
SAINT PAUL CITY COUNCIL AUDIT COMMITTEE 

CITY OF SAINT PAUL 
Offices of the Saint Paul City Council 

15 West Kellogg Boulevard 
City Hall, Suite 310 
Saint Paul, Minnesota 55102 
www.stpaul.gov/council 

Telephone: 651-266-8560 
Facsimile: 651-292-8574 

February 12, 2021 

The Saint Paul City Council Audit Committee is currently soliciting Requests for 
Quotations (RFQ) to perform a study of and make recommendations regarding the city’s 
process to receive and respond to non-emergency resident complaints and feedback. The 
work will be performed under a professional services contract with a cost not to exceed 
$50,000. 

Description: 

Every department in Saint Paul has an important role in providing critical but non-
emergency services to residents and surrounding communities. Currently, there are many 
ways that people can contact the city to get information, make a service request, file a 
complaint or make a comment.   

A non-emergency telephone line, the “information and complaint line” (651-266-8989) is 
housed within the Department of Safety and Inspections (DSI).  It became operational 
around 1990 to provide a central point of contact for residents.  Staff respond to calls for 
both the City Information and Complaint/Trash lines and handle about 90,000 calls in 
2020. 

In addition to the general information and complaint line, each city department receives 
calls and emails directly, often through a “Contact Us” link on its website. Direct calls and 
emails also come into the Mayor’s Office and City Council Offices. The city does not 
currently have one process/system to track calls and responses.  Rather, departments 
that receive resident contacts use a variety of tools to track them, some of them informal. 

This study will be conducted concurrently with ongoing work being undertaken by the 
Office of Technology (OTC) and other city departments in this area. That work includes 
efforts to document user contact processes, quantify contact activity and evaluate current 
response approaches. The work conducted under this contract will improve and enhance 
those efforts with the collection and analysis of user experiences by reviewing how follow-
up is tracked; assessing system user satisfaction with the processes; and developing 
actionable recommendations.  

The product of this undertaking should make the city’s responses to resident requests 
more efficient and ensure residents are treated equitably across the many demographic 
groups within the Saint Paul community.  Collection and assessment of community and 
user input – through focus groups, interviews and other means, with diverse members of 
our community should be included. A broad-based user/resident survey is not being 
sought. 

The results of the study will be reported to the City Council and Mayor and shared with the 
residents of Saint Paul.  Completion of the study is expected by summer 2021, with 
implementation being potentially a multi-year process. 

http://www.stpaul.gov/parks
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Scope of Work Requested: 

1. Collect and assess user input – through focus groups, interviews and other means,
with diverse members of our community. Information reviewed should include how
residents interact with the city and where they have success/problems getting the
information they need and the types of barriers which exist. These processes
should be reviewed through an equity/equitable access to services lens. The term
“users” should include the breadth of the Saint Paul community – residents,
business owners and employees. User experience should be examined in the
context of non/non-fluent English speakers, neighborhood/location of user, user
access to technology and all pertinent demographic characteristics.

2. Information on user experience should address access points and city work
processes which present concerns for the equitable and efficient operation of
services. Concerns raised could include ease of access to initiate communication,
issue management, definition of resolution, speed of resolution and follow-up
communication. Access points should include key departmental phone numbers,
websites, walk-ins, 651-266-8989, Council and Mayor’s offices.

3. Review existing and ongoing analysis by OTC and other departments undertaken
preparatory to their website and related work process re-design.

4. Create recommendations for improved access to information and services based
on analysis of the information collected. Quality of service provision for the various
user groups defined above should be included.

5. Note: there is also a non-emergency public safety number (651-291-1111). Both
emergency 911 calls and non-emergency public safety calls are answered and
routed by Ramsey County Communications Center through a shared services
agreement. Both types of calls will be analyzed in coming months by the
Community First Public Safety Task Force, so both the Police and Fire
Departments are excluded from this study.

Deliverables: 

• Summary of user information gathered on city service access, service provision
and follow-up.

• Findings and analysis based on information gathered, outlining specific concerns
about access, service provision and follow-up communication to users. Findings
and analysis should include an assessment of any impacts which may differ
across the various types of users considered.

