is striving to achieve these goals through

better management of our data center IT facilities. By its very nature, being the central location for shared computing resources,
the data center is the single most concentrated, complex, and strategic companent of the IT environment and therefore, is the
starting point for efforts to reduce complexify and improve manageability.

Confidentiality Claimed
Not released
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Confidentiality Claimed
Not released

6.6.2.2.1 BACK-UP DATA CENTER DALLAS (DRs 21, 22 and 23)

The proposed back-up data center is located af 1223 Alma Road,
Richardson, Texas (Figure 6.6-12) in the Dallas/Fort Worth, area. This is
in a completely separate Local Access and Transport Area (LATA) from the  §
primary data center, satisfying RFP Toble 17, Detail Requirement No. 21.
The data centers are separated by over 195 miles.

The backup data center is being leased from Terremark Worldwide and
has the following Pod features:

e 12,500 gross sq. ft. pod within the Digital Realty facility
o Outside 100 year flood zone

o Surface parking

o Diverse underground fiber entrances

o Pursuing LEED gold cerfification

by ZEENEN

J %MENT REDACTED BY TLC - 12-5-10




PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Connectivity Information Redacted

§552.101/466.022/552.139
o Proximity to major area fiber carriers

L ]
Datacenter/Co-Location

Power Infrastructure

Security

This back-up data center will have all the appropriate environmental safeguards in place, safisfying RFP Table 17, Detail
Requirement No. 22. Please see Section 6.6.2.3 or more details.

Scientific Games will provide high-bandwidth, redundant communications between primary and back-up data centers, Lottery

headquarters, and to

Scientific
Games understands the requirement of running from the back-up site once a month to be certain all systems fundtion the same
as the primary. want both

This satisfies RFP Table 17, Detail
Requirement No. 23.

Please note that due to market changes these facilities may not be available upon award of coniract, but Scientific Games has
alternatives to ensure the conversion schedule, and will immediately share any changes with the lottery prior to proceeding.

mEEAE
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Information Redacted

6.6.2.2.2 NATIONAL DATA CENTER (NDC) §552.101/466.022/552.139

As an Offered Option in the base price and subject to applicable law, Scientific Games

, the Lottery access for games management, and the Lottery’s ICS will

connect to this facility if this option is exercised. This state-of-the-art facility has proven fo satisfy i BASE PRI 8
many of our current customers.
Scientific Games’ NDC is built to compufing industry standards and / $=
practices for data centers, including multiple layers of site security g = z :
! | ig
). It is led by a team of hands-on lotiery professionals with ‘;l 1_

years of leadership and management experience in the U.S. and abrood £,
in the lottery, video, racing, and gaming IT fields. No other vendor can
offer this breadth or depth of gaming experience and knowledge. A
facility exterior photograph is shown in Figure 6.6-13.

As a consolidated data center, the NDC has

Each
area of concern, and Scientific Games’ solution, is defailed in the
description of the NDC below.

A floor plan of our NDCis illustrated on the following page in Figure 6.6-14.

sERoN
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Scientific Games’ NDC opened on February 25, 2008 and is at the heart of g
our “Center of Excellence,” corporate campus. If combines a highly skilled
professional staff, a stote-of-the-art data center, a separate technology
center (i.e., service management, software, operations support,
communications (LAN and WAN), and National Response Center (NRC).

Information Redacted
§552.101/466.022/552.139

Our NDC employs highly skilled professional employees currently
supporting production systems

M

The NDC site was constructed to meet and exceed the specifications currently in place with multi-jurisdictional lotteries. All of
Scientific Games' facilities, in fact, are designed, constructed, and maintained fo be consistent with multi-jurisdictional association
standards throughout the life of the contract, induding any extensions thereaffer.

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 oll G%
required safety, security, and environmental controls and equipment. Our data centers always
meet multi-jurisdictional security and lockdown specifications. EXCEEDS

The data centers meet and, in most cases, exceed the security and environmental safequard
requirements specified in the RFP as discussed in the following sections. These security and environmental safeguards will also
apply to the Central Distribution Warehouse, thereby safisfying RFP Table 17, Detail Requirement No. 20.

6.6.2.3.1 SECURITY SAFEGUARDS (DR 8)

Confidentiality Claimed
Not released
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Confidentiality Claimed
Not released

Digital CCTV System

In addition to the CCTV system covering the distribution warehouse, we will install and administer a Lottery approved digital
((TV)system that will have strategically ploced cameras with sufficient capacity 1o monitor all gaming systems, gaming
management activities, and sensitive facility areas, as determined by Lotfery Security. In areas of specific concern, where
observing the details of critical operations are necessary, a percentage of these cameras will have filt, pan, and zoom features.

Scientific Games will also provide a Digital Video Recorder (DVR) system capable of recording of images for

all camera locations. Scientific Games will store in accordance with Section 3.74 as defined by government

code 441.180

The Director of Security will be responsible for video storing as well as ensuring we are connectec Information Redacted

§552.101/466.022/552.139

The CCTV system will be accessible by selected Lottery staff via a web browser.

6.6.2.3.2 ENVIRONMENTAL SAFEGUARDS (DR 22)

Scientific Games environmental safeguards, which satisfy RFP Table 17, Detail Requirement No. 22, are given below.

Air Conditioning System — The air condifioning systems
will have lottery industry-standard environmental controls in place,

We will select equipment that is roted ot +
specification af the time of installation, exceeding the industry standard of :
This equipment will also have , which Scientific Games typically provid
in ts design because

Because the primary equipment exceeds the industry-specified standard to maintain a siable environment

eACEEDUS
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Information Redacted
§552.101/466.022/552.139
Fire Protection — Scientific Games will maintain a fire suppression system meets National Fire

Protection Association (NFPA) guidelines.

We will install an be installed
to sound both locally and af @ commercial security call monitoring service that, in furn, will nofify the Austin, Texas fire/police

departments and Scientific Games site management. Scientific Games will arrange fo have an alorm sound at the offices of TLC
Security staff as well, if that is your preference.

Scientific Games also recommends that the relevant TLC Security staff
This approach will help ensure timely notification of alarm events fo TLC Security that
occur during times and days the Texas Lottery office is closed.

Power and Power Back-Up Equipment — Power and back-up equipment ot both the primary and back-up data centers
will have an audible/visual alarm system for notification. All power and power back-up equipment will be tested

As part of our overall facility profection plan Scientific Games will provide
Based on system requirements,
af @ minimum, . We will also provide

Each of these . By exceeding the required
capacity ot start-up, we can ensure that our back-up capacity can sustain future

conducting business at full capacity.

Additionally, Scientific Games’ power solution includes a Remote Power Management Module (RPMM). The Remote Power
Distribution features theability fo ensure load balance equalization, thereby avoiding overloading any phase of any circuit. The
RPMM features all the conveniences of a Power Distribution Unit (PDU).

Scientific Games also includes to further reduce
issues coused by

The will comply with all applicable fire and safefy codes. The
equipment will undergo , which is a standard operating procedure thet Scienfific Games
adheres fo.

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 facilities it
believes necessry for successful daily operations. The Successful Proposer shall be responsible for providing all necessary items for each proposed faciliy.

In support of Texas Lottery’s business, Scientific Games proposes to locate the following
facilities throughout the state :

o Housfon e Irving
@ San Antonio o Ahilene
e H Paso o McAllen
o Lubbock o Tyler
o Victoria

Information Redacted
§552.101/466.022/552.139

These locations will also have

6.6.4 CENTRAL DISTRIBUTION WAREHOUSE OPERATING HOURS (DR 16)

Response Requirement 4: The Proposer must indicate the proposed hours of operation for the central distribution warehouse.
i 5 A Y M i e A S ek A ) BN R R S A R T A A S i e e

Scientific Games believes in “working until the job is done” and our successful experience operating warehousing and
distribution facilities indicates that this philosophy consistently provides the best level of support for our customers and their
retailers.

Our central warehouse center is prepared to take delivery from other Lottery suppliers
Scientific Games realizes that delivery schedules can often change
due fo weather or other unforeseen circumstances.

unless specified by the Texas Lottery. However, our staff will work as necessary to
accommodate new game orders and unusually heavy week-day volume on an “as needed” basis throughout the life of the
confract.

gEE=IA
o

RENEE
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Holiday Schedule — Scientific Games recognizes

amount of disruption for the retailer network. In
addition, Scientific Games may also take corporate observed holidays or days when our courier is not delivering and/or
receiving packages. The schedule below, beginning January 1, 2010, is an example of a typical warehouse schedule for a 12-
month period. Our holiday schedule will be submitted to the Texas Lottery for approval before being finalized.

Information Redacted
§552.101/466.022/552.139

6.6.5 TEXAS NATIONAL SERVICE CENTER

Scientific Games is committed to working in close cooperation with the Texas Lottery and the
Texas State Department of Economic Development in our efforts to meet the goals set by Texas
State Cerfified 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 transition, Scientific Games has developed a plan
intended to remain job-neutral with the incumbent vendor for Texas-based employees through
increased staff dedicated fo the Texas Lottery operation, as well as investment in corporate infrasiructure based in Texas through
Scientific Games and our affiliates. Upon award of the contract to Scientific Games, we are committed to establishing our Texas
National Service Center . This is an Offered Option included in the base price.

Our Texas National Service Center will house several key components of our national service infrastructure and resources
including:

® — Currently housed on our corporate campus in Alpharetta, Georgia, the NRC
, currently handles

customer service calls fron . Within the first year of operations with the
Texas Lottery, this facility will support over

EEmaa
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s — This newly established center will be ar
for the maintenance and repair of all terminals and associated refailer peripheral equipment
for the Texas Lottery and our online lottery partners throughout the United States. In all, we anticipate will

support nearly 40,000 WAVE™ and other associated terminals operating across the United States within the first year of
operations with the Texas Lottery.

o — This newly established center will house for
dedicated Texas Lottery in addition to
systems operations.

The establishment of our Texas National Service Center will benefit the Texas Lottery, the Texas State Department of Economic
Development, and the State of Texas in a number of manners, including;

e Expanded Economic Opportunities — The Texas National Service Center will expand economic opportunities
primarily in areas of facility rental, related facility build-out and ongoing support services; transportation and related
courier / shipping services.

e Expanded Opportunities for Texas State Certified Minority /Woman-Owned Business Enterprises in the
state of Texas — Scientific Games will confinue our efforts to meet the goals of the Texas State Depariment of
Economic Development in all areas of the establishment and operation of the Texas National Service Center.

o Expanded Employment Opportunities for Texas Citizens — Scientific Games anticipates the Texas National
Service Center will employ nearly 100 high value, service-hased resources for full, part-fime, and education related
training programs. From lower skilled entry level technicians and call center operators to highly skilled cerfified quality
assurance fechnicians and sofiware development and festing resources, the majority of these resources will be sourced
from qualified Texas ifizens.

