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SECTION 1 — Overview and Schedule

A. Executive Summary

The New Hampshire Lottery Commission (Lottery, NHLC) is issuing this Request for Proposals (“RFP”) to invite interested
parties (“Bidders”) to submit Proposals for the development, implementation, operational support, and maintenance of
an iLottery System (“System”), games, ancillary systems, as well as supporting the Lottery with key services.

B. Schedule of Events

The following table provides a Schedule of Events for this RFP through contract finalization and approval. The Lottery
reserves the right to amend this Schedule at its sole discretion and at any time through a published Addendum.

EVENT DATE Eastern Daylight

Time
UTC-4

RFP Released to Bidders (Advertisement) June 12, 2023

Bidder’s Inquiry Period End (1°t round) June 23, 2023 4:00 PM

Lottery Written Responses Issued (1%t round) July 10, 2023

Bidder’s Inquiry Period End (2" round) July 17, 2023 4:00 PM

Lottery’s Written Responses Issued (2™ round) July 25, 2023

Deadline for Proposal Submission August 9, 2023 4:00 PM

Estimated Timeframe for Bidder Oral
Presentations and Interview (if applicable)

September 5-September 15,
2023

Final Technical and Price Scoring

September 18-22, 2023

Estimated Notification of Selection and Begin
Contract Negotiations

September 25, 2023

Estimated Date of Approval of Final Contract

November 15, 2023

NHLC iLottery RFP LOT 2023-02
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SECTION 2 — Background and Objectives

A. Background

The New Hampshire Lottery Commission (NHLC) is led by a three-member Commission and an Executive Director,
Charles Mclntyre. Four major business units report to the Executive Director: Licensing and Enforcement; Administration
and Facilities; Finance; Sales, Product and Marketing. The Lottery is headquartered in Concord, New Hampshire with a
satellite office also in Concord for Licensing and Enforcement. In total, the Lottery has approximately 70 employees.

The iLottery program is led by the Product and Digital team, which is part of the Sales, Product and Marketing business
unit. No staff member is 100% dedicated to iLottery. Rather, all staff dedicate time to both retail and iLottery projects.

NHLC iLottery launched September 4, 2018, and has grown to offer over 100 e-Instant games by two e-Instant providers,
as well as Powerball, Mega Millions, Tri-State Gimme 5, and Lucky for Life draw games, with Tri-State Megabucks under
development to launch in September 2023.

As of April 2023, there are 173,818 registered iLottery users, about 12.6% of New Hampshire's total population, and
112,822 iLottery depositors (8.25% of total population). Each year iLottery net gaming revenue continues to grow,
providing almost $7 million in Net Gaming Revenue (NGR) in its first ten months, then growing 108% in year two with
$14 million in NGR. NGR increased another 129% in FY21, with over $32 million in NGR, and ended FY22 with over $42
million in NGR for a 33% increase. Fiscal 2023 is expected to end with an increase over FY22 of 15%.

For more information on games offered in-store or through iLottery, as well as sales information visit:

iLottery Games | New Hampshire Lottery (nhlottery.com)
In-Store Games | New Hampshire Lottery (nhlottery.com)
Financial Reports | New Hampshire Lottery (nhlottery.com)

B. Objectives

The Lottery has the following objectives for issuing this RFP and resulting contract:

1. Have a seamless transition from the existing iLottery system and services vendor to the successful Bidder, being
fully operational on July 1, 2025.

2. Partner with the Lottery to bring innovation and responsibly grow iLottery revenue to assist in the funding of
education in New Hampshire.

3. Implement an agile, flexible iLottery system that easily implements new games, promotions, bonuses, and
features, whether from the system vendor or third-party companies that will meet the needs of the Lottery and
is robust and flexible enough to grow and evolve over the Term of the Contract.

4. Obtain a system and services that are cutting edge, secure, leverage data and technology, and drive constant
evolution of the iLottery program.

5. Provide a system and services with the ability to leverage enhancements provided to other lottery or gaming
customers, whether it be for payment option integration, player bonus and promotion build-out, user-interface
changes or other enhancements.

6. Obtain a system and solutions that put user-experience and security at the forefront of design that leads to high
standards for player satisfaction.

7. Offer efficient, personalized marketing strategies that maximize Lottery Return on Investment (ROI), and provide
exceptional customer service, catering to the needs of New Hampshire players and expectations.

8. Maintain the highest standards, according to the National Council for Problem Gambling, for responsible gaming.

9. Maintain the highest standards for Know Your Customer and geolocation verification of players within the State
of New Hampshire.
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10.

11.

12.

13.

14.
15.

Obtain systems and services that are operationally sound, incorporate the highest level of integrity and security,
and minimize risk for the Lottery and its customers.

Feature single sign-on for player application integration, using iLottery player credentials, while allowing for
iLottery in-app play and shared player account management (PAM).

Offer a wide variety of games that push playstyle boundaries to attract myriad demographics, utilizing technology
to increase speed to delivery and options for game studios.

Continue to strengthen cross-promotions between iLottery and traditional/retail Lottery to increase compatibility
between iLottery and retail.

Continuously identify areas of friction, then develop and implement solutions to remedy.

Ensure that all proposed systems and services are ready to be operational by the agreed-upon schedule.

Remainder of this page intentionally left blank.

NHLC iLottery RFP LOT 2023-02 Page 7 of 88



SECTION 3 — Process for Submitting a Proposal

A. Proposal Submission, Deadline, and Location Instructions

Proposals submitted in response to this RFP must be received by NHLC no later than the time and date specified in the
Schedule outlined in Section I. Printed Proposals may be submitted by US Mail, delivery service, or in person at 14
Integra Drive, Concord, NH 03301. Electronic must be submitted as noted below. All Proposals must be addressed to:

New Hampshire Lottery Commission
Lynda Plante, Chief Operating Officer
14 Integra Drive, Concord NH 03301

Proposals must be clearly marked as follows:

STATE OF NEW HAMPSHIRE

RESPONSE TO RFP LOT 2023-02
iLottery System and Services

Unless waived as a non-material deviation in accordance with Section 7-J, late submissions will not be accepted and will
be returned to the Bidder unopened. Delivery of the Proposals shall be at the Bidder’s expense. The time of receipt shall
be considered when a Proposal has been officially documented by NHLC, in accordance with its established policies, as
having been received at the location designated above. NHLC accepts no responsibility for mislabeled mail or mail that is
not delivered or is undeliverable for whatever reason. Any damage that may occur due to shipping shall be the Bidder’s
responsibility. Bidders may modify or withdraw a proposal in person before 4:00 PM ET on August 9, 2023. After the
deadline for proposal submission, the Bidder is not permitted to modify a proposal, except in regard to a request for
clarification from the Lottery.

All Proposals submitted in response to this RFP must consist of:

One (1) original and five (5) clearly identified printed copies of the Proposal, including all required attachments.
An electronic copy in PDF format of the Proposal, including all required attachments provided to the NHLC via a
flash drive (s).

3. One electronic copy in PDF format of the Proposal with all Confidential Information fully redacted, provided via a
flash drive (s), as noted in Section 5 of this RFP.

Note the printed and electronic Technical and Price proposals must be separated and clearly marked as detailed in
Section 5 below. Multiple proposals from a single Bidder will not be accepted. Each Bidder can submit one (1) proposal
only.

B. Proposal Inquiries

All inquiries concerning this RFP, including but not limited to requests for clarifications, questions, and any changes to the
RFP, shall be submitted via email to the following RFP designated Points of Contact, acting on behalf of the iLottery RFP
Committee:

TO: Lynda Plante, lynda.e.plante@Ilottery.nh.gov
CC: John Conforti, john.j.conforti@Iottery.nh.gov

Inquiries to this RFP must be via email, must reference a specific section and title, must be submitted in Word format and
must not contain price data. Inquiries must be received by the designated RFP Points of Contact no later than the

NHLC iLottery RFP LOT 2023-02 Page 8 of 88


mailto:jay.lau@lottery.nh.gov
mailto:john.j.conforti@lottery.nh.gov

conclusion of the Bidder Inquiry Periods (see Schedule of Events, Section 1 B). Inquiries received later than the conclusion
of the Bidder Inquiry Periods shall not be considered properly submitted and may not be considered.

NHLC intends to issue official responses to properly submitted inquiries on or before the date specified in the Schedule of
Events, Section 1 B; however, this date is subject to change at NHLC’s discretion. NHLC may consolidate and/or paraphrase
qguestions for efficiency and clarity. NHLC may, at its discretion, amend this RFP on its own initiative or in response to
issues raised by inquiries, as it deems appropriate. Oral statements, representations, clarifications, or modifications
concerning the RFP shall not be binding upon NHLC. Official responses by NHLC will be made only in writing by the process
described above.

All answers to questions, amendments or other changes and updates to the RFP will be posted, at a minimum, on the
Lottery’s official procurement website:

Statewide Bids and Proposals | Procurement and Support Services | NH Department of Administrative Services
(https://apps.das.nh.gov/bidscontracts/bids.aspx).

The Lottery also posts RFPs and addendums under “Lottery News” on the Lottery’s website
(https://www.nhlottery.com/About-Us/Lottery-News)

These websites are the only valid sources of information concerning this procurement process with the New Hampshire
Department of Administrative Services website taking precedent if the sites are in conflict. It is the responsibility of the
Bidders to ensure they have received and taken into consideration all information provided on this website.

C. Restriction of Contact with Lottery Employees

From the date of release of this RFP until an award is made and announced regarding the selection of a Bidder, all
communication with personnel employed by or under contract with NHLC regarding this RFP is forbidden unless first
approved by the RFP designated Points of Contact listed in the Proposal Inquiries section, herein. NHLC employees have
been directed not to hold conferences and/or discussions concerning this RFP with any potential contractor during the
selection process, unless otherwise authorized by the RFP Points of Contact. Bidders may be disqualified for violating this
restriction on communications. Nothing in this section shall prevent the NHLC from maintaining contact with existing
vendors for normal business operations and planning unrelated to this RFP.

D. Validity of Proposal

Proposals must be valid for one hundred and eighty (180) days following the deadline for submission of Proposals in the
Schedule of Events, or until the Effective Date of any resulting Contract, whichever is later.

Remainder of this page intentionally left blank.
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SECTION 4 — Scope of Work

The successful Bidder will collaboratively work with the existing iLottery vendor and associated partners, as well as the
Lottery, to convert iLottery to their system and solution, for launch to the public on July 1, 2025. The successful Bidder
will operate the iLottery platform, system and services as outlined in this RFP. The below items are an overview of the
required system, solutions and services:

1.

10.

System and Services Conversion

Provide the expertise and systematic execution to support an iLottery system and services conversion from
the existing Vendor. Essential to this transition is ease for the player, accurate and secure data transfer,
clarity, transparency and security, and the ability to be fully operational on July 1, 2025.

Scope and Specification Development

Fully scope the project before initiating development. Precise New Hampshire specifications must be
reviewed and signed off by the Lottery before development can begin.

Gaming System

The successful Bidder must provide an iLottery system with primary and back up data centers within the
continental United States, separate environments for development, quality assurance, user acceptance
testing and production, support daylight savings, provide third-party internal control systems application,
draw services and controls, support system enhancements and change management, and provide security
and control features to the levels noted, in Section 5 at a minimum.

Player Portal and Player Account Management

Utilizing code-enabled widgets and integration with the Lottery’s advertising agency of record, the
successful Bidder will provide a streamlined portal for players to securely access their iLottery account,
providing all features of their account, security, identity verification, Know Your Customer (KYC), geolocation
and fraud software and solutions, player notifications, and personalization.

Back Office System

Bidders are required to provide a back-office system enabling the Lottery and the Bidder to access reports,
player information as permitted per user role, manage various iLottery operations, while providing the back-
office system in three distinct environments.

Claims and Payments

In addition to being the Merchant of Record for the NHLC iLottery program, Bidders are required to provide
fraud and compliance monitoring, myriad payment methods ideally with expedited withdrawal, as well as
owning the claims and payment issuance processes according to State and Federal rules and regulations.
Games

Bidders must have their own game studio with at least twenty-five (25) off the shelf (OTS) games. The Bidder
must be able and willing to provide strategic direction for the full e-Instant category, regardless of how
many games they provide, and must be willing to integrate with third-party game providers either directly or
ideally through a content aggregator, on behalf of the Lottery. Additionally, all draw games currently live or
under development through NHLC iLottery must be live for launch on July 1, 2025.

Marketing Support and Services

The Lottery seeks an iLottery partner who can drive strategy, plan, create, execute and analyze customer
retention efforts; who can create, can manage an affiliate program; who can conduct or contract for
research efforts; and who can provide a wide range of personalized bonus options to new and existing
players. The Lottery believes in data driven decision making and utilizing past lessons to make decisions to
increase player value, increase deposit conversion and provide a high level of integrity and entertainment.
Retail Inclusion

Bidders are required to assist the Lottery with furthering retail inclusion through, at a minimum, payment
method buildout, crossover games, game and marketing promotions, and an affiliate program.

Player Application & Rewards Program Integration

To maintain the current functionality of single sign-on using iLottery account credentials, the successful
Bidder is required to integrate with the Lottery’s mobile application and rewards vendor. Additionally,
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11.

12.

13.

14.

15.

16.

iLottery game play must be available via the app, and the Bidders must be able to support a rewards
program for iLottery, allowing players to earn and redeem points for play and other activities.

Data and Analytics

Access to data is key to programmatic success. Bidders are required to provide the Lottery access to full
iLottery program data as well as canned and standard reporting, as well as to provide a data warehouse
solution, allowing for the integration of the Lottery’s vendors to one warehouse through which the Lottery
has access to raw data and a data visualization tool. Additionally, Bidders must support the NHLC with
staffing for iLottery programmatic analysis, beyond analysis of marketing initiatives.

Customer Support Center

Bidders are required to provide a player support center to handle inbound and outbound communications
with New Hampshire iLottery players. The Lottery has high standards for customer support from speedy
response times to full resolution of issues, to providing players with more than what they expect when it
comes to assistance. Bidders must detail their ability to support the NHLC and its players with a customer
support center, and how to fold the NHLC into the resolution process.

Responsible Gaming

Bidders are required to support responsible play for iLottery through several tools including brand level
player deposit limits, self-exclusion tools, exclusion reporting, as well as providing innovative and proactive
options for the NHLC to consider.

Staffing and Services

Bidders are required to provide staffing for a conversion team, as well as an on-going account team. The
Lottery prefers staff with experience in iLottery, iGaming, casinos or the traditional Lottery space. The
Lottery seeks supplemental staff and is also open to additional staff suggestions to support the operations
and services of the iLottery program.

Invited Options- Will not be scored

The Lottery is interested in Bidders’ ability to provide other options that the Lottery may select or may
forego, such as a Player Application and Rewards Program; Player Acquisition services; an Omni Wallet; and
a combined Player Support Center, servicing all player inquiries from retail to iLottery. Options are identified
by the Lottery as "of interest" but may be proposed at the discretion of the Bidder. Invited Options will not
be scored.

Offered Options- Will not be scored

The Lottery seeks to understand what other systems, services, solutions and staffing Bidders believe the
NHLC iLottery program can benefit from. Bidders are encouraged to provide options for the Lottery to
consider. Offered Options will not be scored.

Remainder of this page intentionally left blank.
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SECTION 5 — Content and Requirements for Proposal

Printed and electronic Proposals must be divided into two separately sealed and clearly marked envelopes. The Printed
and Electronic technical proposal must be marked with the Bidder’s name and “NHLC RFP LOT 2023-02 Technical
Proposal.” A separately sealed Printed and Electronic price proposal must be marked with the Bidder’s name and “NHLC
RFP LOT 2023-02 Price Proposal.”

Submitting electronic files:

Electronic files must be submitted via a flash. All electronic submittals must be clearly marked with Bidder name on
each flash drive, the RFP number, and must indicate Technical or Price proposal.

The Printed and Electronic Technical Proposal must contain and respond to all the information required in the sections
below.

1. All pages of the Technical Proposal must be numbered.

The Technical Proposal must be completed. The Lottery will reject a Technical Proposal that does not provide all
of the mandatory information requested. Except to the extent specifically noted as advantageous or Invited and
Offered Options, the Technical Specifications set forth must be regarded by the Bidder as mandatory.

3. The Technical Proposal shall provide all information concerning the subject area that the Bidder believes would
be helpful to the Lottery in determining its ability to meet the specifications or perform the requirements.

4. Inthe Bidder’s description of its system or related services, the Bidder must state whether any services will be
provided by a subcontractor or consultant. If so, the Bidder must state the name of the subcontractor or
consultant and state the function or service and percentage of work that will be performed by that
subcontractor or consultant. During the term of the contract the Bidder must notify the Lottery of any changes
of subcontractors or consulting services.

5. The Bidder may propose additional services, products, product components, or features not explicitly stated. If
an additional service, product, product component, or feature is proposed, it should be clearly labeled as an
OFFERED OPTION in the proposal and be included after the INVITED OPTIONS response section.

A. Company Information, Capabilities, and Support

Sections A -M detail all items the Bidders will be evaluated on in the Technical Proposal. Read each section in detail and
respond accordingly. If the Bidder does not have experience in a specific area, does not offer the product, or does not
have the capability, please write N/A. Sections N. Invited Options and O. Offered Options are optional for Bidders to
respond to. Neither N. Invited Options or O. Offered Options will be scored.

1. Statement of Readiness

The Lottery requires any software, technology, and services proposed in the RFP to be operational in one (1) NASPL or
three (3) WLA jurisdictions. The only exception that will be considered is for equivalent or improved newer
releases/models or newly launched games as identified and detailed by the Bidder. For each section, Bidders are
required to submit which NASPL and/or WLA jurisdictions the software, technology and/or services are/were
operational, when implemented and the duration of time it is/was operational.

The Lottery will not consider or accept major configuration items at the specifications or conceptual stage, early in
development, have not completed quality assurance, or are products only announced but not yet engineered and ready
for manufacture and delivery/go-live.

The Lottery acknowledges there may be additional integration required for some of the third-party game vendors as
part of the product readiness for this project. As such, the Lottery places value on those Bidders that already have this
integration completed and working in a live environment. The Lottery acknowledges that the successful Bidder’s existing
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technology will require adaptation to New Hampshire requirements and that software would be developed and/or
integrated accordingly. A Proposal based on undeveloped products, however, will be rejected.

2. Company Background

The information requested in this section applies to the bidding entity as well as any subsidiary in any way contributing
to the Proposal or to the performance of the Contract. In the case of the Bidder being a Consortium, a Joint Venture, or
any other multi-member organization, the information requested in this section shall be provided for all members.

The Bidder must submit its corporate information as part of the Technical Proposal. Corporate information must be
complete. The Lottery will disqualify the Proposal if failure to provide all mandatory information has had a material
impact on competition or otherwise prejudices the procurement process. The Bidder must provide the following
general information in the Technical Proposal:

The name and address of the Bidder submitting the Proposal.

Type of business entity (e.g., corporation, partnership, etc.).

Place of incorporation, or other form of organization, if applicable.

The name, address, telephone number, and email address of the Bidder’s contact.

Name and location of the major offices, production locations, and other facilities that relate to the Bidder’s

performance as proposed in its Proposal.

6. The names, addresses, and functions of any and all subcontractors, associated companies, or consultants that
have been or will be involved in any phase of the project.

7. The name, address, telephone number, and email address (if available) of the Bidder’s accounting or auditing
firm.

8. The name(s) of any and all law firms and/or individuals representing the Bidder within the state of New
Hampshire.

9. The names, addresses, and dates of birth of all persons or entities who own over five percent (5%) of the shares
of the Bidder, and the names, addresses, and dates of birth of all officers and directors; if the Bidder is a subsidiary,
the Bidder must disclose the information required above for its parent and/or holding company.

10. Any substantial change of ownership in the Bidder or the parent and/or holding company of the Bidder that

occurred within the last year. Also, any pending changes shall be disclosed to the extent permitted by

jurisdictional law and by regulatory agencies.

vk wN e

The Bidder is fully responsible for all aspects of the Proposal and, if applicable, the resulting Contract. In the case of the
Bidder being a Consortium, a Joint Venture, or any other single- or multi-member organization, all members of such
organization shall responsibly perform according to the Contract and one organization of the group shall be the
responsible single point of contact.

3. Company Experience

The Bidder is required to demonstrate corporate experience, technical capability, and financial means to support the
Contract. The Bidder shall describe, in detail, its current and historical experience with iLottery gaming systems and/or
services; that is, descriptions and references of gaming industry engagements of comparable complexity and sensitivity
that have been conducted by the Bidder over the past five (5) years.

Each experience statement shall include the following details:

1. Name of lottery or gaming enterprise(s) and estimated contract value, reflecting the estimated total revenue
during the full contract period.

2. Term of the contract including effective dates.

3. Reason for contract end, if the contract is no longer in effect.
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4. Types of services directly provided by the Bidder under the contract and whether the Bidder was a prime
contractor or subcontractor.
5. Types and number of systems or components provided by the Bidder.

The descriptions must include names, titles, addresses, and telephone numbers that may be contacted to verify
qualifying experience. The Lottery may check the references with other lottery jurisdictions to ensure that the proposed
products and/or services are in place and operational. If the experience is or was provided by a teaming partner or a
subcontractor that will provide a major part, then experience information for that entity must be included.

4. Contract Performance

The Bidder must be a business in good standing with its customers and the business community. The Bidder must state
whether any of the following have occurred:

1. If, during the last five (5) years, the Bidder has had a contract terminated for default or cause, the Bidder must
submit full details including the other party’s name, address, and telephone number.

2. If, during the last five (5) years, the Bidder, a subsidiary or intermediate company, parent company, or holding
company was the subject of any litigation, order, judgment, or decree of any federal or jurisdictional authority
barring, suspending, or otherwise limiting the right or license of the Bidder to engage in any business, practice, or
activity or, if trading in the stock of the company, has ever been suspended, the Bidder must submit full details
including date(s) and explanation(s).

3. The Bidder must list all contract delivery or performance issues for the last five (5) years, where such issues
ultimately led to payment of liquidated damages, any sort of penalties, contractual payment deductions, or any
other material compensation, goodwill, or consideration in any form, where the accumulated value of such
occurrences exceeded $10,000 during any 12-month period. Each incident listed must be briefly described including
incident nature, jurisdiction, date(s) or period, and value. Equal incidents can be accumulated and summarized per
jurisdiction provided the total occurrence count of such incident is given. It should be noted that items listed under
this section are for due diligence purposes only and will not be reason for rejection of a Proposal.

If the experience is provided by a teaming partner, or a subcontractor that will provide a Major Part, then the same
performance information as above must be included for that entity.

5. Financial Capabilities

Provide an audited financial statement concerning operations for the previous two (2) complete fiscal years and an un-
audited financial statement covering the interim period since the close of the most recent fiscal year. Audited financial
statements may be submitted in PDF format and must be submitted as noted in Section 3 A. These statements shall
include, but not necessarily be limited to:

1. Statements of Net Assets.
2. Statements of Revenues, Expenses and Changes in Fund Net Assets; and
3. Statement of Cash Flows prepared in accordance with Generally Accepted Accounting Principles (GAAP).

6. Research and Development Investment

With iLottery, the ability to constantly learn and apply learnings is paramount. With that, the Lottery expects Bidders to
initiate, conduct and share research and development initiatives to support various aspects of the platform, services,
and solutions. The Bidder must be capable of supporting the Lottery in this mission.

The Bidder must:
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1. List all research initiatives conducted over the past three fiscal years. This is not solely focused on marketing
and analytics. The Lottery is also interested in other areas, including but not limited to, payment methods, user
experience, responsible gaming, personalization, and security measures.

2. Detail three research initiatives that led to changes in the iLottery solution or services.

3. What were the results of the changes implemented?

Additionally, Bidders must list resources, capability, capacity, and plans for maintaining a research and development
effort for their iLottery solution and services for the next three to five years.

7. System and Services Conversion

The Bidder shall be responsible budgeting up to $1,000,000 for independent third-party iLottery conversion support as
chosen by the Lottery. As there have been limited conversions from one vendor to another, the Lottery is seeking
expertise to assist with this transition. A conversion of this type will be highly complex and involve many different
potential vendors, systems, and data. The Lottery will be seeking conversion, project management, QA and System
Cutover support to ensure the transition occurs seamlessly. The Lottery requests $1,000,000 be allocated for this
support, but the cost shall not be included in the Price Proposal. The bidder shall acknowledge and agree with this
expectation.

Remainder of this page intentionally left blank.
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B.

Gaming System

Critical to the success of iLottery is a resilient gaming system (software and hardware components that permit the

Lottery to allow wagers via the internet on lottery games such as Draw-Based Games, e-Instant Games and other games

at Lottery’s discretion) that can scale to handle massive traffic increases, is sound with both physical and logical

security, and is redundant to maintain continuous 24/7/365 operations, while supporting multi-state and local draw

controls, and system changes and enhancements.

