
• • 

.JDII rOB !IZARI 
IIVIRUI raB !IZAI 

Intralot's proposal for 
tottery Operations 
and Services 

'-
RFP Number: 362-10-0001 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



.ntralot 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



.ml8lot 

Jobs lor Texans. Revenue lor Texas 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



.nfralof 
6.1 Overview 

Account Management and Administration activities apply to the provision and delivery of all 
services that are required to provide and support the Lottery Gaming System, sales and marketing, 
and warehouse and distribution, and related services as further described in Section 1.1.4. 

rNTRALOT understands, acknowledges, and agrees to comply with the requirements as stated 
above. INTRALOT finds the infonnation presented as infonnational and no response is required. 
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6.2 Account Management 

Account Management Services are those activities associated with the ongoing management of the 
service environment. The following table identifies the Account Management requirements. 

Table 4 Account Management Response Requirements 

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

JNTRALOT acknowledges and accepts the roles and responsibilities and agrees to comply with the 
detail requirements defined in Table 3, Account Management Requirements and in Table 5, 
Account Management Service Level Requirements (SLR)s. 
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12. The Proposer must provide a description of its proposed account management process. 

INTRALOT views its future relationship with the Texas Lottery as a partnership. The success of 
our implementation and continued operations in Texas not only reflects on our reputation in the 
industry but affects the reputation of the Lottery with its retailers and the public in general. We will 
take this relationship very seriously and to that end, we will manage the information technology 
components of OUf delivery in accordance 
with the globally recognized Information 
Technology Infrastructure Library best 
practices. Retailers cal l the call center 
(Service Desk) to report issues with their 
equipment or our games. The Service 
Desk deals with the incident (mitigates 
the problem over the phone or dispatches 
a field service tech to the retailer's 
establishment). Issues identified by the 
Lottery or internally are similarly 
communicated to the Incident 
Management organization for tracking 
and resolution. Our Problem 
Management group investigates and 
identifies the root cause of the incidents. They may need to collaborate with Capacity Management 
to design solutions. Service Level Management is alerted if the SLA has been violated. Change 
Management coordinates changes to hardware, software and procedures to implement solutions, 
Release Management controls when changes are implemented and updates Configuration 
Management with the details of new releases and versions. The Configuration Management process 
ensures that the configuration data bases are updated throughout the process. 

As an additional indication that INTRALOT takes SLR's and compliance seriously, we will conduct 
a yearly compliance audit using an independent auditor of the Lottery's choosing at our cost. 

Intralot will ensure that all critical management team members are ITIL certified and that ITIL best 
practices govern how we will conduct the business of delivering lottery services to the Texas 
Lottery. Additionally, we will supply a full·time Compliance Manager that will ensure we meet our 
contract and SLA obligations to the Lottery, its retailers and the players. lNTRALOT will comply 
with all requirements defined in the RFP and the Contract and meet or exceed all SLR's defined in 
the RFP. ntis will require daily monitoring by the Compliance Manager assisted by our 
Compliance Analyst who will meet with the Lottery on a regular basis to provide the Lottery with 
the infonnation needed to confidently ensure that we are meeting our obligations as set forth in the 
RFP and Contract. 

All Department heads are aware of all Service Level Requirements (SLR) that pertain to their areas 
of responsibility. If an incident arises that violates a SLR., the General Manager and Compliance 
Manager are immediately notified. The Lottery Executive Director, associated lottery functional 
manager and other personnel, as required, will receive an oral incident report for critical incidents 
via phone. Formal incident reports with incident resolutions, the impact on retailers, players, or 
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users, and the corrective action taken will be provided immediately upon restoration of required 
service levels. Incidents referred to Problem Management rool cause analysis and resolution 
process will be tracked and reported to the Lottery as part of on-going communications regarding 
potential changes to the features and functions of our systems and processes. Meetings will be 
immediately scheduled with the Lottery to implement emergency system solutions or new 
procedures to resolve critical problems with solutions developed during the problem management 
process. The Compliance Manager and General Manager will meet with the Lottery on a regular 
basis to discuss the report and present solutions that will prevent the problem from occurring in t 
future. 

INTRALOT's Compliance Manager wi ll periodically review internal procedures and SLA Key 
Performance Indicators (KPIs) with the Lottery and with Corporate Compliance to ensure contract 
and SLA requirements are met. The manager will provide proper reporting and audit controls that 
will give the Lottery the confidence that we are doing our job according to ITIL Best Practices. 
The Compliance Manager will meet with the General Manager and department heads on a regularly 
scheduled basis to review the status and results of our performance, Texas Lottery concerns, and 
other issues regarding contract compliance and service levels. This meeting will occur on a 
monthly basis shortly after conversion and start-up. 

The Compliance Manager will meet with the General Manager and department heads on a regularly 
scheduled and on an as needed basis to review the status and results of internal reviews, Texas 
Lottery investigator concerns, and other issues regarding compliance. After the conversion and 
start-up period, we anticipate this meeting will occur on a monthly basis. 

INTRA LOT will work with the Lottery during the conversion process to define and document 
additional account management procedures that the Lottery would like to see implemented. We 
currently work on a daily basis with our existing clients using jointly developed procedures and 
guidelines that have proven to be efficient and comprehensive to both INTRALOT and our clients. 
Additional ly,INTRALOT's Compliance Manager will submit a semi-annual report card survey to 
the lottery so that the lottery can grade us on all aspects of our service delivery. This report card 
will serve as additional information regarding the Lottery's satisfaction with our performance. 
Areas found to be below "good" performance will immediately be investigated and a manager 
assigned to develop a p lan to move that area of concern to good/exceptional. 

IN 'lRALOT will maintain optimal staffing levels to meet all the service level requirements defined 
in the RFP. We will hire personnel that are well qualified for the positions that they will fill. We 
seek only professionals that are certified to meet the highest standards in their fie lds of expertise. 
Most of the technical professionals we currently have on staff have professional certifications 
including Project Management Professional and ITIL certifications. INTRALOT plans on staffing 
our Texas organization with Texan's whenever possible, reinforcing our commitment to the Texas 
Lottery to provide jobs to the people of Texas during these difficult economic times. INTRALOT 
considers all of our employees as valuable assets and, as such, provides continued training in each 
person's area of expertise as required. We wil1 implement programs to rapidly train and certify our 
data center, warehouse. training, sales and call center associates in each of their positions. These 
certifications ensure that each associate has the knowledge, experience and authority to execute all 
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the tasks they are assigned efficiently and effectively, thereby dramatically reducing self inflicted 
incidents, errors and omissions. 

INTRALOT's management team will work with the Lottery to define and refine reports that provide 
meaningful operational statistics, trends, audits and service level performance. We understand that 
the Lottery's requirements may change during the course of the contract and INTRALOT will meet 
those requirements. 

The Compliance Manager will review and update the HUB Subcontracting plan on a continuing 
basis and provide compliance reports on a schedule that is required by the Lottery. The Compliance 
Manager will also meet regularly with OUT Management Team to ensure that the record retention 
schedule defined by the Lottery and approved by the Texas State Library and Archives Commission 
is followed. We will review the schedule on a periodic basis as dictated by the Lottery and adjust 
the plan accordingly. 

AU financial records for the Texas Lottery account will be maintained at our corporate headquarters 
in Duluth, Georgia. Copies of financial data will be available at our central site in Austin, Texas. 
We agree to invoice the Texas Lottery on a weekly basis for services rendered. mvoices will be 
sent from our corporate headquarters. 
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The following table summarizes each SLR, the process used to achieve compliance and the 
responsible management position. 

SlR SLR Description PROCESS RESPONSIBLE 

3.60.6 Failure to permit an audit or Provide audits as General Manager 
examination required CFO 

3.60.7 Failure to produce accurate Provide accurate General Manager 
records or provide accurate records/information as 
information requested. 

3.60.8 Failure to produce timely Provide timely General Manager 
records and/or information records/information as 

requested. 

3.60.9 Failure to disclose litigation Disclose materials General Counsel 
related to litigation. 

3.60.10 Failure to obtain prior written Obtain written approval General Manager 
approval before issuing news for news releases, VP Marketing 
release 

3.60. 11 Failure to notify the Texas Notify the Texas lottery General Counsel 
l ottery of changes of lobbyist, of changes of lobbyist, VP Governmental Affairs 
consultant and/or advisor consultant and/or 
information advisor information 

3.60.12 Failure to comply with non- Comply with non- General Manager 
disclosure terms disclosure terms General Counsel 

3.60.13 Unauthorized purchase of Complete and maintain General Manager 
Texas l ottery tickets an updated list of General Counsel 

employees, sub-
contractors, and related 
family members. 

Operations Manager 
Maintain gaming system 
database with updated 
list. 

3.60.14 Failure to report significant Immediately report all General Manager 
incidents and anomalies signifICant incidents and Operations Manager 

anomalies to the Compliance Manager 
Executive Director 
verbally, by email. and 
with an approved 
Incident and Anomaly 
Report form. 

3.60.15 Failure to timely notify the Notify the Texas l ottery CFO 
Texas l ottery of a chanQe in of a chanQe in financial General Counsel 
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SLR SLR Description PROCESS RESPONSIBLE 

financial condition, change in condition, change in key 
key management, or change in management, or change 
ownership in ownershio. 

3.60.16 Failure to provide information Provide information Compliance Manager 
and/or cooperate fully with and/or cooperate fully Audit Manager 
contract compliance review with contract compliance 

review. 

3.60.17 Failure to correct audit and/or Correct audit and/or General Manager 
compliance findin\] compliance find inQ . 

3.60.18 Failure to receive Texas lottery Provide the lottery with Warehouse Manager 
written approval at least 24 a written request for 
hours in advance for visitors to warehouse visitation no 
the central distribution less than 24 hours prior 
warehouse to the visit. 

3.60.19 Failure to comply with code ch. Comply with Title I TAC Security Manager 
202 Information Security 202 Information Security 
Standards Standards. 

3.60.20 Failure to backup and restore Backup and restore data Operations Manager 
data in a manner andlor format in a manner andlor 
for business processing fonnat for business 

process;n • . 
3.60.21 Failure to perform retai ler Provide retailer training Marketing Manager 

training as required. Field Service Manager 

3.60.22 Failure to perform retailer Provide retailer Marketing Manager 
retraining retraining as required . Field Service Manager 

3.60.23 Failure to implement new online Develop implementation General Manager 
games plan and monitor Operations Manager 

development, testing, 
Development Manager installation 

3.60.24 Failure to conduct intellectual Conduct intellectual General Counsel 
property search search 

3.60.25 Failure to update jackpot Update Jackpot amount Operations Manager 
amount throughout the lottery as required and log QoS Manager 
gaming system activity 

3.60.26 Lottery Gaming System inability Notify proper personnel Operations Manager 
to cash any winning tickets for Identify, resolve. and QoS Manager 
any online or instant game at a document problem and 
retailer location resolution. 

3.60.27 Lottery Gaming System inability Notify proper personnel Operations Manager 
to cash winning tickets for Identify, resolve, and QoS Manager 
specifIC games at a retailer document problem and 
location resolution. 

3.60.28 lottery Gaming System inability Notify proper personnel Operations Manager 
to cash winning tickets al a Identify, resolve, and QoS Manager 
Texas l ottery claim center document problem and 

resolution . 

3.60.29 Inability of the lotte ry Gaming Notify proper personnel Operations Manager 
System to conduct retailer, Identify, resolve, and QoS Manager 
licensing , inventory, accounting document problem and 

I. 
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SLR SlR Description PROCESS RESPONSIBLE 

or other management functions resolution 

3.60.30 Performance Degradation Notify proper personnel Operations Manager 
Identify, resolve, and OoS Manager 
document problem and 
resolution 

3.60. 31 Failure to test backup lottery Backup system as Operations Manager 
gaming system scheduled OoS Manaaer 

3.60.32 Failure of the lottery Gaming Implement promotions Operations Manager 
System to execute planned as planned QoS Manager 
online promotion 

3.60.33 Failure to provide software fixes Provide software fixes Development Manager 
andl or enhancements and enhancements as 

scheduled 
3.60.34 Failure to implement change or Implement Release Development Manger 

release management without management process Operations Manager 
incident 

3.60.35 Failure to comply with Texas Security Manger 
Administrative Code Title 1, 
Chapter 202 Resulting in a 
security incident 

3.60.36 Failure to provide new reports Implement report Development Manager 
and/or to modify existing reports changes and new 

reports as scheduled 

3.60. 37 Failure of the internal control Provide all interface fi les Operations Manager 
system to update downstream as scheduled ICS Vendor 
lottery applications 

OoS Manager 

3.60.38 Out-of·balance condition Investigate, resolve and Operations Manager 
between LGS and ICS systems document problem and ICS Vendor 

resolution 

Notify ICS vendor of 
pertinent LGS changes 

3.60.39 Failure to load debit, cred it, Load third-party files as Operations Manager 
and/or new retailer fi les from the scheduled OoS Manager 
Texas l ottery into the Lottery 
Gaming System 

3.60.40 Instant ticket Confinnation or Monitor system! Operations Manager 
Activation functions unavailable application health using QoS Manager 
to all retailers. aooropriate tools 

3.60.41 Instant ticket Confirmation or Monitor systemJ Operations Manager 
Activation functions unavailable application health using OoS Manager 
to a specific retai ler. appropriate tools 

3.60.42 Failure to produce accurate Balance LGS system as Operations Manager 
term inal reports or make scheduled. Balance Development Manager 
term inal reports available l GS and ICS as 

OOS Manager scheduled 

3.60.43 Failure to install, relocate or Schedule, monitor and Field Service Manager 
remove lottery sales andlor track terminal and Compliance Manager 
validation equipment within the equipment movements 
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SLR SLR Description PROCESS RESPONSIBLE 

required timeframe via MAC forms 

360.44 Failure to install, relocate or Schedule, mooitor and Field Service Manager 
remove lottery non-sales andlor track terminal and Compliance Manager 
validation equipment with the equipment movements 
required limeframe via MAC forms 

3.60.45 Failure to resolve a terminal or Monitor open calls, and Field Service Manager 
validation equipment non-sales escalate priority of Call Center Manager 
problem within the specified service to meet the 

Compliance Manager timeframe required timeframe. 

3.60.46 Failure to meet Call Center Ensure proper staffing Call Center Manager 
Answer time requirements for current and planned Compliance Manager 

activities 

3.60.47 Failure to meet Call Center Ensure proper staffing Call Center Manager 
busy signal time for current and planned Compliance Manager 

activities 

360.48 Failure to meet Call Center Ensure proper staffing Call Center Manager 
abandonment rate for current and planned Compliance Manager 

activities 
3.60.49 Failure to meet Call Center hold Ensure proper staffing Call Center Manager 

time requirements for current and planned Compliance Manager 
activities 

3.60.50 Failure to meet Call Center Ensure proper staffing Call Center Manager 
availability requirements for current and planned Compliance Manager 

actiVities 

3.60.51 Failure of LSR to visit retailers Develop visitation Marketing Manager 
on required basis. schedule. and maintain Compliance Manager 

staff levels to meet 
requirements 

3.60.52 Meet Retailer Satisfaction Monitor retailer Mar1o:.eting Manager 
Target satisfaction through Call Call Center Manager 

Center Compliance Manager 

3.60.53 Improperly process or assign Follow established Warehouse Manager 
on-line ticket stock procedures for fi lling Compliance Manager 

orders. 

3.60.54 Improperly process packs of Follow established Warehouse Manager 
instant tickets procedures for filling Compliance Manager 

orders. 

3.60.55 Failure to support a promotional Plan and schedule Marketing Manager 
event adequate personnel to Compliance Manager 

cover scheduled 
promotional events. 

3.60.56 Inability to program the Update test signs first to Operations Manager 
programmable signs uncover fresolve any Field Service Manager 

problems 
OoS Manager 

3.60.57 Inability of the programmable Update test signs first to Operations Manager 
signs to communicate uncover Iresolve any Field Service Manager 

problems OoS Manager 
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SLR SlR Des c ription PROCESS RESPONSIBLE 

3.60.58 Failure to load instant game Update Operations Operations Manager 
files as required schedule to Compliance Manager 

accommodate new 
game load. 

3.60.59 Instant ticket packs not Establish pick and pack Warehouse Manager 
delivered to Texas lottery and shipping schedu les Compliance Manager 
retailers in the required to meet req uirements 
timeframe 

3.60.60 Instant ticket packs not returned Establish return Warehouse Manager 
to the warehouse as required procedures Compliance ManaQer 

3.60.61 Warehouse instant t icket return Establish and maintain Warehouse Manager 
verification pack and ticket handling Compliance Manager 

procedures 

3.60.62 Failure to timely provide Establish physical Warehouse Manager 
accurate annual inslant ticket inventory schedule and Operations Manager 
invel rlory report reconcile with system in 

Compliance Manager 
a timely manner 

3.60.63 Failure to cooperate fully in the Establish guidelines and General Manager 
conversion to a new system policies to facil itate the Project Manager 

conversion 
Compliance Manager 

3.60.64 Failure to provide a detailed Provide detailed project Project Manager 
conversion plan within required plan at contract signing Compliance Manager 
timeframe. 

3.60.65 Failure to deliver according to Establish review Project Manager 
the approved detailed guidel ines and Compliance Manager 
conversion plan milestones to ensure 

pro ject remains on track. 

3.61 .5 Gaming System unavailability Minimize downtime Operations Manager 
through the proactive Compliance Manager 
use of monitorina tools 

3.61 .6 Inability of retailer terminals to Minimize downtime Operations Manager 
communicate with the gaming through the proactive Compliance Manager 
system use of monitoring tools 

3.61 .7 Failure to resolve Retailer Maintain and enforce Field Service Manager 
terminal and related sales processes that provide Compliance Manager 
equipment problems retailer service 

consistent with SlRs 

3.6 1.8 Instant tickets missing from the Establish, maintain and Warehouse Manager 
warehouse enforce inventory control Compliance Manager 

procedures, with 
periodic physical 
inventory aud its. 
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6.3 Service Level Monitoring and Reporting 

Those acti vities associated with monitoring and reporting service levels that have sanctions and 
liquidated damages are documented in Sections 3.60 and 3.61 of this RFP. The following table 
identifi es the Service Level Monitoring and Reporting requirements. 

Table 7 Service Level Monitoring and Reporting Response 
Requirements 

1. The Propost:r must acknowledge and accept the roles and responsibilities lind detail requirements 
indicated in this section. 

INTRALOT acknowledges and accepts the roles and responsibilities amI agrees to c;omply with the 
detail requirements defined in Table 6 Service Level Monitoring and Reporting Requirements. 

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

INTRALOT's goal for Service Level Monitoring (SLM) is to maintain and improve service quality 
through a constant cycle of monitoring and reporting service levels and the implementation of 
actions to eliminate poor service. Service Level Agreements (SLAs) will be established for all 
services being provided. 8LM is the planning, identification, measurement, analysis, monitoring 
and reporting of agreed upon SLAs. SLAs provide the basis of managing the relationship between 
fNTRALOT and the Texas Lottery. A SLA is a written agreement between the provider and 
customer defining the key service targets and the responsibilitie!:O of both parties. TNTRALOT in 
concert with the Lottery will develop a mutually agreed upon service catalog that wi ll list the 
services being provided, a summary of their characteristics and descriptions of the customers and 
maintainers of each service. Service levels must be measurable at commonly agreed upon points. 
The SLA should include an acceptable target for the number of associated incidents that can be 
tolerated in a defined reporting period. Incident reports will be created where SLA targets have been 
breached and investigations via the Problem Management process will be initiated to permanently 
correct the problem. SLA reporting mechanisms, intervals and report formats must be defined and 
agreed upon. Additionally, these reporting mechanisms. intervals and fonnats must be periodically 
reviewed to establish currency and validity. Service review meetings can be held fonnally or 
informally on a schedule defined by both parties. 

INTRALOT will ensure that SLA delivery is incorporated into our Texas Operations culture by 
posting the SLAs associated by each area of our organization in their work locations. We will 
measure and post each individual contributor's historical performance associated with those SLAs. 

Texas Lottery 6.3 Service Level Monitoring a nd Reporting Page I 
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Annual pay increases and incentives will be closely linked to each individual's relative success 
delivering services that meet or beat the service level targets INTRA LOT agrees to with the Texas 
Lottery. We have discovered that our staff is highly motivated by seeing how their performance 
compares to their peers. Their desire to be recognized by their peers as '''the best" rapidly drives e 
perfonnance of entire areas of the organization higher and higher. 

SLAs typically include an introduction containing the parties to the agreement. SLA Title, 
description of the services covered, scope of what is in and excluded from the SLA, roles and 
responsibilities of provider and the Lottery. It then identifies the Key Performance Indicators for 
service hours, availabil ity, reliability, support, etc. The SLA should describe performance 
incentives and penalties. Finally it should describe the content, frequency, distribution ofSLA 
reports and review meetings. 

Many of the SLR's defined in Sections 3.60 and 3.61 are non-technical or not easi ly measurable by 
automated means. In these cases the Compliance Manager and Compliance Auditor wi ll develop 
procedures and policies with input from the Texas Lottery to ensure the SLR is met. Appropriate 
documentation for each policy and procedure will be generated that will provide an audit trail for 
the Lottery and its auditors. 

There is one SLA that lNTRALOT is particularly proud of. An SLA that none of our competitors 
can claim to have achieved on every contract. INTRALOT has always delivered their Lottery 
Gaming System going online on time (on or before the date agreed upon with the Lottery). 

The tools used to monitor SLR's depend on the departments function. These tools are discussed in 
Response Requirement 3 below. Below is a summary of the SLRs in Sections 3.60 and 3.61 and 
indicates how they will be measured followed by the reporting mechani sm indicating the reporting 
mechanism for each of the SLRs. 

3.60.6 

Texas Lottery 

to 

records and 

I disclosure of lobbyist. 
and/or advisor 

past 

i i 
Intralot incidcnt notification procedures for past 
due and information 

Intralot incident notification procedures 
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SLR SLA 

, , 
3.60.12 ~OO% , with Non- lntralot procedures 

3.60.13 100% ,with Texas Gov' l IntmlOl i 
Code Section 466.254 (Employees 
and Family prohibition against 

100% 'of all 
; and. 

3.60.15 % . ,orkey I , procedures 
financial, management and 

, dala 
3.60.16 II with contract Intralot incident notification 

i 
3.60.17 

I 00":, '."oe lOr i 'F 

3.60.18 I' ,0'" are Intralot 
approved by the Texas Lottery at 
least 24 hours in advance of visit 

3.60.19 100"/, 1 to audit or I 
compliance findings within agreed 

3.60.20 100% ofdata are complete procedures 
and 

J.ou.", 100"10 o f relai ler . i ~ is I retailer i report 

~ 011 t~~:training is Monthly retailer training report 
on tlme 

100"1, on lime, . j u, "ew I 
games 

100"1, 0; are 

3.60.25 
:/::'o\' 

are on I 

100% . tly system I and ! 
avai la~~:~~~Yith. u~ to five (~) two- report 

3.60.27 
100% ,avai( i ". system aVail !Rnd I 

report 

biiiiY and. 100:', . :( . 
at Texas 

"J system 
cas mg report 
, ,," ~ 

.. / and ". :~~,~% ., ~, Ll)' system 
report. 
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3.60.31 

3.60.32 

3.60.34 

3.60.40 

3.60.41 

3.60.43 

3.60.45 

Texas Lottery 

grace 

on lime updates 
downstream applications by the , 

of transactions and amounts 
het\\'een ICS and Lottery Gaming 

on 
and new retailer files into 

to 
conftrm or acti ve instant ticket 

% 
or active instant ticket packs (five 

.ntralot 

Dai ly Lottery System Performance Report 

Inlralol i procedures 

Inlralol incident notification procedures 

terminal report accuracy and Intralot incident notification procedures. 
availabili ty 
100% Retailer availability to 
confirm or active instant ticket 

minute 

to 

answered within fOrly-five (45) 
center report 

6.3 Service Level Monitoring a nd Report ing 
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SLR SLA To'll" Reporting Mechanism 

3.60.47 99% of inbound call s rece ived Monthly Call center report 
without a husv si~na l 

3.60.48 Call center call abandon rate less Month ly Call center report 
than 5%. Reporting 

3.60.49 Maximum call center hold lime less Month ly Call center report 
than 2 minutes per call 

3.60.50 100% Service Desk availability (15 Monthly Call center report 
minute grace period per week) 

3.60.51 100% of retailers visited by Lonery Month ly Sales Force Performance Report 
Sa les Representatives (LSR) every 
2 weeks 

3.60.52 100% meets Target Retailer Quarterly Satisfaction Survey Report 
Satisfaction 

3.60.53 100% properly processed onli ne Month ly Ticket Stock Retailer Inventory rcpo ."t 
ticket stock 

3.60.54 100% properly processed instant MontWy Instant Ticket Processing Report 
ticket packs 

13.60.55 100% promotion support Intralot incident notific .. tion procedures 

3.60.56 Ability to program 100% of lntralot incident notification procedures 
Programmahl e signage 

3.60.57 100% of Programmable s ignage 
able to be updated 

Intralot incident notification procedures 

3.60.58 100% of Instant Game files loaded Intralot incident notification procedures 
on time 

3.60.59 100% on time instant ticket Monthly Instant Ticket Delive ry Report 
delivery to retai lers 

3.60.60 100% of returned packs received on Monthly Instant Ticket warehouse performance 
time at the warehouse report 

3.60.61 100% of Instant Ticket Monthly Instan t Ticket wareho use performance 
packs/tickets not damaged. lost or report. 
stolen 

3.60.62 100% instant ticket inventory Annual Instant T icket warehouse inventory 
accuracy and report delivered on report 
t ime 

3.60.63 100% cooperation and participation Week ly Conversion Project I>rogress Report 
in conversion schedule 

3.60.64 On time submission of detailed Intralot incident notification procedures 
conversion plan 

3.60.65 100% on lime del ivery of Weekly Conversion Project Progress Report 
conversion project mi lestones and 
deliverables 

3.61.1 N/A N/A 
3.61.2 N/A N/A 
3.61.3 N/A N/A 
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SLR SLA Target Reporting Mechanism 

3.61.4 N/A N/A 
3.61.5 SLA Target: 100010 availability of Monthly Gaming System Avai lability and 

online games Performance Report 
3.61.6 Target: 100010 availability of Monthl y Gaming System Availability and 

Lottery Gamin~ Systcm Perfonnance Report 
3.61.7 SLA Target: 100% availability of Monthly Terminal Perfonnance Report 

Retailer Terminals 
3.61.8 100% availability of unassigned Momhly Instant Ticket Inventory Repon 

Ticke t Packs in Warehouse 

INTRALOT has developed guidelines and procedures that have been tested and verified in actual 
operating environments, and have undergone continual review and improvement to reach a state 
that safeguards the smooth operation of all of lhe Lottery's Systems. These guidelines and 
procedures have permitted fNTRALOT to maintain high service levels with our other customers. In 
addition to proven procedures, INTRALOT otTers highly-qualified personnel with the necessary 
expertise and specialized skill sets in administration and supervision of sophisticated IT Systems to 
ensure a11-around superior performance ofthe total System hardware and software. 

lNTRALOT uses the following procedures to ensure all SLR's are met : 

• Standard Operating Procedures 

• Information and Slatisli!';s Prol,;t:dun:s 

• Game Draw Procedures 

• Retailer Management and Monitoring Procedures 

• Retailer Accounting Procedures 

• Security Procedures 

Standard Operating Procedures - (SOPs) 

Execution of our SOPs is ingrained into our culture. We have an extensive training and certification 
program for all of our cri tical service delivery areas for Texas. New employees are required to 
learn and demonstrate knowledge, experience and skill s associated with all facets of SOP execution. 
Promotions are based upon successfully learning and demonstration of the practical execution of the 
required knowledge roth in daily operations and in our local certification boards statTed by 
previously certified staff. Thi s training and certification program drives highe r and higher levels of 
professional ism and that results in meeting or beating our SLAs. 

Standard Operating Procedures are performed on a daily, weekly and monthly basis at predefined 
time intervals to ensure the continuous, uninterrupted availabi lity of the Central Systems. The 
Standard Operating Procedures are performed in conjunction with the lnfonnation and Statistics, 
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Game Draw, Retailer Management and Monitoring, as well as the Retailer Accounting Procedures 
that fol low: 

Texas Lottery 

I>AllYSOPs 

Monitor the performance orthe System. 

Check communication ports. 

Check peripherals. 

Monitor queues. 

Check disk space usage. 

Check fault indicators. 

Verifyalanns. 

Check and verify items on event report. 

Verify LCPs (LOTOS™ Communication Processors) connectivity and usage. 

Verify Lottery Termina1 connectivity to the Centra1 System. 

Verify Database is up and running and monitor relevant performance metrics. 

Check paper supply ofprinter(s). 

Perform Start·u and shutdown task!oO if uired and followin relevant authorization. 

\\ E[KL \ SOPs 

Back-up of Central System application software and Operating System software. 

i\lO'\;TlIl.Y SOPs 

EvaJuate performance of database. 

Archive data from Central System database. 

Purge los fil es from LCPs. 

6.3 Scrvic:e Level Monitoring lind Reporting 
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Information and Statistics Procedures 

INTRALOT has implemented Infonnation and Statisti cs Procedures for the management, control 
and monitoring of the Central System application software and hardware, as well as the support and 
maintenance of al1 system critical infonnation. Detailed procedures are written for each area 
identified below. Persistent use of these written procedures allows INTRALOT to successfully 
deliver reliable services. Additionally, when something goes wrong and an incident occurs during 
the process, analysis of the incident can result in amended procedures that preclude the future 
occurrences of analogous incidents in the future. Indicative statistics for tracking s uccessful 
execution of the procedures are coUected and analyzed to ensure proper implementation of 
management, control and monitoring procedures. 

Texas Lottery 

Update the administration database with new information, produced from draws. The 
required data are gathered from the offic ial draw fi les, converted and stored in the 
administration database. 

Maintenance and storage of historica l infonnation - Storage of files and reports. 

Database Back-ups -

Back-up ofTLF (Transactions Log Files) - Archive TLF. 

Back-up of draw files. 

infonnation is archived on tape. 

Coordination of Back-up and restore operations concerning coupons, winners, payments 
and accounting data in order to verify that restorat ion can be available if needed. 

System Shut-downs to ensure proper shutdown and Start-up of the System. 

Internal Balancing - Ensures that sales in the database balance with the transaction log 
files. 

Tracking LCP transactions for monitoring LCP operations. 

Housekeeping of the System which includes file transfers, deletion of temporary data, disk 
volume checks, etc. 

Report creation and distribution to ensure accuracy of data. 

Production of statistical reports concerning draws, retailers and tenninals. 

Nightly Operation - Ensures accurate and timely processing of previous day data. 

Job Management - Financial closeout for the previous accounting day. 

LOTOS ™ Disaster Site Synchronization - Ensures systems, databases, infonnation and 
o rations between the rim and the disaster recove site are full s nehronized. 
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Game Draw Procedures 

Game Draw Procedures are documented and implemented for the management and administration 
of the respective games and draws. 
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Retailer Management and Monitoring Procedures 

Tbese procedures are implemented and relate to the management. monitoring, control and 
administration of the retailer points of sale through the Central System processes. 

RETAILER :v1.\l'IAG[;\lE~T Al"l) :l10;\ITORI?\G PROCED{lRES 
Defimuon of new retailer· DefimtlOn ofretalier code and any other relative mfonnatiOn, Update 
of retailer record with information provided by the Accounting Department concerning financial 
settlements. Definition of retailer terminals codes. Definition of start of operation date in order to 
produce relative accounting reports. 

Definition of new employees in a retailer POS • All retailer employees are defined with usem ames 
and passwords and activated. 

Change of infonnation concerning retailers - Retailer code can be changed with the deactivation of 
current record and the definition of new one according to the relative procedure. 

Deactivation of retailers - Due to financial obligations, vacation leave, and di scontinuation of 
operations and / or other reasons. Filing of all relative documents also occurs. 

Disabling a terminal - A terminal is disabled when it is removed from a location, has a change of 
ownership, or has its pay and play functions disabled. 

Activation of retailers - Upon financial clearance, return from vacation or resumption of 
operations. Filing of all relative documents also occurs. 

Enabling a terminal - A terminal is enabled when it is installed at a location, has a change of 
ownership or has its pay and play functions enabled . 

Information provision to retai lers - Includes accounting reports, draw reports, coupon 
cancellations, coupon payments, etc. 

Monitoring and solving problems related to communications and terminal software in coordinat ion 
with other departments. 

Production of accounting reports - After the end of each accounting period, settlement notes are 
produced and senllo retailers through the terminals. Terminal s are deactivated until the retaile r 
acknowledges the reception of such notes. 

Transmission of data to the terminaJ - Includes control information, game infomlation and 
messages. 

Uploading new software versions to term inals. 

Material dislribution and relati ve reporting - The System is uJXlated in order to calculate the 
volume of materials that have to be distributed to the retailers. 

Statistical information provision - Reporting concerning coupon I columns per game, retailers' 
contribution per game, elc. 

Provision of played coupons reports - Used for verification purposes in case that coupons are not 
in a readable state. 

Maintenance of information concerning retailers and tenninals - Updates of retai ler and tennina l I 
infonnation due to chan es of e .. a stal address. ~ 

Texas Lottery 6.3 Service Level Monitoring and Reponing Page 10 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



,afralof 
Retailer Accounting Procedures 

Financially oriented procedures are in place and control the management, settlement, payment and 
balancing of all retailers' accounting related information. 

Texas Lottery 

Accounting Management - Definition of accounting periods and all relative parameters, updates 
of financial amounts for extra debit and credits, etc. 

Creation of clearance notes - Collection of all necessary amounts of an accounting period for 
each retailer and generation of the clearance note file. Conduction of necessary validity checks 
and production of reports. 

Receipt ofupdatcd retailers debit I credit tiles from cooperating banks and update of the System 
financial infonnation. 

Creation of winning coupon files which are necessary for payments. 

Creation of winning coupon files that will be paid by the bank(s) and forwarding of files to the 
bank(s). 

Management of daily on-line and bank payments - Update of all accounting files with teoninal 
payment data. 

Production of necessary financial and accounting reports -Include all financial transactions with 
retailers and bank(s) that are forwarded to other departments. 

Retailer Financial Balancing - Creation of daily reports and week.1y retai ler sett lements. 

6.3 Service Level Monitoring and Reporting Page II 
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Security Procedures 

The security processes that rNTRALOT perfonns follow a set of security mechanisms that are 
based on ISO 2700 I I WLA SCS 2006 standards. 

Texas Lottery 

Physical security 

Staff awareness 

Contingency planning 

Inronnation pro tcction 

SECt RITY PROCrllllU S 

IT security policy and IT securi ty management 

IT access control. IT physical & environmental controls 

Adoption or Least Pri vilege Principle and privilege assignment on a need-to-know basis 

Ri sk reduction 

Networks & telecommunications 

Desktop security policy 

Human resources 

Instant tickets 

Lottery drdW management 

Retailer security 

Seeuri! or unclaimed rize mane 
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3. The Proposer must identify how SLRs as defined in Sections 3.60 and 3.61 of this RFP, will 

be measured and reported. 

As mentioned above, SLR measurement depends a great deal on the department's function and 
reliance on incident notification procedures, reports from the system, and management status 
meetings. Key perfonnance indicators (KPls) will be developed for each SLA target. The KPls w ill 
define what data is required for analysis. That data is located and collected on a routine basis and 
entered into performance reports associated with each SLA. The following discussion outlines 
some of the various tools INTRALOT uses to record and measure the activities and performance of 
each service area. The outputs from these tools is then be used to report on actual performance 
against service level requirements. INTRALOT's Compliance Manager and Compl iance Auditor 
will use the tools below to provide measurement and reporting for all SLR as required the Texas 
Lottery. 

Gaming System SLR Measurement 

Nimsoft NMS 
Nimsoft is the fastest growing provider of next-generation perfonnance and availabi lity monitoring 
solutions for the complete physical, virtual, and cloud-based IT infrastructure. Nimsoft solutions 
redefi ne the standards for ease of use and speed of deployment- providing outstanding return on 
investment and unparalleled customer satisfaction. Over 850 customers in 36 countries rely on 
Nimsoft solutions to monitor their IT-based business applications and services, including cloud 
environments. These customers include mid-market and global organizations, such as Barclays 
Capital, Amway Corporation, Bay Area Rapid Transit, Ladbrokes, MTU Aero Engines, TriNet, and 
TRW Automotive, and hundreds of leading managed service providers, such as CDW Hosting 
Services, ENKI, Thomas Duryea, Easynel, and Rackspace Managed Hosting. 

INTRALOT uses Nimsoft's SLA monitoring and reporting software to define and moni tor service 
level~ for application availability, response time and errors. This solution provides superior 
monitoring and reporting of the System' s perfonnance, a llowing compliance validation against 
Service Level Agreements. The SI .A Monitoring and Reporting tool will be managed by authorized 
personnel (administrators and security officers). Access to this appl ication is granted following 
fNTRA.LOT's and the Lottery's security policies. Authorized Lottery personnel will be able to 
access the Nimsoft application from Lottery Management Tenninal Interface. 

The Nimsoft SLA Monitoring and Reporting solution monitors operations and business service 
levels against SLA metrics, and forecasts violations with warning alerts. The solution provides a 
graphical interface for defining SLA parameters, such as compliance period, operating period, 
cxcludc periods, compliance percentage, and compliance calculation methods. 

INTRA LOT is experienced in using the Nimsoft tool and knows specifically how to combine the 
available, oUl-of-the-box mathematical formulas in order to perform the Lottery-specific SLR 
compliance calculations. Nimsoft's extensive collection of Probes and Gateways provide the 
infrastructure and end-user data necessary to monitor end-to-end business services and SLR 
compliance. 
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Primary Features: 

• Template-driven Service Level Requirement (SLR) definition. 

• Comprehensive IT infrastructure data analysis including end-user experience. 

• SLA compliance calculation and breach forecasting with warning alerts. 

• Automated web-based SLR report generation and distribution. 

• SLR compliance historical reporting with trend analysis. 

• Support of data integration with 3rd party tools. 

• Operational Level Agreement (OLA) monitoring with service desk integrations. 

• UniquelY positioned for ITIL, Six Sigma and other quality improvement initiatives. 
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Key Benefits: 

• Increases efficiency and reduces IT labor/costs associated with data analysis to 
determine SLR compliance. 

• Forecasts SLR breach and highlights degrading SLOs for SLR violation avoidance. 

• Dramatically reduces the bottom-line impact ofSLR violation penalties. 

• Provides compliance history to support IT in SLR compliance review meetings. 

SLAs can be easily transposed into Nimsoft SLA templates for automated compliance calculation 
and web-based report generation and distribution, as depicted in the figure below. 

Wr~len SLA 

Verbal SLA 

/ 

Easily transpose 
SlA metri" into NimBUS 
for tompliante taltulatlon 

NimBUS SLA Templates 

NimBUS automates generation 
and distribution of SLA 

tompliante reports 

1 ,,=~ __ 1=---

, .. . -

• -• • 
NimBUS SlA Reports 

The Texas lottery's Service Level Requirements can be easi ly entered into the Nimsoft tool in order 
to mon itor their values, manage systems and generate the respective compliance reports fo r 
INTRALOT and Texas Lottery management. The reports can be provided on a weekly, monthly, 
quarterly and annual basis, or a.<> requested by the I ,ottery management staff. 
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Reference Sites 

Of particular interest are the following companies in the gaming and entertainment industry that use 
Nimsoft: 

• Ladbrokes pic, http://www. ladbrokes.comlhome/en 

• Betfred . httpJ/www.betfred.coml 

• William Hill Ltd, htto:llwww.williamhill.co.uk/ 

• Mohegan Sun, hUp://www.mohegansun.comlgateway/playing .html 

• Entertainment Partners, http://www.entertainmentpartncrs.com! 

• Vegas. Com, LLC, http ://WWl.l.vegas.com/ 

For furthe r information on Nimsoft please refer to its website at http://W\vw.nimsofl .com/ 

mM Director 

INTRA LOT uses IBM's Director V6.1 to monitor hardware health. IBM Director provides Central 
System monitoring and availability and helps to maximize availability 
and optimal Server throughput, utilization and performance. IBM 
Director supports multiple IBM and non·IBM Operating Systems, 
identifying their individual status and helping manage technical 
resources. This is achieved through Predicti ve Failure Analysis (PF A), 
which means probable failures can be preemptively detected and acted 
upon using an action registcr plan (i.e. e·mails, data paging, step· 
through action templates, elc.). PFA pennits the proactive remediation 
of our system hardware and is directly associated with delivering 
availability service levels that will meet or beat associated SLAs. 

The components currently protected by PF A are as follows: 

• Hard Disk Drives 

• Fans 

• Power Suppl y Units 

• Memory 

• CPU's 
• Voltage Regulator Modules 

• Software 
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IBM Director V6.1 Server Management Tasks 

ffiM Director Utilities offer a web-based console that offers a host offeatures and views, such as 
health monitoring, dashboards, monitors and a threshold user interface that allows customization of 
metrics. INTRALOT makes extensive use of these data capture and reporting capabilities in OUT 

SLA management processes. 