© Expanded Opportunities to Partner with Local Technical Training Institutes — As many of the new
employment opportunities will require varying levels of proficiency with technology, the establishment of the Texas
National Service Center will provide Scientific Games and the Texas Lotiery with an opportunity to partner with local
technical training institutes and establish cooperative employment opportunities and/or workforce re-training programs
with students/employees.

o 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 National Service Center. Higher
skilled resources will now be hired, trained and retrained. Terminal repairs, typically completed to @ modular level for an
in-state repair facility, will now be completed o the component level because of the high concentration of technical talent
and tools available in the facility. Greater investment can be achieved due to economies of scale recognized by this
consolidated infrastructure.

Scientific Games understands that the Texas Lottery reserves the right to approve all locations and agrees to work with your
designee in assuring that the Texas National Service Center location, procedures and our staffing plans meet with your approval.

&ﬁﬂ':
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hs with all Scientific Games' facilities, the Texas National Service Center will be designed, constructed, and maintained fo be
consistent with stafe and local building codes, including but not limited o, specifications to meet the Americans with Disabilities
Act (ADA) requirements. Additionally, the facility will be compliant with oll multijurisdictional association standards throughout
the life of the contradt, including any extensions thereafter.

Quality, accuracy and excellence are among Scientific Games' service goals. While Scientific Games is not prohibited by our
commitments fo other customers under other conracts to locate the Texas National Service Center in the state of Texas, we fully
understand our primary obligation is to meet the service level requirements of the Texas Lottery, its retailers, and players. We
look forward to working with the Texas Lottery fo ensure the service level requirements are fully achieved with the
establishment of the Texas National Service Center including the confirmation of all required husiness continuity plans.

The establishment of the Texas National Service Centers enhances our ahility to exceed the service level requirements of the
Texas Lottery, provides expanded opportunities for the state of Texas and its citizens, and highlights the benefits of your
selection of Scientific Games as the preferred choice for your lottery operations and services.

(115}
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A WORLD OF POSSIBILITIES

=== DAVID DOUGLAS

—-Deputy Director of Technology
. Service Management

A MESSAGE FROM DAVID DOUGLAS

Deputy Director of Technology

“In today's high expectation IT environment there is no margin for error. With a focus on the Information Technology
Infrastructure Library (ITIL) and Service Management af Scientific Games, the needs of the business and customer are
understood, and service objectives, goals, and deliverables are clearly defined. ITIL and Service Management align
business and IT so that each brings out the best in the other. 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 must be resilient, yet flexible, to dynamically
anticipate and respond to disruptions, both planned and unplanned. The key to ongoing operations is the ability to
operate :ominuousl',’ and without any detrimental impact to the revenue stream genem!ed by the Texas Lottery to
meet their commitments to the State of Texas. Scientific Games is proud of the steps we have taken to adopt ITIL and
Service Management because it means that Scientific Games will be able to effectively minimize the impact of a local
disaster and profect your day-to-day operations.”
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6.7 BUSINESS CONTINUITY AND DISASTER RECOVERY

RFP Requirement: Business Continuity (B() and Disasier Recovery (DR) Services are the acivities associated with providing prioritized continuity and
recovery services for the Lotiery Gaming System, sales, marketing, warehouse, disiribution ond all associated components (e.g., hardware, software,
network, otiached and standolone devices). A1 o minimum, these activities musi be maintained in accordonce with Title 1, Texas Administrative Code
Chapter 202 — (Title 1 TAC 202) Information Security Standards. The following table identifies the BC and DR service requirements.

Scientific Games takes the responsibility of designing and developing a coherent and viable business continuity and disaster
recovery plan very seriously. We clso understand that seamless teamwork beiween the Lottery and Scientific Games is needed
during on emergency situation. Communicating the nature of the disaster with oll the affected parties, coordinating with each of
the disaster feams, working with local Public Safety officials, and possibly preparing and issuing statements to the media are all
part of the successful recovery effort. The following section provides details on the Business Continuity and Disaster Recovery
plans that will be prepared for our Texas primary and backup facilities, as well as information related to our corporate recovery

plans.

Scientific Games will develop and maintain a detailed plan fo meet business continuity and disaster recovery requirements,
including, but not limited fo natural disasters, as set forth in Title 1 TAC 202. Included in the Supplemental Documentation for

Part 6 are several examples of existing plans and the drafts of the proposed Texas plans. The TLC plan is also provided on o CD.

Table 20. Business Continuity and Disaster Recovery Requirements

SUCCESSFUL

ROLES AND RESPONSIBILITIES PROPOSER TLC

1. Develops and maintains a detailed plan o meet BC and DR requirements, including but X
not limited to natural disasters, as set forth in Title 1 TAC 202 of @ minimum

2. Defines data (file system, database, flat files, etc.) replication, backup and retention X
bosed on Section 3.74

3. Establishes processes to ensure BCand DR plans are kept up to date and reflect changes X
in the operating environment

4. Performs scheduled BC and DR tests X

5. Tracks and reports BC and DR fest results to Texas Lottery X

6. Develops acfion plan fo address BC and DR festing results X

7. Inifiates the BC and/or DR plan in the event of BC and/or DR situation and immediately X
notifies the Texas Lottery

8. Develops and implements a data back-up and recovery plan X

DOCUMENT REDACTED BY TLC - 12-5-10 % .

RFPNO. 362-10-0001 ® JUNE 30, 2010 @ TEXAS LOTIERY COMMISSION




PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

RESPONSE
SECTION(S)

9. Inthe event of o Successful Proposer hardware, software, or networking system failure, the 6.7.2
Successful Proposer must maintain sufficient backup systems to ensure functionality and
continuity af Retailers, Texas Lottery Claim Centers, Texas Lottery headquarters, and the
Successful Proposer’s primary and backup sites. There must be no loss of functionality or data
due to a failure.

DETAIL REQUIREMENTS

10. Awritten Business Continuity and Disaster Recovery plan, including but not limited fo resumption 6.7.2
of sales and business support services based on localized disasters or third-party business
disruptions (e.g., hurricanes, strikes, delays of instant ficket deliveries, etc.), must be submitted
by the Successful Proposer for Texas Lottery approval within ninety (90) Days of the conversion
start date, and updoted annually or as necessary thereafter. The Successful Proposer must ensure
ticket security related to all instant ticket deliveries during any such disruption.

11. As part of the Business Continuity and Disaster Recovery plan, the Successful Proposer shall 6.7.2
document the recovery of network communications at all levels.

Table 21. Business (ontinuity and Disaster Recovery Response Reguirements

RESPONSE REQUIREMENT

1. The Proposer must acknowledge and accept the roles and responsibilities and detail requirements indicated in this
section.

2. The Proposer must provide a description of its proposed Business Confinuity and Disaster Recovery capabilities. This must
include a description of how primary site system recovery will meet Texas Lottery requirements set forth in this secfion.

3. The Proposer must describe ifs data backup and restore process.

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

Table 22. Business Continuity and Disaster Recovery Service Levels

SLR # - SIRNAME
3.60.19 Foilure to Comply with Title 1 TAC 202 Information Security Standards
3.60.20 Failure fo Backup and Restore Data in @ Manner and/or Format for Business Processing

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

6.7.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS

Response Requirement 1: 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 responsibilities, and will comply with, and often exceed, detail
requirements indicated 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 provide a description of its proposed Business Continuity and Disaster Recovery capabilifies. This must
intlude o description of how primary site system recovery will meet Texas Lotlery requirements sef forth in this section.

Scientific Games has designed a preliminary business confinuity and disaster recovery plan for maintaining the successful and
confinuous operation of the TLC's lottery operations and services. The objective of the final plan will be fo minimize or avoid
interruptions and downfime due fo an emergency event, while anficipating and evaluating the impact of potential risk factors
caused by fire, flooding, or other natural disasters, os well os ferrorist activities or labor disputes. The plan and its defined
emergency response and recovery procedures wiill be based on a threat and vulnerability analysis performed specifically for and
with the TLC. The data from this analysis will provide a solid foundation upon which to develop a final plan that is site-specific
and takes into consideration the unique operations, climatic and geographic features found in Texas.

The purpose of the business continuity and disaster recovery plan is fo clearly identify the steps and sequence of events that are
to be followed in the event of a disaster, including the responsibilities and procedures that each functional department within
Scientific Games, and in conjunction with the TLC, must follow.

The business confinuity and disaster recovery plan also prepares staff to respond appropriately to a disaster event and
establishes procedures to minimize the decision-making required by key personnel during these emergendies.

In satisfaction of RFP Table 20, Detail Requirement No. 9, in the event of Scientific Games’ hardware, software, or networking
system failure, we will maintain sufficient back-up systems to ensure functionality and continuity is maintained at retailer
locations, TLC Claim Centers, TLC headquarters, and our primary and back-up sites. There will be no loss of functionclity or data
due to a failure.

In satisfaction of RFP Table 20, Detail Requirement No. 10, a written Business Continuity and Disaster Recovery plan, including,
but not limited fo, resumption of sales and business support services based on localized disasters or third party business
disruptions will be submitted by Scientific Games for TLC approval within 90 days of the conversion start date. The final plan will
address the recovery procedures to restore the Lottery gaming system, sales, markefing, worehouse, distribution, and all
associated components used in this contract, incuding security related to instant ticket deliveries. The plon will be updated as
needed, but no less than annually.

DOCUMENT REDACTED BY TLC - 12-5-10
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

In satisfaction of RFP Table 20, Detail Requirement No. 11, as part of the Business Confinuity and Disaster Recovery Plan,
Scientific Games will document the recovery of network communications at all levels.

Primary Site System Recovery — For each and every faility that Scientific Games operates, we have in place a Business
Continuity Plan that is updated on a regular basis. The primary data center recovery specifically addresses the gaming system.
In the interim, alternate means are in place to ensure that the site’s normal business processes continue.

Confidentiality Claimed
Not released
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" PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Sample Plan = A sumple of the business continuity and disaster recovery plan can be found at the end of Part 6 as well as on

the Supplemental Documentation (D behind the Electronic Media tab card.
Information Redacted
Figure 6.7-1 represents the cover of Scientific Games’ Business Continuity Plan. §552.101/466.022/552.139

Texas Lottery Operations [Business Continuity Plar}

SCIENTIFIC GAMES

Scientific Games
Business Continuity
~Plan

Crisis Management & Crisis
Response Plans

April 2010
Last Changed: 04/01/2010 Confidential and Proprietary Business Continuity Plan
Austin Office. SGI This is a Sample o of the SGI pany wide BCP Page 10of 77

Figure 6.7-1: Cover of Scentitic Gomes' Sample Business Continuity Plan for the TLC
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

The sample plan Scientific Games has provided fakes info account disasters caused by weather, water, fire, environmental spills
and accidents, malicious destruction, acts of terrorism, and contingendies such as strikes, epidemics, pandemics, etc. The plan will
ensure continuity of the gaming system and the Lottery’s games. Provisions will also be made for the safe, secure off-site
storage of all scheduled secondary data and programs.