• Actionable recommendations for improvement of these services, which may
include streamlining business processes and work methods, organizational
restructuring, outsourcing, automation, and/or shared services.
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Project Timeline: 

Project Work Initiated by Consultant – Department/Stakeholder 
Engagement and Outreach (90 days) 

June 2021 

Mid-point Report to Audit Committee (initial findings) September 2021 

Final Report Delivered October 2021 

Final Report Presented to Audit Committee, City Council, Mayor 
& Public 

October 2021 

Proposal Evaluation Criteria: 

Staff members of the Saint Paul Audit Committee will evaluate all proposals based on the 
following criteria. To ensure consideration for this Request for Quote (RFQ), your proposal 
should be complete and include all of the following criteria: 

Experience: the extent to which responder has experience that is similar 
to this project, especially with data collection 25 

Research and Analysis: the extent to which the response meets the 
scope and needs included in the request for quotations and is presented in 
a clear and organized manner 

25 

Outline of Project Timeline and Deliverables: the extent to which 
responders demonstrate an understanding of the project schedule and 
deliverables 

20 

Cost: the cost of proposed solution(s) based on the work to be performed 
in accordance with the scope of this project.  30 

Initial Total 100 

Staff members of the Saint Paul Audit Committee will review, assess and organize the 
proposals against the criteria in this RFQ and score proposals for Committee 
consideration. 

There will be an interview process in the award of this work.  The information submitted in 
the proposal will be used to determine whether proposers are invited for an interview 
before the Audit Committee.  Responder will be chosen based on the information 
submitted and the results of the interview. 
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The City reserves the right to ask for additional information or clarification of the 
submission from any or all proposers. 

The final contract award will be conditioned upon the successful proposer's complying 
with all City terms and conditions, mutual agreement about the final work plan, and 
completion of a contract agreeable to all parties. Please review the sample attachment. 

Estimated Timeline for Proposal Submission, Review, and Selection: 

Deadline for Written Questions Friday, February 19, 2021 by 4:00 p.m. 

Responses to Questions Furnished Wednesday, February 24, 2021 

Deadline for Submittal Friday, March 5, 2021 by 2:00 p.m. 

Consultant Interview Monday, March 22, 2021 

Consultant Selection April 2021 

Anticipated Project Start June 2021 

Please submit any written questions regarding the project and final proposals to Audit 
Committee Staff at CCAuditCommittee@ci.stpaul.mn.us.  You may also call (651) 266-
8539.  Thank you. 

Sincerely, 

Nhia Vang, Staff to the Audit Committee 

ATTACHMENT  
City of Saint Paul Professional Services Contract Standard Terms and Conditions 

mailto:CCAuditCommittee@ci.stpaul.mn.us
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11-20 CITY TERMS AND CONDITIONS-PSA TEMPLATE
THIS AGREEMENT, made and entered into on the effective date above by and between the City of 
Saint Paul, Minnesota, a municipal corporation under the laws of the State of Minnesota, hereinafter 
referred to as “City,” and the above-named Contractor, hereinafter referred to as “Contractor." 

The City and Contractor, in consideration of the mutual terms and conditions, set forth, below, agree as 
follows: 

Contractor agrees to provide the services comprised of tasks, deliverables, and timelines described in 
this Agreement. 

Section 1. Time for Completion and Commencement of Work. 

The services rendered by Contractor shall be commenced upon execution of the Agreement and with 
the specific prior agreement of the City or its designated representative to proceed. The work will be 
completed in accordance with the schedule mutually agreed upon with the City which follows, but no 
later than the expiration above. No claim for labor, services, or products provide by the Contractor not 
specifically provided for in this Agreement, or not specifically agreed to in advance, will be honored by 
the City. 

In the event that there are delays caused by actions of the City or which may be reasonably requested 
by the Contractor which can change the completion date, Contractor shall request an extension of time 
for completion of the project. The Project Manager will review the request and may grant to the 
Contractor such extensions of contract time as may be reasonable. 

Section 2. Project Management. 

The City requires the Contractor to assign specific individuals as principal project members and to 
assure that the major work and coordination will remain the responsibility of these individuals during the 
term of the Agreement. Removal of any principal project member without replacement by equally 
qualified individuals or without the prior written approval of the City is grounds for termination of the 
Agreement by the City. 