To that end, the Bidder must identify:

1. The three (3) WLA or one (1) NASPL iLottery customer(s) that are currently utilizing the proposed system.

2. The Bidder shall depict the configuration in detail, including configuration diagrams with all associated data
centers, whether land (on-prem) or cloud-based. It is highly preferable for the system to be active/active versus
active/passive. Bidders must illustrate how their system design supports active/active. Hardware and software
shall be identified by its manufacturer, product name, and model number, as applicable.

3. If the system proposed is solely the responsibility of the Bidder or the Bidder(s) has shared contractual
responsibility for providing, maintaining, and updating the proposed system. If not the sole responsibility of the
Bidder, please identify partner and contractual relationship.

1. Configuration at Primary Data Center (PDC)

All configurations must be approved by the Lottery prior to implementation. The following list includes topics that are

intended to establish minimum requirements. Bidders are encouraged to propose solutions that exceed these

requirements while preserving the intent of the stated requirements. All data centers must comply with MUSL Rule 2

and meet industry standards for security, environmental controls, and critical infrastructure redundancy. Please
describe any advantages to the Lottery of the Bidder’s configuration. Lottery deems it advantageous for Bidder to
provide cloud-based solutions in order to quickly and efficiently scale, while also meeting MUSL Rule 2 requirements.

Bidders are advised that placing equipment in co-location facilities is permissible.

a)

b)

d)

e)

f)

Mission Critical Servers. Servers providing mission-critical gaming support shall be supported by protective
redundancy for high availability processing. Data storage redundancy shall also be ensured. A component failure in
one (1) system should not cause a failure in any other system. Additionally, a component failure in one (1) system shall
not resultin the loss of a transaction. To meet this requirement, records of sold transaction data on the Central Gaming
System (CGS) shall exist in not fewer than two distinct locations to process (i.e., minimally log) transactions as
approved by the MUSL Committee [see MUSL Rule 2.18].

Failover. In case of a failure in an active server at primary, the remaining systems must continue to provide
uninterrupted service to players and other system users, assuming the load without loss or corruption of any data and
transactions received prior to the time of the failure.

Operations Procedures. Procedures and expectations for operations staff, especially regarding failure situations,
should be straightforward. The System shall be able to recover from failures without operator intervention (“auto-
failover”).

Secure Connections. There shall be no capability to connect into any system from a remote terminal or computer
equipment without written Lottery approval. Any such capability, such as remote monitoring, or diagnosis of
equipment or software shall employ stringent security mechanisms and alerts. Connections to other remote systems
and terminals shall be protected by firewalls, encryption, and/or other means. Any routers shall route traffic only to
addresses defined in their routing tables as valid. The acceptability of any security approach shall be subject to Lottery
approval. The Lottery does allow connections outside New Hampshire. These connections are maintained through
Allow and Deny lists via VPN connectivity only.

Time-Synchronizing. All servers shall have a time-synchronizing mechanism to ensure consistent time recording and
reporting of events and transactions. Such synchronization shall utilize an external time source, or sources.

Disaster Recovery. In the event of irreparable damages at the primary data center, or of an unplanned, extended
abandonment of the primary data center, the Bidder shall provide at no additional cost, those servers, facilities, and
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other components necessary to resume under an operational scenario using two (2) data centers. Such servers,
facilities, and other components shall be furnished, installed, and operational within thirty calendar days after the
irreparable damage. Until a permanent primary data center can be re-established, substitute facilities shall meet
Lottery-approved environmental and security measures.

g) Logging — The vendor must provide the ability to support system and user logging to allow for troubleshooting of
various issues to better support player issues and concerns. Logging shall be supported for security purposes recording
any user sessions (authorized or unauthorized) to allow Lottery to validate any specific user sessions as required.

2. Configuration at Backup Data Center (BDC)

All configurations must be approved by the Lottery prior to implementation. The following list includes topics intended to
establish minimum requirements. Bidders are encouraged to propose solutions that exceed these requirements while
preserving the intent of the stated requirements.

a)

b)

d)

e)

Backup Servers. The Bidder shall provide two or more remote backup systems that can take over for the primary
data center systems, if necessary. Data transferred to and recorded at the remote backup systems shall always
contain the most recent transactions, thereby allowing a takeover. The backup data center shall be configured to
allow for automated data center switch. The wide-area-network (WAN) connection shall provide routing of
transactions to the backup as well as the primary data center. Central gaming system functions shall be available
at the backup data center, as well as being available remotely by communications from the primary data center.
This includes but is not limited to Lottery (PDC and BDC) connectivity related to Back Office, Testing, Dashboard,
Databases, SFTP, etc.

System Backup Sizing. The remote backup systems shall be of the same processing capacity, configuration,
storage capacity and architecture as the primary data center systems. They shall be a “mirror” of the primary.
Secure Connections. This section has the same specification as Section 5.B.1 (Configuration at Primary Data
Center) and the response may reference that response, if identical.

Time Synchronizing. This section has the same specification as Section 5.B.1 (Configuration at Primary Data
Center) and the response may reference that response, if identical.

Disaster Recovery. This section has the same specification as Section 5.B.1 (Configuration at Primary Data Center)
and the response may reference that response, if identical.

3. Additional Gaming Operating System Security and Control Features and Functions

In addition to the requirements noted in Section 5. B. 1 and 5. B. 2, the Bidder shall provide a system with the following
additional features and functions to meet fraud rule management and monitoring requirements for secure and efficient
operation. The Bidder must provide details on how they meet the minimum requirements below and include other areas
the Bidder believes are not addressed.

a)

b)

c)

d)

Notifications: With focus on monitoring and logging of fraudulent issues in IP addresses, registration attempts,
claim, payment, gaming, and other activities. The Bidder shall list all actions or items that are monitored for fraud
and frequency. For each item, on what frequency and what types of notifications are provided to Lottery if these
issues occur and what are the thresholds at which these alerts are provided?

Auditing: The system shall maintain a log of transactions for the lifetime of the contract that are subject to auditing
for appropriate usage and freedom from error. This shall be entitled an audit log of transactions. This shall include
the users that made any modifications to the system.

Transaction Research: Authorized Lottery personnel shall be able to research transactions and operations as
needed. Reports on transaction log entries shall allow standard queries and sorts. Data shall be immediately
accessible in real-time and shall be available to the Lottery from a browser-based reporting system. Further, at
least eighteen months of historical transaction detail, from the later of the date of sale or redemption, shall be
immediately accessible to Lottery from a web-accessible reporting system.

Unique Transaction Numbers: All serial number assignment methods used by the Bidder shall account for the fact
that transactions may reside for extended periods in the System and numerous sources. Transaction serial
numbers shall be unique over the term of the contract.
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f)

g)

h)

j)

k)

m

n)

o)

The B
servers, LANs, telecommunications equipment, and infrastructure items (such as power and HVAC), or otherwise if it is a
cloud-based solution. Bidder must patch and upgrade hardware, systems, software, and applications based on best
practices as well as original equipment manufacturer (OEM) recommendations and support lifecycles. Documentation of
maintenance events must be maintained by the Bidder for Lottery review. The Bidder is obligated to obtain replacement
parts and/or maintenance services that are approved, recommended, or recognized by the original equipment or software

suppli

The Bi
testing laboratories through standardized APIs available in several different environments, including a Development,
Qualit

a)

Transactions Protected: The System shall ensure that transactions cannot be tampered with, including but not
limited to winner files and transaction log files.

Limiting Controls: Any irregular activity on the system shall be detected and handled in a manner that prevents
the irregular activity from further occurring. This includes controls that detect irregular deposits into a player
account to which the system responds automatically by locking out the player and ceasing the irregular activity
until the Bidder can intervene for investigation.

Authentication, Authorization and Access Controls: The proposal shall clearly identify controls related to user
authentication, authorization, and access controls for applications (including database applications).

Address Spoofing: The system shall ensure integrity wherein no action, either operational or by tampering, can
permit duplicate or unauthorized user or player identities or addresses to be established.

Software Checksums: Checksums or standard hash algorithms shall verify integrity and authenticity for executable
programs on the servers for auditing purposes. This requirement applies also to the test system and ICS system.
Checksum information shall be provided to the Lottery upon request. The Bidder shall maintain control of software
distribution such that systems are not able to run inappropriate versions of the software.

Game Monitoring: Real-time monitoring of gaming transaction traffic and system utilization shall be provided.
The Lottery shall receive immediate notification of abnormal System operations and their causes, such as game
loading problems, communication difficulties, system downtime, etc.

Secure On-Site and Off-Site Storage: The Bidder shall provide secure on-site and off-site storage of the System’s
critical files, software, and backup data, subject to approval of the Lottery. Stored materials retention shall follow
a schedule approved by the Lottery. Media stored in archives shall be checked and/or exercised periodically to
ensure physical integrity and validity. At the Lottery’s direction, the Bidder may be directed to restore a backup
file to a test system to ensure viability.

Anomalous Condition Reporting: The System shall be capable of displaying and reporting anomalous conditions
that may indicate operational problems or attempts at fraud.

) Principle of Least Privilege: All application and database users shall be granted access only to the application,
database functions and data elements, especially personally identifiable information (PIl) needed to perform their
job functions.

Compliance with Security Requirements: If the Lottery deploys any multi-jurisdictional games (e.g., Mega
Millions) on the System, then all applications shall become compliant with any application security requirements
promulgated by any multi-jurisdictional game organizations of which the Lottery may be a member of or offer the
game from that group or consortium.

Innovation: The Bidder shall describe any innovative methods available to detect and prevent identity theft and
fraud at the player, bad-actor, vendor, and Lottery levels.

4. Maintenance Requirements for Hardware and System Software

idder shall be responsible for maintaining iLottery System data center components, including but not limited to

er as effective.

5. iLottery System Environments

dder must make the iLottery System available to the Lottery, Lottery approved third-party vendors and independent

y Assurance, User Acceptance Testing (UAT), and a Production (PROD) environment.

Bidder shall describe all environments that will be dedicated to NHLC and must include the following, at a minimum:

Configuration of each environment
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b) Access control for third party Lottery vendors

c)

Availability and downtime for each environment

6. Daylight Savings Support

Please describe in detail the daylight savings time change procedure within the system. Including but not limited to:

a)

Manual/ Automated procedures

b) Downtime associated

7. Performance Criteria

For each item below, please confirm the system meets the criteria. Please identify NASPL and/or WLA jurisdictions where
the performance criteria have been met or exceeded.

a)

b)

c)

d)
e)

f)

g)

The System must initially support fifty thousand (50,000) concurrent iLottery players and provide a scalable
solution to handle increased player capacity.

The ability to expand the System to accommodate up to two hundred thousand (200,000) concurrent players must
be available, should such an expansion opportunity be desired by the Lottery, or should player behavior dictate
it.

The System must initially be capable of handling a minimum of up to fifty thousand (50,000) iLottery sales
transactions per minute on a continuous basis and provide a scalable solution to handle increased player capacity.
The System must support up to ten million (10,000,000) unique wagering accounts.

Response time for iLottery wagers must be less than one (1) second from enter-to-send until the wager is
confirmed for the player.

Recovery from a server failure at the primary data center must be accomplished in no more than two (2) minutes
without loss of any transactions.

No downtime is expected, and no data loss is the standard that shall be adhered to.

The Bidder shall accommodate continuous operations. This means the System shall operate 24 hours per day, 7 days a

week,

and 365 days a year. Maintenance windows that result in planned service outages must be negotiated with the

Lottery to not impact draw times. Bidders must provide the hours of operations for sections identified below.

Operating Hours for Minimum Requirements Bidder — Hours of
Operation

Tech Support 24/7/365

Player/Customer Support 8:00 AM to 12:00 AM ET

Network Operation Center | 24/7

Draw Services These hours are dictated by MUSL and
Non-MUSL draw games and operations
cannot be closed until draw
settlements are complete.

Claim Compliance and | 8:00 AM to 5:00 PM ET

Fraud Operations

8. Disaster Recovery Plan

The Bidder shall provide, and annually update, a Disaster Recovery Plan to integrate into the Lottery’s Business Continuity
Plan (the “Plan”) for the critical systems (as noted below), interdependencies, data centers and any other sites it uses for
this Contract. The Plan must be developed and maintained and ensure the computing infrastructure, which supports
critical business activities, be restored in accordance with the requirements of Lottery business functions and legal
mandates.

NHLC iLottery RFP LOT 2023-02 Page 19 of 88



Critical iLottery Systems:

a) Transaction Database
b) Central Gaming System
c) Draw Services

The Plan will be approved by the Lottery and tested semi-annually at minimum. The test results must be documented and
provided to the Lottery.

The Plan will be delivered by the start-up date and minimally provide the following:

a) Account for disasters caused by weather, water, fire, environmental spills and accidents, malicious destruction,
acts of terrorism, cyber-attack response, ransomware protection and recovery provisions, and contingencies such
as strikes, epidemics, etc.

b) Continuity of the System, the PAM, claim and payment services, the Lottery’s games and player accounts.

c) Safe, secure, off-site storage of backup data and programs.

d) The Bidder’s key staff contact information along with their disaster-response responsibilities.

e) Recovery procedures and documentation.

f) Coordination with the Lottery’s own disaster recovery and business continuity plan.

g) If implementation of any portion of the Plan becomes necessary, all costs associated with the same are the
responsibility of the Bidder.

9. Internal Control System

The ICS application shall be supplied to support iLottery operations and a near real-time data feed for all draw games by
an independent, third-party ICS software sub-vendor subject to Lottery’s review and approval. The proposal shall identify
two (or more) such alternative sub-vendors. The Lottery reserves the right to obtain documentation verifying the ICS sub-
vendor’s independence from a Vendor and/ or any of its affiliates. Credentials of the ICS sub-vendor shall indicate
experience and qualification to provide this type of service and software. The ICS vendor shall be compliant with MUSL
Rule 2 Section 2.5, Federal, State, and other regulations. The ICS vendor shall be responsible for obtaining a System and
Organization Il (SOC Il) report and providing a copy to the Lottery on an annual basis.

ICS proposal shall include following details:

a) ICS configuration: Provide details for software and hardware that will be provided for each environment.

b) ICS requirements: Costs for all hardware and software elements of the ICS, including maintenance and software
upgrades, jumpbox, workstation, printers, and along with continuing support from the ICS sub-vendor, shall be
included in the base price for the term of the Contract. All equipment procured for this purpose shall be considered
the property of the State of New Hampshire upon delivery.

c) ICS Reporting: There shall be an automated balancing process to reconcile game activity, scheduled EFT balances,
and to identify any discrepancies. Reconciliation will occur at intervals specified by the Lottery. Audit reports for
balancing and reconciliation of iLottery sales shall also be provided. Verification of the number of prize winners
and amounts won by game/draw shall be available. Bidders shall be responsible for providing appropriate
examples of each applicable report.

d) ICS Interface Files: The ability to export data in various formats such as Excel, PDF, Word, Comma Delimited, etc.,
along with ad hoc reports and to make reports available through electronic means as Lottery deems necessary.
Interface files, as defined by the Lottery, for the purpose of daily accounting, general ledger and tax reporting shall
be included in the daily update file to the Lottery’s financial application.

e) ICS Documentation: Prior to startup, the ICS sub-vendor must provide detailed system specifications, flow charts,
operating and balancing procedures. The ICS sub-vendor shall be responsible for updating all documentation if
any changes are made which affect the ICS system. The ICS sub-vendor shall provide detailed documentation for
any enhancements or additions for Lottery approval prior to development. A current copy of the application
software including source code and documentation must be provided to the Lottery.

f) ICS Maintenance: The ICS sub-vendor shall be responsible for maintaining the ICS application software. This
includes but is not limited to updating the application software whenever the Lottery implements a game or makes
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changes to a game that would affect ICS processing. In addition, the Lottery may require modifications to the
application software in order to expedite system balancing. The Bidder or ICS sub-vendor shall obtain Lottery
approval before making any enhancements or modifications to any software. The ICS sub-vendor is responsible
for keeping the ICS application patched and running on current and supported hardware and operating system
(OS) software. It is the Bidder’s obligation to acquire and install an appropriate upgrade with the Lottery’s prior
approval. If the ICS application requires modification or rewrite due to an upgrade (hardware or software), it is
the responsibility of the Bidder to provide the new/modified ICS application. The ICS sub-vendor shall be available
24 hours per day, 7 days a week, and three hundred sixty-five days a year (remote availability is acceptable) to
provide assistance in resolving any issues. The ICS sub-vendor shall respond in no more than 20 minutes to any
production issue. Backup/recovery capabilities for current or previous days’ transactions shall exist to restore and
reprocess in the event an error or out-of-balance situation occurs. The ICS sub-vendor shall provide a detailed
recommendation for a backup/recovery system.

ICS Lockdown Alternative: The Lottery uses a MUSL approved Lockdown Alternative solution for New Hampshire,
MUSL and Tri-State draw games where the Lottery ICS transfers draw transaction data at draw break automatically
to a Lottery SFTP server. The Bidder and ICS sub-vendor will provide a Lockdown Alternative solution, subject to
Lottery approval, which complies with “MUSL Rule 2.6(b)”, and supports both automatic and manual file transfer
of draw transaction data to a Lottery SFTP server at designated pre- and post- draw times.

ICS Security: Lottery Security will conduct background investigations of the sub-vendor personnel maintaining the
ICS system. Such background investigations may include fingerprint identification by the Lottery’s Security
Division, the Federal Bureau of Investigation, and any other appropriate public or private agencies selected by the
Lottery. The ICS sub-vendor shall provide requested information on personnel assigned to the Lottery’s account.
Depending on the system design as approved by the Lottery, the Lottery may manage both logical and physical
access to the ICS environments.

10. Drawing Controls

Drawings shall be coordinated to support all draw games offered through the iLottery platform. Current draw games
offered by the Lottery do not require the Bidder to conduct the drawing, but support through draw operations is expected.
The Bidder shall provide details of their drawing controls, paying particular attention to the below requirements, and
provide an overview of control room support for draw games.

a)

b)

c)

d)

Game Close: At a specified time before the drawing, the system shall communicate to the players the correct
status of available games. An appropriate message shall be displayed to a player attempting to wager at close
time.
Closing, Drawing, and Cashing Time Window: The Lottery considers it mandatory to minimize the time window
between close of the games, drawings, and the ability for the player to see and be paid for winning wagers. Bidders
shall follow game parameters as required by the Lottery.
Drawing Information: At cut-off for any game, the system shall record at a minimum the following information
for the game:
i. Date and Time of day

ii. Net game pool

iii. Hash total of plays

iv. Daily Handle

v. Close Handle

vi. Future wager reporting

vii. Pool status

viii. Draw ldentifier

Manual Dual Entry: For all draw games, draw results must be entered manually into the iLottery solution, dual
entry (Lottery and Bidder) of drawn winning numbers, prize and jackpot amounts shall be supported. All attempts,
successful or not, shall be logged. Entry screens of the successful attempts shall be automatically printed, and a
file created and delivered to the Lottery for updating other systems. Unsuccessful attempts shall require restarting
from the beginning.
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Multiple Winners per Tier: The system shall be capable of allowing multiple winners per tier as defined in each
draw-based game (DBG) rules.

Roll to Next Drawing After a Problematic Drawing: The System shall allow future sales for any future open
drawing regardless of the status of prior draw results.

Pari-mutuel Support: The System shall support prize tiers that may go pari-mutuel if set prize pool or liability limits
are exceeded.

Automated Data Exchange: The System shall support automated, electronic data exchange with other systems as
required by the Lottery or multi-jurisdictional entities. (Lottery and Vendor).

11.System Enhancements and Change Management

Throughout the life of the contract, the Lottery expects annual enhancement roadmap sessions for each fiscal year.
Bidders must provide their strategy for annual roadmap planning and execution, noting that all fiscal year plans must be
final by June 1, with the fiscal year starting on July 1. Ideally, roadmapping is cyclical and continuous to avoid gaps in
development and release of new enhancements. Critical to the success of enhancements are the following elements.
Bidders are required to detail their process while meeting the requirements in each area:

a)

b)

c)

d)

e)

Project Management: The Bidder is expected to submit a draft implementation plan with its proposal at the start
of any internal (iLottery enhancements) and external project (Third Party Integration). The plan shall highlight, at
a minimum, key milestones, dependencies, and risks and will be subjected to Lottery’s approval.
Requirement Gathering Management: The Bidder shall complete full business and technical requirements
gathering sessions as part of its project management phases. Lottery must receive a Product Requirements
Document (PRD) or equivalent including mockups (Web, Mobile Web and App) for review and approval prior to
start of development cycle.
Release Management: Bidder shall describe their process for system updates /releases, including but not limited
to, security updates, system maintenance, enhancements, bug-fixes, and solution upgrades that will be adhered
to for the life of the contract (as approved by the NHLC). Please include procedures followed for:

i. Development methodology

ii.  Version control

iii. Change control process

iv. Release cadence
Issue Tracking System: An issue tracking system must be available to the Lottery for UAT and production
environments. The Bidder must discuss their ticketing systems for issue tracking and the environments for which
it will be available. Please provide a minimum of two (2) examples, from WLA or NASPL jurisdictions, with whom
the Bidder is or was contracted over the past five years.
Meeting Cadence: Bidders must propose a regular meeting cadence for enhancement/roadmap planning, release
review, issue updates and related items.

Bidders are required to allot two thousand (2,000) hours for enhancements each fiscal year, with the ability for 1,000
hours to rollover to the next fiscal year, never exceeding 3,000 hours total for enhancements.

Remainder of this page intentionally left blank.
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C. Portal and Player Account Management and Migration

The iLottery Portal includes the front facing player access, the Player Account Management, and all components. It is
highly advantageous that the Bidder be able to provide all Portal functionality, to limit the Lottery’s need to contract
independently with various and critical third parties to conduct essential Portal functions. User experience, security and
personalization are of the highest importance to the Lottery. The Bidder should describe any relevant experience
associated with migrating player accounts, and other relevant information from a Lottery system or partner vendor into a
new iLottery deployment. Bidders should provide a high-level plan, including roles and responsibilities, to complete the
migration from Lottery’s system(s) into the bidder’s System. Bidder is welcome to identify advancements that increase
the efficiency of player account migration and management.

1. Portal Integration

The Lottery Portal is currently hosted by the Lottery’s advertising agency of record utilizing code-enabled widgets that
embed the iLottery system within the Lottery’s website. This allows players to access the log-in and registration buttons,
which then seamlessly allow purchasing of games on the Lottery website. The Portal is not a separate site; rather, it offers
e-Instant and draw games within the iLottery website, allowing players to easily play games in demo or money mode,
while also being able to access the Lottery’s other offerings. It is highly advantageous that the Lottery continue utilizing
its website, rather than bringing the player to a separate iLottery website. Please note if the successful Bidder is able to
provide code enabled widgets via the NHLC website. The Lottery requests a website/portal/widget integration
specification be provided no later than four (4) weeks after the contract is signed.

Please provide a detailed description of your Portal architecture and design that utilizes widgets and a similar integration
with the Lottery’s website vendor.

Player Account Management (PAM) and Portal Functionality

Bidders shall provide an overview of the core system, the PAM, that manages all player account activity and wallet
transactions. This must include Registration, Login, Geolocation Checks, Forgot My Password, My Account, Shopping Cart,
Deposit, Bank Processing and more. Please elaborate on each interaction and its capabilities to integrate with external
third-party system that may be approved by the Lottery.

Bidders shall provide a highly secure and responsive Portal for end-to-end iLottery capabilities such as the ability to
register, deposit, withdraw, claim, participate in promotions, play iLottery games in demo and money mode. The Bidder
must provide a detailed description with visuals of their Portal. Following are the essential items that Lottery is seeking to
review. Bidders are encouraged to provide descriptive details and screenshots of other key areas of the Portal.

1. Registration and Sign-in: Provide information requested and stored during the registration and sign-in process
and highlight the key features that are automated within the user flow. No lean registrations will be permitted.
The registration must capture the information needed to support KYC.

2. Know Your Customer (KYC): Bidder must identify their selected KYC partner. Age and identify verification must
occur within the first few steps of registration followed by immediate log-in for verified players. Duplicate
registrations and accounts (i.e., same player attempting to register multiple times) must be prevented.

3. Single Sign on: The Bidder shall implement a solution that allows single sign on functionality across platforms
including third party mobile application, rewards and second chance programs.

4. Multi-Factor Authentication: Bidders must use Multi Factor Authentication (MFA) via SMS/Email/other as part of
the registration process. Lottery is requesting MFA be available on initial registration and login but have the option
for players to disable if chosen for future log-ins. Bidders should also identify if they have capability to offer MFA
for any new device used by a player. The Lottery would also like the option to make this mandatory for players if
needed.