The plan includes:

o Annual Testing Provisions
o Outline of Business Resumption Critical and Non-Crifical Functions

@ Business Impact Analysis

o Risk, Threat and Vulnerability Analysis Information Redacted
§552.101/466.022/552.139
e Recovery Strategy

e Emergency Response Strategy

o Problem Escalation Strategy

o Plan Activation Protocol

o Descripfion of Recovery Operations

o Description of Plan Validation, Testing, and Maintenance

Also included are the plans for Scientific Games’ 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 Games to respond
efficiently and effectively to disaster situations. Newly revised back-up plans have been established for corporate headquarters,
data cenfers, coll centers ond terminal manufacturing. This ensures the Lottery that its refail base will experience minimal impact
and rapid recovery.

Annual Testing Provisions — Scientific Games performs
. Test results are tracked and reported to the Lottery. Every test ends with a review of
the results. If the results require further action a formal review of the process is inifiated.

Business Resumption Planning for Critical and Non-Critical Operations — Scienfific Games has a Business Confinuity
Plan (BCP) for each site. Each BCP has a Crisis Management Plan, and a set of Crisis Response Plans that include Evacuation
Plans, Assembly Plans, Damage Assessment Plans, Recovery Plans, Restoration Plans and Training and Testing Plans.

The methodology used by Scientific Games is an iterative process of improvement that follows the ISO cycle of Plan-Do-Check-Act
(PDCA). This methodology is sometimes referred to as a Business Continuity Management System. It is a process that engages

DOCUMENT REDACTED BY TLC - 12-5-10
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

with the customer ot ol phases. The objective is to meet the requirements of both the customer and Scientific Games while
providing continual improvement to the resiliency and sustainability of all games.

Resumption of Operations for Critical and Non-Critical Business Functions follows the determinations made through the Risk
Assessment and Business Impact Analysis reviewed each year with the customer. An example of typical Resumption Strategies is
found in Figure 6.7-2.

Information Redacted
§552.101/466.022/552.139
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Information Redacted
§552.101/466.022/552.139

Business Impact Analysis = The objective of Business Impact Analysis (BIA) is to assess the impact on Scientific Games
should o particular process ot a facility break down. Impact is measured based on various parameters both financial and non-
financial. In oddition, the BIA takes into account the residual or compound impads of interdependent processes breaking down.

The goal is o determine which processes are critical from a continuity perspeciive. 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 BCP is to understand the risks, threats, and
vulnerabilities to which the Texas operation may be expased. Our site selection process requires that a preliminary threat and
vulnerabilities anclysis be performed for each location to assist us in chaosing the best site. This includes a review of floodplain
and National Weather Bureau maps, siate evacuation plans, transportation options, and routes.

Recovery Strategy — Scientific Games will supply a recovery strategy for the The
sirategy will entail evacuation procedures to ensure the safety of all personnel, and procedures to protect

. A communications plan will be developed that clearly defines the chain of command and communication
process fo be used in an emergency.

. The
plan will be fested and practiced so that all personnel 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 will provide clear, concise and appropriate actions fo be taken depending on the emergency.

DOCUMENT REDACTED BY TLC - 12-5-10
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“PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Problem Escalation — Scientific Games will develop problem escalation and reporting procedures to guarantee that, during a
disaster, husiness recovery measures are implemented on a timely basis and progress is properly reported to appropriate
management and Lottery personnel. Reviews will be conducted to identify remaining tasks and the status of each pending task.
The review will also facilitate the implementation any additional fasks that may be needed, specify the outstanding actions
required o complete the project, and estimate the time for complefion.

Information Redacted

Plan Activation ~ The proposed business recovery plan will identify §552.101/466.022/552.139
with
recovery
procedures.

Designated staff will be responsible for directing the recovery efforts in their respective areas and for monitoring and reporfing
progress to the appropriate members of the Management Team. Once the plan has been activated, a designated manager will
act as the primary linison fo the TLC fo execute any communication plan requirements for the public and state officials, as well as
to monitor the plan’s progress.

6.7.2.1 DESCRIPTION OF RECOVERY OPERATIONS

System Disaster Recovery Plans = All the TLC's systems will be geographically separate and ensure o full back-up of oll
activity with virtually no lapse in service in case of emergency failover. Scientific Games will provide a system disaster recovery
and contingency plan for the United Data Centers and other sites used in the contract.

Scientific Games MUSL-compliant model for data center integration works with any of our data centers located, as required,
within the 48 configuous states. The United Data Center model represents a significant advance in the approach to integrafion of
separate data centers and provides redundant, secure, and cost-gffective operation of these complex facilities. The “mirror

image” , af
any time, operate os “primary” or “back-up.” This model and architecture limits risks during a failover or disaster recovery
situations. . The fail-over process will be exercised on a schedule to be

established with the Lottery,

Nationwide Field Service Community — Field Service Operations recovery sirategy is fo have field service representatives

. This means that a shipping document will
be automatically created

DOCUMENT REDACTED BY TLC - 12-5-10 % EEE%;
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In addition, the logistics to support the TLC extend beyond the Texas boarders fo our nationwide field services community.

Because we conduct field services operations in 15 U.S. lotteries, we have generated a knowledge-base that is shared among

more than 300 field service professionals covering a 30-year history. Our field service operations in neighboring states, such as
Oklahoma and Colorado, can quickly provide guidance and back-up support to our Texas staff. Additional support can be pulled

from other states, such as Pennsylvania, Connecticut, and lowa s needed. liahaiasa i Rkt

§552.101/466.022/552.139
Recovery of Operations Including Warehousing — The business recovery plan

that comprise the procedures and the responsibilities required fo execute and monitor the recovery process. Personnel will

To assist with this procedure, the plan will
so that Scientific Games can

The plan will . Where appropriate,
will be conducted in accordance with state and/or local code, or as requested by the Lottery or by insurance companies.

Throughout the recovery operation, proper elecronic and physical security measures will continue o be followed ot the disaster
site. Measures will be detailed until all recovery repairs or salvage operations can be
accomplished.

The business recovery plan will also . If required,

Installation of Replacement Equipment — fo

The plan will

reporting and monitoring the progress of the equipment installation and/or replacement.

Online Games — Scientific Games runs its online operations in ;

. We are also proposing an alternate to the Texas
The NDC hosts
for our customers who choose this alternative. Details on the NDC
can be found in Section 6.6.

DOCUMENT REDACTED BY TLC - 12-5-10
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Cooperative Services —The operations have their own business confinuity plans.
The plan encompasses prevention analysis and recovery procedures that will minimize the impact of the potential loss of
revenue, reduce the probability of occurrence, minimize security breaches, provide for safety and the well being of employees
as well os provide for the security and integrity of the tickets, data and system files. The recovery strategy for

Information Redacted
§552.101/466.022/552.139

will fulfill orders from the new location or warehouse and/or ship directly from , which
also has ample warehouse space to house the Texas Lottery’s considerable inventory

The recovery strategy fo

The recovery strategy for

Field Service = Field Service Operations
. In addition, any other hardware and software that the fechnicians

. The temporary facility could include our corporate offices in Georgia or
another U.S. site, whichever best suites the needs of the Lottery.

Plan Validation, Testing and Maintenance — Scientific Games will continually validaie the business continuity plan, its
procedures, and fest our staff to ensure their ability to respond efficiently, securely, and rapidly to any disaster affecting our
Texas operations.

We recommend the following procedures to make sure the TL('s operafions and services continue in the event of a disoster:

@ All new employees will be familiorized with the plan and their responsibilities during the disaster recovery.
o All employees will receive refresher training covering disaster recovery procedures.

@ The plan will be tested for effectiveness and reviewed on a regular basis by Scientific Games and Lottery personnel o
formulate and implement changes fo the plon.

o Employee refresher training, plan festing, and plan updates will occur, ot @ minimum, annually, or as needed.

Using these measures fo fest, validate and maintain the plan, we can assure the TLC of uninterrupted service for all operations
and services even in the event of a disaster af the local facility.

DOCUMENT REDACTED BY TLC - 12-5-10
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Information Redacted
6.7.2.2 GLOBAL BUSINESS CONTINUITY §552.101/466.022/552.139

Scientific Games hos developed a Global Business Continuity Plan to ensure the continuation of revenue for all our customers.

o An Evacuation Plan @ An Assembly Plan
o A Damage Assessment Plan o A Recovery Plan
o A Restoration Plan o ATraining and Test Plan

Overarching these individual plans is a hierarchy of Crisis Management Plans fied together with a Global Communications and
Escalation System that ensures the rapid and effective response to any catastrophic incident. The following schemafic highlights
in green the Crisis Management Teams that will support the TLC's games and services.

Board of Directors

Corporate Crisis
Manogement Teom
cmn

Texas Field
Service Fodiities Center Fodlities

Figure 6.7-3: Global Business Continuity Structure
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Information Redacted
§552.101/466.022/552.139

On-call are Human Resource, Finance, Legal, Government Affairs, and Compliance Executives, as well as executive
management for the produds and services affected.

Crisis Management Plan — This plan indicates possible natural and man-made threats and initial responses to each. The plan
enumerates key resources, contact information, and chain of command.

e Evacuation Plan — Lists inifiation authority, notification and search responsibilities.
o Assembly Plan — Gathers designated managers o begin the assessment process; marshals staff and accounts for their
well being.

o Damage Assessment Plan—

o Recovery Plan -
@ Restoration Plan -

o Training and Testing Plan — Ensures that all personnel understand their role and are prepared to carry out their
assignments should the need arise, and provides training/testing schedules, curriculum, and successful completion
triteria.

Scientific Games will produce a disoster plan for any additional infrastructure necessary to support the Lottery, such as a remote
back-up site. A sample of this plan for Scientific Games’ odditional infrastructure can be found in this Supplemental
Documentation for Part 6, as well os on the Supplemental Documentation (D behind the Electronic Media tab card.

The combination of these individual plans, coupled with the hierarchy of Crisis Management Plans that includes a Global
Communications and Escalation System, ensures that Scientific Games will provide a rapid and effective response to any
catastrophic incident.

Categories of Threat — Scientific Games’ business confinuity experis have identified eight categories of threats that are
addressed in our continuity program. Our comprehensive portfolio addresses all eight categories around business, data, and

event-driven confinuity plans.
The seven categories of threats are:
1. Fire or explosion

2. Severe weather: tornados, hurricanes, severe thunderstorms and tropical storms

RFPHO. 362-10-000] @ JUKE 30. 2010 ®TEXAS LOTTERY COMMISSION SCIENTIFIC GAMES
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3. Flood

4. Uiilty inferrupfion Information Redacted

5. Bomb threat or mysterious package §552.101/466.022/552.139

6. Earthquakes
7. Hostage or infruder
8. Pandemic or biological incident

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

To ensure uninterrupted game delivery, Scientific Games has built its enterprise-wide Business Continuity Plan, facility by facility
and process by process, thereby:

o Increasing the resiliency of the individual site.

o Developing alternate site capabilities.

e Implementing failover technologies for systems and utilities.

o Having alternate facilities for manufacturing games and point-of-sale devices.
o Assembling employees with a state-of-the-art nofification system.