The City has designated the individual on Page 1, as the Project Manager for this Agreement, and the 
individual to whom all communications pertaining to the Agreement shall be addressed. The Project 
Manager shall have the authority to transmit instructions, receive information, and interpret and define 
the City’s policy and decisions pertinent to the work covered by this Agreement. 

Section 3. Billings, Payment, and Invoices. 

The amounts herein shall fully compensate Contractor for all work and associated costs. The City will 
honor no claim for services and/or costs provided by the Contractor not specifically provided for in this 
Agreement. Total costs for the project shall not exceed the amount referenced herein. 

Contractor shall submit an itemized invoice monthly or after services are complete. Invoices should 
clearly itemize all goods and/or services provided. Upon receipt of the invoice and verification of the 
charges by the Project Manager, the City shall make payment to Contractor within thirty-five (35) days in 
accordance with Minnesota Statutes Section 471.425 or future amendments. Any contested invoices 
shall not be paid until the billing issue is resolved, and City shall have thirty-five days from that date for 
payment. 

Section 4. City Responsibilities. 

The City agrees to provide Contractor with access to any information from City documents, staff, and 
other sources under the control of the City needed by Contractor to complete the work described herein. 

Section 5. Amendment or Changes to Agreement. 

A. Any alterations, amendments, deletions, or waivers of the provisions of this Agreement shall be
valid only when reduced to writing and duly signed by the parties.

ATTACHMENT
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B. Modifications or additional schedules shall not be construed to adversely affect vested rights or
causes of action which have accrued prior to the effective date of such amendment, modification, or
supplement. The term “this Agreement” as used herein shall be deemed to include any future
amendments, modifications, and additional schedules made in accordance herewith.

Section 6. Notices. 

Except as otherwise stated in this Agreement, any notice or demand to be given under this Agreement 
shall be delivered in person or deposited in United States Certified Mail, Return Receipt Requested. Any 
notices or other communications shall be addressed to the individuals and addresses listed on page one 
(1). 

Section 7. Survival of Obligations. 

A. The respective obligations of the City and Contractor under these terms and conditions, which
by their nature would continue beyond the termination, cancellation, or expiration hereof, shall survive
termination, cancellation or expiration hereof.

B. If a court or governmental agency with proper jurisdiction determines that this Agreement, or a
provision herein is unlawful, this Agreement or that provision, shall terminate. If a provision is so
terminated but the parties legally, commercially, and practicably can continue this Agreement without
the terminated provision, the remainder of this Agreement shall continue in effect.

Section 8. Records, Dissemination of Information. 

A. For purposes of this Agreement, the following words and phrases shall have the meanings set
forth in this section, except where the context clearly indicates that a different meaning is intended.

“Work product” shall mean any report, recommendation, paper, presentation, drawing, demonstration, or 
other materials, whether in written, electronic, or other format that results solely from Contractor’s 
services under this Agreement. 

“Supporting documentation” shall mean any surveys, questionnaires, notes, research, papers, analyses, 
whether in written, electronic, or in other format and other evidences which result solely from 
Contractor’s services under this Agreement, and which are used to generate any and all work performed 
and work products generated under this Agreement. 

“Business records” shall mean any books, documents, papers, account records and other evidences, 
whether written, electronic, or in other forma, belonging to Contractor and pertaining to work performed 
under this Agreement. 

B. All deliverable work products and supporting documentation shall be delivered to the City, and
shall become the property of the City after final payment is made to the Contractor with no right, title, or
interest in said work products or supporting documentation vesting in Contractor, except as provided in
this section. Contractor shall retain the right to all its software, intellectual property and templates that
are not a project specific deliverable as well as to individual features of the design which Contractor
would reasonably expect to be able to recreate in whole or in part in other projects.
C. The Contractor agrees not to release, transmit, or otherwise disseminate information
associated with or generated as a result of the work performed under this Agreement without prior
knowledge and written consent of the City.

D. In the event of termination, all work product finished or unfinished, and supporting
documentation prepared by the Contractor under this Agreement, shall be delivered to the City by
Contractor by the termination date and there shall be no further obligation of the City to Contractor
except for payment of amounts due and owing for work performed and expenses incurred to the date
and time of termination.