LOTOSTM Tools 

OUT LOTOSTM system also provides several tools that allow monitoring of system health, that are 
used on a daily basis to measure capacity and performance. INTRALOT makes extensive use of 
these data capture and reporting capabilities in OUT SLA management processes. 

Real-time monitoring of gaming transaction traffic and System utilization is provided by the 
LOTOSTM O/S Administrator (LAU). The Lottery will receive immediate notification from the 
LAU of abnormal System conditions and their causes. Conditions reported include, but are not 
limited to, validation problems, communication difficulties, and computer downtime. 

INTRALOT will maintain these tools to correspond with the latest gaming System changes and 
with industry-available improvements over the life of the contract. 

LAU is a graphical interface that provides real-time infonnation. It gives the user control over the 
System configuration and game parameters. The LAU consists of a series of functions that allow 
the user to customize LOTOSTM OIS according to the Lottery's particular needs. 
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One of the two main LAU funct ions includes, but is not limited to, real·time monitoring of various 
System parameter infonnation related to the System's setup: 

• Game parameters and infonnation 
• The current status of each processor or node 
• Number of LOTOSTM OIS Communication Processors CLeps) and their current 

status 
• Number of retailers, tenninals and their current status 

LAU provides information on operational and processing data for all defined LCPs in the System, 
including the type of connection and the status of each LCP. The LAU also monitors message 
switching time and the transfer of messages between the Central System and the terminals. LAU 
provides monitori ng of all requests made during the game's transaction processing, including the 
status of requests for games and transactions, as well as the status of all draw transactions. 

, 
I (lIe<k ~ " I ' .... H 

~~o 

h 1.1 
NOOeName NOde Starus - , II -- I IU .. .lo1i 

OPeraIion Mode _ .,,=.w I 

LOTOSTM Administrator Monitoring 
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The Real-time Data Viewer - RTDV (LOTOSTM O/S Web Viewer) 

The Real-time Data Viewer (RTDV) is part orthe Information and Report Management (JRM) 
suite. By introducing the RTDV application, LOTOSTM DIS advances the concept of reporting a 
step further. RTDV offers the user a number ofreports based on continuous on-line, real-time 
access to an array of critical business information as it is being processed by LOTOSTM O/S. 
fNTRALOT makes extensive use of these data capture and reporting capabilities in OUT SLA 
management processes. 

All RTDV reports are Web-based and can be accessed from any authorized point or management 
terminal with a Web browser facility. RTDV provides a comprehensive, on-line view of all critical 
information with regards to a particular game, retailer and terminal transaction activities, sales, 
accounting and financial information, and System performance. 
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On·line report access to critical business information enables tbe user to view information in a 
" live" mode. RTDV advances user reJXnting from a passive review to active interaction. It 
provides authorized users with the ability to access information and provides them with a quick, 
immediate overview of financial , sales, and System performance updates. 

RTDV shows the transaction information as it is processed from LOTOSTM O/S. It is a 
clL"tomi7..ahle Web-based interface that offers a dash-board to each user, from which they can easily 
request any particular inquiry regarding game activity. incl uding: 

• The game 
• A speci fic geographical area 
• Range of retailers 
• A specific retailer 
• A specific terminal 

RTDV is fully integrated with LOTOSTM DIS and provides the end user with game, draw, retailer, 
and accounting information. The dashboard displays valuable information for the Lottery 
operations, such as notes and events. 

LOTo snt Viewer 

The LOTO$TM Viewer as shown below is part of the LOTOSTM O/S application for game 
monitoring. INTRALOT makes extensive use of these data capture and reporting capabilities in our 
SLA management processes. 
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Network SLR Measurement 

The entire network configuration including all system elements and diagnostic equipment are 
designed to immediately notify the Operations StafTvia System monitor application s such as 
NAGlOS, and/or any designated personnel of significant transmission error rates or outages in real 
time. Our extensive set of integrated network management tools monitor all devices on the network 
and provide instant noti fication of any abnormalities pertaining to: 

• Host processors 

• Communications or front-end processors 

• Communications equipment - LAN/WANlRetailcr 

• Communications circuits 

• Ancillary processing systems 

• Any other SNMP-compliant device 
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Notifications can be automatically sent to the network monitor, System monitor, or to other 
personnel by way of pager, SMS, and email. Any significant transmission failures or outages are 
identified immediately and wi ll trigger the automated notification process. All degraded conditions 
will trigger notification prior to causing any outages due to the threshold boundaries that can be 
adjusted in our pro-active monitoring tools. 

INTRALOT uses numerous network management, fault isolation, and alerting tools such as: 

• Nagios (See below) 
• Tropos Control and Motorola Mesh Manager (Sec below) 
• VSAT NMS (See below) 
• Etherpeek NX 
• T-Berd 310 
• Avcom PSA45D Spectrum Analyzer 
• Fluke DSP-4000 
• Fluke Microscanner Pro 

NAGIOS 

NAGlOS is a host and service monitor designed to inform TNTRALOT of network problems before 
the retailers do. The monitoring daemon runs intermittent checks on hosts and services we specify 
using external "plug-ins" that return status infonnation to NAGIOS. When problems are 
encountered, the daemon can send notifications out to administrative contacts in a variety of 
different ways (email, instant message, SMS, etc.). Status information, historical logs, and reports 
can all be accessed via a web browser. Simple authorization schemes allows restriction to what 
users can see and do from the web interface logs, and reports can all be accessed via a web browser. 
INTRALOT makes extensive use of these data capture and reporting capabiliti es in our SLA 
management processes. 

NAG lOS has many features , making it a very powerful monitoring tool. Some of the major 
features are listed below: 

Texas Lottery 

• Monitoring of network services. 

• Monitoring of host resources (processor load, disk and memory usage, running 
processes, log files, etc.). 

• Monitoring of environmental factors such 3..<; temperature. 

• Simple plug-in design that allows users to easily develop their own host and service 
checks. 

• Ability to define network bost hierarchy, allowing detection of and distinction between 
hosts that are down and those that are unreachablc. 

• Contact notifications when service or host problems occur and get resolved (via cmail, 
pager, or other user-defmed method). 
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• Optional escalation af host and service notifications to different contact groups. 

• Ability to define event handlers to be run during service or host events for proactive 
problem resol ution. 

• Support for implementing redundant and distributed monitoring servers. 

• External command interface that allows on-the-fly modifications to be made to the 
monitoring and noti fication behavior through the use of event handlers, the web 
interface, and third-party applications. 

• Retention of host and service status across program restarts. 

• Scheduled downtime for suppressing host and service notifications during periods of 
planned outages. 

• Abi lity to acknowledge problems via the web interface. 

6.3 St:rvice Level Monitoring Hml Reportillg 
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A web interface is available for viewing information, such as current network statu s, notification 
and problem history, and log fi les. 
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Nagios Service Problems screen 
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NAGIO 3-D status world screen 
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VSATNMS 

VSAT-NMS is another tool INTRA LOT uses to monitor and report on network health. The VSA T 
NMS is used to configure and monitor the enti re VSA T network. The following are some sample 
screen captures from the VSAT NMS showing graphical User Interface. INTRALOT makes 
extensive use ofthese data capture and reporting capabilities in our SLA management processes. 
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Call Center I Field Service Measurement 

Field Service 

JNTRALOT's repair and maintenance activities are managed through Oracles Siebel Service 
Request application. This platfonn provides end to end tracking for all field customer service 
activity from first contact with the Call Center through Field Service repair. The Lottery will have 
access to the system for full inquiry and reporting purposes. INTRALOT makes extensive use of 
these data capture and reporting capabilities in our SLA management processes. 
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All interaction with each retailer and the associated maintenance actions are captured in this 
centralized database which is accessible to fNTRALOT and the Lottery. The Lottery shall have 
access to generate reports from the retailer dispatch and repair database, indicating the service time 
occurrences and will show exception data when services have NOT occurred in a timely manner. 
Any entries into the database log may not be removed by INTRALOT and remain pennanently. In 
addition, INTRALOT will provide reports demonstrating call and service statistics as required by 
the Lottery. GiveIl. that all data is stored centrally INTRALOT is able to provide customized reports 
serving different groups that may have interest in perfonnance and activity. We will work closely 
.... <ith the Lottery to partner and shape the reporting requirements that will insure we stay focused on 
the right areas. 
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An additional tool we use to provide the highest quality of service and responsiveness from our 
Field Service team is the Donlen Telematic GPS system. This system is installed in ALL Field 
Service Vehicles that INTRA LOT operates in the US, it will be installed in all field service 
technical vehicles and all of INTRALOT's Lottery Sales Representative's route vehicl es. The tool 
allows us to track locations of all INTRALOT vehicles and determine the technician in closest 
proximity to the retailer placing a call fo r service. The system allows us to replay a full day of 
movement for a vehicle and check routes to review the effectiveness of routing trouble calls and 
make adjustments where necessary. 

INTRALOT's Ohao 
Field Service Technicians 
Fleet Snapshot (righl) 

Cleveland Metro FST 
Snapshot (left) 
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Call Monitoring and Recording 

INTRA LOT will utilize CalJRex for the call monitoring and recording, CISCO CRS Historical 
Reports for reports and the CISCO Desktop Manager to monitor employee perfonnance. CallRex 
recording and monitoring solution has proven effective in evaluating and improving employee 
productivity. Reviewing recorded calls with employees provides managers with a powerful training 
tool and a concrete, objective measure of employee performance. All these tool s will help generate 
effective business strategies on INTRALOT's part to address individual issues and manage overall 
service levels. INTRALOT makes extensive use of these data capture and reporting capabilities in 
OUf SLA management processes. 

Call Rex will be available to the Lottery's work stations from where the Lottery will be able to 
monitor the calls received under INTRA LOT's retailer hotline, including current date/timc, calls 
received today, cal ls holding, average answer time, total hold time. Through the call management 
the Lottery will be able to get periodic stati stical summary reports. 

Through unlimited access fo r search, playback and shared functions, authorized users can view all 
recordings or a restricted selection based on criteria factors such as inbound numbers dialed by 
specific retailers in a region. CallRex gives authorized users secure access to encrypted recordings 
anywhere, anytime they are needed, through a user friendly Web browser interface. 

A sample CallRex screen is shown below. 
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Using the Call Rex software provides many advantages, including: 

• OtTers a powerful yet flexible set of Recording Triggers and Overrides that, in 
combination with Computer Telephony Integration (CTI), can be used target and record 
only those conversations that are relevant to the business Training and Activity 
reporting. 

• Includes Call Monitoring. which allows management to selectively listen to calls as they 
bappen and even "silently" coach an employee using Call Rex Chat. 

• Uses a secure, user-friendly, "point & click" interface, CallRex, to quickly search for 
and play recordings from the recording database. 

• Provides the ability to attach flags or comments to call records which in tum can be used 
as the search criteria to locate specific calls, such as all the calls that "Need Follow-up" . 

• Ineludes a digital watennark that, when managed with CaliRex, can be used to veri fy i f 
the recording has been modified or not - this is especially important if the recording is to 
be used in any legal proceeding. 

• Allows a company to keep call recordings for a short period oftime or indefinitely; 
easily purge recordings after their usefulness has ended or archive them on long lasting 
media for quick search and playback. 

• Can automatically perfonn after-call actions like email alerts with a copy of the 
recording. 

• Can integrate with other applications to streamline business processes s uch as validating 
an order or Microsoft Outlook. 

• Can be used to implement a fair and consistent retailer evaluation process and track the 
results. 

With a variety of configurations to meet the varied and unique needs of INTRA LOT's business 
partners, the System will store up to 250,000 hours of recordings and automatically archive them 
according to Lottery business needs. INTRA LOT has the ability to archive across the LAN 
segment to its IBM SAN (Storage Area Network) solution, and another feature is e -mail alerts fo r 
designated events. 

INTRALOT will provide access to the Call System from its management workstations in order for 
the Lottery to monitor the calls received by the retailer Call Center, including, at a minimum, the 
following data: 

• current dateltime, 

• call s received today, 

• calls holding, average answer time, 

• number of calls waiting, and average and total hold time, and 

• Number of calls abandoned and their average abandon time. 
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The Call Management System will provide periodic summary reports either in printed or digital 
fonnal to INTRALOT and the Lottery. During slower periods, the CaJl Center operators wil l utilize 
data in certain reports, such as " 'nbound Calls by Response Time" and will call retailers to get 
feedback on their opinion of the quality of service they received from both the Call Center and their 
Field Customer Service Technician. This information will be made available to the Lottery as each 
survey is completed. Customized surveys may also be requested and designed by the Lottery from 
which the Call Center staff can poll retailers. 

Example of CISCO CaliRex screen: 
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In addition to the reports mentioned previously and in the fo llowing sections, the list of reports 
below provide examples of several other reports that may be requested by the Lottery. This list is 
not all·inclusive, but a representation onl y. 

• The Inbound Calls by Answer Time report provides information related to the average 
amount of time it took to answer incoming call s, within five second increments of an 
hour, on the selected date. It shows average and tot31 talk and wait times for each five­
second increment, as well as totals for the one-hour time frame. 

• The Calls by Half Hour and Day report shows the number of incoming and outgoing 
calls during half-hour increments during the selected date. It shows what percentages of 
the total day's calls were within each half-hour period, as well as the average talk time 
and longest wait time. 

• The Call Summary by Week report provides information about incoming and outgoing 
calls during each one-week period for the selected month. It shows the number of calls 
that were handled each week, as well as a breakdown of how many calls were incoming 
and outgoing, the percent of the monthly call total within each week, and total and 
average talk times and wait times. 

• The Call Summary by Month report provides information related to the total number of 
call s for a month or range of months. It shows total incoming and outgoing calls for 
each month, the percent each month 's calls represent within the range and the totals and 
averages for talk times and wait times. 

• The Inbound Calls Abandoned Summary by Half Hour report provides information 
related to the number of caJls that were received and subsequently abandoned within 
half-hour increments during the selected date. An abandoned call is one in which the 
caller hung up before it was answered by Call Center. 

• The Service Level Summary report provides information related to the total number o f 
calls for a month or range of months. It shows total incoming and outgoing caJJs for 
each month, the time to answer calls (in seconds) to and the percent of answered calls (in 
seconds). 

• The Call Centcr Requirements by Half-Hour and Day report provides information 
related to the total number of calls and talk times in each half-hour increment during the 
selected day. It shows total and average talk and ring times and trunk usage. 

In many cases report infomlation can be defined through sort and selection criteria (i.e., problems 
by category, retailer type, or specific period of time). The information provided includes, but is n ot 
necessarily limited to: 

• Terminal Serial Number 

• Retailer Number 

• Time and Date of Reported Problem 

• Description of the Problem Reported (categories to be determined by the Lottery) 

• Problem Resolution 
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• Problem Resolution Category (resolution categories to be determined by the Lottery) 

• Problem Resolution Date and Time 

• Elapsed Time from Notification to Completed Repair (i.e., downtime) 

• Chronic Retailer Report (Retailers that have called the Call Center more than five (5) 
times in onc month) 

The System also has the ability to produce an electronic file formatted in ASCII, Excel or Word, 
which may be used to interface to Lottery Systems for normal and ad-hoc informational reponing or 
the Lottery can simply and securely login remotely via INTRALOT's CISCO web interface for its 
customized reporting. 

Inventory Management and Ticket Delivery Measurement 

Instant tickets and consumables inventory are maintained by our Instant Game Management System 
(lGMS). IGMS is also responsible for placing orders and monitoring and reporting on those orde r s 
as well as returns, stolen items, transfers, and retailer and warehouse inventory levels. laMS 
provides controls for pack movement, pack and ticket statuses and ticket validations. All tickets are 
tracked from cradle (delivery) to grave (validation/destruction). laMS provides detailed reports of 
all activity as well as audit trails of each ticket as it moves through its life. Exception reporting 
such as retailer fi shing, instant ticket cashing reports, stolen ticket reports, excessive login reports 
and others are reviewed on a regular basis. Immediate notifications to Operations, Lottery Securi ty, 
and other personnel as defined by the Lottery provide exception management reporting. In 
addition, physical inventories, taken on scheduled intervals provide a reconciliation point with 
system generated inventory numbers. INTRALOT makes extensive use of these data capture and 
reporting capabilities in our SLA management processes. 

The laMS system supports a highly reliable pick and pack system. Orders received directly from 
the retailer, through telemarketing, generated base on auto reorder, and via walk-ins are promptly 
filled using processes and procedures driven by our highly configurable system. Metrics are 
available by packcr, by packing linc, by datc. Mctrics arc also available via courier tracking reports 
which show delivery times. Together these reports will be monitored and summarized to ensure the 
appropriate SLR's are achieved. Please see Section 7.3 Instant Ticket Game Management for a 
detailed deSCription of the laMS ticket distribution system. 
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Game and Software Development Measurement 

New game delivery, software enhancements and upgrades, follow a strict set of pol icies and 
procedures that ensure compliance with the related SLR's will be met. The management practices 
we follow not only involve the installation of new software and games into production but the entire 
development lifecyclc. The automated tools we use to monitor software installation and tools we 
use for software development are industry standard. For example, two ofthe tools we use on a 
regular basis are Microsoft Project and Visual Source Safe as well as OUf proprietary prototyping 
gaming simulator. All of these tools offer features that produce an audit trai l of activities and 
source code changes. These tools, among others along with associated procedures are discussed in 
greater detail in Section 7.2. JOnline Game Development and Section 7.7 System Management. The 
Compliance Manager and onsite Texas Software Development Manager will review the procedures 
and tools periodically, and revise them as necessary. INTRALOT will evaluate new tools that may 
be introduced during the course of the contract and will work with the Compliance Manager and th 
Lottery to deteonine how they may improve measurement and provide better compliance. Over the 
Life of the cOlltract, INTRA LOT will continue to introduce new tools that are proven to facilitate 
compliance, SLR measurement and the development process into the support and infrastructure 
the fNTRLOT system and services provided to the Texas Lottery. 

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

rNTRALOT uses a variety of reports from several systems to monitor service level requirements . 
The Quality of Service (QoS) and QA Manager along with our Compliance manager will provide 
the Lottery with summary reports on a scheduled basis which present actual perfonnance against all 
service level requirements. INTRALOT will work with the Lottery to design QoS and service level 
measurement reports that meet the Lottery's requirements and continue this process working 
together to monitor service levels for the life of the contract. Service level monitoring is not only 
good for the Lottery and the Retailers, it is very good information to help INTRA LOT operate a 
more efficient and secure lottery system. Detailed rejX)rts from various systems are available to the 
Lottery at anytime. Many ofthe systems described above have dashboards that allow the Lottery to 
monitor service levels in real time. These real time monitoring tools will be made available to 
authorized Lottery personnel. Below is an example service level report for the call center and fie ld 
serviee generated from various tools and subsystem wiLhin the ovt!rall LOTOS system. 
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D.Jesllons / lnqulriH (180) 

,­". -

T~I Count 

IE 
7 166, 64% 

MP Service Requests (52) 

~­,~ -

,ntra/ot 
T..::hnleal (1266) 

-­... ~ ,"' .... 
. r/'--r-='" 

--- &.. 
~ , 

"'­-~ ,- .... 
"' 

Field Service Activity 

'" 
woo. O!dion; 10 

WS I'" Inlla" e 
SOB , 
~AddI. 11 
Nuwmtdl 11 - , - ~ ----,.---

." 
Win Station Seri ice Requests (21 0) 

..... 
"-­_DIofIIoI .... 

K ws _ _ 

K 

K -

On the following pages are examples of the some oftbe various system reports from which we draw 
our service level performance data. 
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LOTOS Administrator 
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LOTOS System Sales Measurement Report 

! 
io.o:. ... 

_. 
h i 

_ Norne _so ..... 
__ 1 I J 00tt0!00NI 

I 
.. j I a 

j "r 111"1" 1 ~ g 

.- ,- '- , --~. ~ 
LOTOS Administrator Texas Screen, Game and System Status Monitor 
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o CMKELA nON 5 BY GAMffilME 

Game :2127 
Dale : 031100010 

Time Transactio ns Amount 

01:00 - 1)2:(10 , 0.00 

03:00 - 04:00 , 0.00 

os:oo -06:01) , 0.00 

07;00·08;00 13&011 680.35!!i.OO 

03:00 . 10:(1) , 0.00 

11 :00 - 12:00 , 0 .00 

13:00 - 14:00 , 0 .00 

15:00 - 1&;0(1 , 0.00 

11:00 -18:00 , 0.00 

19:00·20:00 , O.GO 

LOTOS Administrator System Cancellations by Hour 
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AIX System Reports 

AJX Monitoring Screen - All Active LOTOS Transaction Engines 
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LOTOS Log File Navigation, System Alert History by Day 
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VSAT NMS Reports 

Inb"a lot • ~'" " Availability 

---5 PAC E NET 
Mlno,rt.s , .. , Indudlng Raln 

OfOutiose " AvaUability M inutes Fade 
,~ """ • 99.991" 0 9'.991" 
',b """ 

, 99.995" 0 99.995% 

M;lr """ • 99."1" 0 99.991'16 . " ... , 99.984'1(, 0 fl.'Sol" M., """ 0 =""" " 99.94'" 
~. "" 0 ,"'..",. • 99.981% 

"'. """ '" 99.8~ 0 9!1.838" 

' '''' ... 0 lOO.~ U 99.975% . .., ... 0 lOO.CJClmII. , fi.97S1'll 

Oct "'" 0 ",.""'" 0 "'.""'" 

... o 

""" o l00.~ o 

IntraJot Total outage Hours by Cause Group~ fer t n& lut 12 months 

• 
i • 
! , 
o 
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How good is Nimsoft? INTALOT encourages the Texas LotteT)' to visit Nimsof't ' s customer 
testimonial website at the link here: huo:llwww.nimsoft.comlcustomersltestimonials-video.pho 

Nimsoft provides us with several methods for visualizing and reJX)rting Service Levels across the 
entire LOTOS central system. Among them are the: 

• Service Delivery Portal 
• Unified Reporter 

The Nimsoft Service Delivery Portal (SDP) is an online, browser-based portal that provides 
enterprises and service providers with comprehensive, intuitive, and real-time views of the 
monitored infrastructure. 

SDP delivers an array of out-of-the-box dashboards, capacity and performance reports, and service­
level agreement reports- and it offers easy-la-use capabilities for developing and customizing 
reports. 

Nimsoft ' s Unified Reporter provides 75 preconfigured reports that can be used to monitor Service 
Levels. 

The Unified Reporter also contains iReporl, an advanced report design module that wi ll enable the 
Lottery to create professional reports in a range of layouts and fonnats ; including HTML, PDF, 
XLS, and mOre. 

Robust Report Control 

With Unified Reporter's iRcport offering, administrators and report designers can gain total control 
over the contents as well as the look and feel of every report. This kind of control ensures report 
presentation is as powerful and as easily understood as possible. With iReport, designers can create 
Web-based and print-ready reports in virtually any style-including dashboards, tables, crosstabs, 
charts, and gauges. 

iReport is Unified Reporter' s advanced report designer. iReport enables users to: 

• Create professional reports in a range of layouts and formats. 
• Get live previews of reports in any format avai lable before finalization and distribution 
• Upload and download reports to and from the Unified Reporter repository, and share 

with users. 
• Embed drill-through and hypertext links, including PDF bookmarks. 
• Tailor reports to various geographies, users, and groups. 
• Leverage multiple data sources through a range of interfaces, including JDJ3C, XML. 

POJO, £lB, MDX, CSV, and custom. 
• Output reports in HTML, PDF, XLS, RTF, SWF, ODF, and TXT. 
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Intra/ot 
The following examples of Nimsof't SLA reports are produced by Nimsofi's Unifi ed Reporter. 

7I't'3 S!..A i3 ~ to rnonttor ill ""~~. OIlIaln$ ~ft(/ ~1JOfI ~. Qu.{I(y meI1k~. AJJ ph~l .nd rirt'JIll (V/.lWilre) 
tedrndog~ 0'1.11 ~ tfIi3 SLA .lilt rit/.'med ill' $LOS aM mon.!ored belCff. Ef>d.fJ~ e)(pe(llfflCe proOe~ all! dfJp/(lyfHJ dt Iwo 
Ioca~on~ 

ThiS sblus is lIenera!td I.I3Y02. 2010 13:05. 
TIle rulTen! perlo!;!ls April 26, 201GIO May 03, 2010 ('1 weeK). 
CUrrenlcompliance Is 99.75~. the goal is 97.00'M.. 

Trend Alwllysis: WiW not bre3d'1 a1CUfTenl rate 

Service l evel Objectives (Summary) 
The following service 1.,..,<91 objectives anI defined in this StA EKh objective is fist~ with its weight iI!ld the percllnt llge of fulfillment The 
fulfdJment is the relationship between the weight alld the compliancy 01 the Quality of S&ro.ice constraints defined within the SlO. 

Sl.lte~1Jv<! - Wootlt Ach~'" fxpected llotes 

'" '" '" The databas. S8rYei and its appiitatiOl'l dala is a aitcal COfnpOne<11 of .. HO· Database server this e-c;ommera! S6Mce, Uonltoring Ile pellonnance oIils functional 

" 100.00 97.00 subsystems iIOd &'11 qUiry I.sponse times III lIUPPOrl1hi5 SlA i5 
Imponantlo 8<\SlMe COIlIIIlU~ SLArom~l,aflce. 

Theweb Sel't1ilf plays ttle lead roll! in enabliog lIlis t<OffifTIefce .. HQ - Web Sel\'ef 
seNice. To ensure a sa~sfadOl"fem:l.yser exoerience allluI'IClional 

20 100.00 97.00 
systems Itlalcan compromise lneweb server are being proaaivetf 
monitored in supporl ollllis SLA 

To monitor the enlklSe(s experlenceWllh IJIls Wilb se<'Ac:ewe t13"o-e .. Web Response _ California 
deployed URL page load monitors altl<t"O locations (Tuas and 

20 9925 97.00 
Callfomla) The <leplOl ed prObes exerdse ttle weI) service JUst as an 
enlklserWOCll<l anc! centrally nlporls response limes. 

To monitolltle end-user"S experience 'II"i\I"1lliS _b seMcewe have .. Web ResponSl- Te.us 
deplO'J-ed URl page load monitoffl attwo locations (Texas and 20 100.00 97.00 
C.,I:fomia). The deployed Ilfobes CJ.erdse tt1eweb SeMI;e just as an 
en<HJsefwouid and centnollJ' reports fe~ponlle tunell. 

This nl!\'NOf1( router was determined 10 be most critical as iI is lIle .. HO -Uet..ron: Eoge Router 
primary entry point !of users Inleradiflll",lltlllliS _ b serJce. A critical 

" 10000 91.00 
interface is monitored for optimi:ed band"Nid\h ulil~on. error 61a1us. 
and operating stalrJs 

~plicalion salVers are critical fOI ..commefC8 transadion processinO. .. tKI-&;tgllldltil!D :i!lM~ Each ol ll1ese run on a " Mware guest OS. Optimal seJ\-er neal1t1 , 98.1111 9100 

""""'" requires monitomg Itle VU IBSoorceS. l)j)"ef3ting systems (fletware 
and \'Vlndows 200n and kef alIplkalion proC8sses 

The \ll.lwam ESX server is ruming Itle ~irtlat machine IIIat Is hosbng .. HQ - ESX Host Ser>'E'r 
lIle busirlliss appi;cation Iflle ESX server resources are degfaded. ~ , 9944 97.00 
could impadlt1e perlormame 01 the application 6eMlr ami the O'o'Srail 
w£bseMceSLA 

1il -t;"1! r- - . ~o~ Tn. ~.". w .. l.r. ~"",._ 5""" .v ~C2 'l:O~ 2J 1O 
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T1Ii3 SLA is seIlJp to mon/!of"" CR1J appIiWt'oo ilvailaDitity illlf1 PfI(1'omla,'IC91Wm an S()(J-IJW; ~_ Key 
/roInsadiOOl 8f& petfo(mec ilmt monitofe.d a~ain$! defined semce level objedJVel. 

ThiS status is gen8rateC lAay 02. 2010 1 3:0~ 
The currefll period is AprW 26, 2010 to L'ay 03, 2010 (1 week). 
C\.Irrent compfiance Is 99.10"". 1118 goal is 98.00;fo. 

Trend Analysis: Wi ll not breach at current rate. 

Service Level Objectives (Summary) 
The following ser.;ce level objectr,'!!5 are defined in this SlA. Each objective is listed with its weight and the percentage of 
fulfi llment. The fulfiHment is the relationship between the weight and the compliancy of the Quality 01 Ser.ice const raints def.ned 
,mhin thlt SLO. 

StaleObfectr..e Oescnptlon W;::it ~ed l~ llotes 

Tuas Lottery 

00 

10 

SLO requlIe5 .. 15 second transaction responn \luring 
. This Iransaction launchs a web tlrawser and 

our haslet! CRIA application and 

." 
response duliog 
Ihe CR1.1 application 

togin process 

15 second transaction response during 
tofTIPilll1 name into lie 

measures the bme illakes 10 locate tile 

respooiOO during 
a compaoyname m Ihe 

it takes to telrieve and 

Oracle Database Statistics - Apr 19 2010-Apr 26 2010 

Oracle Re.ource Utiltzmlon % 

O+-~~~r-r-r-r-r-r-r-r-r-r-~r-r-r-r-r-~~~r-r-r-r-r-, 
Man r..., Wed ThI Fri 

• DHIO .. ssiooS • DEMO~ocesses 
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Windows 2003 Server Statistics with Period Forecasting - Last Day 

. --
( nlmsoft 

from duo D~tKe"t .. r to ttM Ooud 

r-'-~.--~ ..... 
'-<0 

T_ 
n = • -.,,," U, .. , 1100.00 '110 134 13 '" (34.13'l1o ofmax) 9.49 '" 

"""" I System 1100.00 % 115.17 '110 (15.17'l1o ofm~ 4.15% 

r IndIvIduoI CPU UHge -I 
" 
" 
" f-' -
" i , , 

'-'-
, ,. -. , 
~ • , 

, 
lUCI 1:5.1 0 lQ.DO 21 .18 00.00 tnUI 00-00 OS.IC1 12.00 , . ., .,., ".., . ... oe..... • wot ... l • wClllan-2 0 wOll«t-l , 
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Fast Ethernet Port Traffic 

/. .L . 1. I. .1 I I 
/ I I I I I I 
/ 
/ I 
/-
/ I 

""'" ,///////////////////////// 
13:04 15:o.t 17.G4 19:04 21 .04 23:04 OUI4 03:04 05:04 07.04 09:04 

• OUT -hstfthernet. • IN-fMtfthernelt 

"'""" 193.71.55.244 

193.71.55.244 

"""'" 
"""""'" 
"""""" 

.I """"'" 
: 1sooroo 
li,,,,,,,,,,,, 

"""'" o 

-

V 
~ 
~ 
V-

I 
I 
I 

T_ 
1000.fastElhemetO 

IIN.F aslEltlemetD 

I I I 
I 

I I 

Ile ...... -12500000.00 BIs 2935.90 815 (O.02'" of max) 

12500000.00 an 5354.41 815 (0.04'l1o 01 max) 

Fast Ethernet Port Traffic 

I I I 
I 

I I 

I I 
I 

I 

11.04 1J:()( 

..... 
I 15.318/s 

82.5581s 

111 

/ 
13:001 15:04 17.04 l!UM 21 .04 nUl 01 .04 03:04 D5:04 OI.Clot 09;04 11.04 1:104 

... ·fntfthernet'~ • OUT -f'wtf1hernet,,,, 

....." 
T_ - • 

~93.71 .55.250 It<H" aslElhemetOl1 12500000.00 SIs 70097.85 BTl; (0.56% ol mal) 2n31.05 B.'s 

193.71.55.250 OUT .fastEthemetol1 12500000.00 Bls 140619.98 BIs (1.12% ol max) 471145.74 Bls 
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Cisco Netflow Statistics - Dec 28 2009-Jan 04 2010 

. ~ 
(nlmsoft 

from me Oaucenter to In. OC4KI 

Total Netflow Protocol Statistics 
50 

I 
" I I I 

40 

1\ U I 
I ' ~. . " j " 

~I L • l\ V 1. 
o 
Man lue Wed Thu '" . totlll .tot.. • total D tot.. [Hotal 

...... T_ - - .-
nim-sw31 10 •• ,," 0.09 Mb O.02 r,lb 

nlm-S'tT84 total "" 1.40 IJb 0 .10 Idb 

nlm-sw13 total "" 1.08l.1b O.67 1.ib 

nlm-svr23 10lal ,," 0.18 Mb O.01Idb 

nlm-sM15 total "" 2.98 !.lb 7.89 Mb 

DNS Protocol 
0',---------:_---.-,---..,.-----:-.-----.----, 'VV'J' A AAIMAA A tVlM.A A A~!\ AA A AA A AA !\~A A A AAtilA A A 
O.15~~---------------------------~ 

0.' t 'V\-vu-:;::':;W;::;:Ai AAI::A;;:;'I\;;:,M~A:A;;::::;:A'].. ,,:;;;:: I\A;'::;'::A:::;::J AA~. A/LAi A AUAI::"I\].. ,,:;;::; AAU:M;~?\A\' Ai~ 
0.05+--- - --------------------------1 

°OM±c----7,~:---~WM~--~n.~-----,,":---~~~--:-&.~---~~ 
• <Ins • dns..oul • <Ins-in 
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Top 20 URL's by Response Time 
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Instant Games Management System Reports 

The reports below are samples from our IGMS system which will allow us to monitor Quality of 
Service for instant ticket accounting and delivery. 

':iI 0 section 1&Reports 

~ 18. IAct!veGamo/Pd.Report 

~ 18.4 AlIert$Ol'l'S IlA'lQ SurwMrySbJtement 

~ la.s Statement· Chah5 

£I 18.6 Daly s...-y 

(;) le.loOraw~R.eport 

~ 18.11 OajIEnd 

~ 18.12 Ga-ne nI Pee*. ListI"oQ 

£I 18.14"';' Tier "'"'"'* 
e 10. 15 MI:IntN'J' W_ri Ftc9stCO' Rcpcrt 

~ 18. 16 Wee!dy P/d:.GrtroI irIm"tory Report cPd.~ 

E!'l le. 18Retaler,t,djJstJ!l:lrt 

E:'l 11I. I!Htet .... !IcJU 

~ 19.20 Retah ActIYtY S*s 

€I lUI ftetah AdMY S/lles: (Surrn"y) 

~ 111.22 statemart (ltettIersl 

~ 18.23 Sweep Report 

Sl I 8.21Tdet~1nYoIce5 

EI 18.25 Vci:t/R.eisSl.Ie Report 

£I 18.26 Jad<5on ~'s Retalers Statement 

9 ~R~ 

iii e, Secticrl I8 Repcrts 

~ ...., ...... 
b 5o'atdl Canwnion Reports 

<=> "... ...... 
Ii b 5crdiRepert$ 

Iii 0rIne G.m! Repcm 

• • 
51«> ........ 
IGMS Mli'tenne 

Ii b VIP Reports 

iii b TAXReports 

Sa atch Reports 

~ Acti'latiClns Md Ret\.rns Report 

£I Scratch Settleihut5 and Rehrn 

~ Sa atch Games lnwIntory Report 

Q Cashed XrMch Td:et Report 

~ Scratch I\udiI: y~ 

~ stOOl Recover 

~ Packs Settie 

I2l 5cratd1Pecktt5toryReport 

~ stock Recovery Repcrt 

Sl PretrUn nem Evert Inventory Report 

Instant Ticket Report Menu 

Texas Lottery 6.3 Service lA!nl Monitorin g a nd Reporting 

DOCUMENT REDACTED BY TlC - 12-6-10 (552.1011466.0221552.1391552.110) 

Page 56 



Accou nting Reports 

Scratch Reports 

• ~ " 
...... R_ IA - <ftI 

StolenlEvidence Scratch Tickets Re rt 

rl'lll"<r~ IJ2oo(! "to: IMlI2OO6 - c-{t); 

-,- '.k. """. "'" ...... ..... ,-
" 5 Aeroll &arr.II $lingD 'm~ , ... .. --~ LJTTt£ DE"'- 00U8UfI Sl.N)()8088 , ... .. --" Co...CNrlCUh ,., \·100 , .. _.-

T1CTACni ,m 1-100 '00 --TlCTACni 1741 '·100 '00 --"""" ""-"', ~ 1·100 '00 --THE INST.....,. GloME "" ,·1(10 , .. --" lONG 01 CoI.IiH .. " 1·100 '00 --.. HOTNUlril6ERS 
,m, 1·100 '00 --, 

" HOT HUM9ERSAJJCI<'fDilES 5 11 S '·4(1 .. _M_ 
" HOTNUW3ERllLUCK'flWES 5 492 1·40 .. --• """'" '" ,." .. --

Instant Pack History , 
I i 

51"" Pm: ALl 

'Of,'00002 e ... in: All -- .~. Stan 11<1 ~ru <~, ~. toe_ N_ 

~ .~ ,..: • =~ .= ".0,--.0 

~ .~, :t., • = .• ,= '-,_ ...... -.- 00 , ; • ''''.''' ,= 4-. ..... _ -'- ,..: • ~. ,= .. ,--
~ • ..:.,w. .. ""'J • ~~ .. ~ .... ,---"""""",,, :c-, • =. ,= ... ,_ ....... -. ....-.. :0" =- ,= .. ,_ ....... -'- :ttl • 'X.:>O ,"""" .. ,-. ....... -'- ::s'. • ~. , ;ItOX: ... ,-""'''' -.- - • m~ ' lOX! .. . _:1-...... 

M ~..:.-.. - • rn~ ,= .. , ...... ,.-
~ • .o.:--~ - • ~. ,= .. , ............ 
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Instant Pack History mtralot 

Boola o.le; 1I'II1'lOO11 EfMI 0.: 11'01.'2001 5~ Poet: Al.l € .... P«k: AU. 
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5. The Proposer must describe the automated reporti ng capabiliti es that it will m ake available to 

the Texas Lottery, includ ing the Texas Lottery 's abil ity to access data (real time) and 
generate reports. 

rNTRALOT agrees to provide the Texas Lottery with real time access to all data, reporting tools 
and inquiry or reporting systems available in the LOTOS system. If there is any tool for monitoring 
the status of anything in the LOTOS system and INTRALOT uses it, it will also be available to the 
authorized Texas Lottery personnel that need the infonnation. All systems interfaces are browser 
based and easily available to those personnel that require access. fNTRALOT as the Texas 
Lottery's partner will provide access to systems perfonnance infonnation and descriptions of 
software utilized to provide anything for the Texas project. 

The Lottery will receive training in the tools to generate the ad-hoc and custom reporting 
capabilities o f each tool. In addi tion to that train ing, INTRALOT will have speciali sts in each tool 
readily available to generate any new repons to meet the Texas Lottery's needs. rNTRALOT will 
work with the Lottery to define reports that the Lottery will require on an ongoing basi s so that 
production of the reports can be scheduled as part of normal processing. Resulting reports can then 
be delivered to the Lottery in a variety offormats (hardcopy, electronic copy, PDF, CSV, etc) using 
the Lottery preferred method (email, FTP, hardcopy deli very). 

At a minimum, INTRALOT will provide access to the Lottery for each orthe following: 

• Real Time Data Viewer (very useful for researching any transactions) 
• Retailer Licensing and Maintenance System 
• Crystal Reports (full access to the meta data LOTOS repository of data) 
• Audit logs and Transaction logs for the central site systems 
• CSIM LOTOS Messaging System 

Exceptional Service is the everyday minimum standard with INTRALOT! 

The fNTRALOT staff of over 480 people in Texas will be TOT ALLY DEDICATED TO TEXAS 
IN TEXAS und it is with great certainl y that INTRALOT can claim that us partners v.itb the Texas 
Lonery, exceptional service will be the everyday standard, just as it is now for all INTRALOT 
customers. 
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6.4 Service Management 

6.4.1 Incident and Problem Management 

Incident management activities are associated with restoring normal service operations as quickly as 
possible and minimizing the adverse impact on the Texas Lottery's business functions. Problem 
management focuses on activities to identify and solve problems and known errors before incidents 
occur. These activities could include perfonning predictive analysis activities to identify potential 
future problems, develop recommended mitigation plans, and implement approved corrective 
mitigation actions and processes. 

INTRALOT is committed to helping the Texas Lottery grow its top line sales and bottom line 
contribution to the Foundation School Fund by providing superior services. INTRA LOT is 
bringing unprecedented technology, process and staffing to The Texas Lottery. rNTRALOTs 
world class facil ities will provide superior security, office and warehouse space that is optimized for 
efficient workflow. INTRALOT's technical and facilities solutions are the most seeure of any in the 
Lottery Industry. INTRALOT's LOTOSTM securities have never been breached. 

lNTRALOT will dramatically beat the Texas Lottery's service level expectations. INTRALOT is 
staffing Texas with our most experienced leaders in all areas of Lottery services. We are heavily 
investing in technology, infonnation, structured process and the right people to make Texas the 
most successful lottery in America. fNTRALOT is totally committed to driving tremendous annual 
growth in lottery sales. 