5. Responsive Behavior: Bidder shall offer responsive behavior for each critical path (at minimum) within the Portal
including (not limited to) e-Instant game play, view history of transactions and game replay, purchase, deposit,
claim, and withdrawal.

6. Browser and Devices Supported: The Portal will be required to have compliance with certain browser types,
browser versions, and plug-in controls (especially the latest and most popular versions) as directed by Lottery. All
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11.

12.

13.

recommendations for the Portal should specify which platforms, browsers or operating systems will be supported.
For example, which minimum operating systems are supported for iOS or Android.
Geolocation Services (GLS): The Bidder shall provide software and services that can precisely recognize the
physical location of a player attempting to access the system and place a wager, from any connection type such
as cellular or IP-based, using the most stringent standards. The GLS solution is subject to final approval by the
Lottery and should be replaced, at the Vendor’s sole expense, if it does not meet or exceed the highest level of
standards as established by the agreement between the Bidder and the NHLC. The Bidder shall describe in detail
their Geolocation solution(s), the various levels of service, the differences of each level, and the vendors/providers
the Bidder is participating with to support GLS and their experience with WLA/NASPL customers.
Bidders should describe their solution for GLS while providing explicit details on the following:
o Elaborate on configurations and flexibility to create and adapt boundaries.
o Ability to define location checks based on user flows (wagering, non-wagering, withdrawal, etc.)
o Monitoring and logging of unauthorized attempts and cadence of reporting to the Lottery.
o List of known vulnerabilities, fraud attempts or threats that can be utilized to circumvent accurate
geolocation detection.
o Solution(s) shall be tested and certified through an independent testing laboratory prior to launch and on
a recurring basis at the cost of the successful Bidder.
Google Analytics (GA): Bidders shall enable the Portal to capture events via GA for all actions conducted in the
Portal, including demo mode game play. This data capture needs to be set up and integrated with the website
vendor from the start of the contract and continuously updated with each enhancement. Provide a list of all GA
events that can be captured within the player journey.
Accessibility: Bidders must meet federal Web Content Accessibility Guidelines (WCAG) 2.1 AA at a minimum. The
Lottery is looking to review the Portal’s capability to make web content more accessible to people with disabilities.
Bidders are encouraged to provide full detail and description of how they meet and exceed this standard.
Ability to Edit Player Information: The Bidder shall provide a player’s ability to edit account details such as name,
home address, phone, etc. Please list all player editable fields. Also include the ability for the player to upload
documents, or utilize other less cumbersome and more automated methods, such as facial recognition, for
compliance/verification. Please ensure that MFA is used prior to editing any player details. Please illustrate such
capability with visuals.
My Account/Player Account: Lottery is seeking to review all features that will be available to the player within
My Account/ their Portal access. The Bidder must provide a detailed description with visuals of all of the below-
mentioned features within the Portal.
o Player account details: Outline all information requested during registration process.
Current balance: Including total deposit, bonus attached.
Deposit: Capability to add funds using any payment method available.
Withdraw: Request to withdraw winning using any payment method available.
Draw Games: View records of all current, future and past purchases including status of subscription/Auto-
renewal.
E-Instant Games: View records of all previously played game(s) with replay video per wager.
Favorite Purchase: Easy access to favorite e-Instant games and saved draw numbers.
Player inbox: Access to non-compliance player emails.
Transaction History: Maintain record of all transactions including deposits, purchase, bonus, and
withdrawal.
Tax Documents: View and download win loss statement, individual and consolidated W2G forms.
o Bonus: View all bonuses attached and the real time status.
o Responsible Gambling: Ability to self-exclude and set deposit limits, play limits or otherwise below the
Lottery’s threshold in real-time, and provide links to responsible gambling resources.
o Tools: To securely upload documents for compliance check and set various preferences such as MFA
enable/disable, unsubscribe to marketing emails, etc.
Player Notifications: Bidders will be required to provide software and services that communicate directly to
players systematically (i.e., managed with ease administratively by Lottery and/or Bidder) but delivered as a data-
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driven and highly personalized communications to each player (“Notifications”). All types of Notifications must be
functional at the time of successful player registration completion (i.e., available in real-time as players register).

O

@)

Identify which communication channels (email, SMS, mobile push notifications, etc.) are available and
how they are utilized.

Identify, by communication channel, how content (copy, images) can be loaded into the System with
flexibility, ease and organization by Lottery and/or Bidder.

Identify, by communication channel, how content (copy, images, orientation, etc.) can be dynamically
populated within Notifications.

Identify, by communication channel, what tracking and performance measures (deliverables, opens,
clicks, etc.) will be available to Lottery.

Describe the data security features related to Notifications.

Describe the core services (creative design, copy writing, software engineering, testing, etc.) being
provided as part of Notification implementations.

List critical and non-critical notification embedded within the system such as winning notification, pending
claim, high jackpot (draw and e-instant), bonus, etc.

List automated and manual notifications and what triggers them, if automated and how a player can
receive the notification.

Describe the unsubscribe process and timeline from each communication channel and what types of
communications cannot be unsubscribed.

14. Player Support and FAQ: The Bidder shall describe how a player can access help information and connect to the
support center throughout the player journey within the widgets and for each event/action they are currently
on/undergoing. The NHLC is seeking help and support center icons on each page that a player can hover over/click
on to obtain help tutorials, access FAQ information or contact support center via chat/phone/email.
Personalization: Provide details on how and where the player’s experience is personalized. This should include
the Portal from pre-log in and registration, logged in, and notifications. It is highly desirable that the player’s
experience be personalized.

15.

Remainder of this page intentionally left blank.
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D. Claims and Payments

The Lottery requires the successful Bidder to act as the Merchant of Record for the New Hampshire iLottery system. Critical
to these functions is strong fraud monitoring and compliance for payment methods, user flows associated with players
such as deposit, claim, and withdraw. Other important components for payments and claims are ease of use,
diversification in payment methods, and an expeditious withdrawal process that is secure as well as automated whenever
possible. Bidders are responsible for all Federal and State tax or off-set reporting on the cadence required by each.

1. Payment Methods

The iLottery system shall integrate with multiple payment methods and support all capabilities of an e-wallet including
purchase, deposit, withdrawal and claim processing within the system and when integrated with other systems (see Player
Application and Invited Options- Omni-Wallet). The Bidder will be responsible for providing secure, easy to use, and
efficient payment processors (dual processors system) for each of the above-mentioned player flows. The NHLC does not
currently permit transactions by credit card and any payment method that is unable to restrict credit cards will not be
acceptable. However, the ability to integrate credit cards must be available should the Lottery choose to add the payment
method in the future.

The Lottery requires, at a minimum, the following payment methods options at the time of go-live, in addition to
supporting a dual processing system. The Lottery does not permit the use of credit cards. Bidders must note which
payment methods are currently in use and available for deposit only or deposit and withdrawal within their system:

1. VISA debit

MasterCard debit

PayPal (no credit)

ACH

Apple Pay debit

Online Banking/Pay with My Bank

Retail Voucher/iCASH (sold at retail through retail lottery terminal with deposit code for iLottery)

NoukswnN

Please describe the following:

1. All payment methods Bidder currently offers and has planned for integration before July 1, 2025.
o The user flow for all above mentioned payment methods.
o Which payment methods are available for withdrawal as well as deposit.
o The associated execution/processing time for withdrawals.
o Average approval and decline percentages for each.
2. All payment processors your system uses and any limitations for each.

Please include any additional payment method and processor, deposit and withdrawal information that has not been
requested above from which you believe the Lottery and its players would benefit.

2. Claims

As the Merchant of Record, the successful Bidder also plays a key role in player claims, from ensuring each claim flow
occurs correctly, that claims processed for each threshold are subjected to compliance check conducted by the Bidder in
conjunction with the Lottery, according to federal and state laws, rules and regulations. The Bidder is also required to
comply with all year-end reporting to the player, the Federal and State government, and the Lottery.

The Lottery expects the current claim processes and thresholds to be supported and will adjust the thresholds as necessary
throughout the life of the contract, should the Lottery, the State of New Hampshire or Federal requirements change. This
includes varying claims thresholds and federal and/or state withholding amounts. Bidder shall confirm it can support
current claims thresholds as follows:

1. Wins of $0.01-5599.99 are added directly to the player account;
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2. Wins of $600.00-$9,999.99 require a claim through the iLottery system, once verified the funds are added
directly to the player account; and

3. Wins of $10,000.00 and greater require the claim process to be initiated through the iLottery system, and then
the player must either come to the Lottery Headquarters or mail-in their claim with the required additional
documentation.

Bidder shall provide a detailed description of the claim process within the iLottery system including but not limited to:

1. User flow that covers end to end claim process including compliance check, document upload, and all steps from
a player, Lottery and operator perspective. Note where processes are automated;

2. Backend compliance check procedure (manual and automated) for each threshold;

3. All backend configuration (not limited to thresholds, player emails/notifications) that can be controlled by the
Lottery and/or the Bidder;

4. Processing time associated with each claim threshold;

Wallet interactions;

6. System’s capability to handle claim-payment within the system (paid by Bidder) and outside the system (if paid by
Lottery) for each threshold.

b4

3. Payment Issuance

Bidders are responsible for providing a claim and payment mechanism capable of processing payments via a Virtual
Wallet Account (VWA) or a check to winners, when a threshold requires it, or in specific situations. The system will track
which of the player’s wagers are winners and whether or not wagers have been paid. Information on New Hampshire
Gambling Winnings Tax can be found at: https://www.nh.gov/transparentnh/glossary/gambling-tax.htm.

Bidders shall describe in detail the features, capabilities, configurable parameters, and operational support related to
providing the Lottery with software to manage a virtual prize claim center in conjunction with the Bidder. The system
features must maintain control over transaction integrity and detect and identify when a transaction has been altered
outside of the transaction processing rules. The description should address the following minimum requirements:

1. Anti-Money Laundering (AML) Compliance. The System shall provide all necessary validations to ensure that AML
and any other regulatory validations are properly performed prior to the release of any payments.

2. Claim Form. The System must generate a claim form automatically, when necessary, based on the prize value,
which is dynamically populated with any known data necessary to process the claim. This claim form must be
securely accessible to the player within the Portal and by authorized Lottery staff.

3. Low-Tier Prize Payments. A player will automatically receive winnings if the prize amount is less than six hundred
dollars ($600.00) as a deposit into the Players VWA. The Bidder has the option to support a merchant for mobile
cashing. If used, the Bidder must ensure the bank used is a Federal Deposit Insurance Corporation (FDIC) insured
bank. No claim form is required for these winnings. Winners will be notified by pop-up of win and balance will
immediately increase by the won prize amount.

4. Claim Center Prize Payment. Bidders should provide a solution that enables the processing of prize payments via
a VWA or a check to winners without requiring the player to physically visit a claim center. The claim process for
all wins of six hundred ($600.00) and greater begins through the system. Only claims of ten thousand ($10,000.00)
and greater receive a check or wire transfer direct from the Lottery. The solution should accommodate the
following constraints:

1. Prizes equal to or greater than six hundred dollars (5600.00), the System must issue a W-2G or 1042S to
the player.

2. Prizes equal to or greater than five thousand dollars and one cent ($5,000.01), Federal tax withholding
(“Tax Withholdings”) must be calculated based on current rates and withheld from prize payment. Players
must be able to view these deductions in their account. Pursuant to Internal Revenue Code (IRC) Section
3402(q)(1) and the Economic Growth and Tax Relief Reconciliation Act of 2001, Sec. 101 (a), Table 7, prizes
exceeding $5,000.00 shall be subject to applicable federal income tax withholding.
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14.

15.

3. Prizes equal to or greater than six hundred ($600.00), the System must queue the prize payment
processing, less applicable Tax Withholdings, for a Lottery representative to manually perform an inquiry
into a State of New Hampshire Department of Health and Human Services database for child support
owed. The System must present the player’s social security number within the queue process. If an
outstanding debt is found then the Lottery representative must be able to enter the debt value as an
Offset into the System for all prizes of $600 up to and including $9,999.99, and the System shall log the
Offset for reporting purposes. The System shall then deduct the Offset from the prize payment and reflect
the Offset to players in the Portal. The System must provide the ability to separately collect, manage, and
track Offsets for a prize claims.

4. Provide a mechanism to issue a payment for any exceptional situations.

5. This capability to process Claims and Payments must be available for multiple users at multiple locations
throughout the State of New Hampshire.

6. Provide printing equipment including Magnetic Ink Character Recognition (MICR) Printers. Checks will be
printed on Lottery provided check stock.

Annuity Payments. Bidders must provide a solution for payment of annuity type prizes that can be paid over a
pre-determined period. This would need to work with the system for writing payable checks.

Debt Set Off Checks. Debt set off checks should occur at a configurable level. The Lottery will manually check for
Child Support. However, Bidders should indicate if they currently support automated debt set off with any
jurisdiction, as the Lottery is interested in this ability. The System should deduct the set off from the prize payment
and reflect the set off to players in portals. The System should provide the ability to separately collect, manage,
and track multiple Set offs for a single prize payment claim and made available within reporting to Lottery staff.
An export file of all set off payments by player should be made available to the Lottery daily. Bidders should
provide a solution to allow the Lottery to print a set of checks, including a letter for set off checks, per single win
containing any set-off debt. The Lottery can provide the Vendor an example of what is to be included in the letter.
Uncashed Winning Wagers. For prizes of six hundred dollars ($600.00) and greater if a player does not claim their
iLottery winning, the System will be required to automatically track and report these unclaimed prizes in
accordance with NHLC rules for prize expiration on a daily basis.

Cashing Policy. The System must allow cashing of winning Wagers as determined by the Lottery. Currently the
schedule is three hundred sixty-six (366) days after the later of either date of purchase, or the date of drawing if
applicable. The Lottery will set other policies as appropriate.

Tax Withholding Reporting. The System must support IRS and State of New Hampshire requirements for
withholding from prizes and recording of name, address, and related information necessary for reporting as noted
above. The system must be capable of producing an interface file for reporting to IRS and New Hampshire
Department of Revenue. Reports must be available in real-time, and a daily file must be available for the Lottery,
as well as daily payment (and proof of payment) for Federal or State requirements.

Retention of Prize Winners. The System must retain records of prize payments of six-hundred dollars (5600) or
more for a duration set by the Lottery. This includes preserving a mechanism for accessing, summarizing, and
researching prize payments. All data must be available to the Lottery online. All retained data must be migrated
to the next vendor upon contract termination.

Reporting. The System must maintain detailed prizewinner information allowing for inquiry and reporting. The
information must be transmitted and maintained in an encrypted format.

Exporting of Data. The System must be capable of producing and exporting through electronic means (e.g.,
comma delimited, Excel Raw Data, PDF, etc.) daily, weekly, monthly, yearly, such as, but not limited to, federal
taxes, Offsets and prize payment checks issued as required by the Lottery.

Winners File. A Winner’s Report must be available to the Lottery to choose the time frame and all wins in chosen
threshold range, with the ability to consolidate total wins for duplicate winners.

Claim Information. Bidders must propose a solution that includes electronic capture of player completed claim
information and other forms.

Claim Payment Activity. Bidders must propose a solution that includes the ability to access claim payment activity
in real time.
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One-Time Cashing. A winning Wager must not be able to be cashed more than once. In the instance that multi-
draw purchases are available from an iLottery Game then each draw within the range shall be treated as a separate
Wager by the System.

Document Storage. The System shall retain any documentation related to claims for each player in a manner that
is compliant with any state, federal, Payments Card Industry (PCl), National Automated Clearing House Association
(NACHA), or other regulations. When a player makes a subsequent claim, the System shall not trigger an
automated message to players when the necessary documentation is already on file and not required by any
Lottery mandated thresholds. In these cases, the System shall allow the Lottery to expedite the prize claim
process.

Prize Claim Hold. The System shall be configured to automatically place prize claims on hold based upon
criteria/thresholds as defined by the Lottery or the successful Bidder as the Merchant of Record. The hold may
only be lifted/bypassed by designated Lottery and Bidder personnel.

Completion of Prize Claim. The System shall allow the Lottery to mark a claim as approved, while removing any
tax withholdings and offsets, and initiate a final credit to the wagering account that is available for immediate
withdrawal for qualified claims. The System shall support a two-person verification process before the claim is
approved.

Exceptions and Overrides. The System shall allow for exception claims and overrides that do not meet the defined
workflow associated with a prize claim. This includes, but is not limited to, the ability to override default tax
withholdings or to mark prizes as paid through external systems. An export file of exception claims shall be
available to the Lottery.

Regarding deposit and withdrawal transactions and payment issuance, please provide the flow and timeline for players to

withdraw winnings. In addition, please answer the following:

1.

NoukwnN

Do you offer expedited withdrawals?
o Include average withdrawal time and expedited timeline.
What is the minimum deposit amount?
What is the minimum purchase amount?
Does your system allow withdrawal free to the player (with no withdrawal fees)?
Does your system permit withdrawal of cents?
What is the minimum/maximum withdrawals amount?
Does your system permit withdrawal outside of New Hampshire?

Bidders must identify three (3) WLA or at least one (1) NASPL Lottery where they are/were the Merchant of Record and
provided and supported the lottery(ies) with virtual claims, player payment methods, payment processing, and tax
reporting to the levels noted in the above section.

Remainder of this page intentionally left blank.

NHLC iLottery RFP LOT 2023-02 Page 29 of 88



E. Back Office System

Bidders must provide a browser-based back-office system that provides information in real-time and meets the ongoing
needs and obligations of the Lottery and/or the Bidder to manage operations, system functions, and player account
information. Bidders must describe their back-office system capabilities and provide screen shots for, at a minimum, the
below items:

1. Player account management that can be utilized to edit or view:
o Player attributes (e.g., name, address, responsible gaming controls, etc.)

Account preferences including email, deposit limit, etc.

Bonus attachment

Document uploads

Fraud/security holds

Disable/enable account

Transaction activity (deposits, withdrawals, claims, bets, replay videos, customer service cases, etc.)

Login history (devices, IP, etc.)
o Others (if any)

Content management (such as notification, banner, pop-up, bonus, etc.)

Claims processing and approvals

Game management, including loading and modifying game documents such as game help pages

Financial management

Reporting - access to all custom and standard reports

Audit trail capabilities of the iLottery system. Detail what areas are monitored and what specific actions are

captured. The Lottery reserves the right to appoint specific staff members to have audit rights and

responsibilities for the back-office system.

8. Identify any limits regarding the number of unique users (i.e., maximum number of users). User-roles must be
based on the principle of least privilege and be permission based on clearly defined user roles/profiles.

9. Outline access control for each function, reporting and real time player level data/transactions (Pll data, sensitive
areas).

10. Three distinct environments: Quality Assurance (QA), User Acceptance Testing (UAT) and Production. The user
must be able to easily distinguish that they are in each environment.

O 0O 0O O O O O
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Training must be available for Lottery users, as well as help documents for reference, preferably in an easy to navigate
electronic format.

Bidders are encouraged to provide additional information on how their back-office system can assist the Lottery in
operational management and research of player-related data.

Remainder of this page intentionally left blank.
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F. Games

The New Hampshire Lottery Commission seeks an iLottery partner who can support a diverse portfolio of game options
to increase player engagement, align with various segments of players, be user-friendly, fun, and drive total net gaming
revenue. This should be done through:

1. Providing game support through strategic roadmapping and analysis;

2. Seamless third-party game provider integration and systematic management;

3. Offering a robust and innovative portfolio of owned e-Instant games; and

4. Providing retail draw-based games (DBGs) through the iLottery platform.

1. Game Support

The Lottery requires Bidders at a minimum to be able to:
1. Provide strategic direction and oversight in conjunction with the Lottery of the iLottery Games Roadmap to
ensure all game vendors games align with the overall strategy; and
2. Analyze games to determine various metrics, including but not limited to, acquisition rate, retention rate,
segment penetration, price point utilization by age and gender.

The successful Bidder will be expected to attend and lead strategy, planning and analysis meetings. Please provide your
recommendation for a meeting schedule noting frequency of each.

Bidders must submit a proposed iLottery games roadmap for the first twelve months of the contract, which must be
updated annually, taking into account:
1. new play styles
new game enhancements
seasonality
omni-channel opportunities
payout vs. profitability

vk wn

Bidders must propose a meeting cadence with the Lottery, where regular planning and game review occurs. Biannually,
the bidder must collaborate with the Lottery to create a games roadmap. The plan should have the first six (6) months of
the year determined, with the following quarters drafted and to be updated over the course of the year, but at least three
months prior to any game to launch. The plan must be approved by the Lottery before work can commence. Final proposed
plan must be provided to the Lottery no later than May 1 of each calendar year for the fiscal year starting July 1.

As important as it is to launch games, it is as important to understand how games resonate with players, and to understand
the reach of each game. Bidders must detail:

1. How game success is measured;
How games are analyzed;
How frequently games are analyzed;
How game user experience is analyzed and how feedback or findings are incorporated to future iterations; and
What research initiatives have been done on games in the past three (3) years and what changes were
implemented because of that research.

ukhwn

2. Systematic Management and Third-Party Integration

To ensure strategic alignment and enhance the Lottery-vendor partnership, the Bidder must at a minimum suggest, and
once approved, integrate, contract with, and manage third-party game providers. To decrease constant integration
development, costs, and time, and to increase efficiency and the ability to work with smaller studios that may offer unique
e-Instants or draw games, it is highly advantageous that the Bidder have a content aggregator process to seamlessly
integrate third-party game providers. Please detail your company’s ability to:
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1. Manage third-party game providers, as noted above. List the game studios your company has integrated with and
in which jurisdictions;

2. Create and ensure consistency and provide direction to third-party game providers for game development
workflow, prize structures, working papers, game help pages, marketing packages, game launch, and analysis for
the Lottery, marketing agency of record and the Bidder;

3. Provide a content aggregator and to also recommend and suggest, integrate, contract with, and manage third-
party game providers. List game studios currently on your aggregator and how many e-Instants total are available
through each studio. Also list which jurisdictions use your content aggregator. List how successful the games noted
are in comparison to other games provided on a net gaming basis for the first twelve (12) weeks of launch within
each jurisdiction; and

4. Enable Bidder’s and third-party games (off the shelf, customized, makeover, bespoke, progressive) be deployed
with ease, and ensure all functionality remains the same for the player across all game providers so the player
cannot tell the difference between them, their access to them (across the app, mobile web and desktop) including
replays and game play history, and so marketing promotions can be applied the same for all (free games, bonusing
capabilities).

The Lottery’s current e-Instant game provider contract expires June 30, 2025 and has an option to extend for two years.
The Lottery’s current e-Instant providers are Instant Win Gaming (IWG) and Neo Pollard Interactive (NPI). The Lottery
requires the successful Bidder to be able to integrate, either through a content aggregator or APIs or other applicable
means, with the two existing vendors. Bidders must detail their ability to support the integrations, as well as offer all IWG
and select NPI games already provided to the Lottery for the go-live date of July 1, 2025.

The Lottery reserves the right to issue a Request for Proposals for third-party e-Instant games to be offered through the
successful Bidder’s portal. Though the Lottery deems it highly advantageous for the Bidder to offer and support a content
aggregator, the Lottery recognizes that direct integration may be necessary. Bidders are expected to support direct
integration with third-party game providers as well as providers through the content aggregator. The vendor/third-party
game provider being integrated is responsible for integration costs.

3. e-Instants

The Lottery is seeking a vendor who can provide innovative e-Instant games to support a bi-weekly launch (every other
week). The Bidder should provide a robust portfolio of off-the-shelf (OTS) e-Instant Games. Bidders are required to have
a base OTS portfolio of a minimum of twenty-five (25) games. For launch, at least twenty-five games are required, which
may be selected from the Bidder’s library or other vendors. The Lottery reserves the right to choose the games for
launch and the Lottery makes no warranty to choose games from the Bidder’s game studio for every launch and there is
no guarantee on how many games the Lottery will choose from any studio.

After the initial launch, Bidders must provide at least twelve games at no cost to the Lottery each fiscal year. Eleven
games can be OTS and the Lottery may request up to one game to be bespoke. Note, the Lottery may not choose to
utilize all twelve games allocated each fiscal year.

Presently, NHLC only accepts HTML5 type games. The Lottery is willing to discuss other newer technologies for future
enhancement. Games must be developed for a mobile-first approach (i0S and Android), for in-app play, and playable on
desktop supported browser. All games played in-app or mobile web must be in horizontal and vertical play. All e-Instant
games must use iFrame/inline frame technology. Bidders must confirm their ability to meet these requirements.