To ensure a rapid, coordinated, and effective response, Scientific Games has developed a nested hierarchy of Crisis Management
Teams. The full global resources of the company are always available to provide assistance to our staff and the TLC at any of our
operations.

Corporate Infrastructure Protection Plan

As a result of recent strategic advancements, Scientific Games is proud of the Corporate Infrastructure Protection Plan it has in
place for its own facilities, induding Ireland, England, Vienna, and Singapore. This precautionary plan ensures that we always
have the capabilities necessary fo support the Lottery.

The plan identifies the established, proactive measures needed to back-up the corporate offices, equipment, and services
supporfing the Lotfery. In the event of a catasirophe, the following processes are or will be implemented:

o National Response Center (NRC) -
. This facility will be used in the event of a disaster or if we experience a
long-ferm outage at our primary call center location.

o Development Team Deployment — As deemed necessary, the Development Team is deployed to a remote site facility
o provide needed support for the short term unfil the corporate facility is restored.

o Communications —

I_tgﬁmem REDACTED BY TLC - 12-5-10
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Information Redacted
® Source Code - §552.101/466.022/552.139

o Terminal Support — Transitioned immediately to our redundant facility in

o Ticket Printing — Instani ficket production will continue in
); online roll-stock will be produced by Scientifit

with back-up from third party supplier relationships as required.

. This plan serves as a guide
to all local site personnel, as well as our corporate support staff, in the event of a disaster that affects the corporate
infrastruciure.

Additionally,

Our comprehensive plan is in place and operational both domestically and internationally, which allows us to maximize uptime
and system availability for the Lottery.

Additionally, many of our corporate holdings have conveniently located domestic back-up facilifies that Scientific Games’
Leadership Team can use to quickly and efficiently respond to Lottery needs.

A sample of the Corporate Infrastructure Protection Plan can be found in the Supplemental Documentation af the end of Part 6
as well as on the Supplemental Documentation (D behind the Elecironic Media tab card.

6.7.3 DATA BACK-UP AND RESTORE PROCESS

Response Requirement 3: The Proposer must describe its data backup and restore process.
e e e e e e L e S e e T e

To ensure the utmost protection, the Scientific Games process
1. These back-ups are

. The restore process can be performed by
. Since our data centers are configured

More information regarding our hot back-up failover process can be found in Section 7.6.1.2.C.
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6.7.4 MONITORING TICKET DELIVERY

Response Requirement 4: The Proposer must describe how tickets will be delivered should its primary delivery service become unavailuble.
iRt s P e Dt e i [ S S e e S e e e S e

In the event that the delivery of instant tickets and gaming supplies from the primary delivery service is unavailable,

Information Redacted
§552.101/466.022/552.139
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6.8 TRAINING (DR 15)

RFP Requirement: Training activities consist of the following:

e Training for Texas Lottery and Lottery Operator staff on general operating procedures, lottery equipment and inventory/financial functions.

e [raining for existing and new Retailers on lottery equipment, operation, general operating procedures, Texas Lofiery licensing requirements and sales
& marketing fechnigues. This includes training on new Lottery Product implementations, new System applications, new equipment instcllaions and
refresher fraining.

The following table identifies the training requirements.

Scientific Games retailer fraining sessions have the highest participation rate of any other lottery vendor-provided training. We

use class room training, training af chain headquarters and in store training fo provide a posifive and exceptional learning

experience for retailer and Lottery staff for the initial conversion training. Scientific Games will conduct ongoing new retailer
training before the refailer can sell Texas Lottery products (satisfying RFP Table 23, Detail Requirement No. 15), major system

changes, game modifications, or Lotiery requested training throughout the life of the confract.

i 97 Traininn sramenic
Tabie 23. Training Requirements

SUCCESSFUL
ROLES AND RESPONSIBILITIES PROPOSER TLC
1. Develops, documents and delivers training programs as requested by the Texas Loftery X
2. Reviews and approves Successful Proposer developed training programs including X
content, location, training resources and materials
3. Provides fraining when substantive (as defined by the Texas Lottery) changes (e.q., new X
Lottery Product implementations, new Systems or functionality) are introduced into the
Texas Lottery environment
4. Provides ongoing training materials for Lottery Operator staff, Texas Lottery staff and X
Retailers
5. Trains sales force training staff and Retailer corporate trainers (irain-the-trainer) X
6. Educates the playing public about Lottery Products and/or the equipment used to sell X
the Lottery Products

DETAIL REQUIREMENTS

RESPONSE
SECTION(S)

7. The Successful Proposer must provide training, inifial and on-going, on the Lottery Gaming 6.8.2.15
System to designated Texas Lottery staff. Training activities shall include in-person and online.

SYSTEM TRAINING REQUIREMENTS

8. The Successful Proposer must provide System training and desk reference materials that would 6.8.2.4
allow first-time users to learn each module and navigate the System.
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| RESPONSE
RETAILER TRAINING REQUIREMENT
: Ik : SECTION(S)

9. At minimum, training shall consist of new Retailer training, refresher training (ot the request of 6.8.2 |
the Texas Lottery or the Retailer), conversion fraining, promotions and new Lottery Produci/
feature training.

10. For Corporate, Key, and Chain Accounts, the Successful Proposer shall provide train-the-trainer 6.8.2.11
courses at locations acceptable to the Corporate, Key, and Chain Accounts.

11. The Successful Proposer must provide all Retailer and Texas Lottery staff training in English and 6.8.2.1
Spanish (as appropriate). 6.8.2.15

12. The Successful Proposer must provide the training in a location (e.g., on-site at Retailer location, 6.8.28

via clossroom at the Successful Proposer’s location, corporate retailer’s home office, eic.) that
best meets the requirements of the Retailer. Consideration must be given to geographic travel
distance and the establishment of a training environment conducive fo effective fraining.

13. The Successful Proposer must create and update, as needed hased on changes, electronic and 6.8.2.13
printed manuals for Retailers related to equipment functionality and game ticket generation. At
a minimum, all materials must be reviewed and updated bi-annually (every two [2] years).
These materials must be made available on all Sales Terminals (or in hard copy for equipment
where this functionality is unavailable) and provided to the Texas Lottery in a format for posting
to the Texas Lottery’s retailer website. All training materials must include, but are not limited o,
the following:

0. Retailer Guide that provides Texas Lottery refailer related policies/procedures, accounting
and licensing information;

b. Retailer Manual for each type of equipment that provides instruction on how to ufilize
equipment;

¢. Quick Reference Cards that are a condensed version of Retailer Manual; and

d. Retailer Best Praciices for markefing that provides sales fips and best practices for
increasing lottery sales.

RESPONSE
RETAILER TRAINING REQUIREMENTS — LICENSING SECTION(S)
14. The Successful Proposer must provide Retailer training on the licensing requirements of the Texas 6.8.2
Lottery.

BE
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 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

- RESPONSE
RETAILER TRAINING REQUIREMENTS — NEW SECTION(S)
15. The Successful Proposer must provide new Retailer training before the Retailer can sell Texas 6.8 |
Lottery Products. The Successful Proposer shall develop and provide all materials. 6.8.2.13

16. The Successful Proposer must provide training to all Retailers who receive new equipment or 6.8.2.9
receive new features on their equipment.
RESPONSE
RETAILER TRAINING REQUIREMENTS — RECURRING SECTION(S)
17. The Successful Proposer shall develop and provide ongoing training to ensure that Retailers 6.8.2.9
understand oll facets of terminal operation and lottery policies and procedures. Ongoing training
must be performed within seven (7) Days from written notice from the Texas Lottery.
18. The Successful Proposer must provide training to all Retailers who request training or if 6.8.2.9
requested by the Texas Lottery.

RESPONSE
LOTTERY SALES REPRESENTATIVES TRAINING REQUIREMENTS SECTION(S)
19. The Successful Proposer must provide on-going sales training for Lottery Sales Representatives 6.8.2.15
(LSR). This shall include a minimum of two (2) formal sales training classes each year.
20. At a minimum, LSR training shall consist of: 6.8.2.15

a. new employee fraining;

b. new equipment or software fraining;
¢. new Lottery Product/feature training;
d. general employee development;

e. soles skill development training; and

f. conversion training.

PROMOTIONS STAFF (DEDICATED AND SUPPORT) TRAINING RESPONSE
REQUIREMENTS SECTION(S)

21. The Successful Proposer must train its dedicated and support promotions team in product
knowledge, promotional and sales techniques and other required training to support the
promotional activities conducted on behalf of the Texas Lottery.
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Tabie 24. Training Response Requirements

' RESPONSE REQUIREMENT

1. The Proposer must acknowledge and accept the roles and responsibilities and defail requirements indicated in this
section.

2. The Proposer must provide a description of its proposed fraining activities for each requirement.

Table 25. Training Service Levels

SIR # SLR NAME
3.60.21 Failure to Perform Retailer Training
3.60.22 Failure fo Perform Retailer Retraining

RESPONSE TO TABLE 24: TRAINING RESPONSE REQUIREMENTS

6.8.1 ACKNOWLEDGEMENT OF ROLES AND RESPONSIBILITIES AND DETAIL REQUIREMENTS

Response Requirement 1: 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 responsibilities, and will comply with, and often exceed, the detail
requirements indicated in RFP Section 6.8.

6.8.2 PROPOSED TRAINING ACTIVITIES (DRs 9 and 14)

Response Requirement 2: The Proposer must provide a description of ifs proposed training activities for each requirement.

At Scientific Games we approach refailer training unlike any other vendor, we know successful training does not just happen ina
box (classroom).

Scientific Games Educational Services Department is the only training feam that focuses on the entire refailer experience with:

o In-house logistical experts, experienced in large scale rollouts, ready to execute statewide instructor led training. This
indudes event planners, refailer communications specialists and Retailer Care Specialists.

o Project Managers who work hand in hand with instructional designers and technical writers who develop, document, and
deliver training programs as requested by the Texas Lottery.

Full Line Lottery Service Provider Facilitators (including online and instant producis, Lottery terminal fechnology as well as
SalesMaker technigues.
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Training content will incude:

@ General operating procedures, for Texas Lottery employees and
Lottery Operator staff.

® , Texas Lottery licensing requirements
(satisfying RFP Table 23, Detail Requirement No. 14), and sales and marketing techniques for new and exisfing retailer
training.