Incidents will occur despite our best efforts. Our Incident and Problem Management processes will 
help us continue delivery superior services by quickly restoring services through incident 
management and eliminating future incidents through problem management. INTRALOT 
maintains and incident and problem management system and knowledge base based upon Siebel ™ 
software and our OracJe™ database. INTRALOT will provide unrestricted access to our current and 
historical incident and problem management data to the Texas Lottery. 85% ofrctailer calls arc 
typically resolved over the phone and the remaining incidents will be resolved the first time our 
Field Service Technicians are dispatched. Recurring retailer calls will result in management 
intervention to detennine whether there is a product, process or training issue that needs resolution. 
AU incidents are tracked from initial notification to final closure. Incident status is maintained 
throughout the incident management process and over the life of the contract. 
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Table 9 Incident and Problem Management Response Requirements 

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

INTRALOT acknowledges, accepts and will deliver the roles and responsibilities and agrees to 
comply with the detail requirements defined in Table 8 Incident and Problem Management 
Requirements. 

2. The Proposer must provide a description of its proposed incident and problem management 
process to ensure adequate resources are available to meet the Texas Lottery's Service Level 
Requirements. 
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Information Technology Infrastructure Libnuy Best Practice Process Model 

The Information Technology Infrastructure Library (ITIL) best practice process model above shows 
the relationship between INTKALOT's Service Desk (Call Center) and our Incident Management. 
Problem Management and Change Management processes. Our Incident Management and Problem 
Management processes are designed around ITIL best practices. The fol lowing paragraphs describe 
fNTRALOTs Incident and Problem Management processes. 

Incident Management 

Incident management is the primary purpose of the Call Center/Service Desk. Service Desk is 
synunymous with our Call Center organization. The primary goal of Incident Management is to 
restore nonnal service operations as quickly as possible while minimizing adverse impacts on 
lottery operations and maximizing service levels. An incident is any event which causes an 
interruption or reduction of the quality of our operations or services. 

LNTRALOT will work with the Texas Lottery to define incident severity-level characteristics, 
prioritization schema and escalation requirements. These definition characteristics, prioritization 
schemas and escalations requirements will be formalized in a requirement document that is put 
under configuration control and stored in INTRALOT's Configuration Management Database 
(CMDB). Subsequent revisions will be processed through our Configuration Management process. 
The following are examples of priority codes. lNTRALOT will develop Texas specific priority 
codes together with the Texas Lottery. 

Severity I and 2 incidents and sales validation incidents will immediately enter the problem 
management root cause analysis process. INTRA LOT will coordinate incident managemt:nt across 
our subcontractors and the Texas Lottery's Instant Ticket vendors. INTRA LOT invites the Lottery 
to participate in our Texas Configuration Management Board (CMB), Release Management Board 
(RMB) and Problem Management Board (PMB); three internal organizations responsible for 
managing the processes controlling our documentation, software development and constant 
improvement of our technology, processes and procedures. fNTRALOT will provide regular 
incident and problem management reports to the Lottery. 
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Incident Management procedures described at a high level above will be documented and placed 
under configuration control in the CMOS. These procedures will be the basis for training 
development for the Call Center. Data Centers, Network Operations and Field Service 
organizations. 

If someone determines that they are having an issue with OUf systems or products they call 
INTRALOTS Call Center/Service Desk. OUT first-level support is a Call Center customer service 
representative (CSR). If the incident can't be solved by our Call Center, it is then escalated to 
higher and higher levels of technical support. Irthe incident is serious the General Manager will be 
immediately notified. 

INTRALOT's Service Desk infrastructure represents fNTRALOT to the Texas Lottery and the 
Texas Lottery Retailers. We operate on the principle that customer satisfaction is critical. We 
depend on blending people, technology and processes to deliver superior incident management 
services. Our Service Desk is synonymous with our Call Center organization. Our Service Desk 
Incident registration inputs include: 

• Email requests 

• Voice requests 

• Internet requests 

• Fax requests 

• Telephone requests 

• Hardware events 

• Appl ication events 

An incident ticket is initiated for each incident event. Similar incident events are evaluated to 
detennine whether the incidents were caused by the same triggering event or are part of a larger 
overall problem. Incidents are classified to: 

• Specify the service or equipment related to the incident 

• Associate SLAs in place associated with the incident 
• Define the business impact and resolution priori ty 
• Define the workload estimate to resolve 
• Define what questions or infonnation should be asked or checked. 

• Detennine whether the incident matches known errors or work-arounds 

The causes of an incident may be apparent and the cause may be addressed with further 
investigation by the Problem Management process. Our Service Desk organization owns, monitors. 
tracks, and communicates incidents until they are totally resolved. They regularly monitor the 
status and progress towards resolution and affect on SLA perfonnance of all open incidents. 
Coordinate movement of incident between specialist support groups and or refer incidents to 
problem management. 
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Tht:: St::rvice Dt::!)k monitors high impact incidents as a priority and keeps affected users informed of 
progress. Typical Key Perfonnance Indicators for Incident Management include: 

• Total number of Incidents 
• Mean elapsed time to resolve incidents (by impact code) 
• Percentage of incidents resolved within SLA targets 
• Average cost of lost sales per incident 
• Percentage of incidents closed by Service Desk level one support staff 
• Incidents processed per service desk associate 
• Percentage of incidents resolved without need for an ansite visit. 

INTRALOT's Sicbelnt Retailer Services and CRM application has been highJy successful for 
tracking and reJX)rting internal and external generated incidents. lncidents reported by retailers, the 
Lonery or internally by rNTRALOT employees and their vendors have a corresponding ticket 
opened in Sicbel. Incident data and service history is kept on internal systems, networks and 
retailer terminals and peripherals including those in reserve or returned to a depot for maintenance. 
The System assigns an incident type, incident severi ty-level, priority and resolution code for each 
incident and generates a variety of reports. 

All incident reports are recorded by Call Center CSRs, along with retailer service in the Siebel™ 
database In addition, the INTRA LOT Field Customer Service management team uses 
the Siebel™ retailer services and CRM application to track any issue with individual terminal 
components. In this way we are able to troubleshoot based on the history of a retailer as well as the 
history of the terminal equipment. All maintenance information is retained on-line for both the 
Siebcl™ retailer services and the bench maintenance database for the life of the contract. 

The fo llowing is the New Case screen for Siebel™ Retailer Services. 
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The Service Desk call-tracking and incident resolution reports that can be provided include the 
fo llowing: 

• Open Cases by Duration 
• Closed Cases by Duration 
• Cases by specific Problem code 
• Cases by specific Owner Group 
• Cases by specific Time Range 
• Cases by specific Retailer - Retailer History 
• Cases by specific Resolution 
• Specific Assets - Life Cycle of Asset, detennine trends 
• Specific Location - See all Assets currently at a specific Location 

The goal of INTRA LOT's service desk escalation process is to ensure that all incidents are resolved 
quickly. One:: of the Service Desk's primary functions is to determine where the inc ident resolution 
ownership resides: Lottery Sales Representatives, Field Services, computer operations, software, o r 
network support. The key to an effective Service Desk is to ensure that incidents that cannot be 
resolved by the Call Center are escalated immediately to the appropriate support area. The 
escalation process, therefore, concentrates on finding the right expertise to quickly resolve the 
incident and get the system, product or retailer(s) back on line. lrthe incident is a critical issue, 
INTRALOT's General Manager is notified immediately; otherwise, the normal incident escalation 
process is followed. 

The following Critical Success Factors for Incident Management are carefully followed by 
INTRALOT: 

• Maintain an up-to-date CMDB 
• Maintain an up-to-date Knowledge Base or known errors and known problems 
• Siebel™ automation fo r lncident Management 
• Close linkage with our Service Level Management processes to drive appropriate 

Incident Response Targets 

Troubleshooting guides, descriptions of known problems and work-arounds for known problems are 
available on the Service Desk scn::en:s. The following i:s an example rt:fen:nce guide that is 
regularl y maintained by o ur Ohio Call Center and used not only as part of our training plan but a lso 
for ongoing operations. 

All incidents are reported to the Service Desk where the majority of these incidents (85%) are 
resolved. The Service Desk monitors incident resolution progress of all registered incidents. Upon 
receipt of a new incident the CSR records basic deta il s (time, symptoms, location, etc.). If a st:rvice 
request has been made, the request is handled in accordance with INTRALOT standard operating 
procedures. The configuration item from the CMDB reported as the cause of the incident is 
identified . The appropriate priority is set and the caller is given the incident number associated with 
their call. The incident is assessed and ifpossihle resolution advice is given when the incident 
matches known problems and errors. Irthe CSR cannot resolve the incident it is escalated. 
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Following successful resolution the incident record is closed after appropriate details of the 
resolution action and appropriate category code are added. 
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If the Service Desk level 1 support operators (Call Center CSRs) are unable to resolve the incident, 
the incident is escalated to level 2, 3, 4, 5 or 6. The following Level I to Level 3 initial escalation 
process diagram depicts the formal escalation process to determine the cause of the problem. 
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Level 4 incident resolution generally involves statewide problems and the process escalates to the 
Site General Manager. Support functions for issues at Level 4 are typically the responsibility of 
INTRALOT headquarters support personnel and involve difficult Systems or networking problems. 
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Onc~ beadquarLers engineering experts have been called by the Site General Manager, the 
headquarters or fNTRALOT regionaJ support group of Engineers own the incident until it is 
resolved. The fo llowing diagram depicts the overall process flow for problem solving for the 
Lottery Site manager or headquarters group, and worldwide engineering services s uppon. 
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Problem Management 

The Goal of INTRA LOT's Problem Management process is to prevent the adverse impact offuturc 
incidents on the Texas Lottery's business that are caused by errors within INTRALOT's IT 
infrastructure and processes. Problem management seeks to identify the root cause of incidents and 
develop pennanent solutions to eliminate related incident recurrence. Once problem management 
has identified the root cause of an incident, a project is created to identify a work-around, document 
known errors, and/or develop permanent solutions. The incident management team is kept 
informed of progress and status of problem management projects. Incidents are referred to problem 
management when: 

• Incident management is unable to resolve an incident thereby returning the service, 
product or technology to nonnal operation. 

• Analysis of incidents reveals recurrent incidents 
• Analysis of incidents cannot match incidents to known problems or errors 
• Analysis of infrastructure or processes reveals a problem that could lead to incidents 
• A significant incident occurs that requires changes in software, hardware, process or 

procedures. 

INTRALOT's problem management team meets on a weekly basis to review progress of ongoing 
problem management projects and to accept and prioritize new problem management projects. 
Local, US corporate and Corporate I lead Quarters technical and management team members are 
involved in INTRALOT's problem management and problem management project processes. 

INTRALOT's Key Success Factors fo r Problem Management include: 

• Effective automated registration of incidents in the Siebel™ database. 
• Setting achievable objectives for problem resolution and using key staff on problem 

solving team. 
• Balancing time between incident management and problem management across the staff. 

Problems are classified according to the incident classification they are associated with and into 
domains {hardware, software, network, etc.} The quantification of impact on the Lottery of solving 
the problem helps set its priority and urgency. Proactive problem management is concerned with 
identifying and resolving problems and known errors before incidents occur. The main activities 
within proactive problem management are trend analysis. An example of proactive problem 
management is associated with capacity management. As the file size of data starts to fill local hard 
drives, proactive problem management averts a disk full incident by preemptively replacing smaller 
hard drives with larger drives. 

Part 6.4 Service Management Texas Lottery 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



,ntralot 
6.4.2 Capacity Management 

Capacity management services are the activities associated with ensuring that the capacity for 
supporting all Lottery functions matches the evolving demands of the Texas Lottery's business in 
the most cost-effective and timely manner. The following table identifies the capacity management 
requirements. 

Table 11. Capacity Management Response Requirements 

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

fNTRALOT acknowledges, accepts and will deliver the roles and responsibilities and agrees to 
comply with the detail requirements defined in Table 10 Capacity Management Requirements. 

2. The Proposer must provide a description of its proposed capacity planning process to ensure 
adequate resources are available to meet the Texas Lottery's Service Level requirements 
based on current and future growth expansion over the life of the Contract. 

rNTRALOT has defined the capacity management requirements based upon the Texas Lottery's 
requirements and extrapolation from our systems we provide for other very large lotteries. We will 
develop fonnal capacity management procedure documentation and after they are approved by the 
Texas Lottery, these documents will enter configuration control in our CMBD. The Texas Lottery 
is invited to participate on our Configuration Management Board. INTRALOT uses numerous 
system tools that watch and predict capacity requirements proactively by continuously monitoring 
the LOTOS TM O/S gaming system and associated business functions and systems. As described in 
the previous section JNTRALOT practices proactive problem management especia ll y in the area of 
capacity management to avoid incidents and problems and improve perfonnance of our systems, 
operations and services. INTRA LOT's systems will always have extra capacity to meet service 
level agreements even during daily, weekly and seasonal increases in system demand. Incidents are 
assessed to determine if there are any capacity issues associated with the incident. 

Capacity management provides the necessary information on current and planned resource 
utilization to enable confident decisions involving sizing of those resources including: 

Texas Lottery 

• Which components to upgrade with more memory, faster processers, g reater bandwidth, 
etc. 

• When to upgrade to prevent bottlenecks, inconsistent performance or customer 
dissatisfaction. 
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Capacity Drivers include: 

• New game launches, new promotions, new reports, new data requests 
• Capacity degradations identified by the Problem Management process 
• Additional retailers 
• New complex reports 
• Game growth 
• Storage growth 

Intralot capacity m anagement processes ensure that the capacities for Lottery's future business 
requirements are considered, planned and implemented in a timely fashion. This is done by 
analyzing existing data on current resource utilization to trend, forecast and model future capacity 
requirements. All the components of the Lottery Gaming System infrastructure, processes and 
assets are proactively monitored to ensure that all of our services can be managed to deliver our 
service level targets both in the present and future. For example, in the warehouse high and low 
capacity limits are a. ... "igncd to key componenl" and aClualuti liz3tion is monitored to ensure that the 
high and low limits are not breached. When trends show that planned capacities will not sustain 
delivery of target service levels, remediation of the capacity component is initiated well before its 
planned limits are reached. Typical capacity related data analysis involves: 

• CPU utilization 
• Memory utilization 
• UO rates and device utilization 
• Queue length 
• File store utilization 
• Transaction response time 
• Processing profiles 
• Average and peak concurrent users 
• Average and peak number of netwark nodes 
• Staffing levels 
• Available warehouse space 

Capacity management stores data that is relevant to the Lottery Gaming System, our services, the 
Texas Lonery and Lotlery Retailers. Capadly fo recasl.'S and exception n:porting ufpolential and 
actual capacity issues will communicated to the Texas Lottery on a monthly basis unless there is a 
capacity related incidcnt in which casc rqxnting will begin with INTRALOT's Incident 
Management reporting process. 

In order to ensure the system and components do not become antiquated or outdated, fNTRALOT 
will keep all systems up to date and will remain current by installing Operat ing System patches, 
Software fixes, subscribing to software suppOrt from IBM, Oracle, Cisco and performing upgrades 
issued by the manufactures on a reguJar basis in cooperation and with the authorization of the 
Lottery. 
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INTRALOT will conduct an annual system performance review audit and report together with lhe 
Texas Lottery. Any systems or components found to be marginal and not able to provide the future 
level of service required and needed to operate the Lottery according to the Lottery's requirements 
and expectations will be upgraded, replaced, and or purchased, installed and supported by 
INTRALOT. 

INTRALOT's technology review will include assessment by the our Corporate VP of Systems, the 
General Manger responsible for Texas and living in Austin, our VP of Opera lions and OUf Chief 
Information Officer, with the report being finally reviewed by our President and CEO and submitted 
to the Lottery for recommendations and approvals. Once written approvals are received from the 
Lottery, any additional system capacities and upgrades will be perfonned. 

6.4.3 Performance Management 

Perfonnance management services are those activities associated with tuning the Lottery Gaming 
System, including the optimization of all Lottery operations and services functions. 

Table 13 Performance Management Response Requirements 

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

fNTRALOT acknowledges, accepts and will deliver the roles and responsibilities and agrees to 
comply with the detail requirements defined in Table 12 Perfonnance Management Requirements. 

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

INTRALOT's Perfonnance Management Process is closely related and coordinated with our 
Capacity and Problem Management Processes. Requirements to improve and maintain Gaming 
System Perfonnance are driven by incidents that cause system perfonnance issues identified by the 
Problem Management process, monitoring system, database and network metrics. and by nonna) 
growth or planned future growth of system component utilization monitored by the Capacity 
Management Process. System hardware, database, and network metrics are monitored based on the 
Standard Operating Procedures implemented at our datacenters. Deviations from acceptable levels 
arc immediately reported and addressed before a critical situation develops. The tools described in 
Section 6.2 allow us to monitor each metric in relationship to a service level requirement. The tools 
allow us to monitor metrics such as hard drive usage, memory usage, database response time, and 
transaction response time. 
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Solutions for maintaining system performance include monitoring and tuning the Oracle database. 
Performance is enhanced by evaluating SQL scripts and batch jobs for efficiency, a llocating or 
reallocating hardware resources and analyzing and eliminating contentions. The operating system 
performance is maintained by changing the number of processors are assigned to certain tasks, 
tuning memory and hard drive usage, or redesigning how system processing is executed in the 
gaming system software. All these solutions involve changes to the master configuration 
management database and are controlled by the Release Management and Configuration 
Management processes. 

In addition, each enhancement and the proposed solution are evaluated by OUT software 
development staff to determine the impact on disk usage, memory usage, system throughput and 
database efficiency. Designs are modi fied to make the most efficient use of resources and where 
necessary the hardware is upgraded, or the database reconfigured to accommodate the enhancement. 
This is done in accordance with the release management and configuration management processes 
that include testing and approval tasks performed with the Lottery. 

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

As described in Section 6.2. lNTRALOT uses several commercially available packages to monitor 
system and network performance. These packages include Nimsoft NMS, IBM Director, NAGIOS, 
VSAT NMS and others. All monitoring tools will be configured based on the system hardware and 
the network proposed for Texas. 

roM Director Utilities offer a web based console offering a host of features (i.e. Health monitoring 
view, dashboards, monitors and threshold UI with increased metrics etc) and providing desirable 
automated alarm notification to the computer operator. 
Director allows us to set up alerts or Predictive Failure Analysis (PLA) on a variety of entities such 
as systems, networks, storage, and power systems as shown below. 

Selol!: d ] Name . 
S ladeCenter Systems (1 2) 

n 1 [(j Netwo ,k Sy,te m, (0 ) 

r _ =- • Opa:~ti n~ ~y ::tam~ ( 5) 

I r j Powe r System s (7) 

r j ~: Storage S 'lste m s ( 6 ) 

" • : S ystem x: (6) 

r L ~( System z (5 ) j 
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Once the entities have been selected, the event can be defined as sbown below. 

Even~ __________ ~ __ ~~ ____ ~~~ __ -= __ ~~ ____ ~~ __ ~ __ ~ ____ __ 
Spacify ona or more IIYllnb from a list of commonl.,. used events. Th. selected 4I"en1:s .ill bi9!le ' this Oi".nt 
"utom .. tion pt. n. Of, s.l.et Ad".nc.d Event Filt •• s in tn. E".nts lin to us. ;tn 4Id""nced a"ant filt.r. 

Us •• d"ancad ... ant filters to monitor for specific .".nts th"t .... not induded in th" common e"ent filt.rs 0' to 
monitor for only ona .". . nt. For .",ampla, inst . .. d of monitori"9 for.1) hn a"ant tvpes, you COIn monitor for only tt-. .. 
Fill'" P •• dio:t;i"a FAnu'. ArI .. l~sis (PFA) e".nt. Also, you un create mo •• foph istic"'ted . "ent filt ... th.t ",. trioo:"ed 
"h.,. duplicate' of .. n ."ent a •• rae.iv.d, .. hen. s peo;ific n ... mbar of instancII' of IIIn .vent is t.e.illad Olla r .. '''''g_ of 
tim .. , Or .. h.n io sp.ciflc .~.nt is r. c. lv . d but you Wiont to . "clud ... noth.r ..... nt. 

h . nt Filter. 

I r 
r 
r 
r 
r 
r 

r 
r 
r 
r 
r 
r 
r 

Texas Lottery 

Al l Ev. nts 

Common ""1I.nt offline 

CritiCiol E .... nt. 

Disk us . 

Edt.H I Oelete J 
! 1 Dasc;r;ption 

Act/~ ~ I ISearch the tabI .... 

Proc.u.s only tho ••• "ent. thiot .. r. g.n.r .. t.d by the Common Ao;JRnt w 

Proc.u •• only tho.e . ~ .nt. th .. t h • .., ... Critical s.ve rit y 

Environmental HmSOt eYl!nts 

p roc ..... only tho.e • ..,.nt. thiot .. r. lI.n., .. t.d wh.n t he currently • ..,.iI. 
Procl!sses only those I! vl! nts ttHlt a tl! .nod.ted .. ith t h l! condition of .. s: 

p roc.ues onlv t .. os •• vents th~ haue .. F .. tiol seueritv Fiotal Events 

., .. ' P,.dicb~. Fio,lure Al • P rocesses 01'11 tho.", .". nU thiot ar . .. . n. riote d ",h.n io pr. dldiva 'ioilu re 

Informationiol E" e nts 

M.mo .... use 

Minor E .... ntJ 

Procenor use 

S.curitV <;I".nts 

Sto'iolle ."ents 

Unknown Ev.nts 

Wio .... inll E".nts 

Proc ..... 01'111 thou, .".nts tt,.,t ar. 'iI .. n.r~t.d "h .. n :h~ c~nt!y a" a iLa l 

Proc. ss.s onlv thos e e ".nts thiot ha .., . io Minor .e..,.ritv 

Processes only thos e e..,ant . th .. t .. r. ganar .. ted .. h.n the state of .. pro 

Procuns only thon ", ,, ,,,nt. thiot .. ra lIenarioted bv s e curity protocols 

Proc. ss. s only those . "ents th .. t..,. lI.ner .. t.d bV s t O'''II. component s:_ 

Pro c. u . s only tho • • • ..,ant. th .. t h .. ue .. Unknown sev.rity 

Proc. n . s only tho. e .~.nts th .. t h .. ..,e .. W .. rnin,. •• ve.ity 

:'1 • 
S.lected , 1 Tota l , 15 Filt. r.d, 15 
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Event actions are then defined for the event as shown below. 

'r',_., CreateACllon '." 
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Select the ty:>e of <letien that '1CU want to crEate. 

Action5 ... 1 

~d~c: , 1 H:m~ 
IS:.arch the tabi;! ... 

Start a proQram on a svsten r 
r Start a program on tt-e S'lshm that gene rated the e\ent 

fr-: I[Send an .·mal to a mobile phone 

r Stirt a prolilram on tt-e maralilem~nt se '\l er 

r O.,,,cI ..... .. rYI ... i ( lnte 'net OMTP) 

r Send en .Iphuum. ric peg. (usin~ TAP) 

r Static group: add or remO\lE 9roup m e mbers 

r Post t o .. ne"SIJ~OUP iNNTP ) 

r Send an SNMP trap rEliably :0 a NetVie w host 

Send a Tivol i Enterp riJe Co rsale el.'ent r 
r 
r 
r 
r 

Statit group : add or remOlllIO the event"ge"erating synem 

Send an SNMP inform request t o ;;:n IP host 

Modify a"'l e vent and .end it 

S", lected: l Tot4;1i 2 1 Filte red: 2: 
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Multiple actions can be defined for each event. 

Once defined, we monitor the event on a screen similar to the onc below. We also continuously 
monitor the event log for entries and take action accordingly. As can be seen, the screen that 
follows shows the status of all managed systems in the network. Component level detail may be 
obtained by clicking on each server to show the list of components within the server. The status of 
each component is displayed on the right. An icon in the compliance column indcates whether a 
component is in compliance with any SLR that may have been defined for it. 

.. c __ ....... ...-(_-.. _. ................ 
; ; , 

• ... . .. • . .. .. • .. ..,. .:: .. ,. 
0 .t- ,- .~ ... too< 
0 .t- - .~ ... . .. 
0 .... -.-.l - ... e .. ... 
0 '04 ........ , ..... ... . .. 1M 
0 . - - ... . .. ."" 0 .-... - ... . .. • CI .t- ..... ... . .. .", 
0 . - .~ ... ... . .. ."" 0 .t-- - .o. .. • 0 '_-I ..- • o. - ... 
0 ,~"" - .~ a .. • 

,. ,. r' lOof\t4. , .. 
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The dashboard below depicts in a graphic manner server health. 

......... -
_ '7lI _ .. ._-........... ~ -_.? ... . -.-. .. ... __ ... -
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B ~,; .... -.,..-

B_,, __ 
BI_~.OP'1~ .. u 
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1......- .~ . ~ 

II Q<WIlooOf'OI'h ....... . ~- . .. 
• 

.. · ~.,. 1,..1 · • . '" ~ "_ 1~} • 
,_ . 

INTRALOT monitors network equipment (Le. CISCO equipment) and the retaile r tenninals via 
NAGIOS. NAGIOS monitors all devices via SNMP traps. Any anomalous Systems behavior or 
events reaching threshold prompt desirable alerts to INTRALOT's Network Operations Center. 

NAGIOS is a very robust network monitoring tool designed for monitoring virtually all resources 
within the central systems and the network. A demonstration video ofNAGIO has been included 
for your review on the DVD enclosed at the front of the proposal under a folder "d emonstration 
videos". We highly recommend that you play the software demonstration video for NAGIO in 
order to easily understand the powerful network and system monitoring capabilities it provides. 
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The screen that follows indicates the most recent alerts, and the current state of the alert. 

---. ... - ._-_.-.----_ ... __ .... _----_._-_ .. 
INTRALOT also uses LAU to monitor the health of the Lottery Gaming System. Real-time 
monitoring of gaming transaction traffic and System activity is provided by the LOTOSTM OIS 
Administrator User (LAU). The LAU is a graphical interface that provides real-time information. 
It also gives the user control over the System configuration and game parameters. One of the main 
functions ofLAU includes, but is not limited to, the real-time monitoring of various System 
parameters of the real-time information related to the System's setup: The screen below depicts the 
status of a specific terminal. 
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System 

INTRALOT has established standard operating procedures that include monitoring the health of the 
hardware, network and gaming system. Part of these procedures include recording of metrics in a 
daily log. Statistics and logs are analyzed on a regular basis so that potential problems may be 
identified and alleviated before they become an issue. All packages contain flexible reporting 
systems that include canned reports, ad-hoc reports that include graphs, charts and export 
capabilities. 
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6.5 Compliance Review 

Compliance services are the activities associated with independent testing and verification of 
contractual compliance. The Texas Lottery currently contracts with an independent finn to conduct 
contract compliance reviews. All expenses are reimbursed by the Lottery Operator. The current 
independent finn invoices approximately $349,470 annually. This amount does not include the initial 
risk assessment and risk analysis report. The following table identifies compliance review 
requirements. 

Table 15 Compliance Review Response Requirements 

Hl'~ pon"l' ){t-(llIlll' lIIen" 

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

fNTRALOT acknowledges and accepts the roles and responsibilities and agrees to comply with the 
detail requirements defined in Table 14 Compliance Review Requirements and Table 16 
Compliance Review Service Levels. 

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

TRALOT not only intends to meet all contractual compliance requirements. INT RALOT 
warrants. represents, informs. discloses, and ab'Tt:t:s to unconditionally meet and in many C<tSt:S to 
exceed all contractual compliance requirements. lNTRALOT further understands and agrees that in 
the event INTRALOT does not meet all contractual compliance requirements Liquidated Damages 
will be assessed by the TLC. 

From several standpoints, it is in INTRALOT's best interest to comply with all Contract, RFP and 
SLR requirements. We recognize that SLR's, RFP and Contract requirements were defined and 
implemented by the Lottery to ensure players, retailers and your benefactors receive the maximum 
benefit your organization has to ofter. INTRA LOT currently has 13 domestic contracts and over 50 
international contracts, each with varying compliance requirements that we diligently adhere to. 
fNTRALOT also complies with al l domestic multi-jurisdictional organizations (MUSL and 
MegaMiIlions) requirements, as well as international, ISO/IEC requirements. INTRALOT 
participates in regularly scheduled audits, including SAS 70 audits, and quickly resolves any issues 
that may arise. Our goal is to exceed our customer's requirements in every area so that we can 
foster the trust and solid reputation with each client that a llows us to earn repeat business. 
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rNTRALOT views compliance to Contract, RFP and SLR's set forth by the Texns Lottery as a basic 
element of our relationship. To that end, we are establishing a permanent Compliance department, 
in OUf Austin, TX facility. The department is lead by the Compliance Manager. A Compliance 
Auditor and a Service Quality Assessment Manger wilJ report to the Compliance Manager. These 
three individuals will work on a daily basis to ensure the technology, staffing, training, policies and 
procedures that are in place result in meeting Service Level Requirements. These individuals will 
work directly with the independent compliance fi rm. Additional positions that report to the 
Compliance Manger may be added as required to maintain adequate service and response levels 
with the Lottery. To ensure objectivity, the Compliance Manager will report to the VP and Legal 
Counsel at our corporate headquarters, with a dotted line relationship to the General Manager at our 
Austin facility. 

Compliance begin s with contract signing, continues through conversion, and exists for the life of 
the contract. Each subcontractor, consultant and individual will be vetted before being engaged to 
work on the Texas account. All subcontractors, consultants, and individuals will be responsible for 
meeting Service Level Requirements, Contract requirements and RFP requi rements. Failure to 
meet requirements will result in termination. The Compliance Manger will be responsible for 
reviewing and enforcing all compliance requirements for consultants and subcontractors. 

As can be seen from the chart 
on the right, INTRALOT 
views compliance review and 
improvement as an ongoing 
process. Improvement ean 
constantly be made based on 
emerging methods of 
monitoring and enhancing 
performance to meet the 
Lottery's SLR's. 

Operations, procedures, and 
policies are reviewed 
constantly to ensure 
compliance with SLR's. The 
results of these reviews, along 
with audit results and risk 
assessments are used as input 
to improving existing 
procedures or defining new 
policies and procedures if 
necessary. Enhanced or new 

, 

....... s.mt...oet 
h"o.",,,,~, 

, 

policies designed to improve service levels are put into operation and monitored to ensure the stated 
improvements are achieved. 

INTRA LOT looks forward to working with the Lottery on a continuing basis so that we can exceed 
your service level requirements. 
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The Compliance manager will work with the independent compliance finn to: 

• Review existing procedures and guidelines, on a regular basis, with the General Manager 
and department heads to validate compliance and make adjustments where necessary. 

• Review contractors, sub contractors, and consultant compliance with SLR's, HUB 
requirements and the Texas Lottery Contract. 

• Implement new policies or procedures to ensure compliance objectives are met as 
required. 

• Review Risk Assessment with Lottery personnel, General Manager, and department 
heads and facilitate resolution to any open issues. 

• Participate in Lottery or multi-jurisdictional audits as required. 

• Review compliance audit results with department heads and the General Manager, 
address any issues, develop and implement corrective procedures, and review results 
after implementation. 

• Review audit results with Lottery management and present INTRALOT's proposed 
solutions to any open issues. 

• Immediately notify the Lottery of any critical events, anomalies, or incidents that impact 
SLR's 

• Provide reporting to the Lottery, on a regularly scheduled basis, detailing events, 
anomaljes, or incidents and the corrective measures that were taken. 

• Cooperate with and provide any infonnation required by the third-party compliance 
auditor chosen by the Lottery 

• Assist Lottery in developing test procedures for verifying compliance provisions. 

INTRALOT'S Experience and Ability 

INTRALOT's presence surrounds the globe with a workforce of over 5,000 gaming professionals. 
Our rapid growth has reSlllted in $1.2 billion in combined corporate revenues in 2007, just over $1 .5 
billion for 2008, and just over $1 .4 billion for 2009. Established in 1988, INTRALOT has a strong 
international presence in more than 50 countries on five continents. INTRALOT, which dominates 
in the European market, has secured a strong position in the developing South American market, 
has established a significant presence in North America and is expanding its positions in Southeast 
Asia and Australia. We have delivered new retail point-of-sale tenninals to over 120,000 retailers 
just in the last five years. The experience of our management team is rooted in the success ofthe 
Lottery industry, with over 200 years of local lop-line management service. With an award to 
fNTRALOT, the Texas Lottery will gain a financially strong and experienced organization for its 
full service gaming system contract, and the Lottery will gain access to the technical capabilities, 
resources, and business acumen of the entire INTRALOT team. 
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INTRALOT's Track Record for 2009 

Sales/or INTRALOTpartner Lotteries on the rise/or 20091 

2009 Online Sales vs 2008 Online Sales 

All of INTRALOT's customers are experiencing sales increases for on-line products as shown in 
the chart below, which compares online sales for calendar 2009 with online sales for 2008. 
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There are a number of factors to consider when examining "demonstrated experience" and all of 
those factors neeiJ to be taken into account to obtain a compkte, acctrrate and fair evaluation of a 
company's capability. One orthe most important factors is tbe company's track record relating to 
commitments fulfilled. Please note that since its founding, INTRALOT hilS never been late on 
a ny project or conversion . 

fNTRALOT currently operates the fo llowing North American contracts: Nebraska. Montana., Idaho, 
New Mexico, South Carolina, Ohio and Arkansas. Most recently, it has been awarded and is in the 
process of converting On-line the Gaming Systems for the Louisiana, New Hampshire, Vennont . 
and District of Columbia Lotteries. Service offerings include On-line Gaming Systems (with Multi­
State Lottery Association, MUSL games), interfaces to various Lottery Systems, interfaces to 
different ICS vendors, a full-featured Instant Game Management System, and fu ll courier Instant 
Ticket warehousing, distribution and telemarketing responsibilities for the Ohio Lottery. New 

6.5 Compliance Review Tens Lottery 
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games that demonstrate our ability to remain competitive and innovative in the gaming marketplace 
have also been implemented at all operating lotteries since the conversion phase. 

INTRALOT has obtained a wealth afknowledge and expertise in the gaming industry over tht: past 
twenty years. Since the breadth of our experience is world-wide we have amassed a great deal of 
experience in various types of games played in a variety of cultures. This experience directly 
benefits the Lottery as INTRALOT can provide you with unique perspectives regarding new gatnes 
and marketing strategies. OUf Game Library currently includes more than 400 types of games 
including numerical games, TV lottery games, Sports games, Fixed-odd games, Instant Lottery, 
pari-mutuel games, Video Lottery and Monitor Games. 

.­.-.- . ...-. 

--
....... "'-

INTRALOT World Wide Presence Map 

, 

.~ 

, 

The INTRALOT World Wide Group employs over 5,000 full-time employees; all experienced and 
well versed on the particular requirements of the local markets in which INTRALOT currently 
operates. INTRALOT believes that providing exceptional support to our clients helps make us 
more successful. As a result, 57 percent of our employees are dedicated to the support of contract 
service level requirements and implementation of projects; 25 percent of the total workforce is 
engaged with software and systems development and 18 percent in sales finance and administration. 

Texas Lottery 6.S Compliance Review 
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OUT history of meeting and exceeding customer service level requirements and per formance 
expectations demonstrates our ability to adapt to new markets and overcome technological and 
cultural constraints. INTRALOT has acquired an excellent reputation in the global gaming arena. 

Press Release November 10, 2008 

November 10th. 2008 

For the sixth consecutive year, INTRALOT received signifICant awards among the listed companies on 
the Athens Stock Exchange, in the context of ~Business Awards MONEY 2008 - GEORGIOS 
QUZQUNIS'", During the official ceremony, INTRALOT's General Director of International Operations, 
Mr. Fotios Mavroudis, received the 1st "'Internationalization Award"', whereas INTRALOT also received 
an award in the category "Best company FTSE-ASfj20 - 2008'", 

The awards have been an initiative of "'MONEY'" finandal magazine and are the outcome of a voting 
procedure conduded through questionnaire<; filled by representatives of the listed companies on the 
Athens stock Exchange and Important personalities in the Investment Sector, such as sell-Side 
analysts, institutional investors and fund managers, as well as retail investors who counted for 50% of 
the result, and the readers of the "MONEY" magazine, who had the opportunity to vote through an 
electronic version of the questionnaire. The whole procedure was organized and audited by an 
independent and solvent toil company. 

The purpose of the competition is to promote and extol the best of the Athens Stock Exchange listed 
companies fOf their contribution to the development of the stock exchange and the Greek economy in 
general. This year's ceremony was held in the framework of the "South-East: Europe Investment 
Conference 2008". 

Commenting on the awards, Mr. Fotios Mavroodis, stated: "We are very honored to receive these 
awards that ratify our international adlievements. Today, our activities have expanded Significantly 
covering 50 countries on all 5 continents, where our strategy entails a oontinuous monitoring of new 
business opportunities. The recognition of our success is a driving forte for our operation and infuses 
us with even more motivation for adlieving high goals." 

Business Highlights: As a vendor and/or Lottery operator, INTRALOT has been awarded 
contracts for a wide range of lottery products (systems, terminals, alternative distr ibution channels 
and VLTs) and gaming applications (lotteries, instant lotteries, fixed odds betting, etc.) in the USA, 
Chile, Peru, Colombia, Greece, Germany, Cyprus, Poland, Romania, Russia, Bulgaria, Taiwan, 
Turkey, Suuth Africa, Serbia and Montenegro, FYROM, Moldova, Malta, PhHippines, Malaysia, 
South Korea, New Zealand, Netherlands, Australia, Vietnam and Slovakia. Our performance under 
these contracts has been exemplary. Recommendation letters from our customers can be supplied at 
any time upon request. INTRALOT has never been late on any mutually agreed upon contractual 
delivery date and we have never failed to receive a contract renewal when one was available. 
ISO Certification: INTRALOT has been ISO 9001 :2000 certified. This certification guarantees 
that the products, systems and services provided to INTRA LOT's international clients comply with 
the highest quality standards. 

Information Security Man agement System Certification: INTRALOT has been awarded an 
ISOIIEC 27001 :2005 Information Security Management System certification - for the scope design, 
implementation, testing, installation, maintenance, integration and operation of information 
technology system. 

6.5 Compliance Review Tens Lottery 
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CSR Membership: lNTRALOT is a member of the network of Corporate Social Responsibility 
(CSR-Europe). The network promotes the adoption of business practices in line w ith the concepts 
of social responsibility and cohesion. INTRALOT actively participates in the global gaming 
community and contributes decisively towards the future development ofthe industry. 

Associations: INTRALOT is an active member of the following industry-related organizations: 

~. WLA 

(World Louery Association) 

NASPL 

(North American 
Association ofState& 
Provincial Lotteries) 

GSA 

(GamingStandards 
Association) 

EL 

(European Lotteries) 

CIUELAE 

(The Hispan ic association for 
SouthAmcric(lond the) 

APLA 

(A sian Pacific Lottery 
Association) 

INTRALOT has acquired valuable know-how and experience in the supply and operations of 
complete systems for the automated operation of wagering games. For twenty years, rNTRALOT 
has offered its services and undertaken activities with worldwide success and has demonstrated its 
ability to successfully localize its range of products in different markets throughout the world. 

Tens Lottery 6.5 Compliance Reyiew 
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INTRALOT's Track Record in North America: 

We feel it is important to convey to the Texas Lottery that our success has been achieved because of 
the partnerships we have built with our lottery clients. When INTRALOT is awarded a contract we 
immediately roll up our sleeves and get to work fulfilling the promises made during the proposal 
stage. OUf promises aren'l hard to keep because we stand behind our team, OUf corporate 
capabilities and our technological resources that allow us to provide exceptional service to a partner 
customer like the Maine State Lottery. 

. -TEXR5-
t.OTTERY 

INTRALOT, a world leader 
would like to welcome the 
Texas Lottery into our local 

family of partners ! 

6.5 Compliance Review 
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During each step from contract award, to conversion through ongoing contract deli very. we keep 
our promises and deliver on promised service levels while utilizing all of OUT intellectual capital, 
technology and hard work to exceed your expectations. 

Our approach is simple. We invest in cutting-edge technology while applying old-fashioned work 
ethics and the best customer service to our projects and services. We strongly believe that the old 
adage "hard work pays off" is true and we have the sales data to prove that we have applied that 
work ethic to all of our projects. 

The Lottery industry' s 2008 Fiscal Report prepared by LaFleurs reveals that severa l INTRALOT 
Lottery partners have increased sales significantly over the past few years. In 2008, Idaho, Montana 
and Nebraska ranked among the top states for percentage change among U.S. Lotteries. We are 
proud of the hard work we have put into our partnership with our customers to help them achieve 
their goals. 

2008 Sales Growth Compared to 2007 

1._ I! .. 