E. The Contractor shall maintain all business records relating to this Agreement in such a manner
as will readily conform to the terms of this Agreement and to make such materials available at its office
at all reasonable times during this Agreement period and for six (6) years from the date of the final
payment under the contract for audit or inspection by the City, the Auditor of the State of Minnesota, or
other duly authorized representative.

F. The Contractor agrees to abide strictly by Chapter 13, Minnesota Government Data Practice
Act, and in particular Minn. Stat.§§ 13.05, subd. 6 and 11; and 13.37, subd. 1 (b) and Minn. Stat §§ 
138.17 and
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15.17. All of the data created, collected, received, stored, used, maintained, or disseminated by the 
Contractor in performing functions under this Agreement is subject to the requirements of the Minnesota 
Government Data Practices Act and Contractor must comply with those requirements as if it were a 
governmental entity. If any provision of this Agreement is in conflict with the Minnesota Government 
Data Practices Act or other Minnesota state laws, state law shall control. 
 
 
Section 9. Human Rights/Affirmative Action/Economic Opportunity. 
 
Contractors must comply with the City of Saint Paul's Human Rights Department's Affirmative Action 
Requirements in Employment pursuant to Section 183.04 of the Saint Paul Legislative Code, the Rules 
Governing Affirmative Requirements in Employment, and Chapter A-12 of the Saint Paul Administrative 
Code governing workplace conduct. The Contractor agrees to comply with all federal, state and local 
laws, resolutions, ordinances, rules, regulations and executive orders pertaining to unlawful 
discrimination on account of race, creed, religion, color, sex, sexual or affectional orientation, national 
origin, ancestry, familial status, age, disability, marital status, or status with regard to public assistance 
and will take affirmative steps to ensure that applicants are employed and employees are treated during 
employment without regard to the same. 
 
Section 10. Affirmative Action Contract Specifications. 
 
Every contractor or subcontractor whose total accumulated contract awards from the City of Saint Paul 
over the preceding twelve months have met or exceeded $50,000 must complete and submit to the 
Department an Affirmative Action Program Registration form along with a $75 registration fee (City of 
Saint Paul Administrative Code Ordinance 86.06 and City of Saint Paul Legislative Code 
Ordinance183.04). 
 
Section 11. Compliance With Applicable Law. 
 
The Contractor agrees to comply with all federal, state and local laws or ordinances, and all applicable 
rules, regulations and standards established by any agency of such governmental units, insofar as they 
relate to the Contractor's performance of the provisions of this Agreement. It shall be the obligation of 
the Contractor to apply for, pay for and obtain all permits and/or licenses required. 
 
Section 12. Conflict of Interest. 
 
Contractor’s acceptance of this agreement indicates compliance with Chapter 24.03, City of Saint Paul 
Administrative Code: "Except as permitted by law, no city official or employee shall be a party to or have 
a direct financial interest in any sale, lease, or contract with the City. The contractor also affirms that to 
the best of the Contractor's knowledge, their involvement in this contract does not result in a conflict of 
interest with any part or entity which may be affected by the terms of this contract. The Contractor 
agrees that should any conflict or potential conflict of interest become known to the contractor, they  will 
immediately notify the Purchasing Systems Manager of the situation so that a determination can be 
made about Contractor’s ability to continue performing services under this contract. 
 
 
Section 13. Hold Harmless. 
 
The Contractor shall defend and indemnify the City of Saint Paul, its officers, agents, and employees 
from all claims, actions, or suits of any character brought for or on account of any claimed or alleged 
injuries or damages received by any person or property, resulting from any negligent act or omission by 
the contractor or any person employed by Contractor in carrying out the terms of this Contract. 
 
 
Section 14. Assignment. 
 
The City and Contractor each binds itself and its successors, legal representatives, and assigns of such 
other party, with respect to all covenants of this Agreement; and neither the City nor the Contractor will 
assign or transfer their interest in this Agreement without the written consent of the other. 
 
 
Section 15. Termination. 
 
A. With Cause. 
 
The City reserves the right to terminate this Agreement if the Contractor violates any of the terms or 
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does not fulfill, in a timely and proper manner, its obligations under this Agreement. In the event that  the 
City exercises its right to terminate under this Section, it shall submit written notice to the Contractor, 
specifying the nature of the breach and the date by which such breach must be cured. Upon receipt of 
such notice, the Contractor shall take all actions necessary to discontinue further  commitments of funds 
to the extent that they relate to the terminated portions of this Agreement. 
 