2

o New retailer training, refresher training, conversion training, promotions, and new Texas Lotery product/feature
training in satisfaction of RFP Table 23, Detail Requirement No. 9.

Scientific Games’ commitment as a company is to focus our efforis on growing your sales and helping you fo reach new players.
The Educational Services Department approaches that commitment with one major objective: to create a retailer experience. It
starfs with complete communication on what they will expedt, continues with a concise learning solution they need at a time and
place convenient to them. Learning is ongoing through every interaction with a Scientific Games employee. It ends with a well
troined refailer who is excited and prepared to successfully sell Texas Lottery products and operate Texas Lottery equipment. By
meefing this objective, retailers will in turn mofivate players to purchase lottery games, ultimately increasing Texas Lottery
revenues and your beneficiary contributions.

At Scientific Games we approach refailer training unlike any other vendor, and, as demonstrated in Figure 6.8-1 (and
throughout this section), documentation is specifically designed for each customer.

Information Redacted

§552.101/466.022/552.139
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SCIENTIFIC GAMES®

SCIENTIFIC GAMES

6.8.2.1 STAFF QUALIFICATIONS (DR 11)

What makes Scientific Games’ learning solution unique is that while we
know conversion training is an imporfant step in getting your retailers
prepared for their new technology and new games, we do not approach
learning as a one-fime event. In fact, our experience tells us that the more
often you expose a learner fo something the more effective the learning
will be.

Training is not effective unless you have the experienced team to provide
it. Scientific Games’ Educational Services Team has worked with lotteries
all over the world to develop, execute and evaluate our lottery and
retailer learning solutions. The key members of our Educational Services
Team are shown in Figure 6.8-2. Brief descriptions of each member, their
experience, and the role they will play in training the Texas Lottery’s
refailers are given on the following page.




CCOUNT MANAGEMENT AND ADMINISTRATION

KRIS-ANN HOSONITZ, EDUCATIONAL SERVICES MANAGER

With six years of lottery-speific experience, including the recenily completed Pennsylvania and
ongoing Indiana conversions, Kris-Ann Hosonitz’s contract functions begin with leading a team of
individuals that are responsible for every aspect of training: from gathering fraining
requirements, fo designing learning solutions, o facilitating instructor-led classes as well as
managing Lottery UniverGity™ and evaluating the solution to ensure it meets the objectives set. Kris-Ann Hosonitz

Kris-Ann will be the primary point-of-contact for the Lotiery regarding the training of the retailers
prior to conversion. Kris-Ann will be on-site a few weeks prior to the start of retailer training throughout the end of retailer
training and thereafter as required. She will be engaged through the life of the project.

As an integral part of the project team, it is Kris-Ann’s responsibility to work with the Project Director (Dan Grace) on the
following items:

o Ensure we have the tools we need (software, terminals) fo instruct end users

o Manage the vendors and facilities we utilize during Iraining

o Ensure that all learning solutions are implemented flawlessly

o Report on training participation

@ Report on evaluation scores

o Determine the need for other learning solutions

o Ensure thot learning opportunities are established and ready for the life of the contract

BARBARA “JAMIE” COLLIER, TRAINING SPECIALIST

Jamie has seven years of lottery experience. Earlier in her career she was a Courseware Developer
at Reynolds and Reynolds where she applied the principles and techniques of Instruction systems
Design and Development to produce a variety of education and training programs for finance,
insurance, and accounting personnel.

Barbara “Jamie” Coll
Jamie will serve os the Training Specialist. She will be responsible for coordinating all learning B e

solutions for the TLC's Corporate Accounts, including maintaining and adjusting training schedules,
plans, and budgets. Jamie will report all training results fo the Texas Loftery.

RACHAEL STEPHENS, TRAINING SPECIALIST

Rachael has over nine years of lottery experience. Rachael has been involved in multiple system
projects and conversions, indluding Pennsylvania, Maryland, Connecticut, Oklahoma, Indiana,
South Dakota, Arizona, Mexico, Delaware, Puerto Rico and Jamaica. As part of those conversions,
she has supported operations as well as facilitating multiple systems training workshops.
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b: ACCOUNT MANAGEMENT AND ADMINISTRATION

As part of the TLC transition, Rachael will be responsible for coordinating all learning solutions for Texas Lottery employees,
including maintaining and adjusting training schedules, plans, and budgets. Rachael will work closely with the Texas Lottery to
develop learning solutions as well as reporting on fraining results.

This core team has trained over 75,000 retail employees as part of the following projects:

@ China Sports Lottery Implementation e (onnecticut Lottery Conversion
o Televisa (Mexico) Start-Up o Pennsylvania Lottery Conversion
o (ataluna (Spain) Conversion e Maryland Lottery Conversion

e Puerto Rico Instant Start-Up @ Oklahoma Lottery Start-Up

In 2009, our Educational Services Team trained over 17,000 attendees as part of the system conversion in Pennsylvania
including retailers and Lottery employees.

This includes management of all training-related logistics, including 21 training locations, movement of terminals and supplies,
and the scheduling of all attendees. Today, our team is engaged in the Indiana system conversion, where we will train nearly
4.000 retail employees.

During our work with the China Sports Lottery (“CSL") for the lottery market in the People’s Republic of China (“PRC") our
teams helped the CSL reach their goals which included deployment of more than 50,000 terminals, support for more than
65,000 retailers and training 17,000 sales representatives in all regions country wide with limited infrastructure.

This team has experience in the fields of instructional design, content development, facilitation, evaluation, coaching and
mentoring. As the numbers show, this team has a proven frack record of seamlessly developing and executing a large scale
training solufion. This assures the Texas Lottery that we come to the fable ready, willing and able to train and energize your
refailers.

Our Proposed Retailer Training Plan for Texas

For Texas Lottery, Scientific Games training options are presented below.

1. Instructor Led training Classes
These classes will occur simultaneously across 10 districts throughout the state.

We will provide your retailers over 240 opportunities to attend training over 14 weeks. For inilial conversion training, the
Educational Services Team can provide instructor-led classes in fully equipped locations, such as the training room shown in
Figure 6.8-3. Working with the Texas Lottery, we will design comprehensive learning solutions with the end goal of well-trained
refailers.
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CCOUNT MANAGEMENT AND ADMINISTRATION

Our focus in any training dass is on learner refention.

Qur instructor led classes have proven to be the best method hased on
numerous post class evaluations as well as minimal requests for refraining
and user error generated service calls.

All retailer siaff training will be provided in English and Spanish (as
appropriate), safisfying RFP Table 23, Detail Requirement No. 11.

Conversion fraining occurs at the convenient locations and times
throughout the state providing the retailers more than one choice for a
training session.

2. In-Store Training

However, if o retailer is unable to aftend one of these sessions, in-
store training will be provided.

We can offer the following options for in-store training:

0. In-store training can take place when the field service representative installs your new WAVE™ terminal. Training will
be facilitated by a Lottery Sales Representative (LSR). Our Network Rollout Office (NRO) will coordinate the date and
time of the terminal installation with the in-store training. All of our LSR staff is certified as Retailer Care Specialists by
our Educational Services Depariment. Since the success of any training curriculum rests in the hands of the frainer,
Scientific Games requires all employees who interact with a retailer be certified Retailer Care Specialists. This includes
our facilitators, our LSRs and our field service teams. We firmly believe that every inferaction with a retailer is o
learning opportunity, and everyone on our team will be prepared to answer any questions a retailer may have.

b. In-store troining would be for the retailer to complete training using Lottery UniverCity where the training can take
place in their own store ot o time that is most convenient to them. Please note that details on our Lottery UniverCity
can be found in section Section 6.8.2.2.

3. (Corporate Account Training

Confidentiality Claimed
Not released
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Confidentiality Claimed
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Information Redacted

6.8.2.3 RETAILER LEARNING §552.101/466.022/552.139

While we know that conversion fraining is an important step in getting your refailers prepared for their new technology and new
games, Scientific Games does not approach learning as a one-fime event. In fact, our experience tells us that the more often you
expose a learner to something, the more effective the lesson will be. This is what makes our learning solution so unique.

o Scientific Games employs a Steps-to-Success program to effectively communicate fo retailer’s information relevant to
their conversion participation. Please see Section 10.4.2.5 for more details. The use of newsletters and call campaigns
prior fo the start of retailer training sets their expectations for their conversion participation.

o A train-the-trainer session for any vendor that augments the Educational Services Depariment, our LSRs, our Field
Service representatives, and our Call Center Technical Support Representatives (TSRs).

o Afrain-the-trainer session for the Corporate Trainers to ensure that all corporate accounts are prepared to train as well as
iroubleshoot any questions or concerns from their stores.

o (onversion training occurs at convenient locations and fimes throughout the state providing the retailers more than one
choice for a training session.

o Scientific Games offers learning opportunities each time a retailer interacts with the field service staff and LSRs that
install terminals or provides ongoing suppor.

o All Scientific Games’ field service staff and LSR Teams are all certified as Retailer Care Specialists by our Educational
Services Team.

o LSR will also be certified Retailer Care Specialists. This ensures that the LSR Team is fully prepared to address any refailer
questions or concerns on Texas Lottery business.

o Our in-state Texas Regional Call Center (TRCC) and our National Response Center (NRC) , which will be
available 24/7, will be trained os Retailer Care Specialists that can answer retailers questions about software, terminal,
and peripherals.

Please note that details on our Retailer Core Specialist program can be found luter in this section ond in Section 7.12.1.

All Scientific Games personnel, who interact with your retailers, can address questions and provide a summary of roufine
terminal functionality.

A detailed discussion of ADDIE, Scientific Games' training philosophy follows, after which we provide descriptions of our
proposed training octivities and solutions for each RFP requirement.

6.8.2.4 SCIENTIFIC GAMES’ TRAINING PHILOSOPHY (DR 8)

Our Educational Services Team can implement a number of innovafive concepis to provide maximum benefits to the Texas
Lottery and your retailers. In addition, we embrace a training philosophy that requires each of our learning solutions fo go
through specific phases. We will analyze, design, develop, implement, and evaluate every learning solution to ensure that we
provide measurable and genuine values to the Texas Lottery, fo your retailers and ultimately, the players. This iraining
philosophy, commonly referred to as ADDIE (Analyze, Design, Development, Implementation, and Evaluation), is an

iy REEDS
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CCOUNT MANAGEMENT AND ADMINISTRATION

instructional system design model that allows us to formulate an accurate and all encompassing training curriculum with our
partners in order to benefit all of the parficipants.

At Scientific Games, we do not assume that there is just one component of training that adds value; rather, we know that values
can vary from one business segment fo another. We ufilize ADDIE for oll our learning solutions. This ensures that we have
addressed all the business segment concerns, and we have outlined each step and the output as it pertains to training.