5 Nebraska 122.0 7% 

12 Momana 43.9 6% 

14 Idaho 137.1 5% 

In New Mexico, our team worked side-by-side with the Lottery for one year to implement a 
successful system conversion five days ahead of schedule. This was accomplished while we were 
also converting South Carolina and actively working with one of our newest Lottery partner - Ohio. 
This is a testament to lNTRALOT's hard work and dedication to surpassing goals and meeting all 
expectations. 

Post conversion, we believe in wasting no time in getting to work on our service delivery. Within 
one year of the Idaho Start-up we utilized our marketing know-how and corporate support to help 
Idaho set up a robust promotional database, create several new games and a thriving VIP club. This 
system allows Idaho to build valued relationships with players and measure game interest levels. 
Their VIP club now has more than 60,000 members. 

(NTRALOT's technology combined with our superior service delivery gives us and our Lottery 
partners the competitive edge needed to succeed in a highly competitive gaming market. Our 
award-winning terminals, like the microLOT, Coronis HEE, Photon, WINST ATION, and Corom s 
MP along with our award winning mesh radio system were created to provide lotteries and their 
retailers with technological resources that work efficiently and help them to achieve their goals of 
increasing lottery sales. Day one, in our lottery partner states, we begin tracking our performance 
against across numerous service areas including historical sales to ensure we are helping to progress 
our partners along the path to success. As you can see from the table on the following page, we 
have assisted the Nebraska Lottery in achieving higher sales during our first 3 years as their lottery 
vendor compared to their previous three year sales. 

Texas Lottery 6.5 Compliance Review 
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We flipped the switch to our system on July 1. 2004, which was the beginning oftbe Nebraska 
lottery's FY2005. The results of the first 4 years are shown below. 

FY200S. Total sales increased by 6.7% over the previous year even though on-line sales for that 
year decreased by 6%. The decline was specifically attributed to lower Powerball sales for that 
year, whjch resulted from a lack of significant Powerball jackpots as compared to the previous year. 
h is common knowledge that Powerball sales are highly dependent upon the number and amount of 
significant Powcrball jackpots. It should be noted that, although Powerball sales decreased in FY 
OS due to the lack of Power ball jackpots, all of the other Nebraska on-line games showed an 
increase compared to FY 04. 

FY2006 recorded the highest on-line sales in the history of the Nebraska Lottery up to that year. 
The on-line sales for that year were also more than 18% higher than the best year of sales achieved 
with the previous Vendor. 

FY2007 on-line sales resulted in the second best year (up to that year) for the Nebraska Lottery and 
were 17% higher than any year of the previous Vendor' s contract. FY2008 was the best year ever 
for Nebraska sales and were 26% higher than any year under the previous Vendor's contract. 

Sales figures presented in millions of dollars: 

\\ eel.: I Total I Total I Combined I Vendor 
[llding Scrlltch Lotio 

t'V2002 $38.397 $35.767 574.164 GTECH 

FY200J S41.480 $40.301 $81.781 GrECH 

FY2(H)4 $49.879 $4<.603 $96.482 GrECH 

FY200S $58.858 544.141 $103.000 INTRALOT 

FY2006 $58.153 556.263 $1 14.416 INTRALOT 

FY2007 $63.S20 $54.S27 $1 18.047 INTRALOT 

fY2008 $69.574 559.691 5129.265 INTRALOT 

fY2009 will provc to continue the trend of increased sales in Nebraska and our other states thanks 
to the creative talent on INTRALOT's Game Development Team which created games like MyDaY 
for the Nebraska Lottery. MyDaY is played by picking a two-digit month from 01 to 12, a two­
digit day from 01 to 31 and a two-digit year from 00 to 99. Only valid dates are accepted. February 
29 is accepted for years divisible by four including the year 00. MyOaY outsold both oftbe 
Nebraska Lottery's static-top tier on-line games, with almost no cannibalization of the existing 
games' sales. 

6.S Complia nce Review Telas lAittery 
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I t JJJj~D-J 
Jobs for Texans. Revenue for Texas 
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6.6 Facilities Support Services 

Facilities support services are the activities associated with acquiring and maintaining the facilities 
necessary to support the Lonery Operator' s and the Texas Lottery 's operational requirements. The 
following table identifies facili ties support services requirements. 

Table 18 Facilities Support Response Requirements 

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

INTRALOT acknowledges, accepts and will del iver the roles and responsibi l ities a nd agrees to 
comply with the detail requirements defined in Table 17 Facilities Support Services Requirement s 
and Table 19 Facilities Support Service Levels. 

2. The Proposer must describe all recommended faci lities, to include at a minim um, the 
locations and types of facilities, functions to be supported, accommodations for TLC and 
Proposer staff and warehousing capacity. 

INTRALOT is committed to helping the Texas Lottcry grow its top line sales and bottom line 
contribution to the Foundation School Fund. INTRALOT is bringing unprecedented technology, 
process and staffing to The Texas Lottery. INTRALOT's world class facilit ies wi ll provide superior 
security, office and warehouse space that is optimized for efficient workflow. Our faci lities will 
provide security in depth. INTRALOT wi ll provide more than 209,000 square feet of office and 
warehouse space in ten faci lities across Texas. Access from the exterior will be controlled by 
electronic identification cards. High security interior areas such as the instant ticket warehouse and 
the computer rooms will be further controlled by biometric security systems. All h igh security 
areas will be video recorded on a 24X7X365 basis. Live video feeds and recorded security video 
will be available in the INTRALOT and Lottery security offices for monitoring and auditing. From 
report accuracy to the length of time it takes to repair our hardware, we develop management plans 
to constantl y improve efficiency, security and service levels. All workstations in a ll INTRALOT's 
facilit ies will have fi ngerprint security access devices. INTRALOT's teclmical and facil ities 
solutions are the most secure of any in the Lottery Industry. INTRALOT's LOTOSTM securities 
ban never been breached. 

INTRA LOT will dramatically beat the Texas Lottery' S service level expectations for facilities 
support services. Our racilities will support alllhc business and operational requirements of the 
Texas Lottery. We will develop documents describing all the faci lities support procedures that 
ensure secure and efficient facility operations. All major processes will be documented from 
weekly testing of the backup generators to how instant tickets are received, warehoused, pick-and­
packed, shipped, returned and destroyed. These process specifications will be placed under 
configuration control and stored in our Configuration Management Data Base. The Texas Lottery 

T exas Lottery 6.6 Faci lities Support Services 
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may audit any or alllNTRALOT facili ties at any time duri ng the entire contract. The Lottery is 
also invited to approve the selection and build out plans for each of the INTRALOT facilities. 
Secured warehouse faci lities will be available in each of the tcn INTRALOT faciliti es for storage of 
equipment scheduled for deployment (or repair), on-line ticket stock, play slips, point of sale (POS) 
materials, promotional items and instant tickets. All of these storage areas are high security areas 
and therefore will have biometric access control with 24 hour security video recording. A ll ten 
faci lities will have backup generators in case of commercial power failure. 

The Office Facility will 
have offices for two (2) Texas Lottery staff and a secure User Acceptance Testing faci li ty that w ill 
have offices for three (3) Lottery staff plus all the eq uipment required for Lottery user acceptance 
testing. The Central Warehouse will have a separately secured enclosed work area for Lottery staff 
that is at least 1,200 square feet with a minimum of four (4) workstations and validation testing 
space. This Lottery staff office will have a clear view of the Warehouse main entrance and the pick 
and pack area. Additionally the main warehouse will have a minimum of 1,500 square feet secured 
storage space for verified tickets and 3,500 square feet for secure file and supply storage. 

The Austin faci lity will have secure warehouse and distribution areas adequate for storage and 
processing one billion (l ,000,000,000) instant tickets regardless of ticket size. INTRALOT will 
maintain at least a ninety (90) day supply of on-line ticket stock and play slips in our Austin Central 
Warehouse. Additionally, INTRALOT will require our on-line ticket stock and play slip vendor to 
maintain one month's supply of all play slips and on-line ticket stock on their warehouse floor at a ll 
times readily available for immediate shipment. INTRALOT is staffing Texas with our most 
experienced leaders in all areas of Lottery services. We are heavily investing in technology, 
infonnation, structured process and the right people to make Texas the most successful lottery in 
America. JNTRALOT is totally committed to driving tremendous annua1 growth in lottery sales. 
Our facilities are designed to promote information and product securi ty while facilitating efficient 
office, computer room and warehouse processes. The following sections describe our world class 
faci lity solutions. 

Over the past 5 years INTRALOT has proven time and again our ability to manage vendor to 
vendor conversions and build world class facilities. For Texas we have established relationships 
with local commercial brokers that enable us to move quickly to build and operate our faci lities for 
the Texas Lottery. As your partner, INTRALOT will seek written Lottery approval before entering 
into facility lease and design agreements for the Texas Lottery Contract. INTRALOT proposes to 
provide and operate a 

under the new 
contract with the Texas Lottery. The approximate size and locations of our planned faci lities are 
presented in the following table: 

6.6 Facilities Support Services Texas Lottery 
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Primary Facility: Austin, Texas: 

INTRA LOT proposes a Primary Data Center, Business offices, Distribution Warehouse and one 
district office in Austin, Texas to be located within thirty mi les orthe state capital building. Below 
are just four orthe many options that meet the criteria of this RFP. 

Te:llls Lottery 6.6 Facilities Support Sen' ices 
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Intralot Locations - Austin. TX 

r .m 

\ 

II ~. r " I , 
Proposed INTRALOT Austin Primary Site locations 

fNTRALOT has short listed two of the many locations for review in this proposal that serve the 
requirements and needs of the TLC. All locations meet the distance and physical requirements of 
the RFP and will be finished out with all security and technical infrastructure required by the RFP. 
Since the real estate market is continually changing, at the time of the award other properties may 
be avai lable which may be a better fit. fNTRALOT is your local partner and desire to work 
together with the Lottery to select mutually satisfactory locations for all fac ilities. fNTRALOT will 
review the real estate market again at the time ofthe award and jfbetter more attractive properties 
are available, INTRALOT will present new a lternatives to the Lottery for written Lottery approval. 

6.6 Facilities Support Services Texas Lottery 
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Primary Site Option 1 - 201 W Howa rd L.ane, Austin, TX 
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Commercial electrical power is suppli~L1 from two nearby $ub!)lalions. This faci lity has 75,500 
square feet of office space on two floors and 210,076 warehouse space. 

INTRALOT's 2nd choice option is Tuscany Center where there is more than one h undred and fifty 
thousand square feei of space available. 

Primary Site Option Z - 8024 Excbange Drive, Austin, TX 

INTRALOT will provide all space required by the RFP including administrati ve offices for the TLC 
staff, testing faci lities, secure file storage, secure ticket storage, and secure general warehouse space 
as defined in the RFP. 

6.6 Facilities Support ~rvices Texas Lottery 
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Primary Site - General Offices and Data Center (Example Layout) 
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Primary Site - Distribu tion Center (Example Layout) 

The diagrams above represent the potential layout of INTRALOT's primary site in Austin 
consisting of approximately one hundred ami five thousand square feel of warehouse and thirty fi ve 
thousand square feet of office space. 

The central distribution warehouse located in Austin, consisting of approximately one hundred 
thousand square feet will: 

• be within 30 miles of lhe state capital building 
• be climate controlled 
• be access controlled 
• be securi ty video monitored and recorded 24X7X365 (accessible from lottery headquarters) 
• be capable of storing more than one billion instant ticket game tickets regardless of size 
• be capable of storing a ninety day supply of secure On-Line Ticket stock and On-line play 

slips 
• provide a minimum of 1,200 square feet for testing validation 
• provide a minimum of 1,500 square feet of secured storages space for veri fied tickets 
• provide a minimum of 3500 square feet for a file room and supply storage 
• provide a minimum of 10,000 square feet of secured warehouse space with controlled or 

limited access reserved exclusively for the lottery 

INTRALOT is well versed in implementing and managing large scale instant ticket di stribution 
operations and we look forward to demonstrating our expertise and professionalism to the Texas 
Lottery. Pictures of our Ohio operation demonstrating lNTRALOT's order placement technology 
follow: 
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INTRALOT' s Automated Order Placement System (Sorter) 

Tens Lottery 6.6 Facilities Support Services Page 9 
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INTRALOT BACKUP DATA CENTER DALLAS, TX 

Backup Data Center Facility: Irving (Mid City - Dallas I Fort Worth) - Backup Data Center I 
District Office 

For the TLC Lottery's Backup Data Center (BDC) location we propose a separate secured space in 
the mid-city area of Dallas I Fort Worth, Texas to be co-located with the district office. This meets 
the requirement to be located within Texas yet not be within the same Local Access Transport Area 
(LATA). The remote Back-up Site is located such that a single disaster won't disable our Primary 
and Back-up Sites s imultaneously. 

INTRALOT will provide a remote Back-up Data Center where gaming transactions are accepted, 
logged, and processed. The Back-up Data Center will be a carbon copy of the Primary Data Center. 
The communications and processing equipment will be an exact duplicate of the Austin facility. 
The backup faci lity will be manned 24X7X365 just as the primary facility is, The securities at the 
back-up facility wi ll include protection in depth with electronic ID badges to enter through the 
exterior doors and biometric based control of access to the high security areas. Only personnel who 
have a need to entcr the high security arcas will be given access to those areas. The retailer 
network, the primary data center, Lottery access for management terminals, and the Lottery's ICS 
will have duplicate connectivity to the BDC. The BDC will have an Uninterruptable Power supply 
and diesel generator capable of powering the entire facility for a minimum of forty eight (48) hours. 
INTRALOT will exercise our disaster recovery plan once a quarter by numing the lottery network 
and computing functions from the BDC. 

As with Austin there are numerous facilities avai lable in the Mid City area that will work well as a 
Backup Data Center Site and INTRALOT district office. All three are located near the Dallas Fort 
Worth Airport. Three of the short list candidates are pictured below: 

6.6 Facilities Support Services 
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Dallas, TX area Backup Data Center proposed Locations 
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District Offices: Below are two orthe larger di stricts where INTRA LOT anticipates larger faci liti es 
to serve those retailers and our staff. Similar options are available in all cities identified above 

T exas Lottery 6.6 Faci lities Support St>rvict'S Page 13 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



,ntralot 
Houston: 

n ~ , 

Houston Proposed District office and Warehouse Locations, 1,2, and 3 

Page 14 6.6 Facilities Support Services Texas Lottery 
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San Antonio: 

San Antonio 

OUf communications solutions will provide the maximum reliability and availability_ We will 
ensure that all site specifications and operating standards are consistent with multi-jurisdictional 
associations. fNTRALOT will submit district office sites and build out plans to the Lottery for 
approval prior to lease. 
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INSERT llX17 FLOOR PLAN FOLD OUT DIAGRAMS 
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3. 

i 

I 

The Proposer must describe other services, procedures, materials, supplies, programs, 
policies, equipment and facilities it believes necessary for successful daily operations. The 
Successful Proposer shall be responsible for providing all necessary items for each proposed 
facility. 

INTRALOT's faci lities include appropriate safety, security, and environmental controls equipment 
for computer room operations and the secure warehousing and distribution of instant tickets as 
described below. All construction and furnishings will comply with applicable fire, safety, 
build ing, and ADA codes. INTRALOT accepts full responsibility and agrees that any upgrades, 
servicing, or replacement required to remain compliant with such codes arc INTRALOT's 
obligation. No filming or pictures of the central distribution warehouse's interior shall be allowed 
unless prior written approval is received from the Texas Lottery. Visitors to the instant ticket 
warehouse require 24 hour advance prior notification and approval by the Texas Lottery. 

Access Control aDd Video Monitoring 

All k~y acc~ss doors will be self-closing and sdf-locking and will be monitored by vid~o canu:ras 
located within key areas of our facility. Electronic devices will be used to protect and monitor the 
doors, various entrance points, windows and other openings. Authorized access to the premises, as 
well as limited access to high-security areas, is controlled through an electronic card access system, 
which is monitored at the security station. Emergency exit doors will be provided and will be 
equipped with alarms. 

Access via the electronic card and biometric access control systems will be limited to staff approved 
by the Texas Lottery after successful background investigations in accordance with RFP section 4.8. 
Additionally all INTRALOT employees are screened for illegal drug use before they are hired. 
INTRA LOT also has all employees certify their understanding of our code of conduct annually. 

A biometric electronic access system is installed at entrances to our computer room(s), media 
library, instant ticket warehouse, and other high security areas. 24X7X365 live security video 
system cameras are located in all high security areas and around the exterior of all our Texas 
facilities. The WaveReader video security systems are connected by a feed to the INTRALOT's 
security office and the I .ottery'~ Security Operations Center to enable real-t ime monitoring. 
INTRALOT understands that a personnel access list must be authorized by the Texas Lottery. 
Access is restricted to personnel authorized access to each controlled area. Access controls will 
prevent any unauthorized personnel from entering the premises. Access authority will not be 
granted fo r anyone until authorized in writing by the Texas Lottery. Visitor requests will be 
submitted to the Texas Lottery forty eight (48) hours prior to each visit. 

INTRA LOT intends to install and administer the WaveReader digital eeTV monitoring and access 
system. We will ensure that the WaveReader system is equipped with enough camera and 
communications capacity to monitor al l gaming systems, games management activities, distribution 
warehouse, and sensitive facility areas as determined by Lottery Security. The Pan, Tilt, Zoom 
(PTZ) capability will be provided on camcras where needed and/or required by the Lottery. 
INTRALOT will equip the system with video feeds from critical areas in both of its Texas data 
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center facilities to the Lottery Security Operations Center and any other locations as detennined by 
the Lottery. An electronic access system will be installed at entrances to the computer room(s), 
media library, external doors, and other secure areas. This system will be remotely connected by a 
feed to the Lottery' s Security Operations Center to enable real-time monitoring. INTRALOT 
understands and agrees that the access list will be authorized by the Lottery. 

Access is restricted to any unauthorized personnel. Access controls will prevent any unauthorized 
personnel from entering the premises. Locks or access codes will be changed on a periodic basis. 
The frequency of the changes wi ll be dictated by the Lottery_ 

High-resolution digital color cameras will be located at key 
areas within OUT facilities. These locations will include all 
access control doors and other areas that may be deemed 
sensitive, such as Operations, Computer Room and the ticket 
stock area. Incoming and outgoing activities wi ll be under 
constant surveillm'lce hy high-reso lution color camera ... 
Movable (pan-Tilt-Zoom) cameras will also be strategically 
located on the exterior of the faci lity. 

All camera footage will be recorded on digital video recorders (DVR). The DVR w ill record any 
activity or motion .... i th each of the cameras views. The DVR will have the capability to 
accommodate a minimum of 30 days of image storage. Video backed up from the DVR will be 
retained in accordance with section 3.74 of the RFP. INTRA LOT will provide WaveReader, a GE 
Security software product, to Lottery Security personnel. WaveReader software is a graphical user 
interface that allows users to remotely access GE Security digital recorders via Ethernet or dial-up 
connection. 

This access includes remote viewing, menu adjustment, camera control and downloading of images 
for later use. Below is a short list of WaveReader highlights: 

• Full or multi-screen live viewing and playback modes 

• Multi site searches 
• Access via LAN/W AN/WWW 
• Find video by time/date range, camera, event. and transaction text 
• Motion Search filter searches recorded video for motion in a user defined area. 
• View video while recording 
• Address book accommodates up to 10,000 sites, with 18 data fields for recording 
• User security rights enable users to customize access and control privileges 
• Exportable and printable search results screen 
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WaveReader software can also be used to remotely control PTZ (pan/tilt/zoom) units through an 
Ethernet connection . When connected to a unit, it's easy to switch from viewing live images to 
playing recorded images. Search fi lters enable users to go to a specific date and time to begin 
playback. Additional searches can be conducted using the following variables: 

• Specific date/time range 
• Camera (all or some) 
• Alann inputs (all or some) 
• Events (motion/alarm linked to event, and transact ion text) 
• Combinations oftime/date, camera, and event. 

WaveReader olTers controls that mirror a VCR, including play, reverse play, fast forward play, and 
fast reverse play, frame advance (forward and reverse), pause, and stop_ The program also offers 
screen display modes. The user can quickl y move forward in the video file by moving the playback 
posit ion slider bar. A separate playback speed slider bar permits the user to slow down playback 
from the normal real-time speed for better observation. 

_u. 
';;:"'"z.-...::;t'':-=::it.''J'M-..,.---"""',_-.. -

WaveReader Screens 
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All employees will be issued an electronic key card at the time ofthcir employment. This card is 
programmed with a unique security code to grant access only to those areas necessary for 
employees to accomplish their assigned tasks. Access can be further controlled by date and time of 
day_ INTRALOT will work with the Lottery to determine the access requirements. For the 
employees, a photograph will appear on the badge as well as the employee's name, department, etc. 

If a badge is reported lost or stolen, or the employee is tenninated or suspended, the badge can be 
immediately deactivated or deleted from the security system and cannot be used. 

An "Access Denied" alert noti fication warning is transmiued to the Security Management System 
(SMS) when an a ttempt is made to use a deactivated or deleted badge or to enter an area for which 
the cardholder is not granted authorization. This notification will also be accompanied by detailed 
infonnation advising the person monitoring the system of the action he/she should take. Closed 
circuit television cameras (CCTV) will also lock in the alann mode for areas where cameras are 
monitoring access-controlled doors. This information will be transmitted to, and recorded on, the 
host comp~lter for the Access Control System and the video systems Digital Video Recording 
system. 

All visitors will be required to present identification, signed in and out, issued a temporary visitor 
badge, and escorted, at all times, through the facility. In addition to access control the system 
monitors and records: 

• All doors, including overhead doors 

• All windows 
• Interior perimeter 
• Card access for all doors for authorized access times and doors held open too long, blocked, 

forced open, etc. 
• Status of all intrusion alanns. 
• Log of all access granted to the building and restricted interior areas. 
• Log of all access granted to the production area of the data center. 
• Log of all denied access occurrences by the card access system. 
• Alann conditions of monitored environmental controls. 
• Life safety devices. 

Access Control Real Time Logs 

The INTRALOT proposed access control system allows for the digital logging of all visi tors 
entering the facility. The log is available in real time by secure LANfWeb access 10 Lottery 
Security. 
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Fire Suppression 

Computer room(s) will be protected by an automatic fire extinguishing system based on fM·200 or 
another Lottery-approved method. The system will be installed and maintained as specified by 
applicable National Fire Protection Association (NFPA) guidelines and any applicable local and/or 
State code. When triggered, the automatic fire extinguishing system would be equipped with 
alarms that sound locally and at the Lottery 's Security Operations at Lottery Headquarters. 
INTRALOT has installed NFPA compliant FM-200 Systems in all of our facilities located in the 
United States. 

Construction will support fire safety as noted in NFPA guidelines as well as all applicable stale and 
local fire codes. INTRALOT assures the Lottery that the physical area for OUf faci lities will comply 
with all state and local building codes, laws and rules for facilities of its type. The computer 
room(s) with mission critical equipment will be separated from other areas by non-combustible 
materials having at least a one-hour fire resistance rating. Other design criteria shall be 
incorporated to include, but not limited to: 

Texas Lottery 

• Computer room walls will extend from the structural floor 10 the structural floor (or roof) 
above. 

• Fire doors will be provided on all entrances into the computer room with a fire resistance 
rating at least equal to the wal l in which the door is located. 

• All penetrations through the computer room floor, wall or cei ling wi ll be tightly sealed with 
material equivalent to existing floor, wall or ceiling construction to prevent passage of heat. 
smoke and water. 

• Fire and smoke dampers will be provided in ducts that pass through the computer room 
walls, floor and ceiling. 

• Air conditioning system with sufficient capacity to maintain a stable environment within 
original computer equipment manufacturer specifications wi ll be installed. An air 
conditioning failure detection mechanism will also be provided. The air conditioning 
system(s) will be interlocked to shut down upon activation of the fue extinguishing system 
or the automatic system will compensate for loss of extinguishing agent through operation of 
the air conditioning systems. 

• The automatic extinguishing system will be equipped with alanns that sound locally and at a 
continuou~ly attended location and at the LoUery'~ SIXurity Opemlion!) at LOltery 
Headquarters or other off-site location, such as a fire department or other location to be 
approved by Lottery Security. The mann system will indicate a trouble condition if the 
system were to become inoperable and provide supervision of extinguishing system valves 
to indicate unauthorized tampering or closing. fNTRALOT will also ensure the HVAC 
System is maintained according to its manufacturer's specifications. 
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Critical Power Protection 

INTRA LOT's data centers will condition electrical power to ensure that all equipment are protected 
from commercial electrical power surges should they occur. lNTRALOT will provide and maintain 
PDC and BDC Uninterruptable Power Systems (U PS) including generators that will automatically 
power the entire facility for up to forty eight (48) hours without refueling. During the Contract, the 
batteries, transfer switch, and generator will be exercised for extended periods on a Lottery­
approved schedule, and the generator will be maintained according to its manufacturer's 
recommendations. The Dual battery string UPS will provide a minimum of30 minutes o f battery 
transition time at 150010 capacity for all hardware, environmental equipment, communications 
equipment., fire protection equipment, alann systems and necessary lighting to conduct normal daily 
business operations. INTRALOT will ensure that this equipment meets or exceeds all applicable 
fire and safety codes. INTRALOT customarily exercises all generators at all of our facilities at least 
once weekly. INTRALOT will exercise the generator(s) for both PDC and BDC according to a 
Lottery approved schedule. 

INTRALOT will also provide backup generators for the District Offices to ensure that the security 
systems and security camera systems are always powered even in the event of loss of commercial 
power. 

BY AC Environmental Safeguards 

TNTRALOT will provide redundant HV AC in the PDC and BDC to ensure that our equipment and 
control room temperatures are maintained at the optimum levels even in the event of failure of one 
of the primary systems. 

4. The Proposer must indicate the proposed hours of operation for the central distribution 
warehouse. 

The scheduled hours for the central warehouse are 8 AM to 5 PM, M·F. Saturdays and Sundays and 
holidays will be scheduled as necessary. The warehouse team will remain until the daily orders are 
complete and on the couriers trucks. INTRA LOT understands unforeseen circumstances like large 
jackpots, heavy ticket orders, late new game arrivals etc. may dictate the actual hours worked on 
any given day. fNTRALOT will not accept delivery of instant tickets or loading of instant tickets 
assigned for destruction or destruction of instant tickets without the presence of the Texas Lottery 
staff. INTRALOT will operate the central distribution warehouse when any situation requires our 
extended presence and it is in the best interest of and authorized by the Texas Lottery. 
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6.7 Business Continuity and Disaster Recovery 

Business Continuity (BC) and Disaster Recovery (DR) Services are the activities associated with 
providing prioritized continuity and recovery services for the Lottery Gaming System, sales, 
marketing, warehouse, distribution and all associated components (e.g., hardware, software, 
network, attached and standalone devices). At a minimum, these activities must be maintained in 
accordance with Title I , Texas Administrative Code Chapter 202 - (Title I TAC 202) Infonnation 
Security Standards. The following table identifies the Be and DR service requirements. 

Table 21 Business Continuity and Disaster Recovery 
Response Requirements 

nl'~llnnw I{l'(IUlrl'lI1ll1l~ 

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

INTRALOT acknowledges and accepts the roles and responsibilities and agrees to comply with the 
detail requirements defined in Table 20 Business Continuity and Disaster Recovery Requirements 
and Table 22 Business Continuity and Disaster Recovery Service Levels. 

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

INTRALOT will provide and annually update a Business Continuity and Disaster Recovery and 
Contingency Plan (BCDRP) for the computer centers and adm ini strative facilities s ites used in 
fulfillment of INTRA LOT' s responsibilities under the contract. fNTRALOT w ill deliver the 
BCDRP no later than 90 days after the production start-up date. The plan will take into account 
disastt:n; including, but notlimiled to, those caused by weather, witter, nlXld, fin:, environmental 
spi lls and accidents, mal icious destruction, acts of terrorism or war, and contingencies such as 
strikes, epidemics, pandemics, etc. 

INTRALOT's plan will ensure continuation of the System and all gaming activities. Provisions w ill 
also be made for the safe, secure off-site storage of all scheduled Back-up data and programs 
utilizing a secure, Lonery-approved offsite storage service. Should implementation of any portion 
of the disaster retovel)' and contingency plan become necessary. all costs associated with the plan 
will be covered by fNTRALOT. 
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INTRA LOT will participate with the Lottery in exercises to test the BCDRP and Back-up systems 
along with coordination with the Lottery's production of its own disaster plan. The requirements 
outl ined in this section of the RFP are part of our existing plans and would be included in a 
customized plan that will be prepared for the Texas Lottery. The completed BCDRP draft would be 
made available to the Lonery prior to the Start-up date for Lottery review, and input. 

INTRA LOT looks forward to creating a solid partnership with the Lottery during the development 
of the Business Impact Analysis, the Risk, Threat Analysis, and the design phase of the Business 
Continuity Plan . Teamwork between the Lottery and TNTRALOT is needed when emergencies 
occur. Not the least of which include communications to the affected parties, coordination with the 
disaster teams, liaison with Public Safety personnel, and possibly statements to the media and 
public. 

It is imperative to recover quickly from any condition that full y or partially disrupts the Lottery's 
operations. Such conditions may be the result ofa natural or man-made disaster such as pandemics, 
epidemics, flood, fire, explosion, earthquake, power outage, tornados, hazardous chemica l o r 
biological situations, strikes. and other types of natural. man-made or terrorist-induced acts thai are 
capable of shutting down operations of the Lottery Gaming System. The BCDRP w ill detail the 
approach, strategies, and procedures to promptly recover from a disaster or critical event. Areas that 
are covered in the BCDRP include: 

Arca Dcscriptson 

Continuity orO~ ... tions Defines procedu~s to be used by each functional area to react to an 
emergency or crisis situation. Defines an IT Disaster Recovery Plan 
for maintainin J comDuter ooerntions durin2 a crisis. 

ContingC'ncy Planning Defines physical and data security procedures to reduce or eliminate 
the risk to IT Svstems and the oh~sical security of the facilities. 

Emergency Response Defines procedures for dealing with medical and emergency 
situations. Also contains comacl informalion for the site Response 
team as wet! as outside agencies such as the Fill and Homeland 
Securitv. 

Crisis Management Defines the hierJ.rchy for the Response Team, Lottery and the 
Emel"2enc\' Resoonse Team, includin2 oomorale contacts. 

[\"I('uation Plan Contains the site floor plan and provides shelter locations aud 
evacuation procedures. 

Communications Defines the emergency call tree, employee address and phone list, 
and provides the Lottery's policy and procedures for dealing with the 
media and other OUlSide aRencies. 

Businm Recovery Defines the procedures 10 reinilialize nannal business operations 
aner the emergency has passed. Defines the Recovery Team 
members and their roles; contains equipment list for IT, warehouse 
and office and vendor list and C(Juinmelll delivery lead lime. 

Plan Re"iC'w and Testinn Procedures ror Icst in2 the BCP and reviewinlt! uodatinl! the Plan. 

6.7 Business Continui ty and Disaster Recovery Texas Loucry 
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When developing an effective plan to deal with these and other types of catastrophes, it is imponant 
to employ a methodology that provides for time ly and secure problem resolution in a n organ ized 
and responsible mannt:T. Dmwing on our t:x.pt:Tien~e and expertiSt: with otht:r lotteries, and by 
conscientiously applying industry standards, INTRALOT has fannulated a BCDRP that is designed 
to restore site operations and system operation s in an efficient and controlled manner, in the shortest 
amount of time possible. 

INTRA LOT uses automated Continuity Planning Software (called DRSTM) from TAMP Systems, a 
leader in Dusiness Continuity Planning. The system allows INTRALOT's disaster a nd recovery 
team leaders to update equipment inventory, personnel, vendor, vital records, and recovery 
procedures on a regular basis, guaranteeing the plan is always up to daLe. A wide variety of reports 
and queries allow personnel to review and update in formation before the final plan is produced. An 
updated plan cnn be generated at any time and a distribution feature will let the appropriate 
personnel know that an update has been issued. 

In addition to storing lists o f equipment, personnel, procedures, fooos and records in the database, 
DRSTM also functions as a repository for documents that are crucial to running the business such as 
the Security Plan, Disaster Recovery Plan, and various documents and fonns that are used by each 
department. The plans are maintained and updated by the individuals who supervise each 
functional area. These are the people who know the policies, procedures, equipment, and othcr 
requirements needed to re-establ ish their functional areas after a disaster. 

The methodology used and plans produced by DRSTM are guaranteed by TAMP to exceed FFlEC, 
NASD, NYSE, OCC, SEC, HIPPA, Sarbanes-Oxley, and other business continuity compliance 
requirements. The screen shown below is of the DR$TM Main menu : 

Texas Lottery 6.7 Business Continuity and Disaster Recovery 
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DRSTM Main menu 

Immediately following the Lottery' s announcement orinlent to award to INTRALOT, 
CUSlomizatiun orlhe BCDRP draft will begin. This ensures that the BCDRP wil l conform to the 
Data Center locations, logistics, local geography, local cl imate, and personnel and w ill allow 
INTRALOT to prepare a plan that complies with industry standards. 

Prior to the development Orlhe BCDRP, we will conduct a Business Impact Analysis (BIA) tailored 
specifically to the proposed Data Center locations. This would allow us to define the business 
functions and system dependencies by department and the impact on business operations if the 
functions are nOI able to be performed, compromised or malfunctioning. The BIA w ill be followed 
with a Risk Threat Analysis (RTA), which will provide us with a matrix that defines the r isk 
vulnerability and impact to the business as well as strategies to manage the risks. These include 
external, internal, security, and safety risks. The Bep will not be finalized without soliciting the 
Lottery's input and ideas on those areas speci fic to Lottery operations. 

The BCDRP will detail the strategies, procedures, and the organi7..ational effort that will be used to 
estab lish full or, in the case of a disaster of the highest magnitude. partial recovery in the m inimum 
amount of time possible. Success in this endeavor is as important to INTRA LOT as it is to the 
Lottery. 

6.7 Business Contin uity and Disaster Recovery Texas Lottery 
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On a quarterly basis, INTRA LOT wil l test our BCDRP by operating our critical functions out of our 
Backup Data Center (BOC). All lonery network communications and data processing will operate 
out of the Dallas BOC over a weekend. 

In the event of irreparable damage at the Primary Site or an unplanned, extended abandonment of 
the Primary Site, rNTRALOT will provide the Lonery with replacement host processors, facilities, 
and other com ponents necessary to resume Lonery gami ng operations at the old Primary Site or at 
an alternative s ite if required. In the event the primary Data Center is not able to perform the 
required functions, all functions will be performed from the Remote Back-up Site (RBS). The RBS 
contains redundant equipment and support services that wi ll allow resumption of operations within 
minutes ofa significant disruption that rendered the Primary Data Center inoperable or inaccessible_ 
The communications lines terminating at the RBS will be routed independently of the Primary Site_ 
In addition, data transferred to and recorded at the secondary site will always contain the most 
recent transactions, allowing fo r an immediate takeover/fai lover without loss of data. Contingency 
plans associated with equipment at the primary Data Center and the RBS, as well as contingency 
plans for supplies, personnel, and telecommunication links to the retailer network. our unafTected 
computer site, and the Lottery' s computers will be included in the BCDRP. 

An important part of continuity planning is establishment of procedures and practices that w ill 
minimize the effect ofa disaster and allow resumption of activities in as short a t ime as possible. A 
basic practice is the use of otT-site storage fo r fil es, software, and other mission critical items. 
INTRALOT w it! provide secu re on-site and otT-site storagc for critical fi les, software, and all Back­
up data. On-site, Back-up med ia is stored in a secure, climate-controlled room that meets MUSL 
and all other multi-jurisdictional standard requircment.<;. The specific location w ithi n the facility w i II 
be subject to Lottery approval. Off-site storage of Back-up copies of cri tical fil es, software, and data 
would support and ensure a fu ll system's recovery without loss or corruption of data. Add itionally. 
an audit trail fo r the generation, transport, retention, and retrieval of such wi ll be documented and 
maintained. 

During the fi rst year of operations, rNTRALOT will hire an outside consultant to review Lottery 
and INTRALOT business risks and Disaster Recovery Plans. They then will recommend 
opportunities for business continuity and disaster recovery improvements for both organizations. 

Back-up data from the storage facility will be maintained by INTRA LOT for periodic review by the 
I.onery. The stored materials retention period will follow a schedule approved hy the l .ottery. 
INTRALOT wil l periodical ly check the condition of the media at both the on-site and secondary 
site to ensure physical integrity is secure and that recovery of data is possible. 

All communications equipment used by INTRALOT will be purchased directly from Cisco and is 
easily acquired, configured and deployed. Our satellite vendor currently supplies VSAT 
commun ications equ ipment in the U.S. and several other countries, so replacement equipment is 
read ily ava ilable. In the event of a complete loss of ci t her o f the primary satellite up- links, our 
retailer telecommunications network has a Back-up sate llite uplink hub. 

Texas Lottery 6.7 Business Continuity aDd Disaster Recovery 
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Testing the BCDRP provides the opportunity to train and evaluate the personnel who are 
responsible for executing the plan. An important aspect ar testing is not that the test succeeds 
without problems, but that the test results and problems encountered arc reviewed and used to 
update or improve existing procedures and plans. This proactive approach to periodic testing is 
important because it validates the effectiveness ofthe Back-up and recovery procedures. Testing 
will involve a ll construction, environmental, functional, and operational equipment that is used at 
the Data Center. In addition, a number of scenarios agreed upon between INTRALOT and the 
Lottery, which include a wide variety of disaster types, will be tested. Additionally, the System and 
communications network environment will be tested regularly to ensure that critical app lications arc 
available to support business in the event ofa disaster. 

The recovery test must be successfully completed with the hardware, system, network, programs, 
data., and applkations functionally verified by the business support areas within the recovery 
time frame mutually agreed upon by INTRALOT and the Lottery. Failed tests must be rerun within 
a timeframe that is agreeable to the business area, until completed successfully. Response times for 
recovery from impending disasters and the contingency procedl1res proposed will be reviewed to 
detenninc any possible changes and/or improvements that can be made to provide a faster, more 
efficient recovery operation. 

Specific review of the BCDRP, including updates and testing, will occur as follows: 

• Updated annually, more often if needed 
• Tested internally four times a year, staggered seasonally 
• Interim updates made to the plan when notified of network, equipment, and/or business­

related changes relative to personnel and suppliers 

The results of these scheduled tests and updates will be communicated to the Lottery in a written 
Disaster Plan Summary that includes test dates, test procedures, and test results. The Lottery 
working along with INTRALOT during this process to approve updates and ensure the Plan and 
procedures will provide maximum protection, response, and recovery from a disaster. Any 
unscheduled tests or potential changes to the BCDRP will be immediately communicated to the 
Lottery in writing. INTRALOT will immediately document any changes to the Plan and provide the 
Lotlery wi th a copy of such amendments in an expedient manner. 

In the event ofa di~.'Oter that require.'> the Plan to he implemented, INTRA LOT wil l he responsible 
for all costs assoc iated with the recovery effort. To prepare for a possible disaster, INTRALOT will 
schedule annual exercises with the Texas Lottery to test fai l over to the Back-up Site. In the event 
oflNTRALOT employees or any substantial subcontractor striking, INTRALOT will be able to 
supplement personnel from a substanLial pool of employees that can immediately transfer to Texas 
to maintain operations throughout the work stoppage. INTRALOT operates in eleven states w ith 
suffi cient experienced and quali fied staff to handle such an evenL. 

6.7 Business Continuity and Disaster Recovery Tuas Lottery 
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INTRALOT agrees to provide a Corporate In frastructure Protection Plan for our company's 
infrastructure as may be required to support the Texas Lottery. INTRA LOT's software 
deve lopment is conductt:d from Duluth, Georgia the location of INTRALOT USA Corpordte 
headquarters, and from Athens, Greece, the home of INTRA LOT S.A., which is the parent 
company of INTRA LOT USA. INmALOT wi ll provide the infrastructure disaster plan at or 
before Start·up. We have included a high level outline of our confidential Corporate In frastructu re 
Disaster plan below. 