All e-Instants must have a Demo Mode (free play) that plays identical as the Money Mode version of the game, including
utilizing the same prize structure. An option for moving to the Money Mode version of the game from within Demo
Mode must be offered. Please note if Demo Mode play/wagers are captured and logged by the system or through
ancillary systems.
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Bidder’s e-Instant Games and Centralized DBGs that utilize Random Number Generator (RNG) technology, as well as the
RNG itself shall be tested and certified against GLI-19 at the Bidder’s expense at launch, on an ad-hoc basis annually, and
if modifications to the RNG are performed.

Bidder must:

10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

Describe how their game studio is driving innovation in games from play style, technology, graphics, prize
structures, and user controls.

Describe the e-Instant launch process from game selection to post-launch support.

List and describe the documentation provided to support the launch such as launch checklist, Help Pages,
Working Papers, etc. Provide a timeline before game go live that details the pre-launch schedule including UAT
launch, working paper/spec delivery, game help page delivery, etc.

List the contents of the marketing resource package for each launch as well as how many weeks before launch
they are available. The package of resources must include game videos and game images. How does your games
team support the Lottery’s marketing team or the acquisition marketing team?

List the members of the e-Instant launch team, their titles, and their responsibilities as part of the launch
process in support of NHLC objectives.

Describe the areas of your OTS e-Instant games that can be customized for the Lottery prior to game launch.

List any bespoke games created over the past three (3) years, for which lottery, and its success in comparison to
other games launched.

List progressive and linked progressive games launched over the past three (3) years and the jurisdictions in
which they launched.

List all game types and play styles launched over the past three (3) years.

Describe your ability and experience in offering multi-state e-Instant and multi-state progressive e-Instant
games.

Describe the ability to offer e-Instants that have a variety of price points in the same game, with the same
payout but with different prize levels.

Describe the game controls available from the game’s main page and what is not (where a player must click off
the loaded game page to adjust controls or find information).

Describe if and how game loading can be personalized to New Hampshire Lottery.

Provide a list of the top twenty-five (25) games in generating NGR, provided by your game studio and where they
are deployed. Stack rank them among other games in the same markets;

Give examples of each category of games: off-the-shelf, customized, makeover, and bespoke e-Instants you have
launched with three lottery partners. If Bidder has not launched all categories of games, indicate so. Explain why
the games fall within each category (required).

Provide a list of e-Instant licensed properties the Bidder offers. Also note where each has launched and its success
relative to other games launched in market. (The NHLC may want to utilize licensed properties and recognizes the
pricing of licensed properties may vary depending on the brand. Prices for licensed properties are negotiable.)
The Bidder may supply e-Instants containing licensed products from third party vendors, subject to contractual
agreement between the NHLC and the third-party or a licensing agreement with the Bidder.

Provide games that are branded completely to the New Hampshire Lottery. Provide thorough details on how
games are branded specific to individual lottery clients. Screen shots and explanations are encouraged. Bidder’s
response must pertain to standard game offering, under standard game pricing. In no event shall game
customization fees apply to Bidder’s offer to brand games completely to NHLC.

Detail your experience in building custom-built/bespoke/tailor made games for a lottery. Describe the process of
working with North American lotteries in creating a tailor-made game. Include at least one case study detailing
the process from concept to launch, and how the game performed in comparison to other similar playstyle games
already in market.

Describe your experience in designing virtual games, such as virtual sports. Bidders must include the jurisdictions
where they have virtual games, how the virtual games perform against e-Instant games, and the demographics of
virtual game players.
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Please describe any additional e-Instant features or game types offered that has not been previously discussed.

4. Draw Based Games

The Bidder must be able to support all current iLottery Draw Based Games (DBGs), as well as those under development,
for the initial launch on July 1, 2025, with the ability to launch any other DBGs the Lottery offers at retail within three
months of launch. Any and all DBGs launched and any DBG changes are not to incur any additional costs (development
or otherwise). All DBG new launches and changes are part of the base price for the contract for the full term of the
contract.

The successful Bidder is required to adhere to game change schedules according to Tri-State Lotto Commission and
Multi-State Lottery timelines. Any game changes required by Tri or Multi-State Lottery groups must be adhered to and
completed according to all applicable rules and regulations.

The Lottery reserves the right to add additional draw games over the term of the contract at the sole discretion of the
Lottery.

The Bidder is expected to provide all necessary requirements to manage DBGs, including wager options, multi-draw
selection, number selection, add-ons, and draw operations and management according to applicable Tri and Multi-State
agreements, rules and regulations.

Bidders must:

1. List the DBGs launched via iLottery and the jurisdictions where they are currently available for sale, as well as
the average time to develop and launch.

2. Describe DBG ticket purchase options supported by your system, including single draw, multi draw,
subscriptions, or other innovative methods for players to purchase DBGs.

3. Describe your system'’s ability to create, manage, and end subscriptions for DBGs via iLottery.

4. List and describe the various purchase features you offer (with screenshots) for DBGs such as saved numbers,
add-ons, easy pick, combo purchases, or other features.

5. Please describe any special DBG features you offer that sets you apart from other vendors and has not been
previously discussed.

6. Describe processes and mechanisms in place to handle DBG game changes within the system with at least two
(2) examples.

Bidders are encouraged to provide additional information supporting their ability to execute, deliver, and support draw
games, and provide an exciting user experience.

Remainder of this page intentionally left blank.
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G. Marketing Support and Services

The New Hampshire Lottery Commission is looking for an iLottery partner who can collaboratively work to drive overall
digital marketing strategy as well as plan, manage, execute, and analyze the retention and digital efforts for iLottery.
Additionally, the Lottery is requesting the Bidder:

1. Provide marketing support through strategy, research and funding;

2. Utilize the latest technology for CRM program management, execution and analysis;
3. Create and manage an affiliate program for online, retail as well as other partners; and
4. Provide robust bonus and promotional capabilities through the system.

1. Marketing Support

The successful Bidder will be expected to attend and lead strategy, planning and analysis meetings. Please provide your
recommendation for a meeting schedule noting the frequency of each.

Bidders must submit a proposed iLottery marketing plan for the first twelve months of contract, which must be updated
annually, and must take into account, but is not limited to:

1. Game launches

2. New product enhancements

3. Seasonality

4. Omni-channel opportunities

5. Retention and player optimization efforts
6. Other

Annually, the Bidder must collaborate with the Lottery and advertising agency of record to create an annual iLottery
marketing plan. The plan must be approved by the Lottery before work can commence. The final proposed plan must be
provided to the Lottery no later than May 1 each calendar year. The plan will be approved by the Lottery by June 1 and
must be approved before work can commence for the fiscal year starting July 1.

In order to continuously improve, Bidders will conduct research for iLottery as specified by the Lottery and performed by
the Bidder, with results presented to the Lottery. Bidders are encouraged to suggest research projects to the Lottery.
Bidders must provide what research initiatives they undertook over the past two years. The cost of research will draw
from the Marketing Fund for third-party commodities and/or services related to this research at Bidder’s net cost, with
no additional Bidder markup. The presentation shall be at no additional cost. Research funded by the Lottery must only
be completed at Lottery’s request.

The Bidder must make available $350,000 annually, that rolls to the next fiscal year if not used, for a Marketing Fund. The
Bidder must provide a breakdown of their recommendation on how to best utilize the Marketing Fund. The Lottery
reserves the right to utilize the Marketing Fund for relevant professional development including site visits, conferences,
events, classes, and associated costs incurred for them such as registration fees, travel and lodging, which may be directly
related to marketing or other key areas of iLottery such as game development, data analysis, security, and responsible
gambling.

Please detail other Marketing Support capabilities available that you believe are beneficial to the Lottery in achieving its
goals, which have not already been addressed.

2. CRM

Customer Relationship/Retention Marketing (CRM) allows the Lottery to bring players through the funnel and engage
them with offers that resonate per segment. Provide details of your CRM system, the capabilities of the CRM solution in
at least the following areas:

1. Email creation/dynamic email content creation based on player segment
2. Security features that limit what users can create, view, and update
3. Campaigns using email, SMS, web popup, etc.
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4. Add, manage, and update contacts

5. Import/export data

6. Survey creation, execution, export of responses, and analysis

7. Segmentation of contacts for campaigns

8. Player Journeys - create/define, execute, and manage

9. Marketing campaigns - create/define, execute, and manage

10. A/B testing (email, SMS, push notification, etc.)

11. Manual, scheduled, triggered send via email, SMS, or other

12. Reporting — ad hoc, canned, scheduled, and dashboards

13. Ability to use player profile or player segmentation to serve up dynamic, personalized iLottery offers,
promotions, bonuses, webpage or messaging.

14. Bonuses —indicate the ability to support bonusing within CRM. If the ability is not present, the Bidder should
discuss the capabilities available

15. Manage affiliate members

16. Manage subscribers and email/SMS/other removal requests

SLAs shall be in place to govern CRM management and promotions, including the correct setup and projected budget
spend per offer.

Please detail other CRM capabilities available, not previously mentioned, that you believe will benefit the Lottery in
achieving its goals.

Please describe the services you offer to plan, execute, and analyze CRM campaigns. Please cover the areas of graphic
services, copywriting, testing, campaign design, campaign management, retention and acquisition strategy, campaign
strategy, and reporting and analysis.

Provide an example of one of the most successful CRM executed campaigns to date. Please include details of the campaign
along with the results realized. Also list each jurisdiction you provide or have provided CRM and analysis services for, with
dates of service, and the programs year over year growth.

Please note Supplemental Staffing requirement in Section 5 M. Staffing.

3. Bonus Options

Bidders must provide a list of all bonus and promotional capabilities the system currently has and ones that are under
development. Include which system(s) are used to create, assign and track bonuses. Bidders are encouraged to detail
the following:

1. Any nuances or limitations associated with the bonuses such as wagering requirements, user flows, triggers,
overrides, time expirations/validity periods.

2. Ability to provide bonusing in desktop, mobile web and player application environments.

3. Provide surprise and delight type bonusing.

4. Provide personalized bonusing capabilities at the top of the funnel.

5. Ability to bonus based on predictive analytics for what players future behavior may be.

6. Ability to determine bonus start and expiration time, as determined by the Lottery. For example, the Lottery may
like the flexibility to send a “High Noon” offer, that provides players with a lunch-time special, and that the bonus
expires at 11:59AM the following day.

4. Affiliate

The successful Bidder shall support an affiliate marketing program — retail partners, online or other. The NHLC is seeking
a full affiliate program for online and retail. This includes program management, affiliate recruitments (retail working in
conjunction with the Lottery), the application process, reporting to the Lottery and affiliate members, providing results,
oversight, customer support for affiliates, and communications.

Bidders must provide an example of an effective affiliate program run and managed for WLA or NASPL customers. The
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example must include, at a minimum, promotional pieces to affiliates, results of each affiliate vertical type on
acquisition, and sample reporting to the Lottery. Bidders must identify if the program is provided by the Bidder or a
subcontractor. If the program is provided by the Bidder, please indicate the percentage of time the person(s) is
dedicated to New Hampshire.

Remainder of this page intentionally left blank.
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H. Retail Inclusion

The Lottery recognizes there are iLottery players who continue to play retail games, that there are many retail players
who are not aware of iLottery, that including retailers in all things lottery is a benefit to the Lottery, and that the Lottery
must put the player at the center of the journey and strive to provide the player access to the Lottery when the player
wants and where they want it.

Bidders must provide details and results of retail integration and cross promotions, including, but not limited to:
1. Crossover games
2. Marketing promotions with coupons to drive players to retail
3. Retail voucher to iLottery wallet funding options
4. Retailer affiliate programs (covered under Section 5. G. 4.)

Bidders are encouraged to provide additional proven options to increase retail inclusion in the NHLC iLottery program.

I. Player Application & Rewards Program Integration

The successful Bidder will be required to integrate with the Lottery’s mobile application provider to enable iLottery play
within the app, as well as the ability for players to:

1. Sign-in to their rewards account using their iLottery username and password (single sign on)

View their rewards balance within their iLottery account.

Earn points for iLottery games played or purchased.

Redeem points for iLottery dollars and games.

Enter second chance drawings on a basis to be determined, through various actions, such a number of wagers,

amount of deposit, certain games played or purchased, or otherwise.

6. Play all iLottery draw and e-Instantseamlessly on iOS and Android through the app in money and demo mode
(money and demo mode only applicable for e-Instants).

7. Access all parts of their iLottery account, and it being fully responsive to different screen sizes.

8. Support portrait and landscape mode.
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If there are other player application integration features offered that may be beneficial to the players and the NHLC that
was not included, please provide examples.

For each system release, game release or enhancement, the Bidder must ensure no negative impact to log-in and
registration services, access to the rewards or iLottery account, or to the app/iLottery or game play.

Bidders must have or currently provide similar services and capabilities to at least one (1) NASPL or three (3) WLA
jurisdiction(s). Please note the jurisdiction and detail what technical integrations or services for a player app are
provided.

Remainder of this page intentionally left blank.
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J. Data and Analytics

The Lottery is seeking access to and analysis of the data for its iLottery program. This includes Lottery access to the full
iLottery program data within the main database/data warehouse as well as access to canned and standard iLottery
reports from the iLottery system.

The Bidder is expected to provide data analysis staff who can perform analysis on the iLottery program and can also
extract data from the data sources and schedule reports to be sent to designated Lottery staff and other parties as
defined by the Lottery.

The Lottery finds it desirable to conduct analysis outside of marketing analysis (marketing analysis included in Section 5.
G), to fully understand the efficacy of games, enhancements, payment solutions, responsible gambling activities and
more. Please describe the areas of analysis your team is capable of and has experience conducting, to assist lotteries in
better management of their system and services.

Bidders must also provide details on the below areas:

1. Describe your standard reporting system which allows the Lottery to access iLottery program data to generate
canned reports, over a limited time period or limited number of transactions. Include a list of all available
canned reports as well as images of each.

2. Describe the frequency with which available canned reports can be accessed. For example, canned games
reports are available on a daily, weekly, and monthly basis. Weekly is Sunday through Saturday. Monthly is a
calendar month.

3. Describe the process the Lottery will follow to request data analysis projects and the expected response time.

4. Describe the process the Lottery will follow to request extracted raw data and the expected response time.

5. Describe the tool(s) that will be provided to the Lottery to access the full range of iLottery program data stored
in the main database/data warehouse.

6. Please describe any additional Business Intelligence, Data and Analytics features offered that are beneficial to
the Lottery to achieve its goals, which has not been previously discussed.

1. Data Warehouse

The Lottery requires that a Data Warehouse solution be provided that includes connections to all the Lottery’s current
data sources, which includes at a minimum, the following:

- Retail systems provider; and
- Mobile application, second chance, and Rewards provider.

The connections will include but are not limited to the following tasks: import data, provide data cleansing/formatting
functions, and link to a suite of analysis and visualization tools such as but not limited to Excel, Tableau, or analytical
tools that are part of the Data Warehouse solution. Bidders shall describe their ability to provide the Lottery with a Data
Warehouse solution with staffing that can monitor and maintain the database, extract data, develop complex reports,
and create dashboards.

Please provide details on your Data Warehouse solution in the following areas:

1. Provide a diagram that summarizes the data warehouse solution proposed for the Lottery. The diagram should
include all required components to support the Lottery’s requirements.

2. Describe your ability to provide data storage for data from the Lottery’s entire line of businesses (e.g., iLottery,
retail, rewards, etc.).

3. Describe your ability to develop an overall design for the system including data structures, security schemes,
interfaces, transformations, and other needs.

4. Describe your ability to extract, transfer, and load disparate sources of data from the Lottery’s entire line of
business, and those vendor partners.
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10.
11.

12.
13.

Describe your ability to provide tools and services for reporting that include but are not limited to extracting data,
analyzing data, and visualizing data.

Are you able to provide scheduled, automated reports that combine data from multiple sources? For example, a
single report that combines winners from both retail games and draw games?

Describe the data transfer timelines from external Lottery vendors as real-time, near real-time, daily, weekly or
otherwise.

Describe your ability to provide the staff to manage the data warehouse as well as provide data services as
requested by the Lottery.

Define your experience deploying data warehouses in other WLA/NASPL jurisdictions.

Provide examples of reports and dashboards created from your data warehouse solution.

Provide an example of the staff positions required to manage the data warehouse solution as defined by the
Lottery.

Provide training available to the Lottery for data visualization tool usage and report building.

Please describe any additional Data Warehouse features or tools you offer that you believe will assist the Lottery
in achieving its goals that have not been previously discussed.

Remainder of this page intentionally left blank.
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K. Customer Support Center

The Bidder must staff and operate an iLottery Customer Support Center (CSC) for handling player support services that
utilize modern support technologies through interactive channels in order to maximize player convenience and
satisfaction. The Lottery wants to support players through the channels they are already using, with a highly
personalized approach. The CSC service channels must include but need not be limited to a phone call center, email
support, and chat support.

The CSC shall be located in the Continental United States and must disclose the location of its operational staff, noting if
agents work remotely or otherwise. Any change in location of customer support centers shall be presented in writing to
the Lottery sixty (60) days in advance of the change and is subject to Lottery approval.

Any information which is gathered or utilized by the CSC shall be maintained for the life of the contract and a minimum
of eighteen months after termination, and be accessible to the Lottery for review, analysis, and audit using a web-based
platform.

The Lottery requires the call center to be staffed and able to interact with players, at a minimum, from 8:00 AM to 12:00
AM ET daily, for 365 days of the year, Eastern Time. The Lottery expects the call center staff to handle incoming
communications as well as initiate outbound communications as the situation requires.

1.

10.

11.
12.

13.

Describe how your call center agents are able to access a single view of the player that includes call center service
history, promotional emails and offers, player gaming history such as games played, deposits, withdrawals, etc.
Itis the Lottery’s desire to integrate the CSC system with the Lottery’s planned customer relationship management
(CRM) solution. Bidders must describe any limitations to this desired integration. The goal of this integration is to
assign cases from players between Lottery and Bidder’s call center staff and to be able to collectively track and
view communications, completion, and resolution of player emails, calls and chat outreach. This will provide both
parties with a complete view of the player’s history of interactions with the CSC as well as with Lottery support
staff. If this integration is not possible, please provide best practices to exchange information about player
inquiries between the CSC and the Lottery support staff.

Bidders shall provide key screenshots of the customer support system.

Specify whether the customer support system is software developed by the Bidder or provided by a sub vendor.
In the instance of third-party software, indicate the company name and company website address as well as the
duration of the partnership.

Provide examples of your system and staff’s ability to assist persons with disabilities when a player may be unable
to fully communicate through the available channels.

Please list all languages your call center supports and the ability to assist those who do not speak English
natively.

Please detail if your solution utilizes Artificial Intelligence (Al) and automation and provide an overview of it and
where used.

Please detail if your solution utilizes Interactive voice response (IVR) and provide an overview of it and how it is
used.

Please detail if your solution utilizes self-service options and provide an overview of it and how it is used.
Describe how you are able to initiate outbound calls to walk players through claim process, support expiring prizes,
or other scenarios and key user flows as necessary.

Provide your recovery plan for staff and technology redundancy to mitigate risk.

Provide an agenda of the training program all CSC agents must go through before handing calls from the Lottery’s
players.

Describe the proposed staffing plan that will support the Lottery’s players. Include the titles of all staff members
assigned to servicing the Lottery account, indicate if they are a dedicated resource or shared, list what
communications areas they are responsible for, and indicate the staffing levels throughout the day parts the call
center will handle the Lottery’s players.
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14. Provide the call center’s standard agent KPI goals and historical performance against these KPIs for the last
twelve (12) months. These KPIs should include the average call time, first call resolution, number of calls
escalated, average speed to answer, etc. These need to be provided for all communications channels offered.

15. Describe the escalation process for players when an agent does not have the skill or authority to resolve a player
issue. Provide examples when a player issue will be escalated.

16. Describe any web-based self-service tools and resources that are provided to players. Provide an estimate on
the number of contacts to the call center web-based self-service eliminates on a monthly basis.

17. Propose a meeting cadence to review CSC KPI’s, issues and opportunities with the Lottery.

Please describe any additional Customer Support Center capabilities you offer that will assist the Lottery in achieving its
goals while also supporting player satisfaction, that has not been previously discussed.

Remainder of this page intentionally left blank.
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L. Responsible Gambling

The System must provide the ability to set configurable player account funding limits for daily, weekly, monthly
timeframes as determined by the Lottery. The Lottery has the sole discretion to designate funding limits. The customer
support center must have the ability to exclude players for set periods. Lastly, the player must also have the ability to
easily set cool-off periods and self-exclusion periods themselves through their account.

Bidders must describe their solution for responsible gambling controls and tools available for the Lottery, a customer
support representative, and for the player. Be sure to indicate how quickly responsible gambling changes take effect in
the system and what the player can and cannot access when self-excluded. Bidders are encouraged to address the
ability for the player to exclude from some games and not others and provide larger programmatic support for
responsible gambling.

Bidder must also provide sample reports that the Lottery can access, to monitor responsible gambling.

Examples of reports should be included in the Bidders technical response. Indicate if the reports can be accessed on
demand or detail frequency.

Bidders should propose a set of responsible gaming defaults and limits for Lottery’s consideration that are based on best
practices from other jurisdictions and the National Council on Responsible Gambling (NCRG), as well as innovative
methods to proactively engage players with responsible gaming tools and messages. Include examples and details as to
where and how the Lottery is able to provide RG messaging to players within game play, within a player’s account, and
within CRM or automated messaging (email or otherwise). Detail how you can help the New Hampshire Lottery become
Responsible Gambling Verified (RGV) by the National Council on Problem Gambling, as well as achieve certifications
through the Responsible Gaming Framework through the World Lottery Association (WLA). Bidders shall comply with
NCPG and WLA frameworks and collaborate with New Hampshire Council for Responsible Gambling (NHCPG) for any
additional messaging that might be required.

Additionally, Bidders must propose a cadence of meetings to collaborate with the Lottery to review RG within the
iLottery program, discuss opportunities, and plan.

Remainder of this page intentionally left blank.
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M. Staffing

Over the course of the contract the Lottery will require different staffing commitments from the successful Bidder. The
expectation is that these roles can be remote, shared roles and not 100% dedicated to NHLC unless noted. Staffing levels
and locations, and any modifications must be approved by the NHLC. SLAs shall be in place to govern the work
performed and address issues, quality and/or performance.

The Lottery shall approve all personnel and reserves the right to require background checks and non-disclosure
agreements at the Bidder’s expense. It is within the Lottery’s sole discretion to require the removal and replacement of
any staff as it sees fit. Bidders must confirm the availability of staff outside of the Lottery’s working hours of 8:00 AM to
4:00 PM ET for emergencies, system issues, or impacts to player experience. Please describe proposed personnel,
location and whether shared or dedicated:

1. Conversion Team

2. Account Team

3. Supplemental Staff

4. Other Suggested Staff

The Lottery reserves the right to negotiate for additional positions as needed over the duration of the contract at a rate
to be determined to support the iLottery program.

1. Proposed Conversion Team

For conversion, the Bidder shall provide a team of dedicated personnel, who are experienced and able manage the

conversion project. Each subject area will have a counterpart at the NHLC to provide content and context. Provide a
brief outline of the key personnel for each area who would be assigned to work with NHLC if the Bidder were to be

awarded a contract, including:

=

Project Manager
Data
Technical/Product
QA/UAT
Ul/UX
Compliance
Finance- Claims, Payments
System Integration
Games
. Marketing
. Draw Services/Operations
. ICS Subcontractor Staff
13. Customer Support
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Include résumés for the personnel identified which outline experience on similar past or current projects.

2. Proposed Account Team for Contract Duration

For each key area the iLottery system contains, a lead is expected as a daily point of contact. Provide a brief outline of
the key personnel/leads and associated personnel who would be assigned to work with NHLC if the Bidder were to be
awarded a contract. Include the percentage of time they are dedicated to the NHLC. If the percentage of time changes,
the Lottery must be informed within 30 days. If there are additional staff in other subject areas, please include them.

1. Account Director- the daily point of contact and escalation person for all areas below

2. Project Manager

3. Technical/Product

4. QA/UAT
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5. Games

6. Marketing

7. Data

8. Compliance

9. Customer Support

10. Finance

11. Draw Service/Operations
12. TechOps

Include résumés for the personnel identified which outline experience on similar past or current projects.

3. Supplemental Staff

To augment the existing staff at the Lottery and to further support the iLottery program the Lottery requests the Bidder
to directly provide the position below.

iLottery Marketing Director: this position is 100% dedicated to the New Hampshire Lottery, though the position is able
to be fully remote. The Lottery prefers this position be hired for or transitioned to the New Hampshire account, versus
being a contracted service. This position is responsible for growing the iLottery program, helping the NHLC hit
programmatic key performance indicators, driving overall digital marketing strategy in collaboration with the Lottery
and vendor partners through the website, mobile app and mobile web.

1.

Develops short and long-term digital marketing strategy and plans for iLottery to meet agency goals, working in
conjunction with vendors and team to achieve programmatic key performance indicators (KPIs). Responsible for
assisting in planning acquisition and retention campaigns, survey schedule (and writing surveys), and ensuring
timely execution and analysis (of campaigns and surveys).