Analyze

In the Analyze phase, the instructional problem is clarified, the goals and mEzm
objectives are established and the learning environment and learner m ﬁi§
characteristics are identified. One of the main outputs of the analyze SCIENTIFIC GAMES’
phase is the Training Requirements Document. The goal of the Training

Requirements Document is to define all the requirements and .
responsibilities of all parties involved in training. An example is shown in Requirements Document
Figure 6.8-4. Juiyaele

Among its primary features, the Training Requirements Document:

o Presents the overall vision for training including objectives and
risks

o Defines user classes and characteristics

o Outlines the scope of the learning solution

o Defines all requirements for fraining including user requirements,
customer constraints, and rules

o Provides an overview of the current and proposed fechnology that learners will ufilize

o |dentifies all assumptions and dependencies for the learning solution

Design

Scientific Games designs learning solutions by working with lotteries fo identify the required components, including instructional
strafegies and media choices. Together, we develop comprehensive training plans, which is the main output of the Design phase
for domestic and infernational customers. Customer-specific training plans are drawn up for each jurisdiction we serve. The
training plan is the “guide” that details the variables for every training dass. Among its primary features, the fraining plan:

o Presents proposed training project schedules and deliverables

@ Describes the infended audience for each fraining

o Presents proposed agendas for each segment of training

o Defines the implementation approach fo develop and deliver training

o Identifies Scientific Games' department(s) or resources that are responsible for materials and/or training delivery

o Identifies Lottery personnel who can serve as subject matter experts during fraining development

DOCUMENT REDACTED BY TLC - 12-5-10
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Additionally, the training plan will serve as a vehicle for the Texas Lottery fo approve the training details.  |nformation Redacted
§552.101/466.022/552.139
Develop

In the Development phase, trainers work with technical writers and courseware developers to produce the materials according fo
decisions made during the design phase. There are several outputs from this stage including various fraining materials to
support each learning solution. The materials will be provided in electronic format as well as printed material. These materials
will be reviewed and updated bi-annually (every two years) or more often, as needed to support major system enhancements.

For Retailer Training, materials will include:

o Retailer Guide that provides Texas Lottery retailer related policies/procedures, accounting and licensing information
o Retailer Manual that provides instruction on how to utilize each type of equipment
o Quick Reference Cards covering the daily procedures for selling, validating and running reports

@ Retailer Best Practices for marketing, which provides sales tips and best practices for increasing lottery sales
For Lottery staff training, materials will include:

o Student Guides or desk reference materials that allow first time users o learn each module and navigate
thereby satisfying RFP Table 23, Detail Requirement No. 8

@ Online help systems

Implement

Our learning solutions do not end with analysis, design and development. We also focus on the flawless implementation of the
learning solution that covers all aspecis of logistical planning. This includes:

o Instructor-led learning solution:
> Scheduling participants through direct mail and call compaigns
> Ensuring hotels are reserved in cifies identified for training
> Arranging classrooms correctly
> Placing terminals as needed
> ldentifying necessary supplies and ensuring they are ready
Some of these items may seem small and insignificant; however, when

overlooked or handled poorly, these details can affect the entire outcome
of the solution.
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Details of the logistical planning are provided in the Training Plan, which includes:

o Presents dates and fimes of dasses

o Lists the instructor’s name

o Defines the learning solution being presented
o |dentifies participants

o Lists all equipment and facilities requirements

Evaluate

The Evaluation phose is necessary to obtain feedback related to different aspects of the learning solution. Class parficipants will
complete the evaluation and rate the following areas:

e Fadilitator
@ Learning environment
e Course content and user interface

e Lessons learned

This is called summative evaluation. Summative evaluation consists of tests for criterion-related referenced items and provides
opportunities for feedback from the users. An example of a retailer evaluation is included in Figure 6.8-6. Each day during
conversion, Scientific Games will provide the Texas Lottery with a report that outlines the evaluations. An example of this is
given in Figure 6.8-7.
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Confidentiality Claimed
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Maryland Retailer Training Evaluations
Course Content — All Classes

espansé : S:rm;nﬁlv disagree = bisagree Not sure Agreei = Strongly agré
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Each day during conversion fraining, Scientific Games will provide the Texas Lottery with a report that can outline specific details
of the training initiative. Some examples of details provided include call campaign results, scheduled parficipants, attendance
reports, full or available classes, corporate training schedules, and training evaluation results. Additionally, we can provide the
Texas Lottery any writien comments gathered on retailer evaluations. This is a great way to garner anonymous feedback on the
new terminal. The Texas Lottery may ask for changes based on these measurements. If such a change is requested, we will fulfill
the Texas Lottery’s request accordingly.

Summary of Scientific Games’ Training Philosophy

Using ADDIE to formulate an accurate and effective training curriculum for our partners allows us to work together through each
phase fo provide successful learning solutions for the Texas Lottery’s and their retailers. This process ensures that effective
communication and implementation occur and that no detail is left 1o chance or interpretation.
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6.8.2.5 RETAILER INSTRUCTION

For instructor-led classes, whether “classroom style” at group training facilities or af retailer on-site locations, the success of any
training curriculum rests in the hands of the trainer. Scientific Games requires all employees who interact with a retailer be
certified Retailer Care Specialists because we firmly believe that every interaction with a retailer is a learning opportunity and
that anyone on our team, or within the Texas Lottery, should be completely prepared to answer any questions a retailer may
have.

Scientific Games will provide instructor-led classes throughout the state of
Texas in Texas Lottery-approved training facilities similar to the one
shown in Figure 6.8-8. In addition, we will train retailers ot retailer
headquarter locations and/or retailer sites as needed. Furthermore, we
will provide continued training to new retailers for the term of the
contract, most likely at retailer on-site locations.

Our Educational Services Department are experis on the technology and

games that we are proposing fo the Texas Lottery. The ESD Team members
have experience in the fields of instructional design, facilitation, -
measurement, monitoring, and coaching. We bring o wealth of knowledge g
to each project. ESD is responsible for implementing the cerfification
process for the following groups. Figure 6.8-8: “Clossroom Style” Training in Pennsylvania

During conversion, we will hire a HUB from the state of Texas that specializes in training facilitation.

Retailer Care Specialists — During conversion, we will hire a HUB from the state of Texas that specializes in training
facilitation. All staff involved with Lottery training, including any vendors that augment our team, will be experienced, technical
instructors. We require all facilitators who instruct retailers to attend a frain-the-irainer-session with the Scientific Games’
Educational Services Department, This train-the-trainer session will cover all aspecis of the Texas Lottery projed, including
technology, gumes, account management, and lottery policy and procedures. This ensures that all trainers are experts on your
technology and gaming solutions.

The train-the-trainer program is completed when all facilitators are certified Retailer Care Specialists. This includes sales force
training (LSRs and Inside Sales), field service representatives and retailer corporate/key account frainers. Figure 6.8-9 shows
some of the favorable comments our instructors received from Pennsylvania retailers just last 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. | appreciated the time
spent on our understanding.

4 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.

& ot

Lottery Staff — Our certified Retailer Care Specialists will provide training, to designated Texas Lottery staff. This can include,
claim teams, and any other team that interfaces with your retailer base. Training acfivities will include in-person training with
hands on practice on the WAVE™ terminal os well as Texas Lottery job-specific information. Training will be provided in English
and Spanish (as appropriate). The Texas Lottery feams will also become certified Retailer Care Specialists. This cerfification
ensures that all Texas Lottery employees are familiar and comfortable with the new technology and can address any retailer
questions or concerns they may receive.

During conversion, employees that interact with your retailers will be required to go through the same certification process as
the trainers.

Field Service Technicians — The certification of the Field Service Representatives ensures that they provide the same level of
support fo your retailers.

Lottery Sales Representatives (LSRs) — The certification of the LSRs prepare them to answer any question a retailer may
have on the terminal or peripherals.

Our experience shows that the certification of these groups offers several opportunities for learning and reinforcement of new
technology. These three groups come together as one comprehensive team of experts to provide retailers with confinual learning
experiences.

o™ B2 i
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

6.8.2.6 TRAINING PROGRAM CONTENTS

During conversion training, Scientific Games will provide hands-on group instruction through an instructor-led class that is based
on the three basic modalities of adult learning s it applies fo processing information, and facilitating the dass.

1. “Show Me” (Visual) — Our WAVE™ terminal has a VGA output for a secondary display that projects the image of the
terminal interface onto the dassroom screen. This allows all attendees to easily observe and follow the steps the trainers are
taking via the touchscreen on the ferminal.

2. “Tell Me” (Auditory) — Our Retailer Trainer will use Texas Lottery-approved presentations and training scripts.

3. “Let Me” (Kinesthetic) — Each participant will have an opportunity for hands-on practice with the new terminal. They
will place wagers, close out customer transactions, validate fickets, run terminal reports, and change paper.

We feel these components—in conjunction with the new technology and games — will motivate and excite the retailers. This
new excitement is reflected in their aftitudes towards players, which will ultimately increase the revenues that drive your
contribution to Texas beneficiaries.

Figure 6.8-10 is an exiract from the table of contents of a fraining manual used fo train lotiery retailers in Pennsylvania.
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We will provide training on-site at retailer locations when appropriate. This
is o sample of one jurisdiction. Please note that we have also included:

o Signage and POS placement
o Instant ticket displays

Most importantly, we incorporate simple sales sirategies that retailers can
use in conjunction with the new technology.

For Texas retailer training, we would also incorporate content to cover
licensing requirements. We will also provide ongoing retailer instruction in
response 1o changes in the ferminal and/or product mix. This indudes
providing training when substantive changes, as defined by the Texas
Lottery, are introduced info the retailer environment.
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

6.8.2.7 MATERIALS

The Scientific Games Educational Services Team approaches training 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 dasses, up o 35 terminals will be used in each class, as shown in Figure 6.8-11. Scientific
Games recommends a one-fo-one terminal o user ratio. This gives each participant hands-on praciice throughout the session. If
a larger class is necessary we recommend that the maximum number at each terminal should not exceed two.

Documentation will be provided to support the instructor-led class, either in classroom-style training sessions or at refailer
locations. Each participant is given a Quick Reference Card at the time of training. During training they are shown how fo enter
training mode, simulate transactions, and find training videos. By completing fraining in training mode, participants learn how
to train other employees at their store. It is the ultimate train-the-trainer.

When refailers receive their terminal, they also receive a Retailer Manual and retailer best pracices containing in-depth
instructions on how to use the terminal. Each type of terminal has its own set of documentation. Samples of user documentation
can be found in the Supplemental Documentation at the end of Part 7 and on the Supplemental Documentation (D behind the
Electronic Media tab card.

Scientific Games will provide ongoing training materials to lottery operations staff, Texas Lottery staff, and retailers to reflect
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 Games will employ a
Training Specialist in Texas who will be responsible for maintaining and updating all course content including:

o Retailer documentafion
o Texas Lottery user documentation
o Lottery UniverCity
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'PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

This Training Specialist will work in Texas but be a member of our Corporate Education Services department. The sume NASPL
standards and procedures will be used to create documentation.