B. In the event of termination, the City will pay Contractor for all services and/or products, 
received by the City up to the receipt of the notice of termination and thereafter until the date of 
termination. The Contractor will deliver all work products and supporting documentation developed up to 
the time of termination prior to the City rendering final payment for service. 
 
 
Section 16. Interpretation of Agreement, Venue. 
 
This Agreement shall be interpreted and construed according to the laws of the State of Minnesota. All 
litigation regarding this agreement shall be venued in the District Court of the County of Ramsey, 
Second Judicial District, State of Minnesota. 
 
 
Section 17. Independent Contractor. 
 
It is agreed by the parties, that at all times and for all purposes, within the scope of the Agreement 
resulting from this solicitation, the relationship of the Contractor to the City is that of independent 
contractor and not that of employee. No statement contained in the specification or resulting Agreement 
shall be construed so as to find the Contractor an employee of the City, and Contractor shall be entitled 
to none of the rights, privileges, or benefits of Saint Paul employees. 
 
Section 18. Waiver. 
 
The waiver by the City of any breach under the terms of this Agreement or the foregoing by the City of 
any of the rights or remedies arising under the terms of this Agreement shall not constitute a waiver of 
the City's right to any rights and/or remedies with respect to any subsequent breach or default of the 
terms of the contract. The rights and remedies of the City provided or referred to under the terms of the 
contract are cumulative and not mutually exclusive. 
 
Section 19. Subcontracting. 
 
The Contractor agrees not to enter into any subcontracts for any of the work contemplated under this 
Agreement without obtaining prior written approval of the City. 
 
 
Section 20. Force Majeure. 
 
Neither the City nor the Contractor shall be held responsible for performance if its performance is 
prevented by acts or events beyond the party’s reasonable control, including, but not limited to: severe 
weather and storms, earthquake or other natural occurrences, strikes and other labor unrest, power 
failures, electrical power surges or current fluctuations, nuclear or other civil military emergencies, or 
acts of the legislature, judiciary,or executive. 
 
 
Section 21. Entire Agreement. 
 
The specifications and other solicitation materials associated with this Agreement and these General 
Terms and Conditions shall constitute the entire Agreement between the parties and shall supersede all 
prior oral or written negotiations. 
 
 
Section 22. Insurance. 
 
Contractor shall be required to carry insurance of the kind and in the amounts shown below for the life of 
the contract. Certificates for General Liability Insurance must state that the City of Saint Paul, its 
officials, employees, agents and representatives are Additional Insureds. Policy must include an “all 
services, products, or completed operation endorsement as a sublimit to the General Liability Policy. 
Errors and omissions coverage must be included if the Contractor will be providing services for the City 
as a sublimit of the General Liability policy. Agent must state on the certificate if company carries errors 
and omissions coverage. 
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1.  General or Business Liability Insurance 
 $1,500,000 per occurrence 
 $2,000,000 aggregate per project 
 $2,000,000 products/completed operations total limit 
 $1,500,000 personal injury and advertising 
 
Errors and Omissions 
$1,000,000 per occurrence 
$1,000,000 aggregate  
 
 
2. Automobile Insurance.  
 
a. Commercial Vehicles. When commercial vehicles will be used in connection with a contract, 
these minimum coverage amounts are required: 
 
Bodily Injury 
$750,000 per person      
$1,000,000 per accident 
 
 
Property Damage  
Not less than $50,000 per accident  
Coverage shall include: hired, non-owned and owned auto 
 
b. Personal Vehicles. When personal vehicles are used in connection with a contract, the City is 
not required to be named as Additional Insureds, but proof of insurance is required prior to 
commencement of activities. Contractor must provide the Board and the City with Endorsements from 
insurance company. 
 
 Bodily Injury  
$30,000 per person   
$60,000 per accident 
 
Property Damage  
$20,000 per accident 
 
c. Rental Vehicles. When rental vehicles are used in connection with a contract, the Contractor 
shall either purchase insurance from the rental agency, or provide the City with proof of insurance as 
stated above. 
 