T uas Lottery 

CORPORATE INFRASTRUCTURE PROTECTION PLAN 

SECTION 00.00 - INTRODUCfION TO RECOVERY PLANNING 

00.10 ORIENTATION 
00.20 PLAN ORGANI1..ATION - MANAGEMENT OVERVI EW 
00.30 RECOVERV STRATEGn:s 
00.40 SCOPE AND OBJECfIVES 
00.50 ASSUMPTIONS 

00.60 EXCLUSIONS 
00.70 POLICY STA TEM.E1\'T 
00.80 NEWS MEDIA RELEASE 

SECTION 10.00 - INCIDENT RESPONSE SEOUENCE 

10.10 OPERATlI'Io'G DISRUPTIONS 
10.20 DISASTER DECLARATION PROCEDURES 

SECTION 20.00 - NOTIFICATION PROCEDURES 

20.10 Dr-SCRIFTION OFTHE NOTIFICATION PROCESS 
20.20 NOTIFlCATIONPROCEDURES 
20.30 SCRIPT (TELEPHONE GUIDELINES) fOR NOTIFICATION 
20.40 ORGANIZATIOMI, STRUCTURt; FOR NOTlF(CATIOi\' 

SECTION 30.00 - RECOVERY TEAMS 

30.10 I NTRODUCTION TO TilE RECOVERY TEMIfFUI'iCTION COi'l"CEPT 
30.20 RECOVERY TEAM/ FuNCTION ORGANIZATION CHART 
30.30 RECOVERY T EAMIFUNCTION OVERVIEW. Mt:~fHERSHU' & TASKS 

SECTION 40.00 - EMERGENCY PROCEDURES 

40.10 EMERGE1\:CY TELEPHONE NUMBERS 
40.20 ALARM SYSTEMS 
40.30 EVACUATION PROCEDURES 

6.7 Business Continuity and Disaster Recovery 
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SECTION 50.00 - MISSION CR ITI CAL OPERATING PROCEDURES 

50. 10 AL TERl"'A n: SIT";SISEH:\,ICES SI'EC .... ICATIONS 

50.1 1 COM MAND CENTER LOCATION & ACCOMMODATIONS 
50.12 ALTERNATE SITES CONFiGURATION & SPECIFICATIONS 
50.20 EXTERi'i'AL RECOVERY SUPPORT AGREEMEI\"TS 

50.30 MJSSIOI'I CRITICAL PROCEI'lURES & L"FQR.MA nON 
50.31 OFF-SITE STORAGE PROCEDURES 

50.32 DATA & SYSTEM PROTECTION 
50.33 OPERATIONS PROBLEM £SCALA TION 
50.34 START-UP PROCEDURES AT RECOVERY SITE 

50.35 OTHER MISSION CRITICAL PROCEDUREs/lNFORMATION 

SECTION 60.00- REBUILDI NG/RESTORING SPECIFICATIONS &INYENTORIES 

60.10 FLOOR P I.ANS & SPEC I.FICATIONS 
60.20 NETWORK DIAGRAM SPEc rFlCATIONS 

60.30 AL TER.J"'A n; SITES FOR R ECONSTRUCTION 
60.40 RECOVERY RESOURCES & INVENTORY Rt:rORTS 

60.41 EQUIPMENT INVENTORY 
60.42 FACILITIES PROFILES 
60.43 FORMS & STATIONERY INVENTORY 

60.44 PERSONNEL PROFILES 
60.45 RECOVERY TASKS 
60.46 SOFTWARE INVENTORY 
60.47 SUPPLIES INV.EI'fTORY 
60.48 VENDOR CONTACf INFORMATION/ INVENTORY 

60.49 VITAL REcORDS INVENTORY 

SECTION 70.00 - APPENDICES 

70. 10 GLOSSARYQJ.' TER.'ItS 
70.20 T ESTING PROCEDURES 

70,30 MAI!'nENANn.: PROCl:UURES 

6.7 Business Continuity and Disaster Recovery 
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I 3 The Proposer must describe its data backup and restore process. 

lNTRALOT completes Back-up procedures and creates numerous System checkpoi nts after critical 
events have occurred throughout the day. Our operational practices through report balancing and 
reconciliation ensure that current data files and archived Back-up copies are valid. For example, 
Back-ups are performed after sales are stopped for the current drawing and after the System has 
balanced on a nightly basis. We recogn ize that reprocessing a day may not be practical because of 
large volumes oraged transactions and this is why we ensure files and databases are backed up to 
disk, along with checkpoints to be used in case reprocessing is necessary. as well as when daily 
balancing is complete. 

OtT· Site storage of backed up copies of critical files , software, and data will support and cnsure fu ll 
System recovery w ithout loss or corruption of data. Additionally, an audit trail for the generation, 
transportation, retention, and retrieval of Back-up data From the storage Facility will be maintained 
by INTRALOT For periodic review by the Lottery. The stored matcrials retention period will 
Fol low a schedule approved oFhy the Lottery. Through operational procedures INTRALOT will 
periodically check the condition of the media at both the On-site and Back-up Site locations to 
ensure physical integrity and that recovery of data is possible. I TRALOT further agrees that at the 
Lottery's direction, it may be directed to restore a Back-up file to a test System to ensure viability. 

INTRA LOT will maintain configuration management files that will allow System configurations to 
be restored. We will work with the Lottery to ensure that the operational procedure for Back-up 
and archi val practices meets or exceeds the Lottery's approval. 

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

INTRALOT maintains relationships with multiple couriers for business continuity reasons. Our 
ticket distribution system is capable of supporting multiple shipping methods from multiple 
vendors. INTRALOT intends to contract with Lone Star Overnight htlp:llwww.lso.com/as the 
primary courier for overnight shipment of tickets throughout the entire state of Texas. INTRALOT 
currently utilizes United Parcel Service in several other Lotteries INTRALOT services in the USA. 
lNTRALOT will utilize the services of UPS as our backup courier should the services of Lone Star 
become unavailable for any reason. Shou ld both Lone Star and UPS delivery service become 
unavailable, INTRA LOT will use utilize our Lottery Service Representatives together with our 
Field Service Technicians to deliver instant tickets to the retailers., until regular operations by Lone 
Star and or UPS can be resumed. 

Texas Lottery 6.7 8usiness Continuity and Disaster R«owry Page 9 
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6.8 Training 

Training activities consist of the fo llowing: 
• Training for Texas Lonery and Lottery Operator staff on general operating procedures, 

lottery equipment and inventory/financial functions. 
• Training for existing and new Retailers on lottery equipment, operation, general operating 

procedures. Texas Lottery licensing requirements and sales & marketing techniques. This 
includes training on new Lottery Product implementations, new System applications. new 
equipment installations and refresher training. 

The following table identifies the training requirements. 

Table 24 Training Response Requirements 

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

INTRALOT acknowledges, accepts and will del iver the roles and responsibilities and detail 
requirements indicated in this section of the RFP under Table 23 Training Requirements and Table 
25 Training Service Levels. 

2 The Proposer must provide a description of its proposed training activit ies for each 
requ irement 

Retailer Training Programs, Initial and On-going 

INTRA LOT is com mitted to helping the Texas Lottery grow its top line sales and bottom line 
contribution to the Foundation School Fund by providing superior services. INTRA LOT is 
bri nging unprecedented technology, process and staffing to The Texas Lottery. lNTRALOT's 
world class fac ilities will provide superior security, office and warehouse space that is optimized for 
efficient workflow. INTRALors technical and facilities solutions are the most secure ofany in the 
Lottery Industry. Our LOTOSTM securities have ne"er been breached. 

INTRA LOT will dramatically beat the Texas Lottery' s Training service leve l expectations. 
INTRALOT is staffing Texas with our most experienced leaders in all areas of Lottery serv ices. 
We are heavily investing in techno logy, infonnation, structured process and the right people to 
make Texas the most successful lottery in America. INTRALOT is totally committed to driving 
tremendous annual growth in lottery sales. 

Texas Lottery 6.8 Training 
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INTRA LOT will provide retailer training based on the latest lottery industry best practices. 
lNTRALOT retailer train ing sessions have the highest part icipation rate of any Lottery vendor. We 
use several fannats for training optimized for different situations: "Trade Show" fannat traini ng, 
class room training, training on location at chain headquarters and in-store training, all focused on 
making the retailer staff proficient in the operation of lottery terminal s and the Lottery's procedures. 
These training programs will be conducted by lNTRALOT during System conversion and on an on­
going basis as new retailers are installed and as major System changes and game modifications are 
made during the term oflhe contract. lNTRALOT will also provide training to retailers who 
receive new equipment or receive new features on the existing equi pment. Texas Lottery retailer 
and Lottery staff training will also be provided in Span ish as appropriate. 

JNTRALOT wil l provide retailer tenninals and training materials for installation at key account 
corporate headquarters for the life of the contract to pennit Key account retailers to train new 
emp loyees. JNTRALOT Lottery Sales Representatives (LSRs) will provide system and 
merchandisi ng training to new retailers as soon as they have our terminal installed in their store. 
INTRALOT's Service Desk Customer Service Representatives (CSRs) will also be an ongoing 
resource for retailers who have quest ions about general functionalities and other tenninal features. 

Retailer Instruction 

Please reforence the Terminal Training videos ottilie DVD enclosed in the frons of Ihe proposal ant 
please reforell(;e the Arkanms Relailer training Power Point included on the DVD for an example 
Ihat W(lS used recently fgr retailer Ira;I1;ng~. ____________________ .... 

During the initial conversion INTRA LOT will provide hands-on group instruction at locations 
approved by the Lottery. Our LSRs will also conduct retailer training over the entire contract 
period, incl uding on-site training at retailer locations. All training sessions inc lude lottery licensing 
requ irements for the Texas Lottery and retai ler best practices for marketing, merchandis ing, running 
promotions, sales tips and increasing lottery sales. 

JNTRALOT otTers multiple training fonnats including: 

• Trade Show (fun, high participation rate, effective, extreme ly successful for all learning 
speeds, retailer can stay at each station as long as they want) 

• On-site at the retailer location (very effective) 
• Classroom 
• Chain headquarters 

The Trade Show style offers the most effective ways to train Lottery retailers and Lottery staff on 
JNTRALOT's retailer equipment because of the large time slot that is avai lable during which a 
retai ler may attend. Each trade show has one or two sessions, depending on the number of retai lers 
in the vicin ity ofthe particular training location. The first session is held in the morni ng and the 
second during the afternoon. This provides the attendees with the fl exibility to come and go 
conveniently, based on their individual schedules. The attending retailers will need 45·60 minutes 
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to complete the training on the new equipment and can therefore come at any time during either 
session. Evening sessions will be conducted if required. 
The Trade Show format or ;'Retailer Rallies" have proven to be the most successful form o f 
train ing, followed by on· site retailer training so that the retailers do not have to travel, and lastly by 
traditional style class room retailer training. INTRA LOT highly recommends the Trade Show 
format because the concept is fun for the retailers and highly effective. 

Should the Lottery desire classroom format train ing (described latcr in this section), we will attempt 
to limit auendance to no more than 50 attendees per session, with an average of three sessions per 
day. Additional training will be conducted on-site at retailer locations for those who are unable to 
attend a class room session. 

INTRALOT docs recommend classroom style train ing for Tcxas Lottery staff instruction on the 
back office functions ofthe LOTOS ™ OIS Gaming System, security system, and our Siebel™ 
Retailer Serv ices and Customer Relationship Management (CRM) application. INTRA LOT will 
provide this training during conversion and throughout the length of the contract. We will provide 
both system training and reference materials that allow first time users to learn each module and 
navigate the back office systems we provide. 

Train-the-Trainer Course 

INTRALOT will use INTRALOT trainers to train Texas Lottery staff and initial retailer conversion 
training. LSRs, CSRs, and FSTs will receive our Train·the·Trainer course, which is an in·depth 
course that fully develops the skills necessary to conduct training sessions in a store environment. 
The Train·the·Trainer sessions will ensure that all participants become completely familiar with the 
trai ning material, and proficient and comfortable with the features and functions of the equipment. 

In addition to cont inually fine·tuning each trainer' s presentation skills during the week·long course, 
a training script will be developed that trainers are required to follow during all subsequent retailer 
and Lottery training sessions. This ensures that all of the material is thoroughly covered in each 
session, the instructions given are comprehensive, and the content remains consistent. 

Throughout the training process, our LSRs, CSRs and FSTs are tested and evaluated on their 
presentation skills, equipment knowledge and communication style. The trainees are tested on 
subject matter covered in previous sessions and provided with constant feedback so that they can 
contin ue to expand their knowledge and skills. Reviews are performed on the trainers by 
INTRA LOT training specialists and the corporate training manager, and supplemented with 
ongoing peer reviews. INTRA LOT uses trained facilitators/trainers to conduct Train-the-Trainer 
services. 

INTRA LOT' s LSRs educate the playing public about lottery products and the equipment the Texas 
Lottery uses to sell lottery products. LSRs will receive biannual formal sales training. After 
conversion our LSRs will provide training to all requesting retailers and upon request by the 
Lottery. The training our LSRs provide includes: 

Texas Lottery 6.8 Training 
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• New employee training 
• New equipment and software training 
• New lottery product training 
• General employee development 
• Sales skill training 
• Merchandising training 
• Promotion training 
• Lottery process and procedures 
• Texas Lottery licensing requirements 

INTRA LOT's marketing and sales staffs will be thoroughly trained in Texas Lottery products, 
promotional and sales techniques. They will receive biannual formal education in best practice 
sales and promotion management. 

Training Program Contents 

INTRALOT agrees to provide training which covers the retailer terminals and peripherals, for all 
on-line and instant ticket sell ing and validation tasks and all supporting featu res and functions 
provided to meet the requirements of the RFP. INTRA LOT will include the technical aspects or 
operating the tenninal, account management, and various approaches ror interacting successrully 
with players. In addition, INTRA LOT agrees to provide training instruction on using the retailer 
web s ite. INTRA LOT will work close ly together with the Lottery to develop and refine the 
contents or the training program. rNTRALOT will submit all training materials fo r Lottery 
approval. 

Retailer Group Training 

During the System conversion project, and for other large implementation projects. such as new 
product introductions. INTRALOT typically uses hotel meeting rooms or other s imilarly large 
racilities, such as conference centers, banquet racilities, and meeting halls. In Nebraska, for 
example, we used ballrooms in hotels such as Ramada Inn, Quality Inn, Sandh ills Conrerence 
Center, and Holiday Inn Conrerence Center. Meeting halls included the American Legion, Table 
Creek GolrCourse, Firefighters Union Hall, and Liberty Social Hall. Banquet rooms were used in 
restaurants such as The Peppennill Steakhouse and the Vet's Club and Steakhouse. 

In Texas, each location will be selected to accommodate the desired training fonnat and anticipated 
attendance. Our on-site marketing staff will make arrangements and assume all the costs associated 
with training, including room costs, refreshments, and give-away items. During the retailer training 
INTRA LOT's training progmm wi ll include training on the tenninal and the peripherals. including 
on-line and instant tickets and the retailer website. The retailers wililcam how tu operate the 
tenninal and will be presented with tools they can use to effectively communicate with their 
customers about the Lottery's games and the associated terminal transactions. 

6.8 Training TelliS Lottery 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



.ntralot 
Retailer On-site Training 

Our TraininglEvents Coordinator along with a team of trainers and Customer Service Technicians 
will provide on·site training for retailers that were unable to attend a Centralized trai ning session. 

INTRALOT will assume the responsibility for all retailer and Lottery training and all associated 
costs. Upon contract award, lNTRALOT will develop an initial Training Plan for Lottery review 
and approval, including locations. staffing, materials, and curriculum. Once approved, fNTRALOT 
will develop a fonnal Retai ler Training Schedule, which will be submitted to the Lottery for fi nal 
approval. 

INTRALOT will utilize our Call Canter Operators to commun icate with the retailers regarding 
training options, infonning them about the nearest training session and trying to get a number of 
attendees fro m each retai ler's store to come to the trade show style centralized training, retailers that 
do not attend the c.:cntrali '£cd training. will be fu lly tntint:d in sture at the lime ufur just afier their 
tenninal is installed. 

Key Account Retailer Training 

TNTRALOT's marketing and/or key account manager will work. with the key account corporate 
headquarters ' personnel to design and conduct a train-the-trainer program. By working with the 
chain headquarters, we can customize the train-the-trainer course to include in format ion that is 
relevant to the chain 's retail stores and their corporate policy. The chain headquarters may schedule 
training sessions for their individual stores or have the store 's employees attend a group session at 
corporate headquarters. We will work closely with the Lottery to lailor trai ning 10 best suit the 
needs of each key account. 

CorJXIrate representatives may contact our on-s ite Marketing Key Account Manager to sched ule 
training fo r a new store or one that has a change in management. Training may be conducted either 
at INTRA LOT's facili ty, at the corporate headquarters or in-store. Should a chain headquarters 
have their own training center, INTRA LOT will prov ide them with a tenninal that they can use to 
train their employees, as needed. In addition, we will provide refresher training at key account 
regional meetings upon request. Our marketing stafTwi ll be happy to attend retai ler industry­
related events, such as the Retail Grocers Association or Petroleum Marketers & Convenience Store 
Association trade shows to provide refresher training and sUpJXIr1 Lottery Retailer recru itment. 
INTRALOT wi ll keep the Lottery appraised of requested corporate training or events that we have 
been asked to attend . 

TNTRALOT will work closely with the Lottery to design and implement a training program that 
best suits the needs and schedule orlhe Lottery's staff, retailers, chain headquarter accounts and key 
corporate accounts. 
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Retailer Trade Show Format Training 

The following describes the training program based upon the highly successfu l training programs 
INTRALOT used in Nebraska, Montana, Idaho Lottery, South Carolina, New Mexico and Ohio for 
their retai lers and Lottery staff in the use of retai ler lottery equipment. These training sessions were 
conducted in joint cooperation with each Lottery. 

INTRALOT conducted what appears on the surface to be an informal type of session, but is in fact a 
wcll-organized and comprehensive program. Training themes are recommended to enhance the 
experience and make it memorable for the retailer and increases the number of attendees because it 
sounds more appealing. The theme is linked to incenti ves such as Raffles and give-a-ways. This 
format educates the retailers at their own pace and they retain morc this way. 

The following are some of the themes that have been successfully implemented at TNTRALOT's 
Retailer Trainings: 

States Retailer Training Themes 

Idaho "Retailer Rapid Rush" 

Montana " Retai ler Round-up" 

Nebraska "Retai ler Fast Track" 

New Mexico "Meellhe Future" 

South Carolina "Get Onboard" 

Two training sessions were offered each day; one in the morning and another in the aftemoon. 
Retailers were in vited to drop in at any time during the scheduled sessions. Completing the training 
took each attendee about one hour; however, retailers could stay as long as they wished 10 " play" 
with the terminal or obtain any additional information. Retailers could send as many employees to 
the training as they wished. 

The training room utilized booths - or stations - and resembled a trade show environment. In Idaho 
for example, each of the fou r booths were statTed by trainers who provided instruction on a 
particular aspect of the System conversion, as follows: 

• Tenninal Training 
• Scratch-ofTTickets 
• Marketing Support 
• Accounting and Security 

Hands-on areas were set aside and statTed by qualified INTRALOT trainers. The hands-on areas 
allowed users to interact with the new equipment for as little or as long a time as they required. 

6.8 Training Tuas Lottery 
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Trade Show Style Training - Achieves Results 

TNTRALOT's Trade Show training formal provides a forum in which multiple topics can be easily 
discussed, while a llowi ng each attendee to move from one topic to another at his or her own pace. 
Time is provided to answer questions, play on the new equipment and supply one-on-one attention 
to those attendees that required or desired more time. The retailers enjoyed the less formal 
atmosphere and saw themselves as an active participant in the learning process. Overall they 
remained alert and attentive throughout their participation and were generally excited about 
receiving the new equ ipment. 

The training schedules, [or the most part, provide many retailers with optional training dates. times, 
and locations. The result in Idaho for example; during an 18-day period, rNTRALOT held 27 
retailertraining sessions in 14 cities and tr'dincd more Lhan 1,800 retailers, 

For INTRA LOT's the five most recent US System conversions retailer participation has 
experienced a 94% or greater attendance r'dtc as shuwn in the rollowillg wble: 

Tntul :\:0. of 
Total 

Stall,.' 
I'';TR \LOT 

Hours of 
Staff 

Tr.tlnin~ 
\lIocah.'t1 

M'I' 7 70 
10 7 148 
SC 14 344 
OH 30 672 
AR 15 80 

Idaho Retailer Rapid Rush 

lbe training theme selected by the 
Idaho Lottery reflected one of the 
state's hugely popular outdoor sports. 
white water rafting, and was 
exemplified by its name " Retailer 
Rapid Rush," The rafting theme was 
carried throughout the session, from 
the moment the retailer registered at 
the door and received their "punch 
card" ticket to the po int of exit. This 
punch card showed the path through 
the trade show with the different 
stations that have to be visited for 
training, as well as acted as a raffle 

:\:0, of 
Retailer 

Relltilers Rel:ull'l'S Totlll 
Attendance 

in\ ilt'll to Tnlint'd \Uendt't'S 
% 

Trainin~ 

600 585 1280 97.5°;' 

900 850 1872 94.4°/. 

3600 3410 561 2 94.7% 

9560 9200 16200 96.2% 

915 877 4050 95.8% 

ticket with which retai lers could enter a drawing for different prizes. The punch card was used to 
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veri fy that the person received instruction from each "tum in the river," or station . After finishing 
the training at each station the trainer would punch the punch cards of all retailers who attended at 
the slation before sending them to the next station. The rame ticket made them eligible to win the 
grand prize - a trip for two down the wild and scen ic Payette River. The prize package also 
included free lodging for one night, a scenic train ride along the river, and $300 in spending money. 

Ida ho Reta iler Rapid Rush Training - Welcome Center 

Here are a few samples from JNTRA LOT's Retailer Training in Idaho: 

Welcome 
to 

retailer 
training! 
'" ~"'.""Nr! 

Ida ho Reta iler Rapid Rush T ra ining - River Map 

Below is the punch card used at the retailer train ing; it is a card that is folded in the midd le, one side 
is the Retailer Training map. which the retailer uses to fo llow the flow of the training stations. After 
training at each training station is completed, the trainer punches a hole in the number and sends the 
retailer on to the next station. 

The other side of the two-fold is used by the retailer to write hislher infonnation in order to enter a 
Raffle. The retailer can only enLer the Rame if all stations had been punched. 

6.8 Training Texas Lottery 
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--- .. _ ... ---_ .. .-_-... _--.... _- ... -_ .... -
--- ----- ------ .. --00_ ... ___ ... _-------.. _--_ ... _.-.. -

For the retailer training session INTRALOT used meeting rooms at locations that have been agreed 
upon with the Lonery. In co-operation with the Idaho Lottery the fo llowing stations were used at 
the Trade Show style training sessions: 

• Check-in Stations 
• Terminal Training Stations 
• Hands-on Tenn inal Training Station 
• Scratchl Fai l Safe Station 
• Refreshments Station 
• Marketing Stations 
• Accounting and Security Station 
• Check-out Station 

TullS Loltery 6.8 Training 
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Idaho Retailer Training Layout (right) 

~~ Idaho -Retailer Rapid Rush" Retailer 
Training 

-l1j 

The local LSR hosts the Check·in Station, he or she is the first point of contact for the attending 
retailers. This turned out to be a very successful choice, s ince the local rep. is the one person who 
has an already established a relationship with all the retailers who are attending the training session 
in that city. 

At this first station INTRA LOT placed several sign.in sheets, to avoid congestion, retailers used 
these to sign-in with their retailer ID as well as their position at the store, Le. clerk. manager or 
corporate. The sign-i n sheets give INTRA LOT exact infonnation of wh ich retailers attended and 
how many employees attended from each store. This helps dctcnnine which retailers did not attend 
lhe Retailer Training and will need in-store lraining. Those individuals were contactetl through 
INTRALOT's Call Center in order to schedule an in-store training session at a later point at the 
conven ience of the retailer. 

Below is an examplc of the different name tags that were used at the Idaho Retailer Training. 

6.8 Training TelU LoUery 
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NAM ~ ________________ __ 

The different colored nam e tags hel p TNTRALOT's and the Lonery's trainers identi fy the attendees' 
roles with in the store thus allowing them to tai lor to the different training topics according to the 
retailer level and role. 

For the Terminal Training INTRA LOT had two stations with two termi nals each, both stations were 
hosted by one TNTRALOT Trainer for each ofthe two terminals. 

Terminal Training Stations 

Texas Lottery 6.8 Training Page 11 
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The following is an Outline ofthe material covered at the Idaho Retailer Terminal Training Station 
by the Trainers: 

Trrminal(hrnk" I Sign Onl Sign orr 

.,/ Ad juslable screen 

./ Man-Machine Interface 

./ Main Menu screen container areas 

./ Barcode rcadel'" 

./ Scanner 

../ CDU (CUSlomer Display Un«) 

Scllin~ Tit'kel" 

./ Play Slip 

./ Manual Entry 

./ Quick Pick 

./ One-touch Quick Pick 

./ TICket Repeal 

./ Triple Play 

./ Play Preview 

./ Confinnation Screen 

./ PP Prompl: 

./ View Last 

./ Troubleshooting 

./ fuming Mode 
" Shut Down 
./ Software Version 

.... Load Paper 
,t'PurchaseAge 
./Clcaning the Terminal 

l!rlp 

.t' Sign Off 
,/ Sign On 

./ Scanning 

./ Manual Validation 

./ Old lkkels 

I\lcssages 

./ Standard 

.,/ MandatOf)' 

LSR I FST FUnl"inn"i 

Phone ;'\umhers 

6.8 Training Texas Lonery 
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For the Idaho Retailer Training the theme "Idaho Rapid Rush" was carried throughout the room 
usi ng creative signage, banners, and other theme-specifi c decor. 

II 
Pleme rt; erence '''e folder "Tmining Videos" Ofl tIre DVD at ,he beginning 0 ollr proposal 10 view 
the Idtlho ROl2.id Rush Training. 

The themes used ror other conversion training programs are as follows and are described below: 

TulS Lottery 

• Montana chose a Western theme for their training. Big Sky Retai ler Roundup, 
• Nebraska chose a racing theme, Fast Track Training. 
• South Carolina - Get Onboard 
• New Mexico "Touch the Future" 

Each traillillg theme created all atmosphere of 
excitemellt, ,.,hich created ellthusiasm amongst 
the retailers and a willingness to learn. 

Montana Big Sky Retailer Roundup 

6.8 Training 
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The following stations were used at the Montana Retailer Training: 

J\lontana Sk~' Training Stations 

I. Temlinal Training 4. Accounting and Security 
2. Tenninal Hands on Training 5. Marketing 
3. Scratch and Dispenser 

P.age 14 6.8 Training Texas Lottery 
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Nebraska Fast Track Reta iler T raining Sta tions 

II 
Plcase reference 'hcfi'/c. er "Tminmg Vitleos -, OI1,Iii! D IID (1/ 'he begillll;lIn of OllT propOSa i l () ",'e ll' 

'he Nebraslw Re/oiler Train;" ideo. 

Texas Lottery 6.8 Training Page IS 
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South Carolina - Get Onboard Retailer Training 

Below is the layout of the "Get Onboard" Retailer Training that INTRA LOT conducted in South 
Carolina: 

South Carolina "Get Onboard~ 

Retailer Training Layout 

_. r __ , _ 

P-.. -

ReciJtcr to WIN. Clramol Cruise 

6.8 Tnllining 
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New Mexico "Touch the Future" 

To the right is the New Mexico Conversion Logo that was 
emblematic in re-enforcing the Conversion Project with 
retailers and the public. 

,ntlillot 
(ct22 

nEW mUlto LOTHRWliiiiJ 

TOUCH THE mull_ 
The theme of the Retai ler Training conducted in New Mexico was "Touch the Future". It was 
followed throughout all the training stations, the trainer's shirts, visual aids, handout material, bags, 
etc. 

Below is the layout of the "Touch the Future" Retailer Training that INTRALOT conducted in New 
Mexico: 

New Mexico "Touch the Future" 
Retailer Training Layout 

PRIZE DfV.WlNG 

sallon ' 
PnDl~ -
~ sa_t .... -­,-

~=\J 
~ 

During the Retailer Training both INTRALOT staff and New Mexico staff were dressed in the same 
Polo shirt, but with a different shades for the Lottery and INTRALOT. This way the retailers could 
easily di stinguish who the trainers are at the training session in case they have a question or needed 
further clarification. 

Texas Lottery 6.8 Train ing Page 17 
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Below is an illustration of the shirts that the trainers were wearing during the training in New 
Mexico: 

lonery Staff Polos .--

1--'-'·'''=1 __ ' _ _ _ u . r 

Intralot Staff Polos 

1--'- .. ····"' ) __ , ___ ... . U' 

Below is the punch card (front and back) that depicts the six training stations: 

~:=:3? .. i 
TllICllIE lilliE. eo . . ... _ nCI 

-_ .. ,...-----........ "' ............. " 
1ct.a ..... I .... ~-.lc.Ir~,... El-Zl-.naI-.. 

lill 

H\ltUllil f 

UlII:n lSl 

WI 
~ 

1!1R1l lnUI 

I iI[!, 

e!l!Ilt Pin! 

, . 

6.8 Train ing Texas Lottery 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



.ntralot 
After s igning in on the Sign· In sheet every retailer received a punch card that showed the layout of 
the training booth. The retailer had the freedom to venture through the training stations at their own 
pace. A fie r they received training at each station. the station trainer would punch a hole into the 
respective station on the punch card. Th is way the retailer would know which stations he or she 
a lready visited and wh ich ones he or she still needed to visit. After training was completed the 
retailer would tum the card over and fill in his or her personal infonnation. When completed the 
retailer rumed in the card to be entered into a raffle. 

A handout that was distributed during retaile r trai ning to re·enforce the training and be a useful tool 
leading conversion day: 

.. -,.,.....-LootIwy ... ~"""'~ ... -_ ..... 
1. F.- ......... MEIIU. e.!I lT1lrTlli. 
1. r.lI lUlMING MIiDL 
J. A .......... ..,.."wII .... .." 

ell. ..,II5MOM _ d'lt IWM M.UI_ 
.... ,.._HgilItUilrIO. 1M 
"" ..... l1 .... Modt~ 

.",. illrliiololi .'IIoIk lilt"""" ...................... 
,".,1idIm "",,"" rul 1JAIIIIIG 
.IIOOII - lOtfOlW£.· 

"""","""IW:aIIr$M .. ~iI 
hirliIot IiIDdr. 
+~r ..... 
+r ... ..... -

If\oor' .......... ~ ... l .................. __ ... ., 

""'~ ..... 
u _ dllt lUIM MIMU. lid mums. 
l . TNh TbllllNG MOOt. 
J.A~_"~TmOIL. 

...... 1te1f!1 ~,..-tIonsl 
c..r._'~·1I1UCS . ..... lowloC. 

Retailer Classroom Format Training 

Traditional classroom training is another option. Classroom sizes are generally smaller and the 
agenda is more structured. A training classroom is generally configured as two separate areas 
within a single space, where available. This allows the trainer to focus the audience's attention on 
the current activity, provides for minimum distraction during the ora l presentation and e licits 
audience partic ipation. 

Tuas Lolt~ry 6.8 Training 
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A Typical INTRA LOT 
Training C lassroom 

Sta fion 

One area of the classroom is used to display the audio-visual presentation. The other area is 
organized into small clusters or learning centers to facilitate hands-on tcnninal training. Other 
configurations may be used, depending upon the room's size and layout; however. the goal is to 
maintain a distinction bern'eeo the prcscnlation area and the hands-on area whenever possible. 

This type of configuration provides for: 

A consolidated presentation area from which the trainer can keep the attendees foc used and 
encourage group interaction 

A distinctly defined training area within which each instructor can work with a small group o f 
individuals, all owing each participant the opportunity to learn by " playing" w ith the equipment 

6.8 Training Tela.'! Lottery 
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Training Program Content 

INTRALOT wi ll develop training programs that are customized fo r retailers and chain headquarters 
covering both teoninals and peripherals. In addition to covering on-line and instant games and the 
retai ler website, our training program will address interacting successfully with p layers, account 
management, and technical aspects oftenninal operation. Training will include the topics listed 
below: 

Teras Lohery 

Sign ing On 

Enabling/disabling Train ing Mode 

Viewing Messages 

Generating On-line Tickets (All Games) 

Using Play slips 

Manually Entering Numbers 

Using Quick Pick 

Using Multi-Draw 

Validating On-line Tickets 

Closing Out a Sale 

Cance ling Tickets 

Validat ing Instant Tickets 

Generating Reports 

Operating Tenn inal Components: 

Printer 

Scanner 

Ticket Checker 

Player Advertisi ng Display (PAD) 

6.8 Training 
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Ticket Repeat ( Players can have thei r current Lotto 
ticket reproduced instead of having the clerk scan a 
play slip ) 

Direct and Indirect Transaction Retailers have the ability 
to choose whether or not tickets automatically print 
or transactions are accumulated and d isplayed on a 
summary screen) 

Uti lities: 

View Last Transaction 

Trouble Shoot ing 

Shut Down Tennina l 

Software Version I Volume Control 

WINSTAT ION operation 

Ticket Checker operation 

IPT operation 

Scanning Insta nt tickets 

Scanning play s lips 

Sclf Serv ice Online Tenninal operation 

Confi rming/Receivi ng an Order 

Activating a Pack 

Auto Settling a Pack IManually Settle Pack 

Pack Status 

Inventory SU Ill/nary 

Activated Packs 

Settled Packs 

RClumed Packs 

Reports 

Coupons 

Damaged Tickets 

Retu rning Instant Tickets 

6.8 T raining 
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Indoor Unit/Outdoor Uni t 

Contacting Call Center 

Problem Resolution Procedures 

Answering Queries; Redirecting Ca lls 

EFT Sweeps 

Settlement Reports 

Genera l Accounting Practices 

Credit/Debit Retai ler Adjustments 

Accounting Changes 

Lost or Stolen Tickets 

Fraudulent Tickets 

Other Security Issues 

,nflillof 

Marketing & Sales Tools ror Instant and On-line Games 

Player Relations 

Future Plans for New Games 

Promotions 

POS Displays and Placement 

Player Advertising Displays (PADs) 

Events 

VIP Club 

Retailer Incentive Programs 

Optional Equipment Plans 

6.8 Training 
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Proposed Training Locations 

INTRA LOT will work with th e Lottery to determine the best training locations throughout the slate. 
rNTRALOT will perform customized retailer training according to the requirements of the Texas 
Lottery. 

The following table provides a list of the cities and towns to be discussed and possibly used for 
training, as well as the estimated number of sessions for each type of training fonnat and the 
estimated rt:lailt:r count for each dly. The Estimated Retailer Cuunl (.;Ulumn represents an estimate 
of the number of retailer locations that may attend. Overlap has been factored in for retailers that 
are in a convenient proximity to more than one location. 

lNTRALOT works to minimize the longest estimated drive time is no more than 50 minutes and 
due to the overlap in training areas, in many cases drive time may be even less. INTRA LOT wi ll 
perfonn in store training due to large geographic rural areas in Texas for retailers who cannot easily 
attend a convenient location for centralized training. 

While INTRALOT highly recommends the trade show fonnat tmining, we have also planed class 
room training sessions in most of the major metropolitan areas and plan to offer the class room 
sessions as make up sessions for retailers unable to attend the trade show meetings either do to 
scheduling conflicts or if for any reason they prefer the classroom fonnat. 

6.8 Tnining TellS Lottery 
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Training Format 

estimated Count 
Training Location Classroom Trade Show 

Amarillo .,- .,- 181 

Childress .,- 2 • 

lubbock .,- 212 

Odessa .,- 173 

EIPaso .,- 3.8 

Snyder .,- 64 

San Angelo .,- 88 

Abilene .,- 181 

Wichtta Falls .,- 12 • 

Denton .,- .,- 3269 

Fort Worth .,- .,- 3056 

Irving .,- ./ 3347 

Dallas .,- ./ 3369 

Mount Pleasant .,- ./ 317 

Tyler ./ 467 

Lufkin ./ 23 • 

Waco .,- .,- 43 • 

Austin .,- ./ 938 

San Antonio .,- ./ 1020 

Eagle Pass ./ 41 

Laredo ./ 116 

McAllen .,- ./ 437 

Brownsville .,- ./ 121 

Corpus Christi ./ 367 

Victoria ./ 18 • 

Houston ./ 3799 

Huntsville ./ 38 • 

Beaumont .,- 383 

TOTAL 13 28 23,694 

Example Training Locations 
(Illustrative only, actual list to be determined together with the Lottery) 

Tnas Lottery 6.S Training Page 25 
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The fo llowing map shows the distribution of retailers in shades afyellaw to red. Darker shades 
mean greater retailer density in the particular area. The potential train ing cit ies will be selected 
within lhe areas with denser retailer distribution. Ideally retailers wi ll have to drive no longer than 
50 miles to attend Centralized Retai ler Training Sessions, however, it is difficult to make sure the 
every single retailer will not have a drive longer than 50 miles, fo r this reason any retai ler that 
prefers to be trained in store and does not wish to attend a central train ing location for training, will 
be offered training onsite and in store by JNTRA LOT's retailer train ing staff. 

c .......... ~ 
.~ 

ARIIAMSAS 

G /J / f 0 f 

Map: Distribution of Retailers 

The fo llowing map !>hows potential training cities fo r the Centralized Training within a one hour 
drive time for the retailers close to the training city. The 50 mile radius circle serves as a distance 
reference to indicate that retai lers will have the option of choosing between several training cities 
because of the proxi mity of one another. Retailers who are unable to attend Centralized Training 
wi ll be trained in-store prior to go-live. 

, 

6.8 Training TellIS Lottery 
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Because it is difficu lt to make sure the every s ingle retailer will not have a drive longer than 50 
mi les, for this reason any retai ler that prefers to be trained in store and does not wish to attend a 
ccnlral lrain ing location for training. will be otTered training uns itc and in store by INTRALOT's 
retailer training staff. 

.-

.-' ell ." A" 

Map: Areas of the State for Centralized Train ing illustrating the 50 mile radius (Illustrative 

only, actualli~t to be determined together with the Lottery) 

Tuu Lottcry 6.8 Training Page 27 
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·nflatof 
Key Accounts can be trained separately. either in Centralized Training cities or with In-Store 
Training at chain train ing fac il ities. This has shown to be very effective since along with the new 
Lottery equ ipment other chain pertinent infonnation can be dissemi nated to the attend ing retai lers 
as needed. In-store Training can be available during the life ofthe contract for any new retai lers or 
Key Accounts, or for the addition of new features or equipment. 

.--'" ....,- ,~ .. '--7 .. ' .. 
" 

I .... , 
,~ 

Gulf of 

• 

Map: Note the Blue push pins ror Key Acco unt Retailer T raining 

(Illustrative only. actual list to be determin ed together with the Lottery) 

6.8 Training Texas Lottery 
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Training Security 

Stand-alone lenninals will be provided for System conversion training at locations throughout the 
state. The lenninals will be networked to our simulator program which allows the lenninals to 
emu late a 'production' mode. Using the simulator during the centralized training sessions, the 
trai nees can experience functionality that emulates the live environment. 

Furthennore all printers will have ticket stock in them that reads VOID NOT FOR SALE on it at 
every few inch intervals. 

Training that is conducted on-site 
at a retailer location or at the 
Training Facility will be perfonned 
while the lenn inal is in training 
mode, which mimics live 
funct ionality. When in training 
mode, the lenninal has the abi lity 
to operate the training mode 
independent ly of the Central Site. 

All tickets generated in training 
mode do not have a barcode on 
them and have a message on them 
" Training - Void Not for Sale". 
Trai ning mode transactions can be 
logged and tracked through 
LOTOSTM 0 /5 and the logs can be .. _____________________ ... 

reviewed by the Lottery upon 
request. 

Training tenninals will also be made available at the Lottery and provided to key ac-count chain 
headquarters and other locations as required by the Lottery. Add itional supplies and materials, such 
as play s li ps, training ticket stock, training hand-outs and other user reference material will be 
supplied by INTRALOT for both System conversion and on-going training sessions. 

All ticket stock that is used for training purposes complies with MUSL standards; it is markedly 
different then live ticket stock. There is no serial number, and "Training - VOID Not fo r Sale" is 
printed on training mode generated tickets, receipts and reports. However, regardless of these 
differences, ailiraining ticket stock is maintained in a secure location, both in the warehouse and in 
the Training faci li ty, and tickets that are produced during training are destroyed after each session. 
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tntralot 
Tickets that are produced in training mode cannot be cashed. Tenn inals and al l of the associated 
peripheral equipment are kept in a locked transport vehicle before setting up and after breaking 
down at each training locations. While on-site to conduct ccnLmlizcd lnlining, all equipment is in a 
locked room to which only authorized personnel have a key. Additionally, ticket stock is secured in 
a separate locked container and locked up each evening in the transport vehicle or in a designated 
trainer's hOlel room. 

6.8 Training 

17 28 29 30 32 .. , "'l, 

lotal: 12.00 
Iod. 

11)1003-00:11 B 000". lR :OXOOXll70 
21329 516 W65 52li6 52110 

Texas Loltery 
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Retailer Terminal User Documentation 

Quick Reference Guides 

Retailers will be provided with a Tenninal User's Manual and Quick Reference Card (QRC). These 
materials will use visuals and uncomplicated English and Spanish to facil itate understanding. The 
QRC will explain the most commonly used terminal functions and activities, such as using play 
slips, selling, validating, printing reports, and changing ticket stock. In addition, the QRC will 
contain contact numbers for Call Center support, Te l-Sell. C laims. Security and/or other numbers 
that the Lottery wishes. Furthennore, the QRC will contain various tips of common questions and 
answers that INTRA LOT has compiled from the retailer training. All train ing and user material 
will be customized specifically for the Lottery users and retailers and will be submitted to the 
Lottery for approval prior to use or distribution. 