6.8.2.8 FACILITIES (DR 12)

Training will be provided in a location that best meets retailer requirements. Consideration will be given to geographic travel
distance and securing an effective training environment. Retailer fraining sites are within a 55 mile radius to limit the driving
distance required for training session attendance. This satisfies RFP Table 23, Detail Requirement No. 12.

In-store training will be provided whenever necessary.

We have carefully selected locations in major cities that are easily accessible and near major highways to make it as easy and
efficient as possible for the surrounding retailers to get fo and from training. In some of these larger cities, we have identified
multiple locations to accommodate higher concentrations of retailers and to help ensure that the retailers can avoid fravel
through congested ity traffic. Retailers won't have to waste valuable fime fighting traffic to get across town.

For retailer conversion training, Scientific Games plans to hold classes in each of the ten districts across Texas that is identified in
Figure 6.8-12. We will often have more than one class occurring in major cities.
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Figure 6.8-12: Proposed Troining Districts
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Figure 6.8-13 provides Scientific Games’ tentative retailer fraining details, which is subject o Texas Lottery review, suggestions,

and approval.
Figure 6.8-13: Scientific Games’ Proposed Conversion Training for Texas
TOTAL TOTAL
NUMBER  NUMBER
DISTRICT NAME TRAINING CITIES Tg;ATIi";}jm:éR OF OF
AND NUMBER COULD INCLUDE DAYS* RETAILERS TRAINING
TRAINED  CLASSES
1. Abilene Abilene, Brownwood, 5 892 13
Stephenville
2. Austin Austin, Temple, College Station 9 1,728 25
3. ElPaso El Paso, Alpine, Ft Stockton, 3 467 7
4. Houston Housfon {various locations), 22 (4 simultaneous 4,814 69
Galveston, Beaumont, Jasper locations — 6 days
each)
5. lIrving Dallas (various locations), Fort | 19 (4 simultaneous 4,028 58
Worth, Denton, Greenville locations — 5 days
each)
6. Lubbock Amarillo, Lubbock, Childress 3 586 9
7. McAllen Hebbronville, Huntsville, Rio 3 618 9
Grande City
8. San Antonio San Antonio, Eagle Pass, Laredo 8 1,578 23
9. Tyler Tyler, Texarkana, Paris, 6 1,173 17
10. Victoria Victoria, Corpus Christi, Angleton 4 822 12
11. Make-ups acrossstate | As needed 10 As needed As needed
Totals 62 days 16,706 242

* Based on 70 attendees to a dass (rounded up fo next whole number)
** These numbers were drawn using the retailer list provided with the RFP
=** Based on three clusses @ day (rounded up fo next whole number)
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

Confidentiality Claimed
Not released

6.8.2.9 SESSIONS (DRs 16, 17 and 18)

For instructor-led classes during conversion, multiple sessions are scheduled throughout the day to provide retailers the
opportunity fo choose convenient times to accommodate staff and business hours. Working with the Texas Lottery during the
design phase of ADDIE, we will determine, with your approval, the best fimes for classes which can indude morning, afternoon,
evening, and/or weekend instructor-led classes.

For corporate/key account and in-store retailer fraining classes, our Educational Services Depariment will work dlosely with the
Texas Lottery, chain headquarters, and retailers to schedule fraining fimes and locations that will be convenient and the least
disruptive to normal business operations.

Confidentiality Claimed
Not released

New retailers will receive training before they can sell any Texas Lottery products. Scientific Games’ on-site Training Specialist
will develop and provide all of the training and user documentation to the retailers. We will also provide training fo all retailers
who receive new equipment or when new features are implemented on their equipment, thereby safisfying RFP Table 23, Detail
Requirement No. 16.

Scientific Games will develop and provide ongoing training fo ensure that retailers understand all faceis of terminal operation
and lottery policies and procedures. Ongoing training will be performed within seven days of written notice from the Texas
Lottery. We will also provide training fo all retailers who request training or if requested by the Texas Lottery. This safisfies RFP
Table 23, Detail Requirement Nos. 17 and 18.
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6.8.2.10 SCHEDULE

No retailer will ever be surprised or unsure about the conversion or their iraining schedule thanks fo Scientific Games’ refailer
communications methedology. This methodology ensures constant communication — from class notification to scheduling
through class completion.

Communicating to the retailers about the conversion and their training schedule can be done in a variety of ways. We have
provided postcards, newsletters, and terminal messages os communications tools for retailers in other jurisdictions. At the end of
this subsection, you will find an example of a retailer newsletter. This newsletter was used to notify retailers of the start of
training and fo provide an outline of what they should expect in the coming months. Additionally, Scientific Games can expertly
manage an outbound call campaign for your retailer population through the utilization of a Network Rollout Office. Using this
communicafion method, we have contacted over 11,000 retailer sites in the past 18 months to notify them of upcoming training
and installations, as well as to schedule them for training.

Please see Section 10.4 for more details on the Network Rollout Office and how retailers are nofified of training.

Confidentiality Claimed
Not released
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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 working 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 include:

A WAVE terminal

A wireless Ticket Checker that customers can
check their own tickets

A flat panel Customer Display Unit

A new communications network that 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 for training classes. You will
be contacted via phone to schedule training for your
store. It 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 Conversion 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.

4

Timothy J. Tobin Sr.
Scientific Games General Manager

\\ CorrRy Pennsylvania Bt

—— Conversion Connection RIS
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Get Ready for the WAVE!

Retailer Training 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 of installation.

The WAVE terminal benefits include:

Smaller Footprint uses less
counter space.

Wireless Barcode 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.

Edition 1
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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 interface 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 for 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 each location and each class will be approximately 1
¥ hours long. The Lottery has ensured that you are
provided with a choice of training classes to
accommodate your busy schedule. Training classes will
be held at several locations 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 class, you will learn
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
ready for the new terminal?

The Lottery sent an information packet with the new
satellite information. If you have not done so, please
give your DLR the satellite authorization form. This
form is vital for starting the installation process. Basic
equipment includes the satellite antenna dish with a
3'%3' roof mount and a 12"X12" IDU inside your
location. This installation is simple and should not cause
any disruption to your business. Since the Wave
terminal is smaller than your current terminal, no
modifications are needed to your counter space.

I Key Months to Note

Training Locations

Training classes will be in the following locations:

1. Allentown 10. Sayre

2. Johnstown 11. Sharon

3. Bridgeville 12. Sharon Hill
4. Dubois 13. State College
5. Erie 14. Warren

6. Harrisburg 15. Williamsport
7. Lancaster 16. Wilkes-Barre
8. Valley Forge 17. Bedford

9. Cranberry/Plum 18. Coudersport

There will be 3-4 training classes per day. You will
be contacted by a SGI representative to schedule
your training date and time. You will receive a
confirmation letter with the directions to your training
location.

September 2008 Satellite installation, training
scheduling, and WAVE
training classes begin

October 2008 Terminal installation begins

Conversion questions?

Call
1-800-239-0230

Edition 1
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 PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

6.8.2.11 TRAINING NEEDS OF CORPORATE, KEY AND CHAIN ACCOUNTS (DR 10)

- Without a doubt, your corporate, key and chain accounts are valuable pieces of your business. Scientific Games recognizes the
importance of these accounts and offers them several unique training opportunities to enhance employee sales skills, service,
and lotiery expertise. Ultimately our goal is to create a more profitable partnership between the Lottery and your corporate
accounts.

We will assign the Senior Project Manager to be responsible solely for your corporate account training. The Senior Project
Manager will be responsible for ensuring all the tasks below exceed your expectations.

The learning solutions for these accounts would be clearly defined in the training plan that is developed during the design stage
of the fraining project. We can create, develop, and facilitate individual learning solutions fo meet the specific needs of each
corporate, and key and chain account. We will also provide train-the-trainer courses conducted at locations that are acceptable to
each corporate account, thereby satisfying RFP Table 23, Detail Requirement No. 10.

Instructor-led training solutions can include:

o Pre-scheduled, reserved dasses during conversion training schedule
e On-site classes at their stores or their corporate headquarters
o Dedicated trainer(s) that facilitate all top corporate account training

o Dedicated training reservationists

Confidentiality Claimed
Not released

Following the initial retailer training program and the system conversion, Scientific Games’ on-site Training Specialist will work
with your Key Account representatives and major chains to develop an ongoing, integrated Texas Lottery training that can be
incorporated info their new employee orientation program. This will ease a particular challenge the Texas Lottery faces with one
of the highest percentage of convenience with gos stores in the lottery market foday. With historically high turnover in these
stores, having an integrated training program in place can mitigate the dilemma of frequently training new staff. Retailer chains
could greatly benefit as the training plan and all the necessary materials, could be melded into their existing employee

DOCUMENT REDACTED BY TLC - 12-5-10
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

programs. Scientific Games' markefing and training staff will work with the Texas Lottery to determine which key accounts
would best benefit from this type of integrated training and work together fo develop and implement the programs.

6.8.2.12 TRAINING SECURITY

Scientific Games complies with all multi-jurisdictional rules (e.g., MUSL rules) when conducting retailer training sessions. All
learning solutions have security measures in place fo prevent tampering or theft of ticket stock and terminals for prevention of
tampering and/or theft.

For instructor-led fraining security measures include:

o WAVE™ terminals have locking mechanisms that prevents tampering with the units or gaining access to the internal
components.

o Whenever training is held at temporary facilities, such as hotel conference rooms, the terminals are transported in locked
transport vehicles and supervised by the Lead Facilitator ot the class. The refailer training room af remote locations is
kept locked at all fimes when the training room is not in use. Access to the keys fo the training room are controlled and
access to the room is limited to authorize Scientific Games’ and Texas Lottery personnel only.

o Test ticket stock is kept in a secure location in the temporary training facility. The fest tickets generated in training mode
of training sessions are shredded at the completion of class by the training staff. Test ticket stock is removed from the test
terminals after each dlass and stored in a secured area.

Confidentiality Claimed
Not released

6.8.2.13 TRAINING MATERIALS AND USER DOCUMENTATION (DRs 13 and 15)

As changes are implemented, our Training Specialist will work with our corporate ESD Team to create and update electronic and
printed manuals for retailers related to equipment functionality and game ticket generafion, as needed. At a minimum, oll
materials will be reviewed and updated bi-annually (i.e., every two years). These materials will be made available on all sales
terminals (or in hard copy for equipment where this functionality is unavailable) and provided to the Texas Lottery in a format
for posting on the Texas Lottery’s retailer website.
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All training materials will include, but are not limited to, the following:

0. Retailer Guide that provides Texas Lottery retailer related policies/procedures, accounting and licensing information
b. Retailer User Manual that provides instruction on how to use each equipment type
¢. Quick Reference Cards, which are a condensed version of Retailer User Manual

d. Retailer Best Practices that provides sales tips and best praciices for increasing lottery sales

This satisties RFP Table 23, Detail Requirement No. 13.