Collaboratively works in conjunction with, and advises the advertising vendor and lottery, in all marketing
activities for iLottery projects and promotions, ensuring campaigns run smoothly, stay on budget and on time.
Evaluates success of programs by measuring return on investment, monitoring and tracking results, metrics and
trends from all initiatives

Works with advertising vendor and lottery regarding digital ad spending to ensure funds are spent responsibly
and on the proper channels. Works with lottery and vendors to develop A/B testing, segmentation, campaign
optimization, and relevant segment and vertical content to focus on churn/recency, frequency, and
lifetime/monetary value (RFM) of customers.

Serves as liaison and works collaboratively with the digital marketing agency of record, iLottery CRM vendor,
app/rewards vendor, and other vendor partners, state agencies and internal business units to address
programmatic needs and ensure deliverables and responsibilities are fulfilled. Works closely with customer
support, games, products and overall customer care.

Responsible for the ongoing and timely review of iLottery campaigns, social media posts, frequently asked
guestions for iLottery and rewards program websites, landing pages, and more. Ensures Lottery stakeholders are
informed of iLottery rewards marketing initiatives and provides content for CRM knowledge base.

Evaluates customer experience and purchase flows for all digital platforms (iLottery, app, rewards program,
website, social sites) to identify where opportunities exist to enhance their experience relative to iLottery and
decrease friction. Researches, identifies, and focuses on opportunities to increase conversion and retention and
for new acquisition channels and retention methodologies.

Supports the Lottery’s Director of Marketing and games, product, marketing, customer support and sales teams
on agency programs and initiatives relative to iLottery.

Remainder of this page intentionally left blank.
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N. Invited Options

The Lottery is interested in learning more about each of the following options, the ability for, and experience of, Bidders
to provide these options. Cost should be included in the Price Proposal as separate line items; where applicable, it is
acceptable for Bidders to state the cost is to be determined. Pricing for Invited Options will not be part of the scoring
evaluation.

1. Suggested Staffing

The Lottery invites Bidders to suggest other positions either 100% or partially dedicated to New Hampshire, which are
outside the Conversion and Account Teams. Staffing levels and locations, and any modifications must be approved by
the NHLC.

2. Player App & Rewards Program

Bidders are invited to propose their player application and rewards program solution that would at a minimum provide
the below capabilities. The Lottery is interested in understanding Bidders experience with developing, deploying and
supporting mobile applications that also support iLottery play, with links to other Lottery verticals, where applicable and
when possible.

1. Single sign on to access and play iLottery, earn and redeem rewards for iLottery and retail, and enter second
chance drawings.

2. Access to all areas of retail including winning numbers, jackpot amounts, retail ticket scanning, mobile play slips
for all draw games and Fast Play games.

3. Second chance entry and drawing solution for retail and iLottery games.

4. Robust survey capabilities to collect data and feedback from players on areas of interest across all verticals of
the Lottery.

5. Retailer locator with support for location services to show nearest retailers, with ability to note which retailers
offer KENO 603.

6. Available on iOS and Android, iPads and tablets.

7. Provide mobile cashing.

8. High tier prizes remaining, and percentage sold for scratch games.

9. Provide one PAM/wallet for both retail and iLottery.

10. A gamified experience.

11. Provide CRM system and management for rewards community.

12. Provide secure draw services and tax reporting for second chance drawings.

13. Provide player support for technical inquiries.

14. Support portrait and landscape mode.

15. Provide desktop and mobile web rewards and second chance access through the NHLC website.

16. If there are other app functions or services you offer that are not included but would be beneficial to the NHLC
and its players, please provide an overview of them.

3. Player Acquisition

Bidders shall describe in detail their ability to develop, lead and perform digital acquisition marketing for owned, earned,
and paid media strategies for iLottery including but not limited to:

1. Media planning and buying

Funnel optimization strategy and execution

Message strategy and execution

Creative development

Reporting and optimization

Personalization

A/B testing
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8. Advertising strategy and execution

9. Promotional strategy and execution

10. Social strategy and execution

11. Player journey creation, management, strategy and execution
12. Acquisition analysis

13. Other

Bidders shall provide three examples of successful plans executed for NASPL/WLA customers including success metrics
and return on investment.

NOTE: The Lottery shall approve all budgets for Player Acquisition, Digital Marketing, and Player bonuses.

4. Omni Wallet

Please provide your experience and ability to support one player wallet, where at a minimum the following scenarios are
possible:

1. Players can use their iLottery wallet to purchase tickets at retail;

Players can cash their tickets at retail to directly fund their iLottery wallet;

Players can see their retail purchases and cashing history through their iLottery account;

Players can cash out iLottery winnings at retail; and

Players can claim their retail (and iLottery) prizes through mobile player wallet and either add the funds to their
iLottery balance or withdraw to eligible payment methods through the iLottery wallet.

vk wnN

Please describe any additional omni wallet capabilities you provide that would be beneficial to the NHLC and their
players that has not been previously discussed.

5. Player Support Combined

Currently the NHLC answers all incoming calls and emails through the Administrative Team and transfers inquiries to the
most appropriate department when the Administrative Team is unable to assist the person. The Lottery does not
currently have a customer relationship system for issue and resolution tracking. For the player application and rewards
program, currently all technical calls for the player app are transferred to the app vendor, Marcus Thomas. All iLottery
calls are handled by the iLottery vendor.

The result of this can be confusing and frustrating for the player. It also results in a lack of understanding of player needs
across disparate call centers. Beyond the solutions and services outlined in Section 5. K. Customer Support Center above,
the NHLC invites Bidders to outline their ability to provide an all-encompassing Customer Support Center that can also
be the primary call center for iLottery as well as traditional/retail lottery and player app/rewards program inquiries.
Additionally, are Bidders able to integrate the NHLC into their Customer Support Center software solution to add
software licenses to enable the NHLC and the Bidders Customer Support Team to work as one team to better assist and
understand NHLC iLottery players?

Bidders are invited to detail their ability to provide one support center for all (except retailer hotline), while including
the Lottery in the flow and include:

1. Jurisdictions where your company has successfully provided a full call center for player solutions (iLottery player
support, retail player support, player app, including second chance and rewards questions)

2. How your company can include the Lottery in the assignment and resolution of issues

How your solution is able to provide a web-based dashboard of issues, tracking, resolutions, performance, etc.

to the Lottery, segmented by vertical

Your ability to scale up to address peak volumes without degradation of customer service.

Your ability to provide personalized service across verticals.

Designated call center team for New Hampshire

Back-up solution when New Hampshire call center fails.

w
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If there is other information regarding the ability to provide full customer support that would be beneficial to the Lottery
and its players, that has not been covered above, please provide details.

6. Enhanced Technology Education Opportunities
The NHLC invites Bidders to propose a program to enhance technology educational opportunities for and collaboration
with New Hampshire students. Since 1964, the Lottery has provided over $2 billion to education in New Hampshire. As
the Lottery evolves, it sees real opportunities to not only continue to give back more in educational funding, but to also
help educate future Lottery employees and future New Hampshire residents in key areas of Game Design, Technical
Business Analysis, Digital Marketing, and Data Analysis.

New Hampshire has one of the oldest populations in the country. By investing in human capital and by helping to
develop a science and technology driven workforce, the New Hampshire Lottery can help create high-skills job
knowledge, with the hope that some of those who may benefit will stay in New Hampshire.

Bidders are encouraged to:

- Provide an outline of a proposed program;

- The level of resource dedication (funds and staffing) they can devote;

- If they have supported a program like this in the past;

- List any other educational programs they support; and

- List the annual cost to the Lottery in the Price Proposal only, of this program.

0. Offered Options

Bidders are encouraged to submit systems, services, staffing and solutions that are not covered in another section of this
RFP they believe would be beneficial to the Lottery to achieve its goals. Pricing will not be considered in Offered Options
and will not be part of the scoring evaluation. For each Offered Option Bidders respond to, they should provide:

1. Three (3) WLA or one (1) NASPL example

2. Data and details supporting the Offered Option

3. Explanation of why the Bidder believes the system, service, solution or staffing would be beneficial to the
Lottery.

Remainder of this page intentionally left blank.

NHLC iLottery RFP LOT 2023-02 Page 48 of 88



SECTION 6 — PRICE PROPOSAL

Bidders are required to submit pricing as set forth in the Price and Payment Schedule in Exhibit B.

NOTE: Preparation for and including system conversion and data migration are not subject to direct compensation and
bidders should factor those costs into the Pricing Proposal.

Remainder of this page intentionally left blank.
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SECTION 7 — EVALUATION OF PROPOSALS

Bidders should provide the Lottery with information, evidence, references and demonstrations in a manner that will
enable the Lottery to award a Contract that best serves the stated interests of the Lottery, its players and the State of
New Hampshire.

Bidders should prepare their Proposals providing a straightforward and detailed description of their ability to satisfy the
requirements of this RFP. Emphasis in each proposal should be on completeness, conciseness, and clarity of content.

At a minimum, proposals must be fully responsive to the requirements stated in this RFP.

All proposed hardware, software, and services must be included in the final delivered system unless otherwise specified
(with the exception of options not selected by the Lottery).

The Lottery reserves the right to award a lower evaluation score or reject a proposal for failure by a Bidder to provide
the appropriate information or materials in response to each stated requirement or request for information.

For items that are deemed highly advantageous, the Lottery reserves the right to give partial points. For example, if
there are 10 additional points available and the Bidder can provide most but not all of what is requested, the Lottery
may award less 10 points but more than 0.

A. CRITERIA FOR EVALUATION AND SCORING

Each responsive Proposal will be evaluated and scored based on the responses to Section 5 Content and Requirements
for Proposal. NHLC will select a Vendor based upon the criteria and standards contained in this RFP and from applying
the weighting in this section. Section 5 A-M delineate the full list of items the Lottery will consider in:

A. Technical Proposal Contents: Demonstrate proven and operational technologies, software and services;
demonstrate Bidder is a solid business entity with sound financial capabilities in good standing, is stable and operates
with a high level of integrity and experience with iLottery systems, games and services; demonstrate continued
investment in research and development of iLottery.

B. Gaming System: Demonstrate proven operational gaming system that is resilient, robust, secure, redundant and
can support future growth.

C. Portal and Player Account Management: Demonstrate ability to provide and support dynamic portal and player
account management, preferably utilizing widget functionality via the NHLC’s website, providing all critical third-
party integrations, while prioritizing user experience, security and personalization.

D. Claims and Payments: Demonstrate ability to act as Merchant of Record, keeping fraud, compliance and security at
the forefront, while integrating myriad payment methods and providing essential claim services.

E. Back Office System: Demonstrate ability to provide a browser based back-office system providing real-time
reporting and management of player accounts and iLottery operations in a user-friendly and secure environment
on an access by user role basis.

F. Games: Demonstrate high performing e-Instant portfolio of a variety of e-Instant games; proven usage of a content
aggregator as well as direct integration with third-party game providers; proven ability to drive strategy and support
ongoing and timely game deployments.

G. Marketing Support and Services: Demonstrate ability and experience in leading and providing CRM strategy and
execution; provide wide range of bonus options, segmentation and personalization based on data driven analysis.
Proven ability to provide and support retailer, partner and affiliate program creation and management.

H. Retail Inclusion: Demonstrate experience in expanding successful retail inclusion programs to increase acquisition
and awareness and create an omni-Lottery experience for the player.

I.  Player Application & Rewards Program Integration: Demonstrate ability to provide single sign-on capabilities
through iLottery for the current NHLC mobile application and rewards program; integrate for iLottery play in-app,
and support earning and redemption for iLottery points economy in the app.

J.  Data and Analytics: Demonstrate proven ability to provide accurate canned and standard reporting, and a data
warehouse solution for select Lottery vendor partners plus a data visualization tool, and support programmatic
analysis. .
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K. Customer Support Center: Demonstrate experience with providing and staffing a customer support center with the
ability to scale up for jackpot runs, provide NHLC specific information, handle inbound and outbound
communications, expeditiously and hospitably.

L. Responsible Gambling: Demonstrate proven ability to support responsible play, provide player and operator tools
for deposit limits, exclusion, and innovative options to assist the player in playing responsibly, as well as providing
oversight on player exclusion and reporting.

M. Staffing: Demonstrate ability to provide iLottery experienced staff for conversion and for the duration of the
contract in multiple areas.

Sections N. Invited Options and O. Offered Options will not be subject to scoring.

If the Lottery, determines to make an award, the Lottery will issue an “intent to negotiate” notice to a Bidder based on
these evaluations. Should the Lottery be unable to reach agreement with the selected Bidder during Contract
discussions, the Lottery may then undertake Contract discussions with the second preferred Bidder and so on, or the
Lottery may reject all proposals, cancel this RFP, or solicit new Proposals under a new acquisition process.

The Lottery will use a scoring scale of 1,000 points, a maximum of 200 points awarded based on the Price Proposal, a
maximum of 800 points awarded for the Technical Proposal, which will be distributed as set forth in the table on the
following page.

Remainder of this page intentionally left blank.
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Evaluation of Technical and Price Proposals
CATEGORIES POINTS

TECHNICAL PROPOSAL: See Section 5 for a full list of items to be scored
A. Company Information, Capabilities, and Support 75
B. Gaming System 75
+ Advantageous: Proven Cloud Capabilities +10 Points 10
C. Portal and Player Account Management 75
+ Highly Advantageous: 15
Utilization of current website for widget embedded portal +15
D. Claims and Payments 50
E. Back Office System 40
F. Games 75
+ Highly Advantageous: 15
Utilization of content aggregator with 2 vendors and 10 games each + 15
G. Marketing Support and Services 75
H. Retail Inclusion 35
I. Player Application and Rewards Program Integration 65
J. Data and Analytics 65
K. Customer Support Center 40
+ Highly Advantageous: 10
Ability to manage all Lottery and player application/Rewards customer support +10
L. Responsible Gambling 40
M. Staffing 40
TOTAL TECHNICAL EVALUATION POINTS 800
PRICE PROPOSAL CATEGORIES: See Exhibit B for Pricing and Payment Schedule
NGR e-Instant 135
NGR Draw 45
Off the Shelf 10
Customized 2
Makeover 2
Bespoke/Tailor Made 6
TOTAL PRICE EVALUATION 200
TOTAL POTENTIAL MAXIMUM POINTS AWARDED (Technical + Price) 1000

The Lottery will select a Bidder based upon the criteria and standards contained in this RFP and from applying the
weighting in this section. Oral interviews and reference checks, to the extent they are utilized by the Lottery, will be
used to refine and finalize scores.

Remainder of this page intentionally left blank.
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B. PLANNED EVALUATIONS

The Lottery plans to use the following process:

=

Preliminary screening to ensure Proposals are in compliance with submission requirements;

Initial Evaluation of the Technical Proposals, determining points where if 600 points are not achieved, Price
Proposals will be returned unopened;

Oral interviews and product demonstrations (if necessary);

Final evaluation of Technical Proposals and scoring;

Review of Price Proposals and final scoring; and

Select the highest scoring Bidder and begin contract negotiation.

N
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C. PRELIMINARY SCREENING

The Lottery will conduct a preliminary screening step to verify Bidder compliance with the technical submission
requirements set forth in the RFP and the minimum content set forth in Section 5 of this RFP. The Lottery may waive or
offer a limited opportunity to cure immaterial deviations from the RFP requirements if it is determined to be in the best
interest of the State.

D. INITIAL TECHNICAL SCORING OF PROPOSALS

The Lottery will establish an evaluation team to initially score the Technical Proposals. This evaluation team will review
the Technical Proposals and give an initial score to the technical proposals under the guidelines set forth in Section 6.
Should a Bidder fail to achieve 600 points in the initial scoring, it will receive no further consideration from the
evaluation team and the Bidder’s Price Proposal will be returned unopened. Price Proposals will remain sealed during
the initial technical review.

E. ORAL INTERVIEWS AND PRODUCT DEMONSTRATIONS

If the Lottery determines that it is appropriate, Bidders may be invited to oral interviews and/or product demonstrations
including demonstrations of any proposed automated systems or technology components. The Lottery retains the sole
discretion to determine whether to conduct oral interviews, with which Bidders, whether the interviews will be virtual
or in person, and the number of interviews. Bidders are advised that the Lottery may decide to conduct interviews with
less than all responsive Bidders.

The purpose of oral interviews and product demonstrations is to clarify and expound upon information provided in the
written Proposals. Bidders are prohibited from altering the basic substance of their Proposals during the oral interviews
and product demonstrations. The Lottery may ask the Bidder to provide written clarifications of elements in their
Technical Proposal regardless of whether it intends to conduct oral interviews.

Information gained from oral interviews and product demonstrations will be used to refine technical review scores
assigned from the initial review of the Proposals.

F. FINAL TECHNICAL SCORING OF PROPOSALS

Following oral interviews, product demonstrations, reference checks (if applicable/appropriate) and/or review of written
clarifications of Proposals requested by the Lottery, the evaluation team will determine a final score for each Technical
Proposal.
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G. PRICE PROPOSAL REVIEW

Price Proposals will be reviewed upon completion of the final technical scoring of Proposals. The Bidder’s Price Proposal
will be allocated a maximum potential score of 200 points. Bidders are advised that this is not a low bid award and that
the scoring of the Price Proposal will be combined with the scoring of the Technical Proposal to determine the overall
highest scoring Bidder.

The following formula will be used to assign points for costs:
Bidder’s Price Score = (Lowest Proposed Price / Bidder’s Proposed Price) x Number of Points for Score

For the purpose of use of this formula, the lowest proposed price is defined as the lowest price proposed by a Bidder
who has scored above the minimum necessary for consideration on the Technical Score.

H. No Best and Final Offer

The Proposal shall be submitted initially on the most favorable terms which the Bidder can offer. There will be no best
and final offer procedure. The Bidder shall be prepared to accept this RFP for incorporation into a contract resulting
from this RFP. Nothing herein shall be construed to prevent the negotiation of certain contract terms, including price,
after the final selection of proposals. Contract negotiations may incorporate some or all of the Proposal.

. Final Selection

The Lottery will conduct a final selection based on the final evaluation of the Technical and Price Proposals and begin
contract negotiations with the selected Bidder.

J. Rights of the Lottery in Accepting and Evaluating Proposals

The Lottery reserves the right to:
1. Make independent investigations in evaluating Proposals;
2. Request additional information to clarify elements of a Proposal;
3. Waive minor or immaterial deviations from the RFP requirements, if determined to be in the best interest of the
State;
4. Omit any planned evaluation step if, in the Lottery’s view, the step is not needed;
At its sole discretion, reject any and all Proposals at any time; and
6. Open contract discussions with the second highest scoring Bidder and so on, if the Lottery is unable to reach an
agreement on Contract terms with the higher scoring Bidder(s).

bl
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SECTION 8 — Terms and Conditions Related to the RFP Process

A. RFP Addendum

The Lottery reserves the right to amend this RFP at its discretion, prior to the Proposal submission deadline. In the event
of an addendum/addenda to this RFP, the Lottery, at its sole discretion, may extend the Proposal submission deadline,
as it deems appropriate.

B. Non-Collusion

The Bidder’s signature on a Proposal submitted in response to this RFP guarantees that the prices, terms and conditions,
and Work quoted have been established without collusion with other Bidders and without effort to preclude the Lottery
from obtaining the best possible competitive Proposal.

C. Property of the Lottery
All material received in response to this RFP shall become the property of the State and will not be returned to the
Bidder. Upon Contract award, the State reserves the right to use any information presented in any Proposal.

D. Confidentiality of a Proposal

Unless necessary for the approval of a Contract, the substance of a Proposal must remain confidential until the Effective
Date of any Contract resulting from this RFP. A Bidder’s disclosure or distribution of Proposals other than to the Lottery
will be grounds for disqualification.

E. Public Disclosure

Pursuant to RSA 21-G:37, all responses to this RFP shall be considered confidential until the award of a Contract. At the
time of receipt of Proposals, the Lottery will post the number of responses received with no further information. No
later than five (5) business days prior to submission of a Contract to the Governor & Executive Council pursuant to this
RFP, the Lottery will post the name and rank or score of each Bidder. In the event that the Contract does not require
Governor & Executive Council approval, the Lottery shall disclose the rank or score of the Proposals at least 5 business
days before final approval of the Contract.

The content of each Bidder’s Proposal shall become public information upon the award of any resulting Contract. Any
information submitted as part of a response to this Request for Proposal (RFP) may be subject to public disclosure under
RSA 91-A. In addition, in accordance with RSA 9-F:1, any Contract entered into as a result of this RFP will be made
accessible to the public online via the website Transparent NH (http://www.nh.gov/transparentnh/). Accordingly,

business financial information and proprietary information such as trade secrets, business and financials models and
forecasts, and proprietary formulas may be exempt from public disclosure under RSA 91-A:5, IV.

If you believe any information being submitted in response to this Request for Proposal, Bid or Information shall be kept
confidential as financial or proprietary information; you must specifically identify that information in a letter to the
Lottery, and must mark/stamp each page of the materials that you claim must be exempt from disclosure as
“CONFIDENTIAL”. A designation by the Bidder of information it believes exempt does not have the effect of making such
information exempt. The Lottery will determine the information it believes is properly exempted from disclosure.

Marking of the entire Proposal or entire sections of the Proposal (e.g., pricing) as confidential will neither be accepted
nor honored. Notwithstanding any provision of this RFP to the contrary, Bidder pricing will be subject to disclosure upon
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approval of the Contract. The Lottery will endeavor to maintain the confidentiality of portions of the Proposal that are
clearly and properly marked confidential.

If a request is made to the Lottery to view portions of a Proposal that the Bidder has properly and clearly marked
confidential, the Lottery will notify the Bidder of the request and of the date the Lottery plans to release the records. By
submitting a Proposal, Bidders agree that unless the Bidder obtains a court order, at its sole expense, enjoining the
release of the requested information, the Lottery may release the requested information on the date specified in the
Lottery’s notice without any liability to the Bidders.

F. Non-Commitment

Notwithstanding any other provision of this RFP, this RFP does not commit the Lottery to award a Contract. The Lottery
reserves the right, at its sole discretion, to reject any and all Proposals, or any portions thereof, at any time; to cancel
this RFP; and to solicit new Proposals under a new acquisition process.

G. Proposal Preparation Cost

By submitting a Proposal, a Bidder agrees that in no event shall the Lottery be either responsible for or held liable for
any costs incurred by a Bidder in the preparation of or in connection with the Proposal, or for Work performed prior to
the Effective Date of a resulting Contract.

H. Ethical Requirements

From the time this RFP is published until a contract is awarded, no Bidder shall offer or give, directly or indirectly, any
gift, expense reimbursement, or honorarium, as defined by RSA 15-B, to any elected official, public official, public
employee, constitutional official, or family member of any such official or employee who will or has selected, evaluated,
or awarded an RFP, or similar submission. Any Bidder that violates RSA 21-G:38 shall be subject to prosecution for an
offense under RSA 640:2. Any Bidder who has been convicted of an offense based on conduct in violation of this section,
which has not been annulled, or who is subject to a pending criminal charge for such an offense, shall be disqualified
from bidding on the RFP, or similar request for submission and every such Bidder shall be disqualified from bidding on
any RFP or similar request for submission issued by any state agency. A Bidder that was disqualified under this section
because of a pending criminal charge which is subsequently dismissed, results in an acquittal, or is annulled, may notify
the department of administrative services, which shall note that information on the list maintained on the State’s
internal intranet system, except in the case of annulment, the information, shall be deleted from the list.

I. Challenges on Form or Process of the RFP

Any challenges regarding the validity or legality of the form and procedures of this RFP, including but not limited to the
evaluation and scoring of Proposals, shall be brought to the attention of the Lottery at least ten (10) business days prior
to the Proposal Submission Deadline. By submitting a Proposal, the Bidder is deemed to have waived any challenges to
the form or procedures set forth in this RFP.

Remainder of this page intentionally left blank.

NHLC iLottery RFP LOT 2023-02 Page 56 of 88



SECTION 9 — Contract Terms and Award

A. Award

If the State decides to award a Contract as a result of this RFP process, any award is contingent upon approval of the
Contract by the Governor and Executive Council of the State of New Hampshire and upon continued appropriation of
funding for the Contract.

B. Standard Contract Terms

The Lottery will require the successful Bidder to execute a Contract using the Standard Terms and Conditions of the
State of New Hampshire which is attached as Exhibit A.

The Term of the Contract will be for seven (7) years from July 1, 2025. The Contract term may be extended by an
additional two (2) terms of three (3) years each at the sole option of the State, subject to the parties’ prior written
agreement on terms and applicable fees for each extended term, contingent upon satisfactory vendor performance,
continued funding and Governor and Executive Council approval.