Please reference examples of JNTRALOT's Quick Reference Guides that contain information and 
instructions on changing ticket stock. how to conduct each type of transnction, obtaining nnd using 
the reports, Call Center procedures, use of play slips, claims, and retailer adj ustments on the 
following pages. 

Tun Lottery 6.8 Training 
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Nebraska Quick Reference Cards 

" br 0;500 

Lotto Terminal Quich Reference Guide 
S i gning On 
To .. ., .lkIg..-cl ."idI"'V l.cIt» • .,... 

TQUc/lIM!SIGH ON] boIlon 

2 flUer to'" 6-d~~ R4~iIIIr 10 number" loudllOlQ. 

3 EIIIIII yM# S-di:l" r.,"~ ~ 'M ~ fOII:l 
You'~I'\(M'~on. 

;""BEII ;t u ;wr 
• WI AMB"!! AlERT rrruage d""",,. pntt II Mod dtSdar' II fl. 
I"dlmil\lo61 Ioc*on in yO4#; &10ft Aaa~ nloffl\fllion.".,.. oe 
"'I.it~ •• ......,... 

S i gning Off 
To 109'-011 to'" I.0Il0 Ie...,.,., 

Reun., !hI ..... .... "" .aHI\. 
2 TwdI ... [SIGNOFFlou .... 

1 A. oolllirmMOtI MtlUge ~Y' 

Toodl lOKI III lie me .... WlrdOW., mil"," l l'e .... notr 

Yov .... n.ow~ oIt.ncI ... If_I)j!!IOO ..... ,,""QIeocI; 
Messages 
MeMait Type .... 

• SaIllOt"'-o:¥!be~.t .. )_ 
• U.ndM:IfY -InUit be ~ 10 Iriock Ie"",," U1Qenl 

To view pend~ tne:1IUgn, bud\ {MESSAGES] c;r'> ... .... 1n 
.... 11 __ n.. ....... me IoCIfIen CI~. hi 01_ 
~. ~ ..... *'"' up" _ week'.~. 

2. Toudill. IfteUolljl".'c on flellll'l si»of the .... III(Ie 
....een 10 _ • in ..... on the right tidII of", I<Ieet\ 

3 loud! (PRJHTJ 10 prirt. CI:»J (j( {E XIT] 10 relkl"" blht h i 01 --

6.8 Tuining 

How To Get Re ports 

!,ifwnC'in( Reports 
I . FIOI'I'IIIw Main Menu lCI' .. n, lwch , .... (F'"""QAl. Re PORTS) 

b\.ItQOl n. ' I .... nc: .. ' A. porta Maln"" ~ diSPI.,. s_., .... 
.... 1lI •• 0I'I 

Cooo.,.;on 

""-' 
". .... rolII A4..-tll'l!!nl 

PrwYoO\ltW~ ~nI 

Clmen! V.IHi<Iy SII,., ..... 

2 . TCMdIh t:.J1t>n tar "erepoot)OU wiIh to __ 

3. To..dIh t:.Jlt>nblh ~tof""~b< -.ot!cfI rou .... ." tCi 
_ !t-e r'P(I1 , Tr.I)U~ will be o:IIPbIed 1I11n~ • rol 
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User Documentation Updates 

INTRALOT will update training material and any related user or player documentation provided to 
the retailers as required and approved by the Lottery. We will be responsible for ensuring that 
material s are distributed to the retailers and the Lottery in a timely manner, no later than one week 
prior to the start date of any new game or game change. Any changes made to user documentation 
will also be reflected on the retailer website. 

Terminal-Based Documentation 

The retailer term inals contain a full featured Help System that is easily accessed fro m the Main 
Menu screen and each of the Game screens. The term inal contains Help screens that provide the 
retailer with guidance on performing specific fu nctions. Help screens are always customized for 
each of our projects to reflect not only Lottery specific games, functions and features, but to contai n 
any other in formation requ ired by the Lottery. This can incl ude: FAQ screens, contact information , 
or policy and procedures, for example. 

Lottery Terminal Help Contents 
1. User Features 

Signing On/Off; Messages; Phone Numbers; Using Help 

2. Main Menu Screen 
Gaming Container; Admini;stralive Container; Monitori"9 ConlaifIfiK 

3. Seiling Lotto Tickets 
Gam&$; Play Slip; Manual Entry; Quick Pick; Triple Play, Ticket Repeat 

4. Cashing Lotto and Scratch Tickets 
Scanning; MsnusJ Validation, Old Lolto tickets 

5. Scratch TIcket Functions 
Receiving, Activating and Settling Scratch ticke~, Reports 

6. Redeeming Coupons 
Barcoded Coupons; Numbered Coupons 

7. Reports 
Winning Numbers; Game ResultS; Jacl<pots; Financial Reports 

8. Utilities 
View Last; Troubleshooting; Tmining Mode; Terminal Shutdown; Volume Control; 
Soffwatll' Veroion 

9. Changing Paper Touch a topic In the Contenta tistto view It. 

6.8 Training Texas Lonery 
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The comprehensive Help System contains optional video that helps new retailers and their 
employees learn at their own place the features and function available on the tenninal. The video 
may be stopped and restarted at various points a llowing rclai lcrs to resume training where they left 
off. 

_LOTTO 

II 
Pleasil ,.efonmce ,he Terminal Training DVD IOCilled under liN! AfUl Tl·M£DIA T"b fll ,he 
beginlliIJg oj ou,. ro )()S(lIIQ "jew eX(lmp/es 01 help screens provided on ,he Termina l. 

Texas Lonery 6.8 Training 
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Lottery Staff Training 

Lonery stafTwili be thoroughly trained at Lottery offices or appropriate venues on the features and 
functions o f the on-line terminal, management tenninals, Hotline call tracking and dispatch system, 
and systems operations prior to system conversion. 

Additional training will be provided throughout the li fe of the contract as system features amI 
functions evolve. New employees will be trained on appropriate systems, features and functions to 
support their job activities. Refresher courses will be prov ided for all employees as required during 
the life of the contract. 

T raining will incorporate a mix of instructor-led presentations and discussions, as well as interactive 
hands-on, computer-based activities and workshops, as requested by the Lottery. INTRA LOT will 
provide workbooks and documentation to support these activities, as approved by the Lottery. 

Lottery Staff Training Course Outline 

The following table describes Lottery stafTtraining topics. Follow-up training and training for new 
Lottery employees will be conducted as required throughout the tenn of the contract. 

Scanner Operation 
Reader Operation 
Printer Operation 
Customer Display Operation 
Using the Graphical User Interfaces 
Connection to the Communications Network 
Satellite Equipment and Installation 
Indoor Units (IOU) and Outdoor Units (ODU) 

Accessing Information and Generating Reports 
Accessing On-line Help 
Using Training Mode 
Viewing the Training Video 

Ordering Supplies 
Diagnostic Routines 
General Terminal Maintenance 
Trouble Reporting 

6.8 Tl"llining Texas Lottery 
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Switching From Live Mode to Training Mode 

Viewing Messages 
Generating On-line Tickets (All Games) 

Using Selection slips 

Manually Entering Numbers 
Using Quick Pick 
Using Multi-Draw 

Validating On-line Tickets 

Scanning 
Manual Entry 

Paying Winners (low-tier, mid-tier, high-tier) 
Closing Out a Sale 

Validating Instant Tickets 

Scanning 

Manual Entry 
Reports 
Understanding Sales Reports 
Understanding Invoice Line Items 

Printing Winning Numbers and Jackpot Reports 

Receiving an Instant Ticket Delivery 
Confinning the Delivery 

Activating a Pack 
Returning Instant Tickets to the Warehouse 

the Ticket Stock Roll 

6.8 Training 
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Retailer Terminal Management 

Retailer Accounting AdjuSbnents 

Security Features and Issues 

Retailer Messages and Tenninal Messages, etc 

Retailer Management 

Player Messages 

Ticket Messages 

Game Monitoring 
Liability Levels and Controls 
Retailer Terminal Report Simulation 
Transaction Research and Reporting 

Security Features 

Crystal Reports 

lOTOS TN Call Center CRM System Overview 
SeibeP" CRM 
Call Center Call Processing 

Escalation and Dispatch Procedures 
Call Monitoring 

Customer Service Policies 

System Overview 

Draw Procedures 

Communications Monitoring 
Transaction Logging and Research 

Ad Hoc Reports 
System Back-ups 

Data Storage 

System Fallover 

6.8 Training 
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Any additional documentation will be produced as required by the Lottery. In addition to 
deve loping terminal user material for the Lottery and retailers, additional documentation will be 
produced to assist other user groups. These include: 

Operations Manual - This manual describes the policies and procedures that relate to data 
operations. It contains instructions for processes such as end-of-day reports, draw 
procedures and other system-related activities. 

Network Operations Manual - This manual describes the policies and procedures that relate to 

Lottery network operations. 

Lottery User Manual - This manual will provide the Lottery users with instructions on using 
the management terminal software and including information such as viewing data and 
generating reports. 

Service Desk Manual - Th is user manual addresses the policies and procedures related to 
hotline etiquette and customer service, escalation policy, step-by-step tenninal 
troubleshooting, and other infonnation to assist them in perfonning their job. 

Instant Desk Man ual - This user manual addresses the policies and procedures related to 
facilitat ing the optimal instant ticket inventories at Texas Lottery Retailers 

Lottery Sales Representative Manual- This user manual addresses the policies and 
procedures related to optimal instant ticket inventories at Texas Lottery Retai lers, training 
on new games, merchandising, promotions etc. 

Field Service Manual - This includes Field Maintenance Instructions, Service Instructions and 
an Installation Guide. Each provides policies, procedures and instructions for field serv ice­
related responsibilities, such as fie ld repair, PM procedures, dispatch policies, perfonning 
any kind of reparation on the lottery equipment, such as changing the hard drive or replacing 
the main board and other infonnation to assist them in perfonning their job. 

Lottery Systems Manual -- This manual supports system training and desk reference materials 
that allow first-time users to learn module and navigate the system. lNTRALOT wi ll have 
an on-site Application ExpenlBusiness Analyst who will be available to train Lottery stafT 
member on using the applications. 

Customized Training 

JNTRALOT will customize the training to meet the needs of the Lottery's employees. We will, 
provide quick reference cards, operating manuals and training programs. 

Lottery staff will be thoroughly trained at Lottery offices or appropriate venues on the features and 
functions of the on-line tenninal, management tenninals, Hotline call tracking and dispatch systcm ~ 
and systems operations prior to system conversion. The training course is presented in several 
modules that provide the Lottery users with the following infonnation: 

• Tenninal and Peripherals 

Texas Loner)' 6.8 Training Page4t 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



P.age 42 

,ntlillot 
• Terminal Game Screens and Play Options 
• Reports, On· line Help. and the Training Video 
• Lottery Validat ion and Prize Payment Procedure 
• Guided Hands-on Training on a Terminal 
• Lottery Management Terminals 
• Hotline System and Procedures 
• Operations 

lNTRALOT also agrees to provide cuslOmized training to meet the unique needs of Lottcry 
emp loyees performing specific primary and support activities in the following funct ional areas: 

• IT Security Administration and Quality Assurance 

• Marketing 
• Retail Operations 
• Finance and Accounting 
• Player Services 
• instam Ticket Distribution 
• Executive overview 

INTRALOT will prov ide specific training for Lottery personnel throughout the term of the contract 
as System features are implemented for example: 

6.8 Training Texas Lottery 
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Retailer Licensing Training 

Users will be trained on the Retailer Licensing appl ication, which leads the user through a pre­
defined process to enter applicant data, certify the applicant' s credit and security credentials, 
assigning a retailer number, producing the license, scheduling training and tenninal in stallation, and 
fina l approval. 

-----~--
- _.--_.-.. .­_ .. 
~ .. -~ ---'--.,.. 
0._"­....... -
'-

Tnas Lottery 

.. "­.. .. 
" 
" 

" 
" 
" 
" 
So'. """",,_"M.p 
,~ 

~-, ,-, 

6.8 Training 

c-__ • 

-
.. "' c .. .. ---

'<'" 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 

Page 45 



,nflatof 

Page 46 6.8 Training Texas Lottery 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



IDfralof 
Back Office System (BOS) and Instant Game Management System (IGMS) 

INTRALOT oflers a robust Back Oflice System (80S) and Instant Game Management System 
(lGMS) providing the Lottery with one central repository fo r all information in the 

All Lottery System information will be housed in onc 
database thereby elim inating any islands of information that may ex ist today and providing new and 
updated technology to the Lottery. 

The following provides outlines of the training that will be provided to Loncry staff regarding 
concepts of the Gaming System, use of the games management appl ications, adm inistrative reports, 
INTRALOT provided services, security features and controls, and other relevant aspects of 
INTRALOT's Systems and services. Thi s list is not all·inc1usivc and INTRA LOT will provide any 
and aUlraining required, as requested by the Lottery. 

Business Configuration Management - BCM Training 

Business Configuration Management (BCM) is one of the fundamental applications of LOTOSTM 
O/S. It is a series of appl ications and configuration applications that allow LOTOSTM O/S 
customization to better support the lottery' S business 
req uirements. 

The main functionality ofBCM includes: 

Texas Lottery 

• General parameters and components of the System 
definition. 

• The registration and full enroll ment of a new 
retailer or changes to an existing one, including: 

• Be part ofa chain (the depth of the tree is limited 
by the Lottery) 

• Be part of any - many geographical divisions 
• Be part of any - many sales representative/ fi eld 

technic ians (user defined entities) 
• Be part of any - many financial groupings 
• The registration and full handling of new or already 

existing terminals. 

6.8 Training 

Selectll n application: 

• CtnIrjIsrncm!rlo!m.tl!MunuQts 

• CI!r!l!'!I §stgn IhcaQ!!mtnl 

· """ 
· ""'" 
• "lSi CABS 

• "'molino Stslfm 

• fln.a Clvb 

• !>rpmRtont 

· ""'" 
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System Monitoring Training 

Real·time monitoring of gaming transaction traffic and system utilization is provided by the 
LOTOSTM O/S Administrator (LAU). Abnormal system conditions and their causes that can be 
identified with the LAU include validation problems, communication difficulties and computer 
downtime. 

LOTOSTM O/S Administrator User (LAU) is a graphical interrace that provides real-time 
inrormation. It gives the user control over the System configurdlion and games' pammeters. Tht: 
LAU consists ora series of functions that will a llow the user to customize LOTOSTM OIS according 
to the Lottery' s particular needs. 

One oflhe two main functionalities ofLAU includes the real- time monitoring ofvariOllS system 
parameters on infonnation related to the System's setup: 

• Gallll! parnllleters and infunnatiUII 
• Number of nodes 
• Number of LCPs and their current status 
• Number of retailers. terminals and their current status 

LAU provides infonnation on operational and processing data for all defined LCPs in the System, 
type of connection, status for each LOTOSTM Communications Processor (LCP), monitoring 
message switching time, and the transfer of messages between the Central System and the 
term inals. 

LAU provides monitoring of all requests made during the game' s transaction process ing including 
status of requests for game and transactions and the status of all draw transactions. 

RTDV (Real Time Data Viewer) is part of the IRM (Infonnation and Report Management) suite. 
Lottery stafTwill be trained to interpret and monitor the System using this tool. The RTDV otTers 
the user a number ofrcports based on continuous on-line. real-time access to an array of critical 
business infonnation while it is being processed by LOTOSTM O/S. 

6.8 Training Texas Lottery 
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System Transaction Report -I 

Example of RTDV System Transaction Summary - Display 

Users will be trained to access RTDY from any authorized point and management terminal with a 
web browser facility. RTDV provides a comprehensive, on-line view on all critical intormation 
with regards to a particular game, retailer and tennina! transaction activities, sales, accounting and 
financial infonnation and system perfonnance. 

Authorized users will be instructed on producing quick and immediate overviews of financial. sales 
and system performance updates. 

RTDV prov ides a look at the transaction information as it is processed from LOTOSTM O/S. Users 
will be shown how to customize the web-based interface "dashboard" to enables them to easily 
cover any particular need. 

RTDV provides infonnation regard ing game activity for: 

• A Specific Geographical Area 
• Range of Retailers 
• A Specifi c Retailer 
• A Specifi c Tenn inal 

Texas Lottery 6.8 Trai ning Page 49 
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Security Features T ra ining 

INTRA LOT will prov ide train ing for all system security features to individual authorized by the 
Lottery. Our system is running now in more than 50 Lottery jurisdictions and maintains the system 
logs, audit logs, and network logs, requ ired to research virtually any type of system activity. 
INTRALOT will assist the Lottery with all specialized security activities such as usi ng special 
security processes to veri fy ticket validity (iSecure program), retrieving and reviewing system 
reports for abnonnal behavior (Real time Data Viewer and Ad-hoc Reporting). In addition, 
INTRALOT will assist (hI; Lottery in reviewing output frolll INTRALOT-provided security 
monitoring devices such as access logs and CCTV output. 

Business Intelligence Data Base (BlOB) T raining 

The BlOB appl ication is a dynamic infonnation management system that otTers comprehensive and 
flexible reporting functions. The extensive reporting capabil ities provided by the IRM module 
cover every aspect of ongoing operations. Users will be trained to produce both canned and ad-hoc 
reports, including: 

• Sales by product type, ranking 
• Sales by game, region, sa les representative 
• Product mix 
• Retailer analysis of sales, validations, promotions 
• Plans versus budget 
• Forecasting 
• Jackpots, rollover, annuity costs 
• Sales perfonnance and marketing charts and graphs 
• Sales and prizes by virtually any demograph ic segment and SIC code 
• Census tracking 
• Geographical infonnation 
• Sales reporting for business reviews 
• End-of-year reporting 

6.8 Training Texas Lottery 
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7.1 Overview 

This section describes the systems and services requirements for the Lonery Gaming System (the 
"System', and sets forth the requirements, roles and responsibilities or the Successful Proposer for 
provisioning, delivering and management of all services in suppan of the Texas Lotte ry. 

INTRALOT finds the information presented as informational and no response is required. 

Tuas Lottery 7.1 Overview 
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7.2 ON-LINE GAMES 

On-line Games Overview 

rNTRALOT is pleased to provide this overview to its On-line Games to demonstrate the extent of 
our games development and the extensive scope of the games currently supported by the LOTOSTM 
O/S that will be available to the Texas Lottery. 

rNTRALOT's LOTOSTM O/S software supports all games currently offered by the Texas Lottery 
and provides the flexibility for growth into new games, game features and play types. We offer 
games such as Lotto with a bonus, daily games, instant win on-line games, promotional games, and 
instant ticket processing with Ollr Systems around the world. We guarantee that we w ill provide all 
of the current games for systems testing on or before the date required by the Lottery. 

Tens Lottery 7.2 On-Line Cumes 
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Current Games and Play Types 

The fo ll owing provides a list of the Lonery's on·line product portfolio and a brief description of the 
jurisdiction(s) in which we already support the game: 

Pick 3 - Versions of the Lottery' s Pick 3 numbers game have been successfully 
implemented in Arkansas. Idaho. Nebraska, New Mexico. Montana. Ohio and South 
Carolina; as well as in numerous intemational juri sdictions by INTRA LOT. lNTRALOT is 
currentl y converting gaming systems in Louisiana, New Hampshire, Vennont and the 
District of Columbia, al l of which have a sirni lar·styled Pick 3 game. 

Daily 4 - A version of thi s game is currently implemented in Ohio as well as in many of 
INTRALOT's international jurisdictions and is a simple variation on the Pick 3 game. 
INTRA LOT is currently converting gaming systems in Louisiana, New Hampshire, 
Vennont and the District of Columbia, all of which have a Pick 4; and we w ill be launching 
the new Pick 4 game in Arkansas later this year. 

Texas Two Step - This is a two matrix Lotto game. INTRALOT has experience 
implementing variations of this game fo rmal in many jurisdictions including Montana and 
Nebraska w ith their 2 by 2 game. 

Texas Lotto - This is a jackpot-driven Lotto game. INTRALOT has experience 
implementing variations oflhis Lotto game at our client locations domestically and 
internationally, including Clagsic Lotio in Ohio. Currently, we are installing a similar game 
on both the Vennont and New Hampshire Systems. 

Powerball - INTRALOT has successfully implemented Powerball in Arkansas, Nebraska, 
Montana, Idaho, New Mexico and South Carolina. INTRA LOT is currentl y converting 
gaming systems in Louisiana, New Hampshire and Vennont, all ofwruch are members of 
the Powerball multi·jurisdiction game. And, as part orthe cross·sell initiative between 
PowerbaJl and Mega Millions, we are installing Powerball on our Ohio System with a 
launch date expected in spring, 2010. 

McgaMiIlions - INTRALOT has successfully implemented Mega Mi llions in Arkansas, 
New Mexico and South Carolina. INTRALOT is currently converting gaming systems in 
New Hampshire and Vermont, both of which will include Mega Millions. 

Cash Five - Similar «Little Lotto or Hot Lotto" games are currently implemented in Idaho, 
Montana and New Mexico and later this year we will be converting the New Hampshire and 
Vennont lotteries to our System and both jurisdictions have a Hot Lotto game. 

INTRALOT stands ready to provide additional games and play types working in cooperation with 
the Lottery. 

INTRALOT agrees and understands that the Lottery reserves the right to add or modify games, 
game features, or play types, and promotions for start-up or at any time later during the contract 
terrIl. At a minimwn, based on quarterly schedule releases, INTRALOT will provide new game 

7.2 O n-Line Games Te :u.~ LoUery 
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changes and imple m entation \\ithin 120 days from sign-off of functional specifications. Though, i f 
business needs require a more immediate or faster "product to implementation" schedule, 
rNTRALOT stands ready to complete a faster tum-around ti me. We have demonstrated this during 
the reccnt Powerball l Mega Millions cross-sell initiative. As your local partner, we will 
demonstrate this by providing prompt changes for existing games already in our game library with 
an even faster than 120-day tum-around. 

Texas Lottery 
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INTRA LOT is currently providing Internet based gaming systems, platforms and games to several 
large-scale cl ients: 
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o Italy Online 

o Turkey Online 

o Australia Victoria Online rntra ot 
o Staatslotter ij and Delono Online 

(Netherlands) 
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Italy 's Internet Sports Betting Platfonn Operated by lNTRALOT 
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7.2.1 On-Line Game Development 

The TLC Products group works with the Lottery Operator to provide On-Line Game concepts that 
are introduced to the general public. On-Line Game concepts consist of, but are not limited to, 
drawings, play instructions, odds, prize payouts, go to market strategies, etc. 

Table 27 On-Line Game Response Requirements 

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

INTRALOT acknowledges and accepts the roles and responsibil ities and detai l requirements 
indicated in this section of the RFP under Table 26 and the service level requirements under Table 
28. 

2. The Proposer must provide an overview of its On-Line game development, research and 
implementation process. 

Game Research Process 

The INTRALOT team understands the importance ofmm-ket research, recognizing it as one of the 
critical success factors for developing a strategic marketing plan. We are cognizant of the fact that 
lotteries are prohibited from experiencing their own product and cannot, as a result, make infonned 
decisions about how a particular product may be affecting the behavior or motivation of the 
consumers. Rcsearch allows the Lottery to talk to the consumer in order to understand how the 
products affect them. Today. we have an internal corporate market research group headed by a 
researcher with more than 26 years of market research experience, including 16 years of specific 
lottery and gaming-related market research. This individual will be responsible fo r assisting our 
Texas team in executing the proposed market research offerings detailed in this response section. 

Page 22 

Clearly. the Lottery greatly values research gi ven that you anticipate an annual research project to 
develop new game concepts. identi fy player demographics and propensity to play levels as well as 
measure attitudes toward the Lottery, products. policies and image. A successful market research 
program and one that is supported by INTRA LOT will be tantamount to the overall continued 
success of the Louery. 

INTRALOT fully understands the Proposal Requirement to offer an annual market research study. 
But, we want to go beyond the requirement - not only to demonstrate our commitment to the Texas 
Lottery, but more importantly, we believc that targetcd research can help drive revenues. So, in the 
end, developing and executing a coordinated research plan is a win-win for all of us. We also know 
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that an effective research campaign will benefit all parties - you, us, retailers, players, and most 
important, the Lottery's primary stakeholders - the beneficiaries. That is why in addition to 
conducting the required annual market research project we arc including several critical research 
components in our baseline pricin g, which taken together, hopefully confinns and demonstrates o ur 
commitment to helping the Lottery expand its reach, while maintaining the public trust. 

Meaningful and actionable research demands a consultative partnership. OUf best and most 
successful achievements will come about by developing a customized market research program to 
suit the needs of the Texas Lottery. The research program that we are including in our baseline 
offering is not "cookie-cutter" ' research - it is customized research and wi ll be specifically-tailored 
to the Texas Lottery and your needs. Our goal in offering this specific-research plan in our baseline 
offering is to provide you with research-supported infonnation that will reduce the risks involved in 
executing your marketing strategies. 

The key to any successful marketing research program is to focus on the fundamentals. For 
lotteries, this means honing in on the basics of pleasing the customer (both players and retailers) and 
meeting marketplace needs while at the same time getting the most value for each research dollar 
spent. Research is an important tool and the type of research carried out should be carefully chosen, 
designed and conducted with the goal of obtaining use ful and actionable results that will help the 
Texas Lottery not only achieve its revenue goals, but also to help public policy-makers understand 
the trends shaping o ur industry. 

The Texas Lottery has lofty revenue goa ls to reach, and as a result, INTRALOT feels that it is 
imperative for the Lottery and INTRALOT to start the journey with insightful research program that 
will provide a clear roadmap needed to achieve success 

As we looked at thi s requirement, we were cognizant of the Lottery ' s discretion in conducting at 
least one annual study. To this end, the Lottery might consider an Annual Market Segmentation 
and Usage and Attitude Study. 

Usage and Attitude studies typically serve as a Lottery's main strategic planning tool, assisting in 
identifYing the size and potential o f various segments within the market. Over time, values, attitudes 
and behaviors change depending on a host offactors. It may have been several years since the 
Lottery engaged in a comprehensive market segmentation study. 

Our approach to a market segmentation study will provide the Lottery w ith a more rigorous means 
of determining the size and potential for certain lottery products within the market. By taking a 
holi stic approach to assessing the general values and behaviors of gaming attitudes and motivations, 
our segmentation study will capture the essential dri vers oflonery play. 

The physical process of conducting a usage and attitude segmentation analysis, given the 
availabi lity of user-friendly statistical software today, is relatively easy. The challenge though is in 
deciding what dimensions should be included in the segmentation algorithm. Lotteries occupy a 
unique niche among consumer products. Few understand this better that INTRALOT. We base our 
research approach on several key foundations : 

Texali Lottery 

• First, market research needs to extend beyond simply looking at product usage and 
demographics and must incorporate more attitudinal dimensions. 

• Second, and this is critical in Texas, our lottery research must examine the broad 
spectrum of gaming within the state and from neighbori ng state gaming. 

7.2 On-Line Games 
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• Third, we understand that our research efforts can only be as good as the questions we 

decide to ask. We must ask the right questions to uncover the new attitudes and 
percepti ons that surround the Lottery. 

Market segmentation and usage and attitude studies typically serve as a main strategic planning tool 
for lotteries. We recommend conducting a telephone survey using a random sampling of the 
general population drawn proportionate to the population distribution and based on the most current 
and available data. 

The segmentation study will be completed using ROD (Random Digit Dialing) techniques using 
state-of-the-art Computer Assisted Telephone Interviewing (CATI) systems. This sampling 
approach affords us the most representative, and, therefore, more accurate in terms of statistical 
probability. 

We expect that the survey questionnaire design and development will be a coordinated effort 
betwecn INTRALOT, the Texas Lottery, as well as some of the Lottery's strategic advertising and 
marketing partners. The scope of questioning will focus on areas such as: 

Page 24 

• Lottery Brand Awareness; 

• Current play behaviors, frequencies and spend patterns; 

• Retailer trends; 

• Barriers to play for non· and lapsed players; and 

• Key advertising and marketing issues. 

In addition to providing the Lottery with an annual market research study, we are going beyond 
requirements by offering the Lottery additional research services, all of which are included in our 
Base Offering. For instance: Focus Groups, Mini-Labs and Gaming Perception Analyzer™ 
Research Sessions. 

INTRALOT recognizes the importance of conducting these types of qualitative research sessions o n 
varying subjects, incl uding testing new game design concepts, assessing new marketing strategies, 
and identifying new technologie~. fNTRALOT would like to work in close con~ul tation with the 
Lottery on the design and scope of these types of research methodologies; and as part of our 
baseline market research offering, we propose conducting a series of four focus groups annuall y at 
locations in Texas (to be determined as part oflhe overall scope of the research). 

These types of research programs are ideally designed to 

• Investigate the potential of new on· line game concepts in terms of appeal of features, 
intended purchase frequency, and spending levels; 

• Explore the appropriate positioning of advertising and marketing strategies for the 
Lottery, its products and categories of products; 

• Investigate the feasibility of potential new technologies and pilot projects that may be of 
benefit to the Lottery; and to 

• Explore the general atti tudes regarding policy issues related to gaming. the Lottery's 
corporate image and social responsibility issues. 

7.2 On·Une Games Texas Lottery 
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The actual direction of these focus groups and mini-lab sessions will be detennined by the specific 
objectives of the project. 

Having participated in this type of research over the years fo r many of our lottery partners, we 
understand that the Lottery category generally inspires common or standard "knee-jerk reaction" 
types of answers to questions, such as "I like to win" or "make the prize bigger. " Our experience 
has assisted us in developing the Gaming Perception Analyzer™ as an effective research tool that 
eliminates "group think" and provides a quantitative aspect to what are traditionally qualitative 
research sessions 

The Gaming Perception AnalyzerTM is a unique, interactive group testing system. It is a computer­
supported, interactive feedback system composed of wireless hand-held dials for each participant, a 
console, special software which edits questions, collects data and 
analyzes participant responses. The system allows participants - in 
our case lottery players or potential lottery players or maybe even 
retailers - to dial in their reactions to any fonn of test material (e.g. 
advertising, new product <lfld gl'une cODcepts, player andlor retailer 
satisfaction, etc.) using hand held dials which have a wireless 
connection to a PC. Infonnation is translated into data and graphic 
output, which is presented in reaHime to the client on-site. 

In January 2009, we completed a series of Gaming Perception 
Analyzer™ research sessions for the Montana Lottery focused on 
the introduction of a potential new online game and the cannibalization impact of such a launch. 

In addition to this series of four (4) annual Focus Groups, Perception AnalyzerTM sessions and/or 
Mini-Labs, we wi ll conduct an Annual Mystery Shop of Texas Lottery Retailers. 

Mystery shopping is a valuable tool to gauge the levels of service customers receive during 
interactions with lottery sales agents. Research has shown that those experiences can have lasting 
impact on players' opinions on the Lottery. Mystery shopping can facilitate improvements at all 
levels of customer care by exposing any potential flaws in established procedures. A few of the 
questions that can be answered through the implementation of a Texas Lottery mystery shopping 
program include: 

• Are sales volumes affected by employees who are not knowledgeable of games? 

• Are retailers di!':pl<'lying promotional materi <'l ls properly? 

• Are player questions answered correctly by the agent retailers? 

Whi le a seemingly straightforward proposition, mystery shopping can be a di fficu lt undertaking due 
to the need to employ we ll-trained, impartial shoppers, with excellent communicati on skills. We 
consider the set-up phase ofthi s type of project extremely important. INTRALOT will work 
collaborativel), with the Texas Lottery to develop the scope of the research questionnaire and 
standards to be ter;ted and measured againr;t. 

The specifics of a mystery shopping project would be detennined based on conversations with the 
Lottery, but as part of our research offering, we will conduct mystery shopping evaluations at 
approx imately five to 10 percent of the active retailer network on an annual basis. Working with 
the Lottery, we can even create a special retailer incentive package for being part o f the mystery 
shopping effort. 

Texas Lottery 7.2 On-Line Ga mes 
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Finally, as part of our Base Otler market research plan, we will provide the Lottery with access to 
our LOTOSTM Po ll s program. 

INTRALOT's te rminal system has a very unique and powerful capability - the abi lity to conduct 
real-time research with players and retailers through the Lottery retailer terminal. 

The LOTOSTM Po lls system utilizes the retailer terminal to conduct multiple-choice Questions (i.e. 
designed like play-slips). The application can be used to perform a host of research and informati on 
collecti on activiti es such as information from players and retailers based on specially designed 
questionnaires. S imply put, INTRALOT has the capability to conduct market research surveys 
through the retaile r terminals using reader devices for collecting data or message broadcasting 
surveys to retaile rs. We are offering th is capability to the Texas Lottery and welcome the 
opportunity to conduct two LOTOSTM Polls annually as part of our baseline offerin g. 

They say that "if/he customer is always right, shouldn 'I you be lalking with them. " We believe 
that. That is why you will fi nd market research an integral part of our Baseline Offering. 

Critical to the success of any Lottery is the introduction of new games and gaming concepts. 
INTRALOT believes that every new game that is introduced, new themes, ticket styles and prize 
structures, should be developed to both retain and enhance the playing experience among existing 
player groups, but also should be designed to attract infreque nt, non- and lapsed players. 

We believe that new game testing and design is imperative to give both the Lottery and INTRALOT 
the strategic edge needed to make decisions about new game introductions. 

Historicall y, lotteries have relied on qualitative research methods to test new game concepts. W hi le 
we believe that qualitative ex ploration of game concepts can g ive guidance on the sorts of features 
and attributes tha t might generate interest ill games, qualitati ve research Calmot make quantifiable 
estimates of which games are most likely to be successful with di fferent segments o f consumers; 
and most important, how they will actually perform when placed "on the shelf' in the retailer 
environment side-by-side with other lottery games and consumer products. 

INTRALOT has partnered with some of the best game design researchers in the industry and at 
times utilizes a series of online GAMEPLANTM interactive research techniques to identify, develop 
and position new lottery games. This online, interactive game testing laboratory, c reated by the 
Independent Lottery Research (I LR) organization, allows players and potential players to sample 
different games and game-styles all the while simulating game play more closely reflecting the 
actual on-shelf buying experience rather than simpl y viewing games in isolation. 

GAMEPLANTM has redefined best practices for market research into new lottery game 
development. The GAMEPLANTM system uses online (Internet) interviewing research techniques 
to capture a robust quantitative sample of di fferent player segments. O nline interviewing 
techniques a ll ow respondents to see the different games and simulate playas they evaluate each 
game concept. Online surveys asking respondents to choose from among sets of games that closer 
reflect the actual in-store buying experience than viewing games in isolation. 
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New game opportunities in today's lottery industry are not just with core players. O ur research has 
shown that new play styles and prize structures can be developed to attract infrequent and lapsed 
players, as well as sustain the core player's interest beyond the initial game introduction, thus 
growing the market. The GAMEPLANTM system is designed to screen a number of alternative 
game concepts to detennine which options offer the strongest opportunity in the market for 
generating new play among infrequent, lapsed or non-players. The research identifies motivations 
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and barri ers to playing proposed games, as well as anticipating frequency of play and suggested 
refinements. The stati stical stability of the data provides greater levels of confidence than 
utili7..ation of qualitative forums as a screening tool. GAMEPLANTM is presented as a potential 
negotiated research option for future consideration by the Lottery, should they 'wish to pursue this 
type of game design research in addition to what we have proposed as part of our base offering. 
This specific research tool is available through the Independent Lottery Research (lLR) 
organization based in Chicago; and if desired by the Lottery, is a research program that will be 
negotiated separately. 

Interactive Research 

In loday's research marketplace, the Internet is quickly gaining widespread acceptance as a viable 
alternative to telephone and in-person research approaches. As part of its on-going research efforts, 
INTRA LOT asks the Texas Lottery to consider using the Internet for research purposes. Internet 
research can be used to conduct both on-line and instant ticket game research (i.e. testing and 
demonstration of game concepts), as well as other types of web studies. 

There are a limited number of approaches one can use when engineering an Internet-based researc h 
study. We would suggest that the Lottery consider either hosting a survey research mechanism on 
their current website like many other U.S. lotteries or engage a third-party market research vendor 
who would host the Texas Internet surveys on a secure website accessed through a link on the 
Lottery's site. 

Conducting research on the Internet is relatively straightforward, and is carried out in much the 
same way as a telephone study - from project design, questionnaire development a nd programming, 
to testing, interviewing, coding and tabulation and finally report generation. 

INTRALOT stands ready to assist, along with the Lottery, on the development and design of an 
int~racti ve Internet-based research program. 

Market Research and the Planning Process 

Our research department will provide a laser-focused level of assistance to the Lottery-from 
simply consulting on a single project to executing on the research program we have oullined as part 
of our Baseline Offering. We want to help make any research undertaken by the Lottery simple and 
easy to implement. Our research team and market professionals are well-versed in conducting both 
Primary and Secondary Research and will put that knowledge and expertise to work for the Texas 
Lottery. 

Our research commitment to the Texas Lottery is one that offers the Lottery great fl exibility within 
the Base Offering - from the annual study you requested, to our commitment to provide additional 
Focus Groups, Perception AnalyzerTM sessions and Mini-Labs, as well as an annual Mystery Shop 
of the Retailer Base and our' .oTOS PollsTM offering. 
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Game Development Process 

Our Game Development Group currently meets on a semi-annual basis and is composed of 
INTRALOT developers, marketing staff, operation managers, ex-LotLcry Directors. retired Lottery 
marketing executives from other companies, and several former Lonery product managers. We 
know that the staff from the Texas Lottery would add greatly to the productivity o f thi s group. 

In order to develop new products and promotions that fit well with the existing product mix and do 
not cannibalize existing products, but rather generate new sales and net benefits to the State, we 
fo llow a detai led research and development program, especiall y, as it relates to new games and 
game concepts. 

Ne w Clime Post- !+-St rategy Lounch Launch 
Marketing 

An8Iy,;l< .Ion .. t 
Ide. NEW GAME Finalize 

COJlvr.t,on DEVELOPMENT Game 

PROCFSS Design 

+ + 
Markat end Came MarkaUng 

IIiR'" CUlT1Pnt St ruC'lU rv Itvsellrc'h 

Screening f'oI'ImA'i ,n. And GlllmA 
Revie w Desion Testintl 

The game design research process is a circular process where new concepts arc brought to market 
and subsequent ly evaluated for their effectiveness. The results of these evaluations are then used in 
future planning for additional new concepts. This process, carried out by our seasoned marketing 
professionals, working side-by-side with the Lottery, will ensure that there are always new ideas to 
kccp the Texas Lont:ry's products fresh and exciting in order to increase sales by current players as 
well as to generate new sales from new players; particularly those in the 21-34 year-old age group. 
At INTRALOT, we like to think that it's all about keeping an eye on the ball and not being afraid to 
make thoroughly researehed decisions; especially when it comes to launching new games or even 
making slight changes to existing ones. 
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INTRA LOT trocks all changes made to System components and provides reports showing \vhen, by 
whom and for what purpose a change was made. These procedures wi ll prevent conflicts caused by 
multiple updates. There are several reports avai lable through Microsoft' s Vi sual Source Safe that 
provides change modi fication history of a module. The reports identi fy the programmer making the 
changes, the reason for the change, and the actual lines of code that were added, deleted. or 
modified. 
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The module check-out procedure in Source Safe prohibits two people from working on the same 
module at one time in order to avoid multiple update confl icts. INTRALOT also utilizes software 
QA tracking system call ed Test-Tracker, which records the software modification process flow fo r 
all changes and corrections made to software modules. This tracking System further insures that 
issues are uniquely identified and tracked. 

Test-Tracker 

Overview 

INTRA LOT has a specific procedure that describes in detai l the process and flow of entering and 
tracking software defects and customer requests for change (CCRF) using the tracking tool called 
Test-Track. This procedure is structured to follow Workflow from beginning to end, and it 
identi fi es the individual job function responsible for each of the steps in the Test-Track Workflow. 

Test-Track will be used to track all software changes for all issues that arise starting with User 
Acceptance Testing before system start up and continuing for the life of the contract with NO 
exceptions. 

Access will only be granted to authorize Texas Lottery personnel in order to perform the following: 

• Record a new defect or change request to Test-Track 
• Monilur the status of the pending Test-Track records 

Change Management Process 

The following diagram shows the correct process flow for identifying, verifying, assigning, 
completing, testing, releasing and closing defects and change requests. 
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This section contains definitions of each process step identified in the Test·Track Workflow. The 
first two steps arc prerequisites to opening a Test·Track record and occur outside of the Test-Track 
process software. 

Step 1: IdentifY and Notify the Issue - Customer Responsibility 

There are two kinds of issues that are tracked: Defects and Customer Change Requests. Both are 
generally found by the customer, but they can be identified by anyone. Once they arc identified, 
notification is given to the fNTRALOT development team by one of two separate ways. 

Defect Notification 

In the case of defects, the customer should perform the fo llowing: 

Either send notification to tbe local Business Analyst/Application Expert (SA) in the form of an 
emaiL The email should contain as much detail as possible regarding the defect - how it was found, 
what it impacts, how to reproduce it, etc. 