Handouts and /or Manuals — Scientific Games will produce and provide hand-outs and manuals to refailers in a format
approved by the Texos Lottery. The documentation will also be provided elecironically on the Texas Lottery’s secure refailer
reporting website, which will facilitate updates and distribution, providing retailers with timely access to all important
information. Any necessary changes fo training confent will be done on Lottey UniverCity

Training materials and user documentation will be written to a sixth grade reading level and feature a high saturation of visuals
to better facilitate understanding. Additional training materials will be produced fo provide for new retailer training (safisfying
RFP Table 23, Detail Requirement No. 15), ongoing training for new retailer employees, and fo replace lost or damaged
materials. Also, all of Scientific Games Field Service Technicians and LSRs will be supplied with additional training material to
dispense as needed while on a service call or PM visit af a retailer location.

Examples of retailer terminal and retailer procedures documentation that Scientific Games has used in other lotiery jurisdictions
incude: Retailer User Guide, Retailer Quick Reference Cards (QRC), and retailer training materials. & sample of a QRCis
illustrated in Figure 6.8-19.
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Samples of retailer documentation Scientific Games has produced for other jurisdictions can found in the Supplemental
Documentation af the end of Part 6 and on the Supplemental Documentation (D behind the Electronic Media iub card.

User Documentation Updates = Our Training Specialist will update the training materials and any user documentation
provided to retailers with each game or procedural change. We can also provide content or pertinent information for the

bimonthly retailer publication the TCL produces. The format will be approved by the Texas Lottery. Copies will be supplied to the

Texas Lottery and to the retailers no loter than one week prior to the start date of any new game or game change. Training

changes will also be induded on the retailer website and Lottery UniverCity.

6.8.2.14 TERMINAL-BASED DOCUMENTATION AND TRAINING

A full, interadiive training mode is available on the WAVE™ terminal along with extensive help files and videos. Our online

terminals are designed fo allow for intuitive operation and interactive training via training mode s shown in Figure 6.8-20. The
online terminal is much more than a POS device; it serves as the retailer’s information center.
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When a retailer needs assistance, the following terminal-based documentation and training are available on the WAVE™
terminal:

o Help System — Each screen on the terminal is equipped with an interactive help function. Help screens can be accessed
ot any time, including while the terminal is in training mode.

o Retuailer Reference Guide — An electronic copy of the Retailer Reference Guide can reside on the WAVE™ refailer
sales ferminal.

o Training Mode — This mode allows the terminal fo simulate all retailer activity without actually conducting transactions.
Simulated fransactions are processed and sample tickeis printed (i.e., with no numbers printed on the tickets and “VOID/
TRAINING MODE" printed clearly on the ticket), allowing employees to experience all of the features and functions prior
to his or her first sale.

o Instructional Videos — These videos display routine functions that refailers use periodically (i.e., changing paper stock
and using the bar cade scanner).
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PART 6: ACCOUNT MANAGEMENT AND ADMINISTRATION

6.8.2.15 LOTTERY STAFF TRAINING (DRs 7, 11, 19, 20 and 21)

Scientific Games will assign a Deputy Project Manager to oversee the training of the Texas Lottery team. This Deputy Project
Manager will ensure that all training for lottery personnel is planned appropriately and that all Texas Lotiery personnel are
proficient in the systems we implement. Class durations, fime and space availability, training locations, as well as final Texas
Lottery-approved curricula will be outlined in our training plan. Training activities will include in person and online. This safisfies
RFP Table 23, Detoil Requirement No. 7.

Scientific Games will provide training for Texas Lottery staff ot Lottery offices or appropriate other locations, as approved of by
the Texas Lottery.

Scientific Games will provide Texas Lottery staff training in English and Spanish, which satisfies RFP Table 23, Detail Requirement
No. T1.

Training Methods and Tools — Lottery staff training will incorporate a
mix of instructor-led presentations (Figure 6.8-21) and discussions, with
interactive hands-on, computer-based activities and workshops.
Workbooks and documentation will be provided in support of these
activities.

Described in Figure 6.8-22 are examples of training classes that will be
provided in support of your new systems. Other fopics can include:

o Gaming concepts
e Game management application

e Administration reports

o Scientific Games-offered packages

AVE™ Termina!

o Security features and controls

e Drawings and prize liability

In the past five years, Scientific Games has provided training fo lottery staff employees in Catalufia (Spain), Connecticut,
Maryland, Mexico, Oklahoma, Pennsylvania and Puerto Rico. Training in each of these jurisdictions was delivered through
customized training curriculums. We are confident that, upon completion of their training, your staff will be fully proficient and
excited to transition fo the new systems and equipment being proposed for Texas.
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Below are just some of the components of the training the Texas Lottery can expect. A final curriculum for Lotiery training will
be mutually agreed upon once all the system requirements are finalized.

Figure 6.8-22: Goming System Curriculum for Lottery Staff

TIME OF PROPOSED TOPICS/ SUGGESTED
: CLASS TRAINING RESERIETION METHODOLOGY AUDIENCE
WAVE™ Terminal Phase 1 The WAVE™ retail @ Secure sign-on/off Any employee who
Troining terminal s a full fundion | g Meny options ond interfaces with the terminal
terminal that will meet oll | pavigation or the retailer.

retail sales requirements. o o costommer ikolir vl

@ Using the scanners

e Loading/changing paper
o Printing functions

@ Using training mode

® Using the help function

@ Game functions

® Paying and canceling

@ Terminal messaging

@ [nstani ticket management

y @ District Sales
Representative (DSR)
functions

o Administrative reports

@ Terminal peripherals

PlayCentral Player Phase 1 PloyCentral is a vending | @ Terminal hardware Any employee who inferacts
Adtivated Terminal machine capable of selling |  functionality with the terminal or the
online and insfant fickets. | o Loading fickets retailer.

@ Running reports
o Troubleshooting
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Information Redacted
Figure 6.8-22: Gaming System Curriculum for Lottery Staff §552.101/466.022/552.139

TIME OF PROPOSED TOPICS/ SUGGESTED

CASS  paning DESCRIFTION i ODOLOGY AUDIENCE

Management 4-6 weeks Workstations are P(sthat | @ Secure sign-on/off Lottery employees who
Workstation Training/ | before Phase 2 | Lottery staff utilize to o Retailer/owner interface with system.
starts (go-live | interact with the system’s management
date) features and functions.

@ Online monagement

@ Instant ticket management
o Promofions

@ Licensing

@ (laims

o Adminisirative reports

® Support

@ Draw management

@ Financial reporting

4-6 weeks isan e Novigating the System Executives who want a high
before Phase 2 | Execufive Information o Viewing ond pulling data | level view info data.

stars (go-ive | System. @ Extracting data in reports

date) and specialized views,

including the executive

dashboard
4-6 weeks isa ® Accessing the system Lottery employees who
hefore Phase 2 | Content Management o Creating and downloading | interfoce with this system.
starts (go-live | System. playlists with various
dote) media

o Administering system

training will be provided to the lottery staff by the third party provider that is selected to supply
the ICS.

LSR and Inside SalesTraining — Scientific Games will provide ongoing sales training for Lottery Sales Representatives
(LSRs). This will include a minimum of two formal sales training dlasses each year, satisfying RFP Table 23, Detail Requirement
No. 19. As stated previously, all of our LSRs are thoroughly trained by our Educational Services Department and certified as
trainers. They will all have an expert-level of expertise on the terminals and peripherals, as well as Lottery policy, procedures,
rules, regulations, and best practice methods.
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At @ minimum, LSR training will consist of:

ki a. New employee training that includes merchandising and communications
b. New equipment or software fraining
¢. New lottery product/feature training
d. General employee development
e. Sales skill development training

f.  Certification as Retailer Care Specialist
Inside Sales fraining will consist of:

e New employee training that includes Lottey 101, customer service and felephone etiquette
o New equipment or software training

o New lottery produdi/feature training

o Sales skill (focus on Tel-Sell)

o Ongoing employee development

This satisfies RFP Table 23, Detail Requirement No. 20.

Marketing Staff Training — Scientific Games will train its dedicated Markefing Team in product knowledge, promofional and
sales techniques and other required fraining to support the markefing activities conducted on behalf of the Texas Lottery, which
safisfies RFP Table 23, Detail Requirement No. 21.

The marketing staff indudes:

o Sales and Marketing Executives

o Corporate/Chain Accounts and Independent Management

@ Sales Director and District Sales Managers

® Product Spedialists

e Promotions Manager and Coordinators

o Research Associote

o Marketing Representatives
As you can see by the information provided in this section, Scientific Games is fully prepared to deploy a well designed,
customized training program for your retailers and your staff. The components detailed here combine to provide the Lottery and

its retailers with the most extensive training, documentation, and follow up available in the industry for the conversion and the
life of the contradt.
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PART 6 — SUPPLEMENTAL DOCUMENTATION

Throughout the sections that comprise Part 6, we have referenced
multiple examples of Supplemental Documentation. Within this section
you can find:

e Service Level Agreement (draft)
o Business Continuity Plans

> Austin
> Abilene
> H Paso
> Houston
> Irving
> Lubbock
> McAllen
> San Antonio
> Tyler
> Victoria
o Corporate Infrastructure Protection Plans
> Alpharetta Crisis Management Plan
> Alpharetta Threat Assessment and Business Impact Analysis
) Global Field Incidents

e Security Documents
> Physical Security Department Overview
> Restricted Access Form
> Photography Controls and Prohibitions
> Access Insurance Policy
> Core Site Security Standards

> Warehouse Security Standards

SCIENTIFIC GAMES



 PART 6 — SUPPLEMENTAL DOCUMENTATION

o Retailer Training Guides
- Connecticut Lottery Retailer Training Guide
> Connecticut Lottery WAVE™ Terminal Quick Start Guide
> Delaware Lottery WAVE™ Terminal Quick Start Guide
> Hoosier Lottery WAVE™ Terminal Quick Start Guide
o Quick Reference Cards
> Pennsylvania Lottery
> Delaware Lottery
> Hoosier Loftery

#EmDm
BREEDE
% ‘DOCUMENT REDACTED BY TLC - 12-5-10

SCIENTIFIC GAMES RFP NO.362-10-0001 @ JUNE 30, 2010 @ TEXAS LOTTERY COMMISSION



SERVICE LEVEL AGREEMENT

(DRAFT)

¢ =) |

. E] -
_ e N W)
DOCUMENT REDACTED BY TLC - 12-5-10 Sc I E N T I F l c GA M E S s

/‘*/\ m)e) |




Scientific Games — Lottery Operations
Service Level Agreement
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