The Lottery may consider modifications of this form during negotiations. To the extent that a Bidder believes that
exceptions to the standard form contract will be necessary for the Bidder to enter into the Agreement, the Bidder shall
note those issues during the Bidder Inquiry Period. The Lottery will review requested exceptions and accept, reject or
note that it is open to negotiation of the proposed exception at its sole discretion. If the Lottery accepts a Bidder’s
exception the Lottery will, at the conclusion of the inquiry period, provide notice to all potential Bidders of the
exceptions which have been accepted and indicate that exception is available to all potential Bidders. Any exceptions to
the standard form contract that are not raised during the Bidder inquiry period are waived. In no event is a Bidder to
submit its own standard contract terms and conditions as a replacement for the State’s terms in response to this
solicitation.
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Exhibit A: Standard Terms and Conditions

Section 1 - General Provisions
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12.P-37 Document

FORM NUMBER P-37 (version 12/11/2019)

Notice: This agreement and all of its attachments shall become public upon submission to Governor and
Executive Council for approval. Any information that is private, confidential or proprietary must
be clearly identified to the agency and agreed to in writing prior to signing the contract.

AGREEMENT

The State of New Hampshire and the Contractor hereby mutually agree as follows:

1. IDENTIFICATION.

GENERAL PROVISIONS

1.1 State Agency Name

1.2 State Agency Address

1.3 Contractor Name

1.4 Contractor Address

1.5 Contractor Phone 1.6 Account Number 1.7 Completion Date 1.8 Price Limitation
Number
1.9 Contracting Officer for State Agency 1.10 State Agency Telephone Number

1.11 Contractor Signature

1.12 Name and Title of Contractor Signatory

Date:

1.13 State Agency Signature

1.14 Name and Title of State Agency Signatory

Date:

1.15 Approval by the N.H. Department of Administration, Division of Personnel (if applicable)

By: Director, On:

1.16 Approval by the Attorney General (Form, Substance and Execution) (if applicable)

By: On:

1.17 Approval by the Governor and Executive Council (if applicable)

G&C Item number:

G&C Meeting Date:
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2. SERVICES TO BE PERFORMED. The State of New Hampshire,
acting through the agency identified in block 1.1 (“State”),
engages contractor identified in block 1.3 (“Contractor”) to
perform, and the Contractor shall perform, the work or sale of
goods, or both, identified and more particularly described in the
attached EXHIBIT B which is incorporated herein by reference
(“Services”).

3. EFFECTIVE DATE/COMPLETION OF SERVICES.

3.1 Notwithstanding any provision of this Agreement to the
contrary, and subject to the approval of the Governor and
Executive Council of the State of New Hampshire, if applicable,
this Agreement, and all obligations of the parties hereunder,
shall become effective on the date the Governor and Executive
Council approve this Agreement as indicated in block 1.17,
unless no such approval is required, in which case the
Agreement shall become effective on the date the Agreement
is signed by the State Agency as shown in block 1.13 (“Effective
Date”).

3.2 If the Contractor commences the Services prior to the
Effective Date, all Services performed by the Contractor prior to
the Effective Date shall be performed at the sole risk of the
Contractor, and in the event that this Agreement does not
become effective, the State shall have no liability to the
Contractor, including without limitation, any obligation to pay
the Contractor for any costs incurred or Services performed.
Contractor must complete all Services by the Completion Date
specified in block 1.7.

4. CONDITIONAL NATURE OF AGREEMENT.

Notwithstanding any provision of this Agreement to the
contrary, all obligations of the State hereunder, including,
without limitation, the continuance of payments hereunder, are
contingent upon the availability and continued appropriation of
funds affected by any state or federal legislative or executive
action that reduces, eliminates or otherwise modifies the
appropriation or availability of funding for this Agreement and
the Scope for Services provided in EXHIBIT B, in whole or in part.
In no event shall the State be liable for any payments hereunder
in excess of such available appropriated funds. In the event of a
reduction or termination of appropriated funds, the State shall
have the right to withhold payment until such funds become
available, if ever, and shall have the right to reduce or terminate
the Services under this Agreement immediately upon giving the
Contractor notice of such reduction or termination. The State
shall not be required to transfer funds from any other account
or source to the Account identified in block 1.6 in the event
funds in that Account are reduced or unavailable.

5. CONTRACT PRICE/PRICE LIMITATION/ PAYMENT.

5.1 The contract price, method of payment, and terms of
payment are identified and more particularly described in
EXHIBIT C which is incorporated herein by reference.

5.2 The payment by the State of the contract price shall be the
only and the complete reimbursement to the Contractor for all
expenses, of whatever nature incurred by the Contractor in the
performance hereof, and shall be the only and the complete
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compensation to the Contractor for the Services. The State shall
have no liability to the Contractor other than the contract price.
5.3 The State reserves the right to offset from any amounts
otherwise payable to the Contractor under this Agreement
those liquidated amounts required or permitted by N.H. RSA
80:7 through RSA 80:7-c or any other provision of law.

5.4 Notwithstanding any provision in this Agreement to the
contrary, and notwithstanding unexpected circumstances, in no
event shall the total of all payments authorized, or actually
made hereunder, exceed the Price Limitation set forth in block
1.8.

6. COMPLIANCE BY CONTRACTOR WITH LAWS AND
REGULATIONS/ EQUAL EMPLOYMENT OPPORTUNITY.

6.1 In connection with the performance of the Services, the
Contractor shall comply with all applicable statutes, laws,
regulations, and orders of federal, state, county or municipal
authorities which impose any obligation or duty upon the
Contractor, including, but not limited to, civil rights and equal
employment opportunity laws. In addition, if this Agreement is
funded in any part by monies of the United States, the
Contractor shall comply with all federal executive orders, rules,
regulations and statutes, and with any rules, regulations and
guidelines as the State or the United States issue to implement
these regulations. The Contractor shall also comply with all
applicable intellectual property laws.

6.2 During the term of this Agreement, the Contractor shall not
discriminate against employees or applicants for employment
because of race, color, religion, creed, age, sex, handicap, sexual
orientation, or national origin and will take affirmative action to
prevent such discrimination.

6.3. The Contractor agrees to permit the State or United States
access to any of the Contractor’s books, records and accounts
for the purpose of ascertaining compliance with all rules,
regulations and orders, and the covenants, terms and
conditions of this Agreement.

7. PERSONNEL.

7.1 The Contractor shall at its own expense provide all
personnel necessary to perform the Services. The Contractor
warrants that all personnel engaged in the Services shall be
qualified to perform the Services, and shall be properly licensed
and otherwise authorized to do so under all applicable laws.
7.2 Unless otherwise authorized in writing, during the term of
this Agreement, and for a period of six (6) months after the
Completion Date in block 1.7, the Contractor shall not hire, and
shall not permit any subcontractor or other person, firm or
corporation with whom it is engaged in a combined effort to
perform the Services to hire, any person who is a State
employee or official, who is materially involved in the
procurement, administration or performance of this
Agreement. This provision shall survive termination of this
Agreement.

7.3 The Contracting Officer specified in block 1.9, or his or her
successor, shall be the State’s representative. In the event of
any dispute concerning the interpretation of this Agreement,
the Contracting Officer’s decision shall be final for the State.
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8. EVENT OF DEFAULT/REMEDIES.

8.1 Any one or more of the following acts or omissions of the
Contractor shall constitute an event of default hereunder
(“Event of Default”):

8.1.1 failure to perform the Services satisfactorily or on
schedule;

8.1.2 failure to submit any report required hereunder; and/or
8.1.3 failure to perform any other covenant, term or condition
of this Agreement.

8.2 Upon the occurrence of any Event of Default, the State may
take any one, or more, or all, of the following actions:

8.2.1 give the Contractor a written notice specifying the Event
of Default and requiring it to be remedied within, in the absence
of a greater or lesser specification of time, thirty (30) days from
the date of the notice; and if the Event of Default is not timely
cured, terminate this Agreement, effective two (2) days after
giving the Contractor notice of termination;

8.2.2 give the Contractor a written notice specifying the Event
of Default and suspending all payments to be made under this
Agreement and ordering that the portion of the contract price
which would otherwise accrue to the Contractor during the
period from the date of such notice until such time as the State
determines that the Contractor has cured the Event of Default
shall never be paid to the Contractor;

8.2.3 give the Contractor a written notice specifying the Event
of Default and set off against any other obligations the State
may owe to the Contractor any damages the State suffers by
reason of any Event of Default; and/or

8.2.4 give the Contractor a written notice specifying the Event
of Default, treat the Agreement as breached, terminate the
Agreement and pursue any of its remedies at law or in equity,
or both.

8.3. No failure by the State to enforce any provisions hereof
after any Event of Default shall be deemed a waiver of its rights
with regard to that Event of Default, or any subsequent Event
of Default. No express failure to enforce any Event of Default
shall be deemed a waiver of the right of the State to enforce
each and all of the provisions hereof upon any further or other
Event of Default on the part of the Contractor.

9. TERMINATION.

9.1 Notwithstanding paragraph 8, the State may, at its sole
discretion, terminate the Agreement for any reason, in whole
or in part, by thirty (30) days written notice to the Contractor
that the State is exercising its option to terminate the
Agreement.

9.2 In the event of an early termination of this Agreement for
any reason other than the completion of the Services, the
Contractor shall, at the State’s discretion, deliver to the
Contracting Officer, not later than fifteen (15) days after the
date of termination, a report (“Termination Report”) describing
in detail all Services performed, and the contract price earned,
to and including the date of termination. The form, subject
matter, content, and number of copies of the Termination
Report shall be identical to those of any Final Report described
in the attached EXHIBIT B. In addition, at the State’s discretion,
the Contractor shall, within 15 days of notice of early
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termination, develop and submit to the State a Transition Plan
for services under the Agreement.

10. DATA/ACCESS/CONFIDENTIALITY/ PRESERVATION.

10.1 As used in this Agreement, the word “data” shall mean all
information and things developed or obtained during the
performance of, or acquired or developed by reason of, this
Agreement, including, but not limited to, all studies, reports,
files, formulae, surveys, maps, charts, sound recordings, video
recordings, pictorial reproductions, drawings, analyses, graphic
representations, computer programs, computer printouts,
notes, letters, memoranda, papers, and documents, all
whether finished or unfinished.

10.2 All data and any property which has been received from
the State or purchased with funds provided for that purpose
under this Agreement, shall be the property of the State, and
shall be returned to the State upon demand or upon
termination of this Agreement for any reason.

10.3 Confidentiality of data shall be governed by N.H. RSA
chapter 91-A or other existing law. Disclosure of data requires
prior written approval of the State.

11. CONTRACTOR’S RELATION TO THE STATE. In the
performance of this Agreement the Contractor is in all respects
an independent contractor, and is neither an agent nor an
employee of the State. Neither the Contractor nor any of its
officers, employees, agents or members shall have authority to
bind the State or receive any benefits, workers’ compensation
or other emoluments provided by the State to its employees.

12. ASSIGNMENT/DELEGATION/SUBCONTRACTS.

12.1 The Contractor shall not assign, or otherwise transfer any
interest in this Agreement without the prior written notice,
which shall be provided to the State at least fifteen (15) days
prior to the assignment, and a written consent of the State. For
purposes of this paragraph, a Change of Control shall constitute
assighment. “Change of Control” means (a) merger,
consolidation, or a transaction or series of related transactions
in which a third party, together with its affiliates, becomes the
direct or indirect owner of fifty percent (50%) or more of the
voting shares or similar equity interests, or combined voting
power of the Contractor, or (b) the sale of all or substantially all
of the assets of the Contractor.

12.2 None of the Services shall be subcontracted by the
Contractor without prior written notice and consent of the
State. The State is entitled to copies of all subcontracts and
assignment agreements and shall not be bound by any
provisions contained in a subcontract or an assignment
agreement to which it is not a party.

13. INDEMNIFICATION. Unless otherwise exempted by law, the
Contractor shall indemnify and hold harmless the State, its
officers and employees, from and against any and all claims,
liabilities and costs for any personal injury or property damages,
patent or copyright infringement, or other claims asserted
against the State, its officers or employees, which arise out of
(or which may be claimed to arise out of) the acts or omission
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of the Contractor, or subcontractors, including but not limited
to the negligence, reckless or intentional conduct. The State
shall not be liable for any costs incurred by the Contractor
arising under this paragraph 13. Notwithstanding the foregoing,
nothing herein contained shall be deemed to constitute a
waiver of the sovereign immunity of the State, which immunity
is hereby reserved to the State. This covenant in paragraph 13
shall survive the termination of this Agreement.

14. INSURANCE.

14.1 The Contractor shall, at its sole expense, obtain and
continuously maintain in force, and shall require any
subcontractor or assignee to obtain and maintain in force, the
following insurance:

14.1.1 commercial general liability insurance against all claims
of bodily injury, death or property damage, in amounts of not
less than $1,000,000 per occurrence and $2,000,000 aggregate
or excess; and

14.1.2 special cause of loss coverage form covering all property
subject to subparagraph 10.2 herein, in an amount not less than
80% of the whole replacement value of the property.

14.2 The policies described in subparagraph 14.1 herein shall be
on policy forms and endorsements approved for use in the State
of New Hampshire by the N.H. Department of Insurance, and
issued by insurers licensed in the State of New Hampshire.

14.3 The Contractor shall furnish to the Contracting Officer
identified in block 1.9, or his or her successor, a certificate(s) of
insurance for all insurance required under this Agreement.
Contractor shall also furnish to the Contracting Officer
identified in block 1.9, or his or her successor, certificate(s) of
insurance for all renewal(s) of insurance required under this
Agreement no later than ten (10) days prior to the expiration
date of each insurance policy. The certificate(s) of insurance and
any renewals thereof shall be attached and are incorporated
herein by reference.

15. WORKERS’ COMPENSATION.

15.1 By signing this agreement, the Contractor agrees, certifies
and warrants that the Contractor is in compliance with or
exempt from, the requirements of N.H. RSA chapter 281-A
(“Workers’” Compensation”).

15.2 To the extent the Contractor is subject to the requirements
of N.H. RSA chapter 281-A, Contractor shall maintain, and
require any subcontractor or assignee to secure and maintain,
payment of Workers’” Compensation in connection with
activities which the person proposes to undertake pursuant to
this Agreement. The Contractor shall furnish the Contracting
Officer identified in block 1.9, or his or her successor, proof of
Workers’ Compensation in the manner described in N.H. RSA
chapter 281-A and any applicable renewal(s) thereof, which
shall be attached and are incorporated herein by reference. The
State shall not be responsible for payment of any Workers’
Compensation premiums or for any other claim or benefit for
Contractor, or any subcontractor or employee of Contractor,
which might arise under applicable State of New Hampshire
Workers’ Compensation laws in connection with the
performance of the Services under this Agreement.
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16. NOTICE. Any notice by a party hereto to the other party shall
be deemed to have been duly delivered or given at the time of
mailing by certified mail, postage prepaid, in a United States
Post Office addressed to the parties at the addresses given in
blocks 1.2 and 1.4, herein.

17. AMENDMENT. This Agreement may be amended, waived or
discharged only by an instrument in writing signed by the
parties hereto and only after approval of such amendment,
waiver or discharge by the Governor and Executive Council of
the State of New Hampshire unless no such approval is required
under the circumstances pursuant to State law, rule or policy.

18. CHOICE OF LAW AND FORUM. This Agreement shall be
governed, interpreted and construed in accordance with the
laws of the State of New Hampshire, and is binding upon and
inures to the benefit of the parties and their respective
successors and assigns. The wording used in this Agreement is
the wording chosen by the parties to express their mutual
intent, and no rule of construction shall be applied against or in
favor of any party. Any actions arising out of this Agreement
shall be brought and maintained in New Hampshire Superior
Court which shall have exclusive jurisdiction thereof.

19. CONFLICTING TERMS. In the event of a conflict between the
terms of this P-37 form (as modified in EXHIBIT A) and/or
attachments and amendment thereof, the terms of the P-37 (as
modified in EXHIBIT A) shall control.

20. THIRD PARTIES. The parties hereto do not intend to benefit
any third parties and this Agreement shall not be construed to
confer any such benefit.

21. HEADINGS. The headings throughout the Agreement are for
reference purposes only, and the words contained therein shall
in no way be held to explain, modify, amplify or aid in the
interpretation, construction or meaning of the provisions of this
Agreement.

22. SPECIAL PROVISIONS. Additional or modifying provisions
set forth in the attached EXHIBIT A are incorporated herein by
reference.

23. SEVERABILITY. In the event any of the provisions of this
Agreement are held by a court of competent jurisdiction to be
contrary to any state or federal law, the remaining provisions of
this Agreement will remain in full force and effect.

24. ENTIRE AGREEMENT. This Agreement, which may be
executed in a number of counterparts, each of which shall be
deemed an original, constitutes the entire agreement and
understanding between the parties, and supersedes all prior
agreements and understandings with respect to the subject
matter hereof.
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INTRODUCTION

This Contract is by and between the State of New Hampshire, acting through the New Hampshire Lottery
Commission (“State” or “NHLC”), and Full Contractor Name a State Name Type of business formation
(“Contractor”), having its principal place of business at Business Address, City, State, Zip.

1.

CONTRACT ELEMENTS
This Agreement consists of the following, which are incorporated by reference and which together with
any and all amendments hereto, is hereafter referred to as the “Agreement”:

a. The State of New Hampshire P-37 Terms and Conditions with Appendices;

b. This RFP and all amendments thereto; and

c. The contractor’s proposal.

In the event of a conflict in language between any of the above-mentioned documents, the language of
the State of New Hampshire P-37 Terms and Conditions with Appendices shall govern over all other
documents and the language of the RFP and RFP Amendments shall govern over the contractor’s proposal.

EXTENSION IN CASE OF EMERGENCY

Notwithstanding the contract term set forth in this Agreement, NHLC reserves the right to reactivate or
further extend the initial contract, or any extension thereof, at the rates and upon the terms and
conditions then in effect on thirty (30) days’ notice for a one (1) year period.

TIMING OF WORK
Contractor shall commence work upon issuance of a Notice to Proceed by the State. Time is of the essence
in the performance of Contractor’s obligation under the contract.

WORK HOURS

Unless otherwise agreed to by the State, the Contractor’s project management personnel shall work a
minimum of forty (40) hour weeks between the hours of 8:00 a.m. and 5:00 p.m., (Eastern Time),
excluding State of New Hampshire holidays. This management requirement does not alleviate the need
for Contractor to operate 24/7/365 and to provide coverage for hours when project management staff
are not available.

PRIME CONTRACTOR RESPONSIBILITIES

The Contractor may have subcontractors; however, the Contractor must accept full responsibility for and
will be liable to the NHLC for subcontractor's performance. The NHLC will consider the Contractor to be
the sole point of contact with regard to all contractual matters, including payment of any and all charges
resulting from the contract.

CHANGE OF OWNERSHIP
In the event that Contractor changes more than 50% of ownership for any reason whatsoever that results
in a change of control of the Contractor, the State shall have the option of:
a. continuing under the Agreement with Contractor, its successors or assigns for the full remaining
term of the Agreement;
b. continuing under the Agreement with Contractor, its successors or assigns for such period of
time as determined necessary by the State; or
c. immediately terminate the Agreement without liability to or further compensation owed to
Contractor, its successors or assigns.
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7. TERMINATION FOR DEFAULT

The Parties agree that Part |, Section 8 of the Agreement is deleted and replaced as follows:
Any one or more of the following acts or omissions of the Contractor may, at the sole discretion of the
State, constitute an event of default hereunder (“Event of Default”)

Failure to perform the Services satisfactorily or on schedule;

Failure to perform the Services in a lawful manner;

Failure to submit any report required; and/or

Failure to perform any other covenant, term or condition of the Contract.

o 0 ow

Remedies upon Default
Upon the occurrence of any Event of Default, the State may take any one or more, or all, of the following
actions:

e. The State shall provide Contractor written notice of default and require it to be remedied within
a reasonable period of time. (“Cure Period”). If Contractor fails to cure the default within the
Cure Period, the State may terminate the Contract with a written notice of termination and/or
treat the Contract as breached and pursue its remedies at law or in equity or both.

f. Give Contractor a written notice specifying the Event of Default and suspending all payments to
be made under the Agreement and ordering that the portion of the Contract price which would
otherwise accrue to Contractor during the period from the date of such notice until such time
as the State determines that Contractor has cured the Event of Default shall never be paid to
Contractor.

g. Setoff against any other obligations the State may owe to the Contractor any damages the State
suffers by reason of any Event of Default;

h. Procure Services that are the subject of the Contract from another source and Contractor shall
be liable for reimbursing the State for the replacement Services, and all administrative costs
directly related to the replacement of the Contract and procuring the Services from another
source, such as costs of competitive bidding, mailing, advertising, applicable fees, charges or
penalties, and staff time costs; all of which shall be subject to the limitations of liability set forth
in the Contract.

State Default
The Contractor shall provide the State with written notice of default, and the State shall cure the default
within thirty (30) days.

Termination for Convenience

The State may, at its sole discretion, terminate the Contract for convenience, in whole or in part, by thirty
(30) days written notice to Contractor. In the event of a termination for convenience, the State shall pay
Contractor the agreed upon price, if separately stated in this Contract, for Deliverables for which
Acceptance has been given by the State. Amounts for Services or Deliverables provided prior to the date
of termination for which no separate price is stated under the Contract shall be paid, in whole or in part,
generally in accordance with the Price and Payment Schedule defined of the Contract. During the thirty
(30) day period, Contractor shall wind down and cease Services as quickly and efficiently as reasonably
possible, without performing unnecessary Services or activities and by minimizing negative effects on the
State from such winding down and cessation of Services. The State will be responsible only for reasonable
costs to the Contractor in winding down Services under this provision.
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Termination for Conflict of Interest

The State may terminate the Contract with 15 days written notice if it determines that a conflict of interest
exists, including but not limited to, a violation by any of the parties hereto of applicable laws regarding
ethics in public acquisitions and procurement and performance of Contracts. In such case, the State shall
be liable for cost of all services provided through the date of termination but will not be liable for any
costs for incomplete Services or winding down the contract activities.

Termination Procedure

Upon termination of the Contract, the State, in addition to any other rights provided in the Contract, may
require Contractor to deliver to the State any property, including without limitation, Software and Written
Deliverables, for such part of the Contract as has been terminated. After receipt of a notice of termination,
and except as otherwise directed by the State, Contractor shall:

a. Stop work under the Contract on the date, and to the extent specified, in the notice;

b. Promptly, but in no event longer than ten (10) days after termination, terminate its orders and
subcontracts related to the work which has been terminated and settle all outstanding liabilities
and all claims arising out of such termination of orders and subcontracts, with the approval or
ratification of the State to the extent required, which approval or ratification shall be final for
the purpose of this Section;

c. Take such action as the State directs, or as necessary to preserve and protect the property
related to the Contract which is in the possession of Contract and in which the State has an
interest;

d. Transfer title to the State and deliver in the manner, at the times, and to the extent directed by
the State, any property which is required to be furnished to the State and which has been
accepted or requested by the State;

e. Provide written Certification to the State that Contractor has surrendered to the State all said
property.

Transition Services upon Termination

If an awarded contract is not renewed, or is terminated prior to the completion of a project, or if the work
on a project is terminated, for any reason, the Contractor shall provide, for a period up to ninety (90) days
after the expiration or termination of this project or contract, all reasonable transition assistance
requested by the State at no additional cost, to allow for the expired or terminated portion of the services
to continue without interruption or adverse effect, and to facilitate the orderly transfer of such services
to the State or its designees (“transition services”).

8. ACCOUNTING RECORDS
The Contractor is required to maintain its books, records and all other evidence pertaining to the contract
in accordance with generally accepted accounting principles and other procedures specified by the NHLC.
These records will be available to the NHLC, its internal auditors or external auditors (and other designees)
and the New Hampshire Office of Legislative Budget Assistant at all times during the contract period and
any extension thereof, and for five (5) full years from the expiration date and/or final payment on the
contract or extension thereof, whichever is later.

9. AUTHORITY OF THE NHLC
On all questions concerning the interpretation of specifications, the acceptability and quality of work
performed, the execution of the work, the assessment of liquidated damages, and the determination of
payment due or to become due, the decision of the NHLC shall be final and binding.
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10.

11.

12.

13.

14.

COOPERATION OF THE PARTIES

Contractor and NHLC agree to cooperate fully, to work in good faith and to mutually assist each other in
the performance of the Contract. In this connection, the parties will meet to resolve problems associated
with the Contract. Neither party will unreasonably withhold its approval of any act or request of the other
to which its approval is necessary or desirable.