Or, the customer opens a new Test-Track Record with a status of ' To be validated'. 

Change Request Notification 

In the case of change requests, notification is provided to the BA through the use of Customer 
Change Request Fonns (CCRF) completed with as much detail as possible by the customer. 

Step 2: Verify - Business Analyst Responsibility 

Defect 

In the case ofa defect, the BA must next verify the existence of the problem by reproducing it. 
Once verified, a Test-Track record must be opened as shown in Step 3. Ifthe issue cannot be 
verified, the BA must meet with the customer to clarify the issue. 

Change Request 

In this instance, the SA should review the request with the customer to insure that there is not an 
existing feature in the system that will meet the requirement, and to insure that the requirement is 
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well understood before proceeding. Once the issue is understood, the SA should open a Test Track 
record as shown in Step 3. 

Step 3: Open/Va/idu/e a Test -Track Record - Business Analyst Responsibility 

After the defect or change is understood and is deemed to be valid, the SA will perform the 
following: 

Either a Test-Track record is opened (in case the defect or change request has been sent through 
email) 

Or the Test-Track status is updated from 'To be Validated' to ' Open' status. 

Step 4: Assign Test Track record - Software Project Lead (SPL) Responsibility 

When a Test-Track is opened by the SA, re-opened by the developer, o r rc-assigned by the SA, the 
Software Project Lead (SPL) - an rNTRALOT staff member that works with the fNTRALOT 
development staff and the SA to action the Test-Track requirement) will be notified by email 
automatically. It is the SPL's responsibility to review all Test-Tracks regularly and assign them to 
developers for completion. 

Step 5: Develop Solution - Developer Responsibility 

Once a Test-Track has been assigned to a developer, that person is responsible for designing a 
solution to the issue. The assigned developer can either fix or re-open the Test-Track. 

Step 6 Re-Open the Test-Track 

A Test-Track is re-opened when the assigned developer does not feel that there is enough 
infonnation in the Test-Track as written or that the Test-Track cannot be completed as it is written. 
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Step 7: Fix the Test-Track 

While the Test-Track is in the Develop workflow, lNTRALOT best practices are used, including 
source code control to check code out of Source Safe, to correct the defect or implement the change 
requested, unit test it to verify that it meets the requirements, and then recheck the code into Source 
Safe, the defect o r change is ready to be moved into the "Fixed" status. 

Step 8: Build Release - SPL Responsibility 

When a release is planned, it may include several fixed Test-Track items. The SA and SPL work 
together to plan all software releases, and determine what items should be placed in each build. 
The code fo r these is checked out of Source Safe, built and placed on the QA system fo r internal 
testing. The fixed Test-Tracks can be moved to Build Workflow one at a time, or a number of Test­
Tracks can be moved in a group by using the "Bulk Move" feature of Test-Track. 

The SPL creates the Release notes fo r the build as detailed in US-CP-04-01 .001 Release Noles 
Procedural Manual, and delivers the release notes to the BA. 

Step 9: Test- BA and QA Responsibility 

Once the Bui ld process is completed and the Test-Track is in the Build workflow, the SA and the 
QA team now can perfonn testing of the fix on the QAffest system as well as any regression 
testing required after the Test-Tracks are moved to test. 

Step 10: Re-Assign - Business Analyst Responsibility 

Should the Test-Track fail testing in the QA environment, it must be returned to the development 
staff for correction. Placing a Test-Track in Re-Assign restarts the process of resolving the issue. 

Step J J: User Acceptance Testing (UA 1) - Business Analyst Responsibility 

When the Test-Track is QA tested successfully, the test results are documented, the Release notes 
are sent to the 1GB. the VAT Readiness Review Fonn is fi lled out and sent to the customer and the 
UAT Readiness Review Meeting is scheduled. The user must sign that it approves the deployment 
be moved to VAT. The fix is left on the QA system when it passes. The BA ensures that the code 
is once again copied from VSS and deploys to the UAT system. Once this is accompli shed, and 
before the user begins testing, the Test-Track can be moved to VAT status. 
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Step 12: Re-Test- Business Analyst and QA Responsibility 

If the user does not agree thai the problem is fixed, they note the reason on the VAT Test Results 
Fonn and present the document to the SA. The SA then moves the Test-Track to Re-Test so that 
the SA can detennine why the VAT failed, and removes the fix from VAT. 

Step 13: Ready to Deploy - Business Analyst Responsibility 

After the Test-Track release passes VAT, the user returns the signed VAT Test Results fonn to the 
SA. This fonn s lates that the release has passed UAT. The code is left on the VAT system and the 
Test-Track is moved to "Ready to Deploy" by the SA. 

Step 14: Close the Test-Track - Business Analyst Responsibility 

When the user and SA verify that the Test-Track is functioning correctly in production, the Test­
Track is closed. 
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Implementation Process 

INTRALOT has a primary goal: to design, implement and operate an on-line wagering System, 
which exceeds the Lottery's stated needs. In order to achieve this goal, fNTRALOT continues to 
embrace and utilize the necessary intellectual property and technological resources available. 

The quality of its products and services directly reflects not only on INTRALOT's corporate image, 
but also the image of its Lottery professionals who have spent many years bui lding an excellent 
reputation in this industry. A ll software is extensively tested. All terminals are tested before they 
leave the manufacturing plant and again at the receiving jurisdictional facility prior to being 
deployed into the field. 

The control ofthesc processes constitutes the core of INTRA LOT's Quality Management System 
(QMS), which is meticulously prepared to address the current requirements of ISO 9001 entitled 
"Quality System~Model for Quality Assurance in design. development. production. install ation and 
serv icing". In add ition, ISO 9000~J guidelines enti tled "Guidelines for the application of ISO 
9000: 1994 to the development, supply, installation and maintenance of computer software" have 
also been taken inlo consideration. 

The software installation in the tenninals and their peripherals is perfonned through INTRALOT's 
robust LOTOSTM OIS infrastructure via the Software Download procedure, offering flexibility and 
Centralized management of the overall software upgrade/change procedure. 

All new Systems and application software versions, be it a scheduled upgrade, the implementatio n 
of new requirements, or amending erroneous functionality, will be delivered to the Lottery 
electronically and accompanied with elaborate release notes. The release notes contain introduced 
features, amended functionality and final comparisons between the new and superseded version. 

INTRALOT's System provides for maximum flexibility because it is built on an open architecture 
and modular infrastructure with a platform independent. on-line transaction processing engine. 
LOTOSTM OIS suite of applications consists of a set of modular functional applications that makes 
implementing new features quick and proficient. The unique open platform LOTOSTI'd OIS Suite is 
a total gaming solution based on "multi-platfonn" transaction processing power that handles all 
transaction requirement" with ease from any origin, source, input, or thi rd-party System, and 
interface. 

Our software is modular and parametricall y driven and, therefore, allows the flexibility to easi ly add 
games, change game styles, odds, payouts, matrixes, drawing times, add play types, and implement 
promotions. We will support all current games, and we will implement any future new games or 
make changes to existing games that the Lottery requests. Our System has an extensive game 
library that includes games such as Lotto with a bonus, classic Lotto, daily games, instant win 
games, promotions, and instant ticket processing capability. 

INTRALOT will ensure that the Lottery requests for System support and changes are made in a 
timely and committed manner. 
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Software Support for Quarterly Releases 

fNTRALOT will provide software and systems engineering support with quarterly releases for 
System changes. The Lottery and INTRALOT will jointly review and verify System functional 
requirements upon notice of intent to award a contract. We develop wrinen System Functional 
Specifications for each area oflhe System. We draft them and then, based on input and feedback 
directly from the Lottery, we continue to work on these specifications until the Lottery is ready to 
sign·off on the specifications. 

To accomplish the successful deployment of functionality, INTRALOT follows a standard process 
fo r defining, designing and instaJling new software or making modifications to existing software. 
The next page outlines the processes that are followed to provide a repeatable quality delivery to the 
Lottery. 

~­-"-! 

"'­-~a~bM-________________________ ---~~g~ _____________________________ ~ 

Based on the preceding diagram, the project starts with the "Project Initiation" phase, continues 
with the "DesignlDevelopment" and " Implementation" phases where the greatest amount of effort 
is made and concludes with the "Maintenance" phase. All phases are supported by our company's 
1509001 :2000 cenified procedures and are based on time, cost and human resource considerations. 

As the initiator of the change process, the Lottery will be asked to fill out a Customer Change 
Request Form (CCRF). This form will specify: 

• Change request trocking number (chnnge control identification) 
• Change request received date 
• Lottery contact name, telephone number and email address 
• Lottery approval contact name, telephone number and e-mail address 
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• High-level description of the request 
• Attachments of prototype reports, tickets, screens (if any) 
• Desired deployment time frames 
• Change request Priority 

Procedures util ized during a change are dependent upon the magnitude of the changes. The 
following documentation sets are generated for both l.ottery and internal use when there is a 
complex change: 

• Customer Change Request Form 
• Change Request Project Plan 
• Software Requirements Specification 
• Software FunctionaJ Specification 
• Software Design Specification 
• Test Cases 
• Lottery Approval/Acceptance Form 
• Checkpoint Release Form 
• Software Faults and Failures Report 
• Installation Plan 

System/Software Error Correction 

Once into the Maintenance phase of LOTOSTM DIS, the Lottery can request the 
development/implementation of new games andlor promotional activities, modifications to existing 
games and corrective and functional amendments due to anomalous functionality. 

The following illustration details the software maintenance procedure that would occur as a result of 
software/functionality amendments. malfunctions, and new application features. 
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Quality Assurance and Acceptance Testing 

INTRA LOT will provide local resources on-site as 
required to support the Quality Assurance and 
Acceptance Testing needs for the Lottery to fully 
support the lottery 's acceptance testing. We will 
provide the Lottery with a systems engineer, 
applications expert and operations and 
progranuning staff that will be fully available to 
assist in testing for the life of the contract. 

fNTRALOT adopts and complies with Quality 
Policies, Quality Control and Quality Management 
Procedures and has a Certified Quality 
Management System compliant with the ri gorous 
requirements of ISO 9001 :2000 standard. 

ASS Quality Evaluations 
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Moreover, INTRALOT continuously strives to improve its effectiveness and adaptability in 
accordance with any new requirements of International Quality Management Standards. 

Quality planning constitutes a vital activity with respect to process control. Quality plans contain 
the procedures and standards that will be used for the generation of all project deliverables. The 
Software Requirements Specifications will conform to software specification standards similar to 
the rEEf/ANSI 830·993 specification. Quality reviews, both within INTRA LOT and with the 
Lottery will be used to document activities that will assist in ensuring the utmost customer 
satisfaction. 

Unit Testing 

Unit testing is conducted by software engineers in parallel with software development within each 
afthe responsible departments. The purpose of unit testing is to remove system defects early in the 
software development life cycle, before these are integrated into larger subsystems. 

Factory Acceptance Testing (FAT) 

Factory Acceptance Testing (FAT) is in-house, end-to-end integration testing at INTRA LOT 
premises of all components of the System, and is conducted by the Software Quality Assurance 
Department as soon as all involved departments have completed their respective development! 
customizationlconfigurations and have delivered the modules or applications that will be included 
in the planned S/W release to the Lottery, according to the agreed project plan. 

Integration testing is conducted by executing Test Cases, Test Scripts and Test Procedures. This 
procedure verifies and validates the cross-operation capabi lity of the modules and backwards 
compatibility with system components that are not affected by current release. 

Each responsible department should deliver the following documentation to Software Quality 
Assurance Department: 

Test Cases that have been performed to verify that the requested modifications and solution 
provided are tested and contorm to the relevant specification documentation. 

Test Scripts that execute speci fic test cases to direct testing of specific functionality that is 
modified or affected. 

Test Procedures that summarize or collect test scripts for a whole system verification procedure. 
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The fir~t step of the formal process of testing and certifying the System as a whole consists of very 
high-level tests that determine the stability of the software being released. The output of this 
procedure is a PASSIFAi i. Boolean te~t of the System and determines if the ~oftware is ready to 
proceed to the functional testing phase. 
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Functional Testing is where the System functionality is tested against specificat ions . External 
official administration and agency environments are simulated within TNTRALOT's testing 
environment. These include hardware equipment, software applications, third party software 
applications, an acceptable number oftenninal s, environmental conditions, etc. Once the 
environment is set up, the System is put through exhaustive testing, by running Test Cases, Test 
Scenarios and Procedures, with the intention of assessing its functionality against the agreed 
specifications. Among other tests, the Functional Testing phase includes: 

Security Testing - Testing perfonned to ensure and verify that the System is secure and prevents 
intruders and unauthorized personnel from emering and misusing it. 

Compatibility Testing - Testing performed for verifying that the individual hardware equipment a n d 
software applications of the proposed solution are compatible and can interface with each other 
without conflict. 

Successful conclusion of Functional Testing will detennine the product' s suitability for delivery to 
the customer for on-site testing. 

The infra.<;tructure used to perform FAT will he a laboratory located at TNTRALOT and wi ll be a 
downsized version of the Texas Lottery configuration, including a sufficient number of terminals 
and relevant peripherals in a controlled environment. Access to 3rd party systems w ill also take 
place during this phase, if applicable. 

On-site Testing (OST) 

Following installation of the software on the Lottery's Test System, on-site testing (OSn is 
conducted. This testing is the final step of INTRA LOT's internal testing procedures and is 
performed to verify and validate the agreed functionality and correct installation of the current 
release to the customer environment where it can be testcd in real life conditions. During on-site 
testing the following tests are performed: 

Functional Tesling - The final product's functionality is tested against documented test cases. 
Testing may include additional ad-hoc tests in o rder to detect any possible defects in the software. 

Script Testing - At this stage, most of the System has gone through the functional testing and most 
defects have been identified and resolved. The testing elements are very well defined and applied . 
A ll inputs are scripted so that there is a determined outcome at the end of the test script. 

Stress Testing - This is the final phase of testing to detennine how well the System reacts and 
performs during abnormal system situations. Failover and switchovcr tests arc also perfo rmed 
during this phase. 

More specifically, on-site testing may involve the following tests: 

• Module testing, to test different modules both individually and when operating together 
as subsystems. 

Texas Lottery 

• System integration testing. to test that all the modules and subsystems are properly 
integrated and operate on a compatiblc basis with each other and on a s ubsystem leve l. 
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• Network testing, to ensure that all local area and wide area networks provide the 

required connectivity. 
• Functional testing, to tcst that each different technical environment making up the 

System perfonns the functions that it is intended to perfonn (as per speci fications) either 
by itself, or with those of the other technical environments with which it is to interact; 
and with those external systems with which it is to interoperate. 

• Validation testing, against rNTRALOT Test Scripl'). 
• Validation testing, against Texas Lottery's Test Scripts. 
• Stress, perfonnance and security testing, to confinn that the System can operate and 

perform in a manner whicb meets the agreed Security and Pcrfonnancc Standards. 

• Anomaly Testing. 
• Testing of Fai lover from Host to Host (includes server to server and node to node) and 

Switchover from Site to Site. 

• Migration Testing. 
• Back-up and recovery routines. 
• Report production. 

User (Customer) Acceptance Testing (VAT or CAT) 

User (or Customer) Acceptance Testing (UAT or CAT) is the final step of the overall system testing 
and validation process and is performed by the Lottery or by a Certifying Authority on the Test 
System, in order to certify the product. It involves a series of technical, functional, perfonnance and 
other tests involving testing of end-to-end processes, testing of business processes and the 
conduction of stress, performance, failover and anomaly testing. 

User Acceptance Testing that is performed will be based on the Lottery' s Acceptance Test Plan and 
a set of agreed test scenarios and test cases. During this testing, a set of issues or non-conformances 
are reported by the Lottery and evaluated by INTRALOT as either being problems that need to be 
fi xed o r change requests. 
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Following discussion and agreement with the Texas Lottery, a subsequent sofiware release may be 
provided by INTRALOT, which is then re-tested by the customer. The overall process is assumed 
complete when all issues of agreed criticality are resolved, and an agreed implementation plan is 
provided to the customer. Upon successful completion of this testing phase, the System is certified 
for release into the production environment for operation. The output of the UAT process is the 
Customer Acceptance Certificate, which authorizes the production operation of the System. 

The technical infrastructure to be used during the UAT phase compri ses of: 

• Test System 
• Sufficient number of tenninals and all relevant peripherals in the test site 
• Third-party test systems when and where applicable 

Texas Lottery 
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Furthennore, the fo llowing needs to be in place prior to executing VAT: 

• Lottery personnel have been trained. 
• The System has successfully completed the Factory Acceptance and On-site Testing and 

is ready for VAT. A notification to this end has been sent to the Texas Lottery by the 
Technical Project Manager. 

• The Test Plan has been agreed with customer and/or the Independent Certifying 
Authority. 

• T cst Scenarios and Test Cases to be executed have been agreed. 
• VAT procedure has been communicated, understood and agreed with all involved 

parties. 
• Completion criteria for UAT have been agreed. 
• Lottery' s personnel that will perfonn testing are available. 
• Relevant documentation has been delivered to the Lottery. 
• Test data (if needed) has been prepared and is available. 

Release to the Production System 

Following successful completion of the Customer Acceptance Testing phase, the new 
module/program is added in the Central System, where it is continuously monitored for a period of 
time, 

Test Script Development 

INTRALOT will deli ver acceplance test criteria with the soflware change documentation and 
provide dedicated staff, knowledgeable oftbe software tested, to assist the Lottery in identifying 
effective testing strategies, procedures for evaluation, softwarelhardware environments and 
resources required, and acceptance criteria. Test scripts and test cases wi ll be deri ved from the 
actual functional specifications in order to accurately test all aspects of the features to be 
implemented. 

The first step in ensuring that the testing and certification o f the Systems is perfonned in a 
comprehensive and efficient manner is to develop an Acceptance Test Plan describing in 
considerable detail, how the testing process will be conducted and a comprehensive set of test cases 
that will be used for validating that the System perfonns according to the agreed functional 
specifications and the Lottery' s desired business and user requirements. INTRALOT' s dedicated 
staff, experts in the software being tested, will cooperate and assist the Lottery in identifying 
effective testing strategies, procedures for evaluation, softwarclhardware environments and 
resources required, as well as acceptance criteria. 

The Test Plans and Test Cases are prepared after the Functional Requirements have been specified 
and agreed with the Lottery. They are used internally by INTRALOT, validated and augmented 
throughout the testing process described in this document. Finally, they are deli vered to the Lottery 
for use during the Lottery's Acceptance Testing. 
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Acceptance Test Plan Overview 

The Acceptance Test Plan defines how the testing process is to be conducted and managed. It 
includes testing objectives, schedule, responsibilities, resources, procedures and assumptions. 
More specifically, the Acceptance Test Plan shall include the following infonnation: 
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Test Objectives: identifies the categories of tests that are to be included in or excluded from the 
Acceptance Test (IN / OUT of Scope). Such test categories can indicatively include the 
following: 

P rocess Testing: to exercise the processing logic of the System to expose errors in data base 
updates, calculations and edits and to ensure that the System deli vers all functiona lity described 
in the specification document. 

Interface Testing: to uncover errors associated with external module interfaces. 

Volume Testing: to subject the System to the volumes of data expected during production. 

Storage Testing: to allocate production size data stores to verify job run procedures. 

Recovery Testing: to test system back-up/recovery procedures. 

Security Testing: to ensure that the System security meets the specifications. 

Convers ion Testing: to ensure that existing data is converted correctly. 

Human Interface Testing: to ensure that the human interface (screens and reports) is usable, 
consistent and adheres to standards. 

Documentation Testing: to ensure that the documentation (including help text) is accurate. 

Forms Testing: to test the fO nTIs and procedures to be used in production. 

Test Schedule: a list of high-level test activities together with expected stan and completion 
dates. 

Responsibilities: identifies the members of the testing team and their respective responsibilities, 
including both L-ottery and INTRALOT tearn members. 

Resources: identifies the personnel , hardware, software and data requirements, in order to 
successfuJ ly perfonTI testing. 

Procedures: describes the procedures followed in preparing test cases and test data, for 
conducting tests and verifying the test results. Major procedures that necd to be defined in the 
Acceptance Test Plan are: 

• Test cases and test cycles preparation 

• Test execution and issues handling 

• Transfer from test to production environment 

• Change Request Management 

7.2 On-Line Games Texas Loltery 
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AssumpNons: documents the assumptions made in preparing the Test Plan. 

Acceptance Criteria: specifies the specific criteria which, if met, will render the System as 
being "accepted ", These criteria are usual ly specified in the contract and require that no major 
issues of specific severity exist, before the System can be transferred into production. 

Test Cases/Cycles Overview: contains a list of the test cases, brief description and purpose of 
each test and expected outcome. 

Test Cases Overview 

A Test Cycle consists of Test Procedures, which in tum consist ora set of Test Cases. Test Cases 
typically verify that a single function or action works by introducing multiple inputs and actions tha t 
will produce predetermined outputs. 

A Test Case describes a specific isolated feature of the System as it can be accessed or introduced 
through a specific component. Any Test Case depends on other Test Cases that precede it. It is 
actually a small part of a series of Test Cases that build up to a certain set of operations. There are 
Test Cases that depend on the success of the preceding Test Cases (inter-case dependencies) while 
others depend only on a small number of the already executed ones. Thus, a failed Test Case 
(depending on the error severity) can affect some, if any of the following Test Cases. 

The Test Cases can create a series of operations that may be repeated with a different set of input 
clam to t.:rea1e different scenarios 10 feed with data successive Test Cases. As an example, the Test 
Case for playa ticket for the two games must be executed (successfully) several times in order to 
create enough input data for a Test Case involving the find winners procedure and payout of the 
winning tickets. 

The whole process of execution of Test Cases can, generally speaking, be governed by a time 
schedule of flow of operations in LOTOSTM O/S. All of LOTOSTM O/S operations from LOTOSTM 
O/S start-up, play tickets, produce daily data, find winners, pay winning tickets up to accounting 
infonnation can be repeated several times during the functional testing period to veri fy that all 
possible situations are addressed and all features of the System have been covered. 

Successful completion of all operations and Test Cases will prove to the Lottery organization that 
the System is stable, robust and powerful enough to handle the official start-up of the System. 

Test System Availability 

lNTRALOT commits to be fully responsible for assuring the Test Systems nre available and 
configured to meet the Lottery's Acceptance Test Plan. Operational resources wi ll be available to 
conduct and evaluate the Acceptance Test. 

Specifically, lhroughout the lifecycle of every software release, the sofhvare goes through at least 
four destination/installation environments during the respective test phases, before finally going to 
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the final customer production environment. The tests by INTRALOT will include at minimum self­
testing, debugging, and testing for viruses and quality assurance, while all software submitted to the 
Lottery for testing will be fully operational and principally rcady for production usc. T he 
destination/installation environments are as follows: 

INTRALOT Development Environment 

During the development and customization of the application, the developers sim ulate and test the 
deliverables locall y (black box testing) on various development instances. At specific times. the 
relevant object fil es and modules are released to fNTRALOT's Software Quality Assurance 
Department for testing. All controlled items during this phase (e.g. internal softVt'3J"C releases, 
configuration documents, etc.) are maintained and controlled by INTRALOT's Quality Department 
and remain internal (Release Status Unofficial). 

INTRALOT Test Environment 

Software deliverables are simulated and tested at the component level by INTRALOT's dedicated 
Software Quality Assurance Department. All controlled items during this phase (e.g. internal 
software releases, configuration documents, etc.) are maintained and controlled by INTRALOT 
Quality Department and remain internal (Release Status Unofficial). 

Lottery's Test Environment at INTRALOT 

The final beta version is installed on the local test environment and simulated to ascertain impact 
and functionality. In order to validate the objecl<; and modules that are modified during the change 
process, INTRALOT has a replica of the customer's technical environment where the initial 
installation simulation and Factory Acceptance Test (FAn take place. All controlled items during 
this phase (e.g. internal software releases, configuration documents, etc.) are maintained and 
controlled by INTRALOT Quality Department and remain internal. 
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Dedicated Test Environment for the Lottery 

When the INTRALOT in-house acceptance testing is completed, the deliverables are uploaded to 
the independent Lonery test environment for the Lonery' s testing for the User (customer) 
Acceptance Testing (VAT). At this stage, controlled item version statuses are communicated to the 
customer. When the official Lottery test environment installation and UAT tests are completed 
successfully , the software release is scheduled for production deployment. 

7.2 Ou-Line Games Te;l[as Lottery 
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INTRALOT's Testing Philosophy 

fNTRALOT will perform and document extensive self-testing, debugging, testing for viruses, and 
quality assurance on all software prior to submitting it to the Lonery for Acceptance Testing. All 
software submitted to the Lottery for testing will be fully operational and principally ready for 
production use. INTRALOT understands that the Lottery reserves the right to reject any software 
not in Acceptable Testing condition. 

The same tests and procedures defined for unit testing will be utilized for internal QA testing. The 
key difference is that the QA tests are executed in a system-integrated production environment and 
under production-like processing cycles. 

Timing 

lNTRALOT will meet the Lottery' s Acceptance Test requirements prior to the scheduled 
installation and placements into the live production of any new software or system enhancements. 

INTRALOT will provide Acceptance Testing Systems that are identical to the Systems used to run 
the Lottery games. 

INTRALOT will provide all Test System communications interfaces required and will provide 
interfaces with other test systems as necessary to provide testing of Retailer Database transfers, 
prize verification, ICS, and LSR Systems. 

INTRALOT will provide a Test System that includes all tcnninal types using all communication 
methods applicable in the live environment. 

Tellas Lottery 7.2 O n-Line Games 
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3. The Proposer must provide evidence to demonstrate its experience and success in 
developing and implementing new On-Line Game concepts. Examples must include On-Line 
games currently in the market, sales expectations and actual performance, and implem entation 
strategy. 

In a way, it's all about tlte games! We understand this and arc committed to bringing the Texas 
Lottery the best games for the market. Over the past several years, new game launches have been 
rather limited in the U.S., with much of the focus centered on the Powerball/Mega Millions cross­
sell initiative and now the prospect of a national game. Still, that has not stopped INTRALOT from 
working with our lottery customers to launch new and exciting games that have not only sparked a 
renewed player interest, but equally important, have generated new revenues. 

In Neb raska, we launched MyDaY, a new dai ly game that encourages players to "play their day". 
Players pick one number from I to 31 (Day); onc 
number from I to 12 (Month) and one number 
from 00 to 99 (Year). w ith a top prize of 
$10,000 and overall odds of I in 8, this new 
game has been successful in generating more 
than 300,000 winners statewide since the game 
launched in October 2008. Currently, ihe game is 
averaging $40,000 per week ($0.023 per cap) 
and most important , there has been no 
carmibalization impact. 

In Idaho, we launched Double Play Daily in which players pick numbers from a 5 of 36 matrix, but 
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get two chances to win as the Lottery draws two 
sets of numbers. In the first set, players vie for a 
fixed top prize of $20,000 and if no one wins that 
prize, the prize money rolls to the second draw 
where that jackpot amount grows and grows. The 
game wa." launched in May 2009 and has been 
cnjoying a steady increase in sales to $42,000 a 
week ($0.026 per cap). Already, the game is 
generating upwards of 5,000 winners a week due 
in part to the game's low overall odds of I in 3.79. 

What 's most encouraging is that both of thesc 
games - MyDa Y and Double Play Daily - were 

DA 1L Y DRAwS . 

developed in· house. working side· by· side with our lottery partners. Together, we analyzed the 
market, conducted thorough game gap analyses, and then executed on extensive market research to 
ensure that we would have a successful game launch. Recognizing the cost of new game launches -
both from an intemal development cost, as well as from a marketing and advertising cost that the 
Lottery must bear, we understand the importance of bringing the right games to market. 

7.2 On-Line Games T exas Lottery 
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In Montana , we recently launched (February 2010), to-Spot, a twice dai ly on-line. non-monitor 
keno-style game in which players choose 10 numbers from a field of 80 and the Lottery picks 20. 

The Twice Daily Game. 
Drawings at 12:30PM & 7:30PM 

Also in Montana, we launched the nation's fi rst Fantasy Sports Action games. The first game 
centered on football , whil e the latest is based on NASCAR. Players simply pick their favorite 
football players (or race car drivers) and watch the results unfold in the real-world arena ofthe NFL 
and NASCAR. The initial game started in August 2008, and most important, has attracted nearly 
200 new retailers in an entirely untapped retail market - the bar and tavern market. That 's a sizeable 
number of new lottery retailers in a state the size of Montana. Not only do these new retailers se ll 
the new Fantasy Sports Action games, but they sell all lottery products. To date, additional sales 
from these retailers alone have topped $2.5 million. 

Sometimes it is not only about new game launches, but it is also about the tweaks and changes that 
can be made to the current portfolio. 

In New Mexico, the Lottery is faced with a 35 percent mandate; meaning that a full 35 percent of 
sales must be returned to the state. It's a mandate, there 's no wiggle-room. Working together with 
the New Mexico Lottery, we made some changes to their Road Runner Cash game making sure not 
to lose the brand identity of this popular in-state game. The results have been remarkable. Sales 
prior to the game change were averaging $ 116,000 per week. Now, following the changes, sales are 
topping $ 150,000. 

In short, the game has gone from per caps of $0.058 to $0.076; and most important, the number of 
weekJy winners at al l prize levels have spiked from just 1,500 to more than 11 ,000. 
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7.2.2 Online Game Control 

On-Line Game control features allow the Texas Lottery to ensure player, drawing and unique game 
attributes are controlled by parameters established in the Lottery Gaming System. 

Table 30 On-Line Game Control Response Requirements 

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

INTRALOT acknowledges and accepts the roles and responsibi lities and detail requirements 
indicated in this section of the RFP under Table 29. 

2. The Proposer must describe its approach and experience with the development and 
monitoring of On-Line Game Control fearures. 

The LOTOSTM OIS has an extensive range of features and functions that taken together provide all 
tasks with the capability to securely manage and control the integrity of the online and instant 
games and to ensure playcr, drawing and unique game attributes that are controlled by parameters 
established in the Lottery Gaming System. 

A standard feature of LOTOSTM O/S allows authorized users complete control over all game 
activities, including suspension (shut-off) and reactivation (resume) of each game sales and 
validations independently. 

We welcome the Lottery's review of our narratives. software source listings. and operational 
procedures to ensure data and System integrity. Our security procedures and physical safeguards 
are described in great detail throughout thi s proposal. 

The following table summarizes no fewer than 26 integrated safeguards that protect game control , 
database, log files, validati on, and other critical files from unauthorized review and tampering. 
Many of these safeguards include even more processes and procedures that provide an interwoven 
array of security measures on which our System, faci lities, and procedures rest. 
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Segregation of Duties 

LOTOSTM DIS combines operating system security, database security, network security and 
appl ication security to limit access and functionality to onJy the personnel that are needed to 
perform ajob function. INTRALO'I ' will work with Lottery Security to appropriately define system 
access for fNTRALOT and Lottery personnel , which will include: 

• Segregation of duties 

• Need to know 

• Super User restrictions 

Change Control and Configuration Management 

fNTRALOT's System change control and configuration management procedures are well 
documented and ISO certified. INTRA LOT ha. .. also been certified for its Information Security 
Management System (ISMS) against the requirements of the international standard IS027001:2005 

lNTRALOT only operates under strictly defined change control and configuration management 
procedure practices utilizing Microsoft' s Visual Source Safe to track not only software changes, but 
also to track changes in manuals, procedure, and configuration files . 

Progranuners are not allowed to 
make changes to production or back-up Systems. All configuration and software changes are 
required to go through Quality Assurance testing by INTRALOT and Quality Assurance testing b y 
the Lottery, along with Lottery and INTRALOT management's written approval before any changes 
can be made to production or back-up Systems. Changes will be installed by Computer Operations 
Management personnel after they are sati sfied all appropriate procedures have been followed, and 
proper testing and approvals have been received. 
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Version Control 

The con fi guration m anagement databases record full identifying attributes fo r all System 
components. In addition to version or release numbers, patch versions, model and serial numbers, 
the databases record the relationships and dependencies between components, further enhancing the 
security and integrity of the change process. 

Component Traceability 

Fields included arc the date of modification, programme r 
name, reason for modification, and tht: release number the modification pertains to and locations of 
each component. This ensures that all System components are full y traceable as to history, use, and 
location of any given component. 

Tracking 

lNTRALOT tracks all changes made to System components and provides reports showing when, by 
whom and for what purpose a change was made. These procedures will prevent conflicts caused by 
multiple updates. 

The reports identify the programmer making the 
changt:~, tht: rt:ason for the change, and the actual lines of code that were added, deleted, or 
modified. 

The module check-out procedure in prohibits two people from working on the same 
module at one time in order to avoid multiple update conflicts. INTRALOT also utilizes a software 
QA tracking System called Test-Tracker, which records the software modification process flow for 
all changes and corrections made to software modul es. Thi s tracking System further insures that 
issues are uniquel y identified and tracked. 

Configuration Status Report 

INTRALOT agrees to p rovide configuration status reports identifying the current configuration of 
all System components, as well as an inventory report including all System components using 
Microsoft Visio, the LOTOSTM Administrator, the LOTOSTM Configurati on Management, and IBM 
Director. 
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INTRALOT uses NAGIOS to monitor the Systems in real time to monitor the System to verify and 
ensure that all System functions and operations are executing correctl y. 
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Application Logs (Operator Commands) 

LOTOS™ DIS monitors all running applications and produces comprehensive audi t logs on all 
operator related actions. The logs include sufficient information to allow investigation of any 
significant loss, change or abnormal operation. Some oflhe commands that are recorded include, 
but are not limited to, the fo llowing: 

• Failed user authentication attempts; 

• Unsuccessful data or function access attempts; 

• Access and activity of pri vileged users; 

• All user login and logouts, with date, time and user concerned 
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Procedural and System Controls 

rNTRALOT has in place procedura l and system controls to guarantees that only Lottery approved 
changes, on a Lottery approved schedule, will be made to the System. INTRALOT will provide 
reports to the Lottery to review a ll related change and configuration management activities 
whenever changes are made to the System. This is generally in the form of release notes, and QA 
reports. Production object code is verified by checksum software executed on a dai ly basis. 

Software control encompasses not only source code but 
executable code that resides on the primary and back-up production Systems. 

Ticket Stock Tracking System 

fNTRALOT's Ticket Stock Tracking System is a Sub-System of the LOTOSTM DIS application and 
resides on the same hardware (at both the primary and remote back-up sites) as the LOTOSTI.I DIS 
System. All ticket stock has separate and distinct carton numbers and serial numbers. Serial 
numbers are bar-coded on each roll seal to allow for receiving at the retailer tenninal. A bill of 
lading that descri bes carton numbers is provided to INTRA LOT with each shipment from the 
printer. 

Inventory Status Su mmary 
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As part of the nonnal production run 
of ticket stock, the ticket stock vendor 
provides a secure data fil e on CD­
ROM or secure electronic delivery 
directly to Lottery Security that 
identifies which serial numbers are 
contained on which rolls of stock and 
which rolls of stock are contained in 
which cartons. This ensures that 
INTRALOT personnel have no 
knowledge of which rolls are 
contained in which cartons of ticket 
stock. 
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of the information will be specified by the Lonery. 

Ticket Stock Tracking System 

A complete history of each ticket stock roll is kept by the LOTOSTM OIS inventory m odule. 
Carton, roll, and serial numbers, are loaded into the inventory System by Lottery personnel before 
the actual shipment is recei ved. INTRALOT personnel, a long with Lottery personnel scan each 
carton into inventory when it arrives at the warehouse . The inventory received is compared with the 
file loaded by the Lottery to ensure all cartons and rolls arc accounted fo r. 

• 
The ticket stock is locked under 
controlled access while in the 
warehouse. As per MUSL or any 
other multi jurisdictional 
organization security 
requirements, two individuals 
must be present when stock is 
obtained from the central site 

--
inventory. 

As the ticket stock orders are 
placed for warehouse distribution, 
the barcodes are scanned on the 
carton to associate it with an order 
that is designated for delivery to a 
speci fic retailer. The status and 
location of the carton will be 
changed to indicate that the ticket 
stock has been picked and packed 
for delivery. This action will 
update the inventory control 
module in real-time so that strict 
control is maintained over the 
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ticket stock at all times. The System wi ll track movements of stock from the warehouse to the 
retailer. 
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Once thc shipment has been received at the retailer location, the retailer must confinn receipt of the 
order. This action updates the inventory control module in real-time. 

Given thi s level of contro l over the ticket stock, the Lottery will be able to track a serial number to a 
s ingle retailer and identify the location of the retailer to whom it was delivered and the exact date 
and time it was confinued by the retailer. Ticket stock status and location infonnation are available 
in real-time and are available only to personnel with proper Lottery-approved security clearances. 

Returned cartons and rolls are handled in the same manner as distribution. Ticket stock inventory is 
transferred from the retailer back to an authorized Lottery or INTRALOT representative and 

" ; 
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ultimately back to the distribution point or .... 'afehouse. from the distribution point the carton or roll 
may be re·issued to another retailer. 

Once back in the warehouse, ticket stock may also be destroyed. Once destroyed, the status of 
inventory records will be updated to indicate the stock has been destroyed. The ability to ' mark ' a 
roll as destroyed will be limited to authorized Lottery personnel. 

The inventory module provides the Lottery an accurate picture of where each roll of ticket stock is 
located at any given point in time. Detailed reports, available to Lottery Security personnel only, 
show which cartons and rolls are unused in warehouses and distribution points, as well as in trunk 
stock or at retailers. Additional reports show which rolls have been destroyed. 

All records in the inventory database are encrypted, preventing any INTRALOT personnel from 
viewing roll stock numbers and locations. This encryption, along with limiting access to reports 
and screens to Lottery-approved personnel, ensures the security of ticket stock infonllation. 

Ticket Stock Tracking System - Lottery Access 

Through administrative terminals, authorized Lottery personnel wi ll have real-time access to ticket 
stock information. INTRA LOT understands that it will be pennitted to know ticket stock carton 
numbers but not the roll numbers in the cartons. Authorized staff will be able to perform queries 
and produce standard reports. This gives the Lottery the ability to determine the location of ticket 
stock, by carton, by roll. or by retailer. Since the inventory module updates records in real-time. the 
Lonery is assured that ticket stock status is current and accurate. 
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INTRA LOT~' licket stock inventory 5.F.tem exceeds Ihe minimum 
MUSL or olher mulli jurisdictional organization security 
requirements. We welcome a review oflhe tracking Syslem and if 
any inslljJidenLJ' isJound, INTRA LOT is commilled 10 providing Ihe 
resource.'i 10 fully sali.'!/Y all requirements. 
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7.2.3 Drawings 

The Texas Lottery currently has six (6) On*Line Games, several of which have add-on features 
Drawings are currently performed twice a Day, six days a week. Drawings are witnessed by an 
independent auditor who certifies the drawing resu lts in coordination with Texas Lottery stafTin the 
Lottery Gaming System. Texas Lottery drawings are supported by the Lottery Gaming System and 
Lottery Operator staff. 

Table 32 Drawings Response Requirements 

Rl?sponsl'Rcquln:mcnls 

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

INTRALOT acknowledges and accepts the roles and responsibilities and detail requirements 
indicated in this section of the RFP under Table 31 and the service level requirements under Table 
33. 

2. The Proposer must describe its proposed System's capability to meet the Texas Lottery's 
drawing requirements. 

INTRA LOT's LOTOSTM O/S standard features and functions provide all of the capability to meet 
the Texas Lottery 's drawing requirements. An overview of those features and funct ions are 
provided below: 

Texas Lottery 7.2 On-Line Games 
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draw. In addition, because the communications network is instantaneous with high bandwidth and 
processing speed, it is possible to sell tickets up until seconds before the drawing is held. The 
System will process all transactions before the game close and apply them properly to the 
forthcoming drawing. All transactions received after the game close will apply to the subsequent 
drawing. This is a standard feature of the LOTOSTM O/S. 
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7.3 Instant Ticket Game Management 

The Texas Lonery designs and introduces approximately 90 to 100 Instant Ticket Games annually 
resulting in approximate ly $2.8 billion in sales. The number of games introduced is subject to 
change (increase or decrease) over time. The Louery Gaming System supports the sales, inquiry, 
tracking, monitoring and reporting acti vities of Instant Tickets both globally and at a retailer level. 

Table 3S Instant Ticket Game Management 

1. The Proposer must acknowledge and accept the roles and responsibilities and detai l 
requirements indicated in thi s section. 

INTRALOT acknowledges and accepts the roles and responsibilities and detail requirements 
indicated in this section of the RFP under Table 34 Instant Tic ket Game Management 
Requirements. 

2. The Proposer must provide a description of the proposed Lottery Gaming System 's capability 
to support the volume, scope, deve lopment and management of the Texas Lottery's Instant 
Tickets operations as descri bed in this section. 

Instant Ticket Game Management 

INTRA LOT understands that the Texas Lottery designs and introduces approximate ly 90 to 100 
Instant Tickct Games annually resu lting in approximately $2.8 billion in sales and that the number 
of games introduced is subject to change (increase or decrease) over time. We also understand that 
the Lottery Gaming System supports the sales, inq uiry, tracking, monitoring and reporting activities 
of Instant Tickets both g lobally and at a retailer level. 