3. Worker’s Compensation and Employer’s Liability. Worker’s Compensation coverage is required per 
Minnesota Statutes. Employer’s Liability shall have a minimum of:  
 
$500,000 per accident  
$500,000 per employee; 
$500,000 per disease policy limit. 
 
a. Contractors with 10 or fewer employees who do not have Worker's Compensation coverage 
are required to provide the Board and the City with a completed “Certificate of Compliance” (State of 
Minnesota form MN LIC 04) verifying their number of employees and the reason for their exemption. 
 
 
 
 
4. Professional Services Coverage. Professional Liability Insurance is required when a contract is for 
service for which professional liability insurance is available for purchase. Professional Liability shall 
have minimum liability limits of: 
  
$1,000,000 per occurrence 
$1,000,000 aggregate 
 
Higher liability limits may be required at the discretion of the City depending on project scope. 
 
5. Work Scope Specific Insurance. Pollution Liability or Hazardous Waste, Builder’s Risk, or other 
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specialty insurance is required when a contract for which the insurance type will apply in the following 
minimum amounts:  
 
 
 Pollution Liability / Hazardous Waste 
 $1,000,000 per occurrence 
 $1,000,000 aggregate 
 
 Builder’s Risk Insurance is required for the cost of the project.  
 
Fireworks Insurance is required in the amount of $5,000,000 minimum when fireworks will be used at an 
event to be held on City property.  
 
Liquor Liability Insurance is required when liquor will be served at an event.  Limits are dependent on 
the size of the event, but shall not be less than: 
 
$1,000,000 per occurrence  
$1,000,000 aggregate  
 
Higher limits and/or additional insurance coverage may be required at the discretion of the City 
depending on project scope.  
  
 
6.General Insurance Requirements 
 
a. All policies shall be written on an occurrence basis or as acceptable to the City of Saint Paul. 
Certificates of insurance must indicate that the policy is issued on an occurrence basis.   
 
b. The Contractor may not commence any work until Certificates of Insurance covering all of the 
insurance required for this project is approved and the Project manager has issued a notice to proceed. 
Insurance must remain in place for the duration of the original contract and any extension periods. 
 
c. The City reserves the right to review Contractor's insurance policies at any time, with reasonable 
notice provided, to verify that City requirements have been met. 
 
d. Nothing shall preclude the the City from requiring Contractor to purchase and provide evidence of 
additional insurance if the scope of services change, if the amount of the contract is significantly 
increased, or if the exposure to the City or its citizens is deemed to have increased. 
 
e. Satisfaction of policy limits required above for General Liability and Automobile Liability Insurance, 
may be met with the purchase of an umbrella or excess policy.  Any excess or umbrella policy shall be 
written on an occurrence basis, and if such policy is not written by the same insurance carrier, the proof 
of underlying policies (endorsement) shall be provided with any certificate of insurance. 
 
 
Section 23. Counterparts.   
 
The parties may sign this Agreement in counterparts, each of which constitutes an original, but all of 
which together constitute one instrument 
 
 
Section 24. Electronic Signatures.  
 
The parties agree that the electronic signature of a party to this Agreement shall be as valid as an 
original signature of such party and shall be effective to bind such party to this Agreement. The parties 
further agree that any document (including this Agreement and any attachments or exhibits to this 
Agreement) containing, or to which there is affixed, an electronic signature shall be deemed (i) to be 
“written” or “in writing,” (ii) to have been signed and (iii) to constitute a record established and 
maintained in the ordinary course of business and an original written record when printed from electronic 
files. For purposes hereof, “electronic signature” also means a manually signed original signature that is 
then transmitted by any electronic means, including without limitation a faxed version of an original 
signature or an electronically scanned and transmitted version (e.g., via PDF) of an original signature. 
Any party’s failure to produce the original signature of any electronically transmitted signature shall not 
affect the enforceability of this Agreement. 
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Section 25. Additional Terms and Conditions Incorporated by Reference. 

The City may incorporate by reference Federal, State, and/or project specific specifications or 
proposals. Except as otherwise provided in this Agreement, if any provision contained in the Federal, 
State, or project specific specifications or proposal is in conflict with, or inconsistent with, any provision 
in the general City Terms and Conditions, the more restrictive provision will control. 
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