GOVERNING LAW, VENUE AND JURISDICTION
As set forth in Part |, Section 19, this agreement shall be construed in accordance with the laws of the
State of New Hampshire. Any action on this Agreement may only be bought in the State of New Hampshire
in accordance with the dispute resolution procedures of this Agreement set forth herein. The Parties agree
to venue in Merrimack County Superior Court.

FORCE MAJEURE

Neither Contractor nor the State shall be responsible for delays or failures in performance resulting from
events beyond the control of such party and without fault or negligence of such party. Such events shall
include, but not be limited to, acts of God, strikes, lock outs, riots, and acts of War, epidemics, acts of
Government, fire, power failures, nuclear accidents, earthquakes, and unusually severe weather.

INDEMNIFICATION FROM INTELLECTUAL PROPERTY INFRINGEMENT CLAIMS

Contractor shall indemnify, defend and hold harmless the NHLC, State of New Hampshire, its officers and
employees from and against all losses, liabilities, damages (including taxes), and all related costs and
expenses (including attorneys' fees and disbursements and costs of investigation, litigation, settlement,
judgments, interest and penalties) incurred in connection with any action or proceeding threatened or
brought against the State to the extent that such action or proceeding is based on a claim that any piece
of equipment, software, commodity or service supplied by the Contractor or its subcontractors, or the
operation of such equipment, software, commodity or service, or the use or reproduction of any
documentation provided with such equipment, software, commodity or service infringes any United
States or foreign patent, copyright, trade secret or other proprietary right of any person or entity, which
right is enforceable under the laws of the United States.

The NHLC shall observe all existing federal and state copyrights and trademarks; however, the NHLC
reserves the right to select game designs that have been, in whole or in part, originated by the NHLC,
originated by another lottery, originated by the contractor, or originated by another contractor.

The Contractor shall indemnify all e-Instant games, regardless of which party designed the game. For all
e-Instant games by the Contractor, a thorough search of potential trademark and related infringements,
as detailed above, is necessary. Documentation supporting a thorough search for each game title must be
submitted to the Lottery at least two weeks prior to game launch.

INSURANCES

In addition to the policies required under Part | Section 14 and 15, the Contractor shall purchase and

maintain the following policies of insurance for claims which may arise out of or result from the Contractor's

operations under the contract, whether such operations be by the Contractor or by any subcontractor or by

anyone directly or indirectly employed by any of them, or by anyone for whose acts any of them may be

liable:
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15.

16.

a. Errors and Omissions Insurance with limits of not less than $2,000,000 per claim, to be
in force and effect at all times, which will indemnify the Contractor and the State for
direct loss which may be incurred due to any error caused by the Contractor, its officers,
employees, agents, subcontractors or assigns regardless of negligence. The State shall
be named as an additional insured on this policy;

b. Cyber Liability Insurance with limits of not less than $2,000,000 per claim, to be in force
and effect at all times, which will indemnify the Contractor and the State for financial
losses that occur as a result of data breaches or other cyber related events. The State
shall be named as an additional insured on this policy;

c. AFidelity Bond in the amount of one million dollars ($1,000,000) covering any loss to
the State due to any fraudulent or dishonest act on the part of the Contractor's officers,
employees, agents or subcontractors. If the Contractor utilizes agents and
subcontractors who are not covered by the Fidelity Bond, it is the responsibility of the
Contractor to ensure those agents and subcontractors maintain coverage of the same. If
the agents or subcontractors are found guilty of fraudulent or dishonest acts regarding
the terms of this contract and they do not have Fidelity Bond coverage, the Contractor
will be held liable to cover any loss associated with incident to the State of New
Hampshire.

Certificates of insurance must be furnished to the Lottery on date of contract execution.

BUSINESS CONTINUITY AND DISASTER RECOVERY PLAN
Contractor must provide the State with their proposed Business Continuity and Disaster Recovery Plan to be

used in the event that the Contractor’s primary place of business is rendered inoperable due to acts of
terrorism, forces of nature or other unforeseen events.

RECORD RETENTION

Contractor and its Subcontractors shall maintain all project records including but not limited to books, records,
documents, and other evidence of accounting procedures and practices, which properly and sufficiently
reflect all direct and indirect costs invoiced in the performance of their respective obligations under the
Contract. Contractor and its Subcontractors shall retain all such records for three (3) years following
termination of the Contract, including any extensions. Records relating to any litigation matters regarding the
Contract shall be kept for one (1) year following the termination of all litigation, including the termination of
all appeals or the expiration of the appeal period.

Upon prior notice and subject to reasonable time frames, all such records shall be subject to inspection,
examination, audit and copying by personnel so authorized by the State and federal officials so authorized by
law, rule, regulation or Contract, as applicable. Access to these items shall be provided within Merrimack
County of the State of New Hampshire, unless otherwise agreed by the State. Delivery of and access to such
records shall be at no cost to the State during the three (3) year period following termination of the Contract
and one (1) year term following litigation relating to the Contract, including all appeals or the expiration of
the appeal period. Contractor shall include the record retention and review requirements of this section in
any of its subcontracts.

The State agrees that books, records, documents, and other evidence of accounting procedures and practices
related to Contractor’s cost structure and profit factors shall be excluded from the State’s review unless the
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17.

18.

19.

20.

21.

22.

23.

24,

cost of any other Services or Deliverables provided under the Contract is calculated or derived from the cost
structure or profit factors.

TAXES, FEES AND ASSESSMENTS

Contractor shall pay all taxes, fees and assessments, however designated, levied or based. The State of New
Hampshire is exempt from State and local sales and use taxes on the services provided pursuant to this
contract.

NEWS RELEASES

News releases pertaining to this RFP or the services, study, data, or project to which it relates cannot not be
made public without prior written NHLC approval, and then only in accordance with the explicit written
instructions from the NHLC. No results of the program are to be released without prior approval of the NHLC
and then only to persons designated.

ADVERTISING
Contractor agrees not to use the NHLC name, logos, images, nor any data or results arising from this
procurement without prior written approval by the NHLC.

NHLC APPROVAL OF STAFFING
The NHLC reserves the right to disapprove of any employee of the Contractor who is assigned to the NHLC
contract, either at contract inception or during the term. Staffing levels and locations, and any modifications
must be approved by the NHLC.

Background Checks

The State may require, and, at its sole expense, conduct reference and background screening of the
Contractor’s Contract Manager, Project Manager and Key Project Staff. The State shall maintain the
confidentiality of background screening results in accordance with the Contract Agreement.

COMPENSATION DURING CONTRACT

The submitted invoices will be confirmed by the NHLC based on management and accounting reports.
Confirmed invoices will be paid within thirty (30) days of receipt. All invoices for a fiscal year must be provided
to the NHLC before the end of that fiscal year so year-end inventory and reconciling can be accurate.

The State fiscal year is July 1st through June 30th. Payments to the Contractor from the NHLC in any given
fiscal year are contingent upon enactment of legislation.

TRAVEL EXPENSES

Contractor must assume all reasonable travel and related expenses incurred by Contractor in performance of
its obligations under this Agreement. All labor rates in this Agreement will be considered “fully loaded”,
including, but not limited to meals, hotel/housing, airfare, car rentals, car mileage, and out of pocket
expenses.

SHIPPING FEES
The State will not pay for any shipping or delivery fees unless specifically itemized in this Agreement.

TICKET PURCHASE AND PRIZE PAYMENT RESTRICTIONS

No Contractor, subcontractor or related entity, or officer, director, partner, employee, or owner of the
Contractor or of any current subcontractor or related entity, and no spouse, child, brother, sister, or parent

NHLC iLottery RFP LOT 2023-02 Page 68 of 88



25.

26.

residing in the household in the principal place of abode of any such individual shall purchase a New
Hampshire Lottery ticket or be paid a prize in any New Hampshire Lottery game. The Contractor shall ensure
that this requirement is made known to each affected individual.

CONTRACTOR ETHICS AND INTEGRITY
The Contractor is obligated to meet high standards for ethics and integrity under this Contract:

a. The Contractor and employees shall not offer or give any gift, gratuity, favor, entertainment, loan, or
any other thing of material monetary value to any NHLC employee.

b. The Contractor and employees of the Contractor shall not disclose any business sensitive or
confidential information gained by virtue of this Contract to any party without the consent of the
Executive Director of the NHLC.

c. The Contractor and employees shall take no action in the performance of this Contract to create an
unfair, unethical, or illegal competitive advantage for itself or others.

For violation of the above provisions, the NHLC may terminate the contract, receive restitution from the
Contractor, debar the Contractor, or take any other appropriate action against the Contractor.

CONFIDENTIALITY REQUIREMENTS

State Confidential Information

In performing its obligations under this Agreement, Contractor may gain access to information of the State,
including State Confidential Information. “State Confidential Information” shall include, but not be limited to,
information exempted from public disclosure under New Hampshire RSA Chapter 91-A: Access to Public
Records and Meetings (see e.g., RSA Chapter 91-A: 5 Exemptions). Confidential Information also includes any
and all information owned or managed by the State of New Hampshire - created, received from or on behalf
of any Agency of the State or accessed in the course of performing contracted services - of which collection,
disclosure, protection, and disposition is governed by state or federal law or regulation. This information
includes but is not limited to Protected Health Information (PHI), Personally Identifiable Information (Pll),
Personal Financial Information (PFl), Federal Tax Information (FTI), Social Security Numbers (SSN), Payment
Card Industry (PCl), and or other sensitive and confidential information. Contractor shall not use the State
Confidential Information developed or obtained during the performance of, or acquired, or developed by
reason of the Agreement, except as directly connected to and necessary for the performance of the
Agreement. Contractor shall maintain the confidentiality of and protect from unauthorized use, disclosure,
publication, and reproduction (collectively “release”), all State Confidential Information.

Subject to applicable federal or State laws and regulations, Confidential Information shall not include
information which:

a. shall have otherwise become publicly available other than as a result of disclosure by the receiving
party in breach hereof;

b. wasdisclosed to the receiving party on a non-confidential basis from a source other than the disclosing
party, which the receiving party believes is not prohibited from disclosing such information as a result
of an obligation in favor of the disclosing party;

c. is developed by the receiving party independently of, or was known by the receiving party prior to,
any disclosure of such information made by the disclosing party; or

d. is disclosed with the written consent of the disclosing party.

A receiving party also may disclose Confidential Information to the extent required by an order of a court of

competent jurisdiction. Any disclosure of the State Confidential Information shall require the prior written
approval of the State. Contractor shall immediately notify the State if any request, subpoena or other legal
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27.

process is served upon Contractor regarding the State Confidential Information, and Contractor shall
cooperate with the State in any effort the State undertakes to contest the request, subpoena or other legal
process, at no additional cost to the State.

In the event of the unauthorized release of State Confidential Information, Contractor shall immediately notify
the State, and the State may immediately be entitled to pursue any remedy at law and in equity, including,
but not limited to, injunctive relief.

Contractor Confidential Information

Contractor shall clearly identify in writing all information it claims to be confidential or proprietary upon
providing such information to the State. For the purposes of complying with its legal obligations, the State is
under no obligation to accept the Contractor’s designation of material as confidential. Contractor
acknowledges that the State is subject to State and federal laws governing disclosure of information including,
but not limited to, RSA Chapter 91-A. The State shall maintain the confidentiality of the identified Contractor
Confidential Information insofar as it is consistent with applicable State and federal laws or regulations. In the
event the State receives a request for the information identified by Contractor as confidential, the State shall
notify Contractor and specify the date the State will be releasing the requested information. At the request of
the State, Contractor shall cooperate and assist the State with the collection and review of Contractor’s
information, at no additional expense to the State. Any effort to prohibit or enjoin the release of the
information shall be Contractor’s sole responsibility and at Contractor’s sole expense. If Contractor fails to
obtain a court order enjoining the disclosure, the State shall release the information on the date specified in
the State’s notice to Contractor, without any liability to the State.

Survival
All of the terms in Contract Warranties and Representations of this Agreement shall survive the termination
or expiration of the Agreement.

CONTRACT WARRANTIES & REPRESENTATIONS

System

The Contractor warrants that any Systems provided under this Agreement will operate to conform to the
Specifications, terms, and requirements of this Agreement.

Software

The Contractor warrants that any Software provided as part of this Agreement, including but not limited to
the individual modules or functions furnished under the Contract, is properly functioning within the System,
compliant with the requirements of the Contract, and will operate in accordance with the Specifications and
Terms of the Contract.

Compatibility

Contractor warrants that all System components, including but not limited to the components provided,
including any replacement or upgraded System Software components provided by Contractor to correct
Deficiencies or as an Enhancement, shall operate with the rest of the System without loss of any functionality.

Services

Contractor warrants that all Services to be provided under this Agreement will be provided expediently, in a
professional manner, in accordance with industry standards and that Services will comply with performance
standards, Specifications, and terms of the Contract.
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Service Level Agreements and Liquidated Damages

Contractor agrees that it will meet service levels as set forth below. The State may assess liquidated damages
in the amount specified for each material failure to meet an agreed upon service level. The Parties agree that
it will be extremely impractical and difficult to determine actual damages as a result of any material deviation
from the service level agreements. Liquidated damages are not intended as a penalty. It is expressly agreed
that the waiver of any liquidated damages due to the State shall constitute a waiver only as to such liquidated
damages and not a waiver of any future liquidated damages. Failure to demand payment of liquidated
damages within any period of time shall not constitute a waiver of such claim by the State.

A. Conditions for Assessment of Liquidated Damages

Installation/Conversion
Milestone 1 — The Vendor will meet the readiness for Lottery User Acceptance Testing milestone eighty-five

(85) calendar days prior to the Contract-agreed production start-up date. Readiness for UAT includes but is
not limited to all specification approval, successful QA, and test scripts provided. The Lottery may impose
Liquidated Damages of $2,500 for each day of delay.

Milestone 2 — The Vendor will pass the Lottery User Acceptance Testing Approval milestone ten (10)
business days prior to the Contract-agreed production start-up date. The Lottery may impose Liquidated
Damages of $5,000 for each day of delay, if such delay is caused by unresolved errors and issues
encountered in the Lottery User Acceptance Testing.

Milestone 3 — The Vendor will meet the Scheduled Implementation milestone beginning with the Contract-
agreed production start-up date. The Lottery may impose Liquidated Damages of $10,000.00 for each day of
delay.

Milestone 4 —After start-up there will be a period of hyper care where all issues are tracked and swiftly
resolved. The Lottery may impose Liquidated Damages of $500.00 for each day of delay for each Deliverable
that the Vendor fails to deliver in accordance with the mitigation schedule or for each day of delay for
requirements set forth in the Contract.

Timely and Accurate Reports and Files

a. Conditions
The Contractor fails to provide timely, sufficient, and accurate system and/or report files
within the specified time frames and descriptions in the contract. Rendering of processed files
may take shape in the form of an email, SMS message, web page display, or other
communications initiated from Vendor-provided technology and services.

b. Damages
For each late, insufficient, or inaccurate computer file required by this contract, the Executive
Director of the NHLC may impose liquidated damages in the amount up to $1,000 per day per
file, until the required accurate file is provided to the NHLC.

Warranty on Active Player Sessions
a. Condition
Player’s session times out without player prompting, and is not due to player issue of
Operating System, Wi-Fi, browser or otherwise.

NHLC iLottery RFP LOT 2023-02 Page 71 of 88



b. Damages
Damages of $1,000 per instance will be assessed for session time-outs not due to any player
technical issue.

System Integration over Term of Contract

a. Condition
Vendor shall complete all installation preparations as required, complete system testing to
the Lottery’s satisfaction, pass Lottery acceptance testing, comply with all other contractual
requirements in effect during the contract period, and achieve readiness for production
operations of new approved integrations.

b. Damages
Damages of $1,000 per day may be assessed per instance of non-readiness in UAT and/or
Production for system integration.

Failure to Provide Software/Game Testing and Quality Software/Game Turnover

a. Condition
Vendor fails to provide a quality assurance test plan or a report on the quality assurance test,
or fails to provide quality tested software or e-Instant in accordance with game or release
documents, liquidated damages may be assessed.

b. Damages
If the Vendor fails to provide fully tested software or games and is turned over for user
acceptance testing and it does not meet standards or game specifications, the Vendor may
be charged liquidated damages of $1,000 for the first violation and increment $2,500 for each
subsequent violation for the same software or game.

Unauthorized Software and/or Hardware Modifications

a. Condition
Vendors shall not modify any software or hardware without the prior written approval from
the appropriate parties at the Lottery in UAT or Production.

b. Damages
If the Vendor modifies any software or hardware without the prior written approval from the
appropriate parties at the Lottery, the Lottery may issue a written order that the change or
modification be removed, and the System restored to its previous operating state at the
Vendor’s expense. “Modification” does not include replacement of component with an
essentially similar working component in the event of necessary maintenance.

System Availability
a. Condition
Contractor shall ensure that the Contractor’s Online Platform is Available, as measured over
the course of each calendar month during the Term (each such calendar month, a “Service
Period”), at least 99.5% of the time, excluding only the time the iLottery platform is not
Available solely as a result of one or more Exceptions (the “Availability Requirement”).
“Available” means the iLottery platform is available and operates for access and use by the
Lottery and its players over the internet in material conformity with the Contractor’s normal
functionality.
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No period of iLottery platform degradation or inoperability will be included in calculating
Availability to the extent that such downtown or degradation is due to any of the following
(“Exceptions”):

a. Failures of the Lottery's, or any individual player's, internet connectivity;

b. Internet or other network traffic problems other than problems arising in or from
networks actually or required to be provided or controlled by the Contractor or its
Subcontractors;

c. The Lottery’s or any individual player’s failure to meet any minimum hardware or
software requirements set forth in the iLottery Platform Functional Specifications;

d. Scheduled or emergency maintenance;

e. Downtime tied to the modification requests of Lottery or due to compliance with
legal process.

b. Damages
If the iLottery platform fails in any respect to meet or exceed the Availability Requirement in
any month, such failure shall be subject to Liquidated Damages in the following amounts:

(a) If the iLottery platform is not Available 99.5% of the time but is available more than
99.0% of the time, then in addition to any other remedies available under this
Agreement or applicable Law, the Lottery shall be entitled to a credit in the amount
of $15,000 each month this service level is not satisfied;

(b) If the iLottery platform is not available more than 99.0% of the time, then in addition
to any other remedies available under this Contract or applicable Law, the Lottery
shall be entitled to a credit in the amount of $30,000 each month this service level is
not satisfied.

If the actual Availability of the iLottery platform is less than the Availability Requirement in
three consecutive months, then, in addition to all other remedies available to the Lottery, the
Lottery may terminate this Agreement on written notice to the Contractor.

System Downtime

Condition

Contractor shall ensure that the Contractor’s Online Platform is Available, as measured over the
course of each calendar month during the Term (each such calendar month, a “Service Period”),
at least 99.5% of the time, excluding only the time the iLottery platform is not Available solely as
a result of one or more Exceptions (the “Availability Requirement”). “Available” means the
iLottery platform is available and operates for access and use by the Lottery and its players over
the internet in material conformity with the Contractor’s normal functionality.

Damages
The Lottery may impose Liquidated Damages in an amount equivalent to the average total

net gaming revenue for the previous 30 days prior to the Downtime for each one hour of
System Downtime, or fraction thereof, which is greater than three minutes in duration
during the operational hours for iLottery sales on any day. The total time during which the
System is Down during the day will be calculated as the sum of all time during such daily
operational sales period when System is Down. For example, three, ten-minute long
instances of Down time in one day constitute thirty minutes of daily down time. To address
chronic problems, in the event that two Downtime events of any length have already
occurred in a Business Week, the grace period of three minutes should be rescinded, and
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Liguidated Damages should begin immediately with any subsequent outage in that Business
Week.

System Degraded Performance
Condition
No period of iLottery platform degradation or inoperability will be included in calculating

Availability to the extent that such downtown or degradation is due to any of the following
(“Exceptions”):

e Failures of the Lottery's, or any individual player's, internet connectivity;

e Internet or other network traffic problems other than problems arising in or from
networks actually or required to be provided or controlled by the Contractor or its
Subcontractors; or

e The Lottery’s or any individual player’s failure to meet any minimum hardware or
software requirements set forth in the iLottery Platform Functional Specifications;

e Scheduled or emergency maintenance;

e Downtime tied to the modification requests of Lottery or due to compliance with legal
process.

If any of the Vendor’s server processes continually reach 95% capacity for more than ten minutes,
then the Vendor should take immediate corrective action with respect to those processes and
equipment under the Vendor’s control. For equipment and software outside of the Vendor’s
control, the Vendor should contact the Lottery within thirty minutes to take the necessary corrective
action. For the purposes herein, “control” means the ability to direct or influence the related
operations, directly or indirectly, by virtue of contract, ownership of voting shares, or otherwise.

b. Damages
If the iLottery platform fails in any respect to meet or exceed the Availability Requirement in any

month, such failure shall be subject to Liquidated Damages in the following amounts:

e |[f the iLottery platform is not Available 99.5% of the time but is available more than
99.0% of the time, then in addition to any other remedies available under this
Agreement or applicable Law, the Lottery shall be entitled to a credit in the amount of
$15,000 each month this service level is not satisfied;

e [f the iLottery platform is not available more than 99.0% of the time, then in addition to
any other remedies available under this Contract or applicable Law, the Lottery shall be
entitled to a credit in the amount of $30,000 each month this service level is not
satisfied.

e If the actual Availability of the iLottery platform is less than the Availability Requirement
in three consecutive months, then, in addition to all other remedies available to the
Lottery, the Lottery may terminate this Agreement on written notice to the Contractor.
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Software Release Documentation

a.

b.

Condition

Vendor fails to provide timely and accurate specification as well as test scripts for all
enhancements, including how third-party integrations perform within the system.

Damages

If the Vendor fails to provide timely and accurate specifications and/or test scripts, the Vendor
may be charged liquidated damages of $1,000 for the first violation and $2,500 for each
subsequent violation.

Software Release Schedule Adherence

a.

b.

Condition

Vendor fails to provide the number of releases as agreed to, liquidated damages may be
assessed.

Damages

If the Vendor fails to provide the agreed upon number of releases in a fiscal year, the Vendor
may be charged liquidated damages of $1,000 for the first violation and $2,500 for each
subsequent violation for the same software or game.

Roadmap Guarantee Adherence

Condition

b.

Vendor fails to provide the number of hours and enhancements as agreed to, liquidated
damages may be assessed.

Damages

If the Vendor fails to provide the agreed upon number of hours in a fiscal year, or provide the
enhancements as agreed to, the Vendor may be charged liquidated damages of $1,000 for
the first violation and $2,500 for each subsequent violation, in addition to the hours rolling to
the subsequent fiscal year.

Warranty on Viewing Previous Wagers

a.

b.

Condition

Player clicks “view” in their history but is unable to view a dynamic replay of wagers on any
one platform.

Damages

Damages of $1,000 per instance may be assessed for non-viewable previously played wagers
on any platform.

Warranty on e-Instant Payout

a.

Condition

The total payout of an e-Instant varies from what the Lottery standard is for each game, as
documented in the game working papers.

Damages

Damages in the amount of up to 5% of the total bets for said game, as determined by the
Lottery, will be assessed.
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Warranty on e-Instant Launch

a.

Condition
The e-Instant game is unable to launch on designated day and time due to failure of Vendor-
technical or otherwise.

Damages
Damages in the amount of $5,000 per day will be assessed.

Warranty on Customer Service Center

a.

b.

Condition

Vendor fails to meet the service levels identified and agreed to by both parties, including, but
not limited to outages, hold times, response times and other service levels.

Damages

Damages in the amount of up $2,000 per service level not met may be assessed. Chronic
problems, defined as issues that occur more than three times in any thirty-day period or those
lasting longer than 8 hours, may be assessed additional damages up to $10,000 per chronic
failure.

Failure to Provide Verified New Employee Information

a.

b.

Condition

Vendor fails to provide the Lottery with any required employee documentation for
completion of background and security checks prior to employment on the Contract.
Damages

If an employee is placed in service on the Contract before the employee has been approved
by the Lottery, the Lottery may impose Liquidated Damages of two hundred dollars $200.00
for each violation.

Failure to Comply with Multi-Jurisdictional Standards

a. Condition
Vendor fails to comply with any required Lottery and/or multi-jurisdictional standards.

b. Damages
If the Vendor fails to comply with any required Lottery or multi-jurisdictional association
standard within sixty calendar days following notification by the Lottery to the Vendor of
any changes to such standards, the Lottery may impose Liquidated Damages of $5,000.00
for each instance of non-compliance. In addition, the Lottery may impose an additional five
thousand dollars $5,000.00 for each subsequent 7-day period, or portion thereof, for each
instance for which compliance has not been achieved.

Unauthorized Access

a. Condition
Vendors shall preclude personnel not authorized by the Lottery from accessing the NHLC
servers or facilities, computer systems and software and any gaming data.

b. Damages

If the Vendor fails to preclude access by unauthorized personnel, the Lottery may impose
liquidated damages up to $5,000 for each person and for each incident in violation. Each and
every act that permits access by an unauthorized person is an incident.
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Failure to Report Incidents
For the purposes of this section the term “Incident” shall mean the event during which Contractor failed to
meet the service level agreement. Damages will be assessed based on the numbers of events themselves, not
the number of individual times an individual or group experienced a failure during the event.
a. Condition
It will be the responsibility of the Vendor to immediately report all significant incidents related
to the operation of the System. The immediate reporting shall be delivered personally or by
telephone within one (1) hour of the discovery of the incident, followed by an email addressed
to the Lottery Executive Director within 24 hours of the incident. All written reports and
notifications may be sent by email directly to the Lottery Executive Director or designee. At a
minimum, each of the following types of events require a written report:
i Data breach
ii. Security violations
iii.  System failure or outage
iv. RGS failure
v. APl or data transmission failure

vi. Draw game failure including out of balance conditions
vii. E-Instant failure
viii. Emergency software or hardware changes

iX. Failure to issue release on specified date

Xx.  Significant operator errors including CSC, CRM, and Draw systems

xi.  Other condition as defined by a memorandum of understanding

xii.  Any issue or situation that may cause damage to the integrity, reputation, or public

image of the NHLC.
b. Damages

In the event the Vendor fails to report incidents as defined above, the Lottery may impose
liquidated damages up to $1,000 per day per incident (or fraction thereof) until an incident is
correctly reported.

Failure to Remedy Audit Recommendations

a. Condition
Vendor fails to address recommendations made as a result of a system or operational audit
by a recognized authority, and concurred with by the New Hampshire Lottery, such as the
Multi-State Lottery Association, the State of New Hampshire or Lottery approved auditors.

b. Damages
In the event audit recommendations addressing any of the Vendor’s operation or system
activities are not corrected within 60 days of notification, unless specifically exempted by the
Executive Director, the Vendor may be charged liquidated damages of $5,000 at the end of
the initial 60 day period and an additional $5,000 each subsequent 30 day period or any
portion thereof, for which the audit recommendation corrections are not completed.

Failure to Prohibit Unauthorized Players
a. Condition
Vendor fails to prohibit unauthorized players from betting on the Contractor’s Online
Platform.
b. Damages
The contractor will be assessed Liquidated Damages of $2,500 for the first Incident where an
underage player is permitted to bet on Contractor’s Online Platform or in a retail location.
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The Liquidated Damages will be escalated to $5,000 on the second Incident and $20,000 for
each additional Incident.

c. Damages
The contractor will be assessed Liquidated Damages of $2,500 for the first Incident where
player, while located out of state, is permitted to bet on Contractor’s Online Platform. The
Liquidated Damages will be escalated to $5,000 on the second Incident and $20,000 for each
additional Incident.

d. Damages
The contractor will be assessed Liquidated Damages of $2,500 for the first Incident where
Contractor negligently permitted a prohibited iLottery player from making a bet. The
Liquidated Damages will be escalated to $5,000 on the second Incident and $20,000 for each
additional Incident. All bets taken from prohibited iLottery players shall be voided.

B. SERVICE LEVEL AGREEMENTS
To be negotiated with successful proposer(s).

DATA SECURITY REQUIREMENTS
Restriction on Data Use

Business Use and Disclosure of Confidential Information.

1.

The Contractor, including but not limited to all its directors, officers, employees and agents, must
not use, disclose, maintain or transmit Confidential Information except as reasonably necessary as
outlined under this Contract.

The Contractor must not disclose any Confidential Information in response to a request for
disclosure on the basis that it is required by law, in response to a subpoena, etc., without first
notifying the State so that the State has an opportunity to consent or object to the disclosure.

The Contractor agrees that State Data or derivative there from disclosed to an End User must only be
used pursuant to the terms of this Contract.

The Contractor agrees State Data obtained under this Contract may not be used for any other
purposes that are not indicated in this Contract.

The Contractor agrees to grant access to the data to the authorized representatives of the State for
the purpose of inspecting to confirm compliance with the terms of this Contract.

Methods of Secure Transmission of Data

1.

Application Encryption. If End User is transmitting State data containing Confidential Data
between applications, the Contractor attests the applications have been evaluated by an expert
knowledgeable in cyber security and that said application’s encryption capabilities ensure secure
transmission via the internet.

Computer Disks and Portable Storage Devices. End User may not use computer disks or portable
storage devices, such as a thumb drive, as a method of transmitting State data.

Encrypted Email. End User may only employ email to transmit Confidential Data if email is
encrypted and being sent to and being received by email addresses of persons authorized to
receive such information.

Encrypted Web Site. If End User is employing the Web to transmit Confidential Data, the
Contractor will be responsible to ensure that data is encrypted when it is transmitted via a Web
site.

File Hosting Services, also known as File Sharing Sites. End User may not use file hosting services,
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such as Dropbox or Google Cloud Storage, to transmit Confidential Data.

6. Ground Mail Service. End User may only transmit Confidential Data via certified ground mail within
the continental US and when sent to a named individual.

7. Laptops and PDA. If End User is employing portable devices to transmit Confidential Data said
devices must be encrypted and password protected.

8. Open Wireless Networks. End User may not transmit Confidential Data via an open wireless
network. End User must employ a virtual private network (VPN) when remotely transmitting via
an open wireless network.

9. Remote User Communication. If an End User is employing remote communication to access or
transmit Confidential Data, a virtual private network (VPN) must be installed on the End User’s
mobile device(s) or laptop from which information will be transmitted or accessed.

10. SSH File Transfer Protocol (SFTP), also known as Secure File Transfer Protocol. If an End User is
employing an SFTP to transmit Confidential Data, End User will structure the Folder and access
privileges to prevent inappropriate disclosure of information. SFTP folders and sub-folders used for
transmitting Confidential Data will be coded for 24-hour auto-deletion cycle (i.e. Confidential Data
will be deleted every 24 hours).

11. Wireless Devices. If an End User is transmitting Confidential Data via wireless devices, all data must
be encrypted to prevent inappropriate disclosure of information.

Retention and Disposition of Identifiable Records
Unless otherwise directed, the Contractor will only retain the data and any derivative of the data for
the duration of this Contract. After such time, the Contractor will have 30 days to destroy the data and
any derivative in whatever form it may exist, unless otherwise required by law or permitted under this
Contract. To this end, the parties must:

A. Retention

1. The Contractor agrees it will not store, transfer, or process data collected in connection with the
services rendered under this Contract outside of the United States. This physical location requirement
shall also apply in the implementation of cloud computing, cloud service or cloud storage capabilities,
and includes backup data and Disaster Recovery locations.

2. The Contractor agrees to ensure proper security monitoring capabilities are in place to detect
potential security events that can impact State of NHLC systems and/or Department confidential
information for contractor provided systems.

3. The Contractor agrees to provide security awareness and education for its End Users in support of
protecting Department confidential information.

4. The Contractor agrees to retain all electronic and hard copies of Confidential Data in a secure location.

5. The Contractor agrees Confidential Data stored in a Cloud must be in a FedRAMP/HITECH compliant
solution and comply with all applicable statutes and regulations regarding the privacy and security.
All servers and devices must have currently supported and hardened operating systems, the latest
anti-viral, anti-hacker, anti-spam, anti-spyware, and anti-malware utilities. The environment, as a
whole, must have aggressive intrusion-detection and firewall protection.

6. The Contractor agrees to and ensures its complete cooperation with the State’s Chief Information
Officer in the detection of any security vulnerability of the hosting infrastructure.

B. Disposition

1. If the Contractor will maintain any Confidential Information on its systems (or its sub-contractor
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systems), the Contractor will maintain a documented process for securely disposing of such data upon
request or contract termination; and will obtain written certification for any State of New Hampshire
data destroyed by the Contractor or any subcontractors as a part of ongoing, emergency, and or
disaster recovery operations. When no longer in use, electronic media containing State of New
Hampshire data shall be rendered unrecoverable via a secure wipe program in accordance with
industry-accepted standards for secure deletion and media sanitization, or otherwise physically
destroying the media (for example, degaussing) as described in NIST Special Publication 800-88, Rev
1, Guidelines for Media Sanitization, National Institute of Standards and Technology, U. S. Department
of Commerce. The Contractor will document and certify in writing at time of the data destruction and
will provide written certification to the Department upon request. The written certification will
include all details necessary to demonstrate data has been properly destroyed and validated. Where
applicable, regulatory, and professional standards for retention requirements will be jointly evaluated
by the State and Contractor prior to destruction.

Unless otherwise specified, within thirty (30) days of the termination of this Contract, Contractor
agrees to destroy all hard copies of Confidential Data using a secure method such as shredding.
Unless otherwise specified, within thirty (30) days of the termination of this Contract, Contractor
agrees to completely destroy all electronic Confidential Data by means of data erasure, also known as
secure data wiping.

Procedures for Security

Contractor agrees to safeguard the State Confidential Data received under this Contract, and any derivative
data or files, as follows:

1.

The Contractor will maintain proper security controls to protect State confidential information
collected, processed, managed, and/or stored in the delivery of contracted services.

The Contractor will maintain policies and procedures to protect State confidential information
throughout the information lifecycle, where applicable, (from creation, transformation, use, storage
and secure destruction) regardless of the media used to store the data (i.e., tape, disk, paper, etc.).
The Contractor will maintain appropriate authentication and access controls to contractor systems
that collect, transmit, or store State confidential information where applicable.

The Contractor will ensure proper security monitoring capabilities are in place to detect potential
security events that can impact State of NHLC systems and/or State confidential information for
contractor provided systems.

The Contractor will provide regular security awareness and education for its End Users in support of
protecting State confidential information.

If the Contractor will be sub-contracting any core functions of the engagement supporting the services
for State of New Hampshire, the Contractor will maintain a program of an internal process or
processes that defines specific security expectations, and monitoring compliance to security
requirements that at a minimum match those for the Contractor, including breach notification
requirements.

The Contractor will work with the State to sign and comply with all applicable State of New Hampshire
system access and authorization policies and procedures, systems access forms, and computer use
agreements as part of obtaining and maintaining access to any Department system(s). Agreements
will be completed and signed by the Contractor and any applicable sub-contractors prior to system
access being authorized.

The Contractor will not store, knowingly or unknowingly, any State of New Hampshire or Department
data offshore or outside the boundaries of the United States unless prior express written consent is
obtained from the Information Security Office leadership member within the Department.
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9. Data Security Breach Liability. In the event of any security breach Contractor shall make efforts to
investigate the causes of the breach, promptly take measures to prevent future breach and minimize
any damage or loss resulting from the breach. The State shall recover from the Contractor all costs of
response and recovery from the breach, including but not limited to: credit monitoring services,
mailing costs and costs associated with website and telephone call center services necessary due to
the breach.

10. Contractor must, comply with all applicable statutes and regulations regarding the privacy and
security of Confidential Information.

11. Contractor agrees to establish and maintain appropriate administrative, technical, and physical
safeguards to protect the confidentiality of the Confidential Data and to prevent unauthorized use or
access to it. The safeguards must provide a level and scope of security that is not less than the level
and scope of security requirements established by the State of New Hampshire, Department of
Information Technology. Refer to Vendor Resources/Procurement at
https://www.nh.gov/doit/vendor/index.htm for the Department of Information Technology policies,
guidelines, standards, and procurement information relating to vendors.

12. Contractor agrees to maintain a documented breach notification and incident response process. The
Contractor will notify NHLC of any security breach within two (2) hours of the time that the Contractor
learns of its occurrence. This includes a confidential information breach, computer security incident,
or suspected breach which affects or includes any State of New Hampshire systems that connect to
the State of New Hampshire network.

13. Contractor must restrict access to the Confidential Data obtained under this Contract to only those
authorized End Users who need such State Data to perform their official duties in connection with
purposes identified in this Contract.

14. The Contractor must ensure that all End Users:

a. Comply with such safeguards as referenced above, implemented to protect Confidential
Information that is furnished by State under this Contract from loss, theft or inadvertent
disclosure.

Safeguard this information at all times.

c. Ensure that laptops and other electronic devices/media containing Confidential Information
are encrypted and password-protected.

d. Send emails containing Confidential Information only if encrypted and being sent to and being
received by email addresses of persons authorized to receive such information.

Limit disclosure of the Confidential Information to the extent permitted by law.

f. Confidential Information received under this Contract and individually identifiable data
derived from State Data, must be stored in an area that is physically and technologically
secure from access by unauthorized persons during duty hours as well as non-duty hours (e.g.,
door locks, card keys, biometric identifiers, etc.).

g. Only authorized End Users may transmit the Confidential Data, including any derivative files
containing personally identifiable information, and in all cases, such data must be encrypted
at all times when in transit, at rest, or when stored on portable media as defined above.

h. In all other instances Confidential Data must be maintained, used and disclosed using
appropriate safeguards, as determined by a risk-based assessment of the circumstances
involved.

i. Understand that their user credentials (user name and password) must not be shared with
anyone. End Users will keep their credential information secure. This applies to credentials
used to access the site directly or indirectly through a third-party application.

Contractor is responsible for oversight and compliance of their End Users. State reserves the right to
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conduct onsite inspections to monitor compliance with this Contract, including the privacy and security
requirements provided herein, applicable laws and Federal regulations until such time the Confidential
Data is disposed of in accordance with this Contract.

Data Breach Notification

RSA 359-C:20 requires public breach notification to individuals whose information has been or may be
misused. All legal notifications required as a result of a breach of information collected pursuant to this
Contract shall be coordinated with the State.

Annual Reporting
Vendors are required to provide the below reports on an annual basis according to the timelines sent in each
reporting requirement below.

e  Within 90 days after the close of the NHLC fiscal year the Contractor agrees to provide a System and
Organization Il (SOC Il) report to the Chief Compliance Office and Director of Security at the NHLC.

o The Successful Vendor shall have a complete corporate financial audit conducted annually, at its own
expense. The audit must follow generally accepted auditing standards (GAAS) or the appropriate non-
US equivalent. A copy of the Successful Vendor's certified financial statements shall be provided
within one quarter after the close of the Successful Vendor’s fiscal year.

e The Vendor shall provide the Lottery with Securities and Exchange Commission (SEC) 10-K reports (or
the appropriate non-US equivalent) as they are issued, together with any other reports required
pursuant to Section 13 of the Securities and Exchange Act of 1934, as amended.

o A third-party review of the Successful Vendor's New Hampshire operations must also be conducted
annually. This audit will be a Statement on Auditing Standards (SAS) 70 audit, Type 2, at the sole
discretion and determination of the Lottery, and shall be paid for by the Successful Vendor. For this
review the Successful Vendor will suggest, for the Lottery’s approval, the firm(s) to perform the work.
All financial aspects shall be conducted pursuant to auditing standards as issued by the American
Institute of Certified Public Accountants. Annual reviews shall occur on a July through June basis and
will be reported to the Lottery not later than forty-five (45) days after the close of the State’s fiscal
year. The first audit shall cover a partial year ending with the State’s fiscal year.

e The Vendor shall perform an Annual System Integrity and Security Assessment conducted by an
independent professional with at least five (5)-years of lottery and/or gaming system security testing
experience. The selection of the independent professional is to be done by the Vendor, subject to the
approval of the Lottery. The first assessment should be completed within 90 days of commencing
operations and annually thereafter.

o The scope of the Annual System Integrity and Security Assessment is subject to approval of
the Lottery and shall include, at a minimum, all of the following:

=  Avulnerability assessment of digital platforms, mobile applications, internal, external,
and wireless networks with the intent of identifying vulnerabilities of all devices, the
computer servers, and applications transferring, storing, and/ or processing personal
identifying information and/or other sensitive information connected to or present
on the networks.

= A penetration test of all digital platforms, mobile applications, internal, external, and
wireless networks to confirm if identified vulnerabilities of all devices, the computer
servers, and applications are susceptible to compromise.

=  Areview of the firewall rules to verify the operating condition of the firewall and the
effectiveness of its security configuration and rule sets performed on all the
perimeter firewalls and the internal firewalls;
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= A technical security control assessment against the provisions defined by the
standards adopted by the Lottery (The standards that should be used are GLI-19 and
1SO27001.);

= [fthe Vendor utilizes a cloud service provider, an assessment performed on the access
controls, account management, logging and monitoring, and over security
configurations of their cloud tenant;

= An evaluation of information security services, player banking services, geo-location
services, and any other gaming services which may be offered directly by the vendors
or involve the use of service providers against the provisions adopted by the Lottery;
and

= Any other specific criteria or standards for the integrity and security assessment as
prescribed by the Lottery.

o The full Independent professional's report on the assessment shall be submitted to the
Lottery no later than thirty (30) days after the assessment is conducted and shall include all
the following:

= A Scope of review;

= B. Name and company affiliation of the individual(s) who conducted the assessment;

= (. Date of assessment;

= D. Findings;

= E. Recommended corrective action, if applicable; and

= F.The Vendor's response to the findings and recommended corrective action. If the
Independent professional's report recommends corrective action, the Vendor shall
provide the Lottery with a remediation plan and any risk mitigation plans which
detail the Vendor's actions and schedule to implement the corrective action. Once
the corrective action has been taken, the Vendor will provide the Lottery with
documentation evidencing completion.

Security Reports

The Contractor agrees to immediately report any security procedural violation, violation of law (e.g. theft), or
security breach of the equipment, software or material used or to be used in the performance of this contract.
The report will be delivered personally or by telephone, followed by a certified letter addressed to the
Executive Director of the NHLC or his designee.

Contractor agrees to report any change in, addition to, or deletion from, the information disclosed to the
NHLC. The report will be in the form of a letter addressed to the Executive Director of the NHLC and will be
delivered within thirty (30) days of the effective date of the change, addition, or deletion.

In particular the Contractor must report the involvement of any of the Contractor's employees, owners, or
agents in any known criminal arrest (exclusive of minor traffic violations) or investigation, or any such action
or event, should it be reasonably able to construe that event as having some relationship to the security,
integrity, and image of the NHLC.

Additional Security Measures
The NHLC reserves the right to require at any time further and additional security measures as it may, in its
sole discretion, deem necessary or appropriate to ensure the integrity of the System or of the games.
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28. DISPUTES UNDER THE CONTRACT
Prior to the filing of any formal proceedings with respect to a dispute (other than an action seeking injunctive
relief with respect to intellectual property rights or Confidential Information), the party believing itself
aggrieved (the “Invoking Party”) shall call for progressive management involvement in the dispute negotiation
by written notice to the other party. Such notice shall be without prejudice to the Invoking Party’s right to any

other remedy permitted under the Contract.

The parties shall use reasonable efforts to arrange personal meetings and/or telephone conferences as
needed, at mutually convenient times and places, between negotiators for the parties at the following
successive management levels, each of which shall have a period of allotted time as specified below in which
to attempt to resolve the dispute:

Dispute Resolution Responsibility and Schedule Table

LEVEL CONTRACTOR CUMULATIVE
NAME ALLOTTED TIME

Primary Name Bunu Gurung 5 Business Days
Title Business System Analyst

First Name Richa Yadav 10 Business Days
Title Director Product & Development

Second Name Kelley-Jaye Cleland 15 Business Days
Title Chief Product & Program Officer

Final Name Charles Mclintyre 15 Business Days
Title Executive Director

The allotted time for the first level negotiations shall begin on the date the Invoking Party’s notice is received
by the other party. Subsequent allotted time is days from the date that the original Invoking Party’s notice is
received by the other party.
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Exhibit B: Price and Payment Schedule

Price Proposals will be reviewed upon completion of the final technical scoring of Proposals. As a reminder,
Price Proposals will be returned unopened if Bidders do not achieve a Technical Proposal score of at least
600 points.

The Bidder’s Price Proposal will be allocated a maximum potential score of 200 points. Bidders are advised
that this is not a low bid award and that the scoring of the Price Proposal will be combined with the scoring
of the Technical Proposal to determine the overall highest scoring Bidder.

There are two pricing sections and a non-scored section below. One pricing section for the base system and
services and one for e-Instant games. The non-scored section is for Invited Options and other items the
Lottery deems it prudent to understand. A total of 90%/180 points are available for the base system and
10%/20 points are available for e-Instant games. Below is a further breakdown of each.

Base System and Services Pricing

Out of the total base system and services points of 180, the Lottery will assign 75%/135 points of Net
Gaming Revenue pricing to e-Instants and 25%/45 points to draw games. Pricing must be based on a
percentage of NGR. NGR is gross sales minus prizes and bonuses.

NGR = Gross Sales — (Prize payout + Bonuses)

The pricing submitted based on percentage of NGR for draw games and e-Instant shall be considered the
base system pricing. The base system pricing includes all systems and services, including, but not limited to
the system and services conversion and data migration, scope and specification development, gaming
system (primary and backup), player portal and player account management, back office systems, claims
and payments, research and development, ICS, draw operations services, hosting and management of third
party game providers, providing strategic games direction, at least 11 OTS and 1 bespoke games each year,
any and all draw games added over the term of the contract, marketing support, CRM and analysis, affiliate
program management, retail inclusion, player app and rewards program integration, data warehouse,
reporting, analysis and associated items, customer support center, responsible gambling support and
services, conversion and contract duration staffing, and dedicated iLottery marketing director staffing.

The following formula will be used to assign points for costs:

Bidder’s Price Score = (Lowest Proposed Price / Bidder’s Proposed Price) x Number of Points for
Score

For the purpose of use of this formula, the lowest proposed price is defined as the lowest price proposed by
a Bidder who has scored above the minimum necessary for consideration on the Technical Score.

Section 6 — Base Pricing Table
Net Gaming Revenue Pricing
Item % of NGR
NGR - Draw Games (25% of total NGR)
NGR - e-Instants (75% of total NGR)
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Supplemental e-Instant Pricing

Bidders will be awarded a maximum of 20 points, or 10% of the total Price Proposal score for supplemental
e-Instant games.

Beyond the minimum of 11 OTS and at least 1 bespoke game a fiscal year provided as part of the base price,
Bidders must list the cost in U.S. dollars for additional e-Instant games. For definitions of each Game
Category below, Bidder must see Appendix C e-Instant Definitions.

All costs below must be presented in a total cost for a single game in U.S. dollars. Points will then be
awarded based on the formula of:

Bidder’s Price Score per Category = (Lowest Proposed Price per Category / Bidder’s Proposed Price per
Category) x Number of Points for Pricing Category

Section 6- Supplemental e-Instant Pricing Table

Fee Pricing
Game Category Cost (in U.S. Dollars) Points
Off the Shelf 10
Customized
Makeover

ADIN|N

Bespoke/Tailor Made

Non-Scored Items

Invited Options: Bidders are not required to submit pricing for Invited Options as many options necessitate
an additional scope. Where Bidders are able to provide pricing, please note it below, and indicate if it is an
additional percentage of NGR or dollars. If the invited option is being offered at no additional cost, please
note that on the table. Invited Options will not be scored.

Invited Options - Pricing Table
Item Cost

Suggested Staff

Player App & Rewards Program

Player Acquisition Marketing

Omni Wallet

Player Support Combined

Enhanced Technology Education Opportunities

Bidders are invited to also provide pricing for the items listed below as indicated.

e Any licensed properties the Bidder currently represents should be listed. List percentage of NGR for
licensed properties.
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e List percentage of scratch ticket sales or Fast Play fee for e-Instant to other game license (if the
Lottery chooses to convert an e-Instant game to a scratch or Fast Play game).

e Cost per hour for enhancement development per section B. 11.

e Fee/cost for Virtual Games in U.S. Dollars.

Remainder of this page intentionally left blank.
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Exhibit C: e-Instant Definitions

Below is an overview and definition of each Game Category.

1. Off-the-Shelf — Defined as ready-made games that have been successfully launched by other
customers. To adapt them to NHLC, Bidder will provide basic localization and prize structure
configuration, including:

Changing game name;

Essential text changes;

Prize structure configuration: payout, number of tickets, denominations, prizes, odds and
series size; and

Help page configuration.

2. Customized — Defined as existing off-the-shelf games which, from regulation or other customer
reasons, require minor design and multimedia changes, including all of the off-the-shelf changes plus:

New logo and animation (if already exist in the game flow);
Minor graphic changes;

Minor animation changes;

Minor sound changes; and

Minor game flow changes (front-end, not game mechanics).

3. Makeover — Defined as complete re-skinning of an existing game’s mechanics, while creating a new
multimedia layer of graphics and sounds:

Prize structure configuration: payout, number of tickets, denominations, prizes, odds and
series size;

Complete new graphics, animations and sounds;

Minor flow changes (front-end, not game mechanics); and

Configuring prize structure.

4. Bespoke/Tailor Made — Defined as a completely new game that would be created by Bidder in

conjunction with the NHLC, including:

New game prize structure;

New game engine;

New game flow; and

New graphics, animations and sounds.
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