INTRALOT's Instant Games Management System (IGMS) an integrated sub-system ofLOTOSTM 
O/S prov ides full support for all of the Texas Lottery's instant games as required by the Lottery, 
including, but not be limited to the features and transactions describe in detail below. 

Inventory Management 

The IGMS and alllNTRALOT terminals support retailer inventory management transactions and 
messages for LSR's. It supports an end to end chain of custody from the wareho use to the retailer 
and back for destruction when appropriate. 

Tuas Lott~ry 7.3 Instant Ticket Game Management 
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The IGMS security grid 

described in our proposal allows the Lonery to define all valid pack transactions. All pack 
movement activ it ies are recorded and printed reports produced, wh ich eliminates the need of 
manual forms processing. The retailer terminals also provide the LSR with full functionality for 
instant ticket-re lated transactions, inventory management, and reporting. All transactions are 
entered via the terminal and are completed in real-time. This includes all pack transfer transactions 
and all pack status change transactions required by the Lottery. 

A combination of instant ticket auto push distribution with bi-weekly LSR in store in ventory 
adjustments combined with overstock pickup and returning partially sold books of old slow selling 
games enable optimal instant ticket sales opportunities. LSRs will adjust how many games of each 
price point are displayed to maximize each retailer's instant ticket sales. Additiona lly the LSR will 
inventory and replenish all consumables each visit to ensure that online games are a lways available 
fo r sale. The LSR will also ensure that ou r instant licket vending machines are in good working 
order and the bins are full. 

Inventory management of all products. including instant tickets provided by the LOTOSTM OIS, our 
back office system, and our IGMS System is second to none. Built on Oracle databases and 
updated contin uously in real·time, the System is full y browser based and uses the latest tools for 
rapid software modification and customization. The System effectively provides for trunk stock 
transfers and deliveries to retailers by the LSRs, this is standard functionality. 

All reporting is provided through spec ifically custom ized software to meet the exact information 
needs of the Lottery, including the ability to export all infonnation directly to any standard format 
such as Excel o r PDF for electronic distribution using email. Detailed IGMS specifications will be 
provided to the Lottery in order to deliver the highest level of customer satisfact ion. 

The IGMS inventory management System allows the Louery to track all tickets for a given game 
once the game has been loaded in the System. The System can track by ticket, pack, carton, pallet, 
region, game, and retailer. Through an inquiry made at the managemem terminal, the System can 
report on any t icket'S status in rea l·time. The System maintains a complete history of each ticket, 
including all changes to the ticket's status from inil ial loading to the current date. A ticket's status 
can also be changed on a real·time basis. Status can be updated for an individual ticket or any range 
ur lkkelS ur packs, allowing the Lottery's security stafTto quickly classify tickets as "stolclI" ur 
" lost" (to prevent ticket redemptions) and to report further t icket activities related to security 
classifications. Lottery security staff can easily re·c lassify ticket status using the Sec urity input 
screen. 

The IGMS System was designed to improve the physical flow of tickets. enhance ticket selection 
and distribution, and provide fu ll accountahil ity for all tickets received for a game located in the 
cemral, a regional warehouse or in truck stock. As accountabil ity is provided at the t icket level, our 
System provides a com plete audit trai l of each transaction that affects a game pack and related 
tickets. For example, specific ticket ranges in a game pack can he flagged a~ "sto len ," preventing 
those tickets from being cashed. A hierarchical approach is used to account for the specific status 
of each game, pack, and individual ticket. This enables the Lottery to easily change the status of 
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each game or pack without making changes to every ticket included in the associated game or pack. 
In addition. an audit trail shows the history of each transaction processed for the tickets. 
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The System incorporates internal controls to prevent certain transactions from taking place once the 
game data is loaded (for example, settling packs that are in another status, such as in-transit or 
warehouse). A security definition table approved by the Lottery, monitors ticket movements within 
the System processes. Before any movement is made to the tickets, our System first checks the 
pack transition allowable table and the security authorization to ensure that the move is authorized 
and that the user is authorized to perform the move. Ifnot, an appropriate warning message will be 
displayed, notifying the user that the move is unauthorized. 

The IOMS System provides fu ll ticket accountability at the ticket, pack, carton, pailet, and shipment 
levels. 

• Full inventory tracking - a perpetual inventory management System that can be 
mon itored and controlled by the Lonery 

• The ability to enter an unlimited number of statuses for tracking tickets 

• The capability to handle up to 999 regional o ffice locations and prov ide reports and 
inquiries needed for managing regional offi ce inventory 

• The ability to allow retailers to return unlimited ranges of tickets per pack 

• Audit trai ls to account for all acti vity related to a specific game, pack, or ticket 

• The abi lity to issue the lowest available pack number in a given warehouse 

• The ability to have variable options in issuing inventory 

• The ability to generate invoices after picking tickets 

• Controls to prevent issuing out-of-stock inventory, and 

• The capabi li ty to mon itor, track, and account for point-of-sale material. 
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printed and the inventory status for the return pack(s) is updated in real·time in the 
System database. 

2. The LSR 's can transfer returned packs to other retailers in their region. 
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Scratch Settlement and Returns Report 

Service Activ ities 

Authorized personnel using the LOTOSTM IGMS are able to perform all requ ired service activities 
to ensure secure transactions processing for all instant tickets. IGMS allows retailers, LSRs, and 
warehouse personnel to process returns, according to the Lottel)" s business rules. Staffa! the 
warehouse will be able to veri fy the contents of the returns and allow for any necessal)' adj ustments 
assoc iated with these returns. The System allows the status of packs to be set to inc lude, but not 
limited to stolen, damaged, misprinted or mispackaged. Each status is defined by the LotteI)' in the 
business rules within the IG MS System. All transactions are traceable using the identification login 
of the perSOn or persons making changes to the packs. LOTOSTM OIS rt.'Cords who logs in, when 

Texas Lottery 7.3 Instant Ticket Game Management Page 9 
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they made changes to the status of packs; all of this is kept in the history record for each pack of 
tickets. 

Using the IGMS System, which can also be interfaced with the tracking and shipment systems of 
UPS, FedEx, and DHL, authorized personnel will be able to check the status of the shipments to 
retailers. The System will report received and yet unconfirmed orders delivered to the retailers 
locations. Telemarketing or other staff can then call the retailers to confinn that the shipment is on 
order and si mply not yet received by the retailer. As soon as one of the packs is act ivated or one of 
the tickets is validated, any pack that is marked as unconfinned is then veri fied to the retaile r for 
which the pack was shipped and the packs in that shipment are marked confirmed. The specific 
procedure for the receipt of pack shipments at the retailer locations will be decided by the Lottery. 

Destruction of Ticket Stock 

The IG MS System will support the secure destruction of ticket stock which will be accomplished 
according to the Lottery 'S requirements and in accordance with Lottery procedures. After 
designated instant tickets have been destroyed, the status of inventory records will be updated 10 
ind icate the stock has been destroyed. The abil ity to ' mark' instant tickets as destroyed will be 
lim ited to authorized Lottery personnel. 

7.3 Instant Ticket Game Management Tens Lottery 
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The followi ng pages contain examples o f instanl licket pack transaction receipts and reports . 

Pack Receipt 
Confinnation Re 

r·,..,e~ .. 
SCRATCH .~ _ _ •• ""!J --...... .. 

Instant Tlckef 
Receipt Canfirlation 

Mi d . r.b 28. 2003 07 : 05 : 33 03051 
" ' e ll • • : 23S111 ..D 1'_________________ _______ _ _ __ _ 

Packs 100001 Ihrough 100050 

G ••• lI " eblr; G.e. II,.,: 
Il c t, h/Pe c t 
a , t . l l Prlee : 
,."" Co. t : 

OUltl02 1157n 

'" Ouen I l l d 

'" 1.00 
5 00 . 00 ~ 

r------------------------------.:t!:, 
1 01003- 0001' 111 : 0000 0 0011 0 

Pack Detail Re ort 

T FOR SALE - REPORT DIU 

Sat. Mar 01, 200301 :05:33 Z 
.............. , ... ............ .... 

Pact Deta il II 
lle U ller; lU I 56 .:!) 

ms 
'" 102 0 95 I nYell 

'" . 02IJ86 1$8 Ulld 
no 2 0 3 012 ~"tI V I 

'" 203011 AC l l ~e 
no 2 030 ' 0 l e t h e 

fNTRALOT will provide LSRs w ith bar-coded badges that can be used for login and securi ty 
purposes for regular retailer tenninals. The retailer tenn inal and LOTOSTM System supports 
separate logins nnd transaction types for Field Service Technicians and LS Rs. Depending o n the 
login or Smart Card used for login, the tenninal' s application displays different menus and different 
capabilit ies for the particular ind ividual's access or the serv icing needs of the LSRs. 

Upon scanning of the LSR's barcode and login, the System will be configured to support messages 
for the LSR. For each retailer, for whom a LSR conducts pack management transactions, the 
tenninals will produce an electronic report of all activity. The System will prov ide and support 
individual messages to a LSR based on logon identification including individualized instructional 
info nnation for each LSR wh ich wi ll be delivered by printi ng tne messages on t icket stock or as 
may be requested by the Lottery. Please note, the JPT also has a tenninal printer with pape r the 
same width as ticket stock. so LSRs can use their IPT tenninal s to sell tickets at special event." and 
promotions if the Lottery desires to implement this capah ility . INTR AI.OT w il l SII PPOr! the 
software needed to perfonn this functionali ty. 

7.3 Instant Ticket Game Management Texas Lottery 
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Pack Delivery and Returns 

Pack delivery and pack return transactions are fully supported with a si ngle barcode read, o r as may 
be specified by the Lottery utilizing either the retailers' terminal or the LSRs' portable term inal. 
Delivery and Return movements will be defined in the inventory movement grid which is specified 
as part of System configuration and can be changed as needed. I TRALOT will also make 
application software modifications as may be required by the Lonery in order to fully support the 
business rules requ irements of the Lanery. the LS Rs, and the retailers. 

Any authori7..ed returns and transfers are accomplished by scanning the barcode on an ind ividual 
pack or ticket w ithin a pack. Partial returns are supported by entering slarting and end ing ticket 
ranges in the return funct ion. Below are some examples of instant pack transfer and return 
recei pts/reports. 

Pack Transfer Report 

r·,...,4 ... 
SCRATCIof ... ,,- -.. ~ ••••• 

Instlllt Ticke t 
Pack Tran,fer 

fad. fU 21. 2003 01:0'5: 33 03051 
.. . . " .. : 235" ,------.- -.------------~ 

6",: Iii Deuces lild _ 

Ms I ~~~~~,~~::U!~ 101050 ~ 
!etliler/lSR: 910650 ;II 

,------------------- ----------
10 1003- 0001 B fII:ODOOOOIl110 
213 9 ,.50 40185 52356 52170 

Returned Pack Report 

T FIJI SALE - REPIJIT IN... Y 

s.t. "or 01. 2001 01:01:33 -

Returned Pach 
hulltr : '2~'~8 

'@8~ E~dln; - ~.t. ~.r I. 200l 

on l020g~ 001- 300 300 .00 

'" . 02988 001-100 300 .00 

'" 203042 OOl-JOO 300 .00 

'" l030.1 001-JOO 300. 

loUI O .... ntll, ~ ,,, 11.200 . 00 

Tens Lottery 7.3 Instant Ticket Game Management 
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Pack Detail Report 

r a ,.."..,. 
SCRATCH ~ ___ .'J _ ..... .,. 

OT FIR SALE - REPffiT OIU 

Sat. Mar 01. 1003 07:05:33 Z 
---p;;i-i;i;ii---------.;:r 
Reta!ler, 1234~15 .l) 

'" 1021)95 lu ... ,d 

'" 40' 2986 h ..... d 

'" 2030'2 At tin 

'" l030_, lCl lv, 

'" 2030'0' lctiVI ____ 3. __ 

Order Status Re ort 

T Fttl SALE - REPIJlT ~ Y 

-----1)-'" Sta;;-------~ 
lIoI'.U." 123&56 ~ 

0..". PI.,1d , JMI 10. ;>0(6 1~'~1:9> 
0..,... PKhd , J." 10. ~ l!i:40:~ 
~_ 3hlll\lW(/ .... , 11. ~ 011,00,(10 
SI.n.oo : 9>1_ 

~ ... Pl...:.od : .s.... <!O. 2<IC6 1~"1:2i 
~P""'IO<I : HI· 
o...t.r $1>,_: ..,,, 
s ... "'" '_-.I 

-..d ...... ill. ~ I~:~~:.Q _ I>l'<JIlUIA 
10lOlDoOODl • OOl".' I'l:OOOOOOOUO 0WII2 
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Pack Activity Card 

The System will full y operate with or without pack activation cards. All pack movement and 
settlement transactions are accomplished on- line and in rea l-time via the retailers and LSR IPT 
terminals. Receipts/reports are available for each function showing the transactions. Retailers or 
LSRs may scan the barcode on the pack activity card or scan the barcode on an individual tickel 
within the pack to effect the transaction with or without a pack activity card 

Retailer Status and Reporting 

The JGMS allows the retailer 10 obtain, through the tenninal, an appropriate selection of reports 
summarizing instant ticket status and transaction activity. 'rnese include, but are not limited to, (the 
retailer's own) inventory infonnation by pack status, summary of validations, instant sales and 
adj u~lmenlc:., and news message~ in accordance with the sample retailer rcport~ provided by the 
Lottery. 

Packs, tickets, etc., will reflect statuses and status changes that are a result of functions perfonned 
through the System. A ticket wi ll reflect the same distribution status as the pack that it came from 
but individual tickets from the same pack could have a different exception status. INTRA LOT wil l 
work with the Lottery to ensure that the System provides for comprehensive ticket management 
functions that meet its approval. 

In addition to specific instant transaction reports, the LOTOS O/S and the IOMS provides the 
retailers with combined reports through the tenninal detailing or summarizing in stant and on-line 
transaction activity. Weekly invoices and settlement reports contain on-line and instant transactions 
so the retailer may clearly see the weekly settlement amount. All reports are branded to indicate 
that they are "for infonnation only" and "not for sale" to avoid any confusion with actual game 
tickets. The Lonery has access to each retailer report in the same format as the retai ler; making 
communication easier when discussing issues or questions. 

INTRA LOT agrees to provide to both the retailer and the Lottery, combined busine·ss reports 
incorporating instant and on· line product resuhs customized to the Lottery 's requirements. 

Texas Loltery 7.3 Instant Ticket Game Managem('nt 
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Instant Ticket Accounting and Management 

(GMS is respons ible for control, tracking inventory, validat ing prizes and all instant ticket 
accounting. All o f the instant ticket accounting and management is perfonned through the 
LOTOSTM OIS data base repository The instant ticket accounting 
application is easily modified shou ld it be necessary. INTRALOT will fu lly customize it to meet all 
oflhe requirements the Lottery may require for the full life of the contract. 

7.3 Instant Ticket Gllme Muagement Texas Lottery 
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Settle on Activations 

The Senle~on~Activation tool will senle packs as they are activated. The IGMS System has very 
robust business settlement rules includ ing Sctt le~on~Act i vation , wh ich is standard System 
functionality. 

Weekly Settlement 

The IGMS provides week ly settlement information to relailers and the Lottery conformi ng to the 
weekly accounting cycle. The settlement reports are provided through the termi nal, the retailer 
serv ices website, and through statements emailcd or sent via fax detailing or summarizing instant 
and on-line tran saction activity. Weekly invoices and settlement reports contain on- line and instant 
transactions so the retailer can clearly see transactional activity and the week ly senlement amount. 
Reports will ind icate that they are "for in formation only" and "not for sale" to avoid any con fusion 
with actual game tickets. The Lottery has access to each retailer report in the same format as the 
retailer; making it easy to discuss issues and answer questions. Sample Reports are prov ided below: 

...------,:; 

OT Fill SM£ - AfPIIIT l v 
:!:I 

Slt. ~!r 01, an 01:~:33 

Pad SItUmnt 
"hi I ., UhU 

. ... hdl", - Itl. _ • • I. l 

Pack Settlement Repon Returned Packs Report 

Texas Lottery 7.3 Instant Ticket Game i\hnagement 
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-Fill SALE - REPIIU 

Sat. Ilr 01. 1003 01:05:33 ~ 
IlIkly Sumr, 

Saturday 01 -I,r-03 
Rehiler: 113m 

.~o h I .. 
, t~u pon. 

1 ff .. Is,"" 
, Fr .. Rn"~' 
() OheoLinU 

12. Cull 1.1 •• 

• h ll o:l.l lons 

tun Salu 
Counn. 
Fr .. 'n" .. 
fr .. "p I ty. 
CIICO"" U 
S,lI,,", &Gn .... 

3 SlII I .. , n lt 
120 ~.l l d.lh". 

AdJ~.t .. nh 
Coupon. 
Sil ler l onul 
hturn. 

5.1" 
C .. ~ l ng 

hlenu 

12 , ., 

!i 
0 .00 

IHI . 1I0 

421.00 

.00 .09 

"ii • .u . -
4S .00 

.00 

418 .00 

to!B.b 
Z '--_____ iiil·-... 

Weekly Summary 

z 
~ 
n 

Fill SM.E - REPIIIT (.U 

led. feb 16. 100301:05:3 

Sales - loday 
Retailer: 1/3156 

'50 P<tu,bll l 
2410 Pick 1 
100 IlIldc .. ~ 

1St 'roil h i .. 

• Coupone 
1 fr •• lsi"" 
6 f, .. t.pl.,1 
o Dln"ounu 

n. Cull 511 .. 

2 Pon.bll l 
2 I lI d",d 
, Pick l 

120 5cr,HII 

III 10111 .. IU.tI .... 

Daily Sales 

170.,ov 

"" .. Ion" 

1115 . 00 

8 .00 
7 .00 ,.., 
' Il! 

l's'59 
:!) 

10'.00 
'59 .00 

31 .00 
200.00 

100 M 

~ 
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Fill SALE - REPOtT ,Y 

led. l eb 26. 1003 01:01:33 

Cnupnn Rede.ptinns . lnda! 
Reta iler: 123416 

Count Cou!>ons 
~ (PM HI 
3 CP I I n 

8.00 

Daily Coupon Redemption 

Texas lottery 7.3 Instant Ticket Game Management 
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led. feb 26. 2003 01:05:33 ~ 
.• •. ..•.•....•. ............... .'1). •. 

Id jushenls • friday Ott. 
IIhiler : 113m 

14 1.11-

Adjustments 
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T Fill SALE - REPIJIT 

s.t. !., 01. 1003 01:05:33 :EI 
......................... :& 

ieekly Sl tt l •• e, t 
Week E,ding • Sat. !or 1. 1003 

Retailer : 113156 
•• I.ft~. f.r • • ~ d " .. ... po.on,. ll 170.00 

:!) ... P i c . , 205.00 ... o lllf" .. " 100.00 

• CO",.o .. " '.00 , F ••• I ...... 7.00-

• fr • ••• ,,1 ••• '.00 

• Dlocount. 0 .00-

• ..... ... 11 ... 00 

!j , "let , ". 00· 
. 1I"t.<et .. 00 

c .... . . 1 •• ". ... :EI 
c."".n" 0. 1 0 :!) , .... I ....... D. ' :!! 
fr •• •• ,,1.,. 0. 30 _ 
ol." .... nt. 0.00 
S.ll.,".lon .. o 50. 00 ~ 

.cl S"·t .... .. .. , .00-

on-lin. '.1.1 " 00 

, S.ttl ....... 800. 00 :!) 
'" v,lllIotl on" 200.00-, l OJ .. ,, ' • • "u zo,oo-

C .... ".n. U.GO-
Sliin eon ... 50.00-
a.tun,. IIl.OO-

S.I • • n .oo-
c . ....... 2 .00- Z 
Sc •• tch '.1.1 ':$00 
. .. _ 1 Du. ~ .. 

... 
0 , 
• • 

'" 

'" 

FIJI SAL.£ REPIJIT (lI}t 
.%J Sat. !a, 01. 2003 07:05:33 :0 

leek· to-Date Sales Sum,y 
Saturday 01-M,,-03 
Retailer: 113456 

5.1 • • 
COlleono 
frl. l.s .... 
fr •• l'l:do, . 
D'sco" .. I • 
Cu" h i •• 

V.lId.tlon. 

C .... 511 .. 
Coupon. 
f r •• h,u •• 
Fr .. I!;epl'VI 
Di,~oullt . 

Sollor ·. tonll • 

Ad Ju,t .. nt. 

On- Itn. Totsl 

Sett l .. ,nu 
V.lId. tlon, 
AdJu.t .. nt. 
Co..,,,on, 
S,llor Bonu, 
R,tur n, 

S. I .. 
Cllllln8 

S~,.te" Tohl 

1200 ..00 
O. , 
tlf9 
6~O 
0.00 

1119 . 00 

600.00 

8110 JU! 

"'I " " .. .. . 
.. ;:-0) 

. ~. oo 

2 .00 

nS . DO 

s ••• , 0.1. - , .... II ... 0. . 003 .,I,ne, 
L.. __________ ' .. T ~ 

Weekly Settlement Weck-to..Oale Sales Summary 
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t·'L"I_~ 
E.<w. T-.I 

~=H:f • . · CJ ~ -_e l A~ ~ 

~. Summary Repon ~'ruo;... 

II , .. _ _ 0.: ....... _ ... -~ - - ~ -- _k - - I - - - - - - - - - -w. - - ~ .•. ~ ~. - ,-- ~ . ~ ~ . , - • - - - · ~ - - .. s . ~ . . .~--- · - · .- - ~ ~ ~-- • ~-. -- • - • - . - • .. •• -- .- .. •• ~. - >~ .• - .~ . .~ M,e>. 

""MlOM 
m ~A - - - ~ - - - A •• '.' ~ .. -- -- • - - - - - -- '.> «."'" 

~ulons -- - ~. ~ - - - - - · .. - -_ .. 
• .. - · - - .. ~ .- s 
• .. - • - - ~ · .. • -- · - - - --- • • - - - .. -_ .... ....- • · - .. . .. .. -"-- . - .. . - ~ - _ . 

:If .... ~. 

~ ....... .n 
. A • - - - .. .. .• - · .. • - · .. - · .. •• .. -- • - • .. - • .- • ----- .. .. - .. .. .. . '- • .. - - - .. •• • • -- " ...... 
.. - - .. .. -- · .. - .. - .. - .. - -- • .. - .. - .. .. .. - · .. - · .. - .. ... -- • .. .. • .. - · .. · .. .. -- • .. - - - • .. • •• .. ,...._- • · - - · .. •• .-.-- • .. • - · - • . - •• .. 

='-"- . A - • - .. .. ., 
• -- .. • .. • - .. •• .. • - .. - • .. - .. .. .. 

• - .. .. • ---........ _. .. - · - - · ~ - • - • .. .. • .. - • ,. •• :: i 
~" I .tl 'OQ<r.I~' """"-1L ,... 

Daily Summary Report from a Management Terminal 
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• . · 0 - -- . , I . - ~ 

TO WN PUMP. INC. (SOOl9O) 

c...io6oe4"-naM;" ~'*' ".., ,..~ ...... w .... 101OV2DC4 TI\I.,.", ,...,.,. 

~- - -- - - - - - - - - - -_ ..... ..u7 

•• .. - u ~ •• ~ .. ~ ~ -~ - - - u - .. .. ~ 

u - - - - .. .. ,. - .~ .. - - ~ .. .. .. s • 

•• - - - - u .. - ~ -.. ~ - .. ~ .. - ~ -•• .. - -- - .• •• .. - .. - - •• •• •• ~ -- - .. .. - .. .• a -. -.. - .. .. .. •• ~ 

•• •• - - - .. .. ~ •• 
~ - - - - .. •• " •• .. .. - .. .. .. .. .. - - .. ,. - - - ~ ~ .. ~ .. ~ - - .. u .. •• .. -•• - - .. - .. .. ~ - ~ .. .. .. ~ .. 
•• - - - -- u .. ~ ~ -.. - - - - .. .. .. ~ -.. - - - .. .. u = - - ~ .. -~ .. " .. .. .. - .. •• .. .. -.. •• .. - .. .. .. ,. -- .~ ~ - - , .. ~ .~ mA - =. 

Fina ncial Activi ty Report (rom a Management Terminal 

Retailer Account Record-keeping 

The IGMS System is designed to prov ide fu ll accounting and financ ial infonnation fo r all retailer 
transactions processed through the System. )nfa onation is maintained at the transact ion level for a ll 
orders. pack and ticket activity. prize payments. sales and commissions. adjustments. sett lement~ 

and settlement holds. The System maintains retai ler account history, including instant ticket 
inventory and inventory values, which can be accessed o n-line for several months (t ime period to be 
detennined with the Lottery). INTRALOT will work directly with the Louery to review our purge 
and archival procedures for storing retailer account records for on-line reporting. 
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Retailer Location of Winning Instant Tickets 

All infonnation regard ing the retailer locations of winning instant tickets is stored in our secure 
as is all other retailer information. Only personnel with the proper authorizat ion 

have access to any of this information. 

Validation and Pack Handling for Instant Ticket Vendors 

The JGMS maintains databases orinstant ticket vendors and their instant ticket games. The games 
definition database contains all of the information associated with a specific instant ticket game ­
including the appropriate vendor ID. Together, these two databases allow IGMS to differentiate 
between vendors and the algorithm s necessary to decipher their barcodes and winner's fil es. IGMS 
can easily and simultaneously support in stant games from many different vendors. INTRALOT will 
work with the Lottery and your instant ticket vendor(s) to ensure that any encoding scheme, barcode 
design, or decryption algorithm is secure and will maintain the integrity of the game. We will 
ensure that the System can accommodate the Lottery's current barcode practices and standards for 
unique identification of instant tickets. 
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Telemarketing System - Instant Ticket Order Fulfillment 

INTRA LOT's LOTO$TM O/S instant ticket ordering System provides al l of the features and 
functions for the LotteI)' to efficiently perfonn telemarketing and retailer account functions and 
services. There is no limit to the number of users for the System. 

TNTRALOT's in stant ticket ordering System will not only take orders via the telemarketing System 
but al so via all of the following methods: 

o.de<inII 

~GRe-order 
~"'miiI"" Orde<, 

~Cho.""S 

Tel-Sd Call Repolt Slllmmuy 

1 2!<l~ .':al:Iq::'I~ ~~ 
IDji TIIm:I~ r1i f'~t.Jflm-

0 4if4 A.\!;i' [)S(;A$:ANl)C&S!'" 
LU!Al :rop..m:':;M£.~~ 

m!:n TOWN FUMP IIl95I 
":?2 C\ ~CF-~.sE 
lroU 1.flTL!~ 
-l1m.a 'MARKUS FOODs" [NC 
I O~2' SAf"EWA. Y '~ I 3ti 
IGMOI TOWN ?"JMP f3925 
1l'6151 HOLIDA Y-I'27J 
~o:i:~ i{~'l'S.Pi.£. &. ~ 

'Hlfi-lS i..OIJ 'N JUG n~ 
u,mr. TOWNFl~G:"~.f'.fA-r fAlLS'<5r5 
"~::,I "W<JS FtJ-:aC;;:.LA.T rALlS' iflCi 
H ll31 E·Z MART 
J.",sn ~,¢H tv.ND, !NC 
.a:z.st~ }tQlJ!rr'::~ \.~co.:a: 

U!:D~S- MAD~:OCOO 
Wl~6. .No~'~ tfll 

" .. "u 

""" 

0,.. 
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Telemarketer Function Support 

IOMS provides an automated call file that guides each Telemarketing Operator (TMO) through the 
calling process just as a printed calling repol1 would. The call file prompts the TMO with the next 
retailer to be ca lle d and allows for orders to be input on the order screen. Based on the Lottery's 
requi rements and d irection, the order fi elds will be populated with suggested orders that can be 
modified. Calls that cannot be completed can be scheduled to be prompted again at the end of the 
normal calling cycle or can be re-visited at any time. 

• The order screen contains: 

• Retaile r name, 

• Number, 

• Contact person and 

• Telephone number 

• Telemarketing rep name and number 

The file is keyed by TMO ID and the supervisor will have access to all Telemarketi ng entries. A 
pri nted Call Report will also be available as a Back·up for the automated calling file. A separate 
report is generated for each TMO and the supervisor has access to all reports. The Call Report 
contains: 

• LSR name and number; 

• Blank area to record sales orders; (the order screen may be populated wi th suggested 
order quantities) 

• Cha in account status; 

• Base sales and bonus sales projection 

• Dispenser configuration 
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Telemarketer Application Standard Features and Functions of LOTOSTI\f IGMS 

Data Sort 

The telemarketing application can prov ide data in any sort sequence requ ired by the Lottery, 
including but not lim ited to: game number and name, sell priori ty, price amount and inventory 
cond ition. 

Jump from One Game to Another 

All application screens are accessed using a standard browser interface and standard cursor control 
for viewing infonnation. Accessing information from onc game to the other by using the enter key, 
or the mouse; the user can easily jump from one game to the other. 
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Page Fonvard and Backward through the Application 

All software screens are accessed using a standard browser interrace and standard browser control 
for viewing infonnation. Accessing telemarketing infonnation is no difTerent; by using the normal 
forward and backward buttons at the top of the screen the application can easily page forward and 
backward. 

Block a Game from being Ordered 

The business ru les that govern the IGMS are defined by. among other things, the individual game. 
The ability to order or block ordering is controlled in real-time. By simply changing the chec-k box 
(shown on the following screen) a game is either eligible or not eligible (Blocked) for orders, 
automatic orders, and order.; taken from the on-line terminals. 

Texas Lottery 
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IGMS Product Management - Replenishment Parameters 
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Block a Retailer from Ordering 

Like blocking a game from ordering, the abi lity to block a retailer from ordering is a lso controlled 
in real·time by simply changing the check box on the screen. The retailer is either prohibited or 
permitted to place orders. 

Review the Unsettled Inventory (Pack Numbers) 

The LOTOSTM IGMS provides, via screen, the ability to review unsenled inventory pack 
numbers for a retailer. 

Put a Retailer on a Call-back List 

The ability to put a retailer on a call·back list, if the retailer is not ready to order when called 
initially, is a standard functional ity for the IGMS and just one of many scheduling options that can 
be set for each retai ler to provide great flex ibi lity in schedu ling calls. Multiple parameters are used 
to determ ine when to schedule a call for a retailer. These parameters are: 

Call Cycle - Detenn ines whether the retai ler is called dai ly, weekly, semi-monthly, 
monthly, or seasonally, etc. 

Call Day - Day of the week the retailer is called. 

Call Week - Ability to schedule retailers on an odd week, even week, every third week, etc. 

Call Time - The t ime of day when the retailer prefers to be called (if specified). 

Call Back - Flag fo r plac ing a retai ler on a spec ial ca ll back list. 

Call Back Date Itime - The date/time of day when the retailer prefers to be called back or 
when the telemarketer chooses to set a call back. 

Make Route, Contact, and Phone Number Changes (add or delete) 

The ability to make route, contact, and phone number changes is standard fu nctional ity for the 
IGMS Telemarketing appl ication. 

Provide Order Status Information for the Telemarketer 

The IGMS provides the tclemarketer the abil ity to look up order status and shipping manifest 
infonnation . 
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Efficient Operation 

INTRALOT's telemarketing application utilizes bold fonts, highlighting, and other display 
mechanisms to enhance the efficiency and accuracy of the telemarketers, as can be seen in the 
screen on the following page: 
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INTRALOT will work with the Lottery to design the screen layouts and display fonnats to meet the 
Lottery' s specific requirements. 

Display Automatically Every Retailer on the Call List 

Call lists can be displayed automatically for all retai lers that are on the call list, either on the 
computer screen, or on hard copy. Each retailer' s information is listed individually. When an order 
is completed, the System will automatically bring up the ordering screen with infonnation for the 
next retai ler on the list. 
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IN TRA LOT's Ca ll System will dial a retailer's telephone number using (he Cisco IP Phone 
integrated telephone wh ich has been configured to work together with our sofhvare so the TMO 
does not have to d ial the number, but s imply point and click for the next retai ler on the call list. 

Exit the Call List to Perform Ordering Activities for a Particular Retailer 

A telemarketing representative can j ump out of the calilisl sequence to place either a call or an 
order for another retaiter at any t ime, and then jump back into the call list at any pos ition. 

Search 

The retailer searc h function is configurab le to 
search based on keywords or values including: 
retai ler number, name, phone number, county, 
region, SIC, owner's name, or owner's Social 
Security Number. The screen to the right shows a 
retailer search based on the Retailer Name 
(where the user has typed in "pub") and the 
System has retumed a pick list of the "Publix" 
grocery stores. 

Support Specia l-Circumstance Orders 

The IGMS System supports on-demand (walk­
in) sales. This type of order is processed 
through the IGMS System from the 
management tenn inal. Us ing the Ticket Issue 
Screen, authorized personnel can sell and 
transfer stock 10 retai lers. When ticke ts are 
sold over the counter, the packs are scanned 
into the System usi ng the barcode scanner. 
Lottery personne l can enters the retailer 
number on the screen, scans the packs, and the 
System automatically di splays the packs by 
number on the screen. Once the order is 
con finned. the System updates the inventory 
status in real-time and produces a bill of lading 
for the retailer; listing the packs processed 
under the order. 
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Call According to a Set Schedule Relative to Each Retailer 

The IOMS allows authorized users to call retailers on varying cycles. The telemarket ing staff wi ll 
call retailers at least every two weeks, for example. The IOMS can set up all retailers with a 
preferred call day (Monday through Friday typically), and a call freq uency in number of days. The 
preferred call day and frequency for a retai ler arc mod ifiable by an authorized representative. The 
"next scheduled call date/time" is a field that is calculated and populated automatically after each 
successful call. 

Call Lists and Call Back Lists 

Call lists and Call Back Lists are created aUlOmatically on a daily basis using various parameters 
including special sel schedules by retailer. IOMS schedules calls for retailers and checks the 
inventory status of all retailers to see ifany are in need ofinventory. The System will proactive ly 
sched ule those retailers to be called. The System automatica lly caters for schedule modifications for 
holidays. 

Instant Ticket Inquiries and Reports 

LOTOSTM O/S IOMS supports a wide variety of instant ticket inquiries, includ ing shipped and 
pend ing orders, instant game pack lookup, retailer inventory, game definitions, sales activity, 
returned inventory, settled inventory, ended games, and LSR inventory. 

The data model structure below depicts the vast capabi li ties of the IOMS System. INTRA LOT's 
application that supports instant ticket inquires is flexible, dri ven by business rules and 
parameterization, contains the necessary security measures to encrypt and protect all information, 
and is capable ofperfonning virtually any type of data inquiry, including shipped and pending 
orders, instant game pack look-up, retailer inventory, game definition, on-line and instant ticket 
research, sales activity, returned inventory, settled inventory, ended games, full and partial pack 
returns, issued packs, LSR in ventory, and LSR route listings. We have provided example screens 
from random areas in the TGMS System to illustrate that our System has the entire variety of 
information that is requ ired to effectively provide for any form of instant ticket inquiry. 
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- :> TIcket Research 

Ticket Rc §eal"'Ch 

Ticket Research Information 

SC.!In/Enter S"rcode 

Ge1 Report 

Instant Ticket Researcb Inquiry 
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Inventory may be searched on by one of the fo llowing criteria: 

0 Product ID, 

0 Location, 

0 Range, 

0 Carton, or 

0 Document Number 

Ret . ... _ 

This criteria list will be modified to also include other search criteria specified by the Louery. 
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Pac k e r S tatis tics - Packaging line statistics and details are presented in the screen shot below: 
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Game Carton lookup 

Game carton lookup is performed using the inventory search function screen below: 
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Courier Manifest Reports 

Generating couri er manifest reports is a standard System fu nction shown below: 
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Inventory Reports 

The System is replete with various inventory reports, an example inventory report is shown below: 
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Retailer Pack Inventory 
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R etaile r Info rmatio n - A Retailer in fonnation screen shot is shown below: 
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Pack History Information 

Pack History info rmation is available in report fa nnal and on screen as shown below: 
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Returns Information 

Instant pack return detail report shown below: 
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InflalOf 
Inventory Pack Management Search 

Inventory Pack Search Screen shown below: 
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Supervisor Functions 

LOTOSTM Telemarketing System called "lNTRASELL" provides features and funct ions for the 
telemarketing supervisor to monitor the progress and actions by telcmarketcrs' name as the day 
progresses to ensure that all scheduled calls for the day are acted on. IGMS will report exceptions 
when calls are not complete and when ordering activity does not meet sales goals. 

Automatic Allocation to Retailers 

The IGMS System has the abi lity to set automatic allocations for specific retailers for initial 
distribution of games. Using this capability the Lottery has the ability to set the number of books by 
price poi nt that retailers will receive for the initial allocation of games. The System a lso has the 
capability fo r auto-ordering, generating orders for sh ipment based on rates of tum over of the 
inventory at the retailer locations. 

The IGMS software includes stored procedures that automatically review each retailer's inventory 
every day to identifY those retailers whose inventory drops below a specified level. This feature 
allows our System to proactively suggest reorders for those retailers before their regularly scheduled 
call and before they actually run out of inventory. Detecting potential out-<:lf- stock s ituations before 
they happen is a best practice course of action. Depending on the retailer ' s preference settings, the 
System can automatical ly reorder inventory for them. The combination of telemarketing, LSR in 
store inventory adjustment and auto reorder is best practice and it drives higher sales. 

LOTOSH' IGMS supports the real-time processi ng of telemarketing orders. Orders entered using 
the telemarketing System by authorized users are available for packing in the warehouse 
immediately after they are entered . They are packed in the order in wh ich they are received. This 
allows the warehouse to ship all telemarketing orders on the same day that they are entered. 

Initial and new game allocations are easily configured us ing calendar date selections as shown on 
the following page: 
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,nrrator 
IGMS - Warehouse and Order Distribution Features and Functions 

OUf IGMS application has been deployed by many of our Lottery clients to improve the efficiency 
of their warehouse operations. The pick and pack method otTers greater flexi bility a nd streamlines 
the order processing operations perfonned by the warehouse staff. With th is method , a 
pick/distribution list is generated, which ident ifies the retailer, de livery method, and number of 
packs to be shipped. The warehouse personnel use the barcode scanner to simp ly p ick the game 
packs to be shipped in the order. The System records the pack barcodes and ass igns them to the 
order. A Bill of Lading is then produced at the warehouse, including a list orlhe actual pack 
numbers generated for that order. 

Warehouse opera tions can be streamlined s ince the picking list and actual pack num bers no longer 
have to be verifie d manually by warehouse personnel. Th is method significantly reduces errors and 
has proven to be extremely effective in a cenlral or regional warehouse distribution System. Full 
t icket returns can easily be placed back into inventory and reissued in any order the Lotte ry desires, 
thus eliminat ing the need to select different options in issuing the inventory (for example, virgin 
first/full return second, or vice versa). 

Initial Orders 

When an initial allocation is made, the automatic order process updates the order file. Other order 
functions, including Telemarketing orders, automatic re-ordering, and retailer re·ordering fu nctions, 
access the order file to delennine stock level s before processing the orders. The Tele marketing 
function lists the inventory on hand, includ ing initial allocation, which con fi nns to the 
Telemarketing Representative that initial orders have been allocated to the retailer. 

Re-Orders 

The re-ordering fu nction is based on a retailer's re·order po int, which is not implemented until the 
retailer receives an in itial allocation. INTRA LOT's retailer tenninals are equi pped w ith a 2D 
barcode reader for validating instant tickets; this same barcode reader is used to enable retailers to 
quickly process tickets once they receive them. The automatic re-()fder function is not acti vated 
until the retailer receives and processes the initial allocation of game t ickets. 

The System can perfo nn automatic re-ordering based on parameters detennined by the Lottery. The 
System calculates the order quantity based on the retailer' s re-order point, average number o f tickets 
sold by game, price point, Telemarketing call cycle, delivery lead time, LSR regional deli very 
cycle, stock received but not activated, stock ordered but not received, and maximum on-hand 
quantity for each game. These parameters are established by retailer/game combinati on, based on 
historical data tor each retailer. 

The System allows the Lonery to establish global defaults for the re-order point. The global 
defaults can be modifi ed for spec ific retailers, game, or product type. This feature c an be turned off 
at the retailer level if a retailer does not want to participate in the auto re.-order optio n. The Retailer 

7.3 Instant Ticket Game Management Tuas Lottery 
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Game Reorder Maintenance screen is used to change the global System defaults for each game al 

the retailer level, al lowing changes to be made easi ly. For example, Telemarketing Representatives 
can tum off lhe automatic re-order process for a reta iler who does not want to re-order a speci lic 
game. 

The automatic re-ordcr System is separate from the other forms ofre-ordering used b y the Lottery 
(LSR delivery, telemarketing calls, reta iler initiated cal ls, ini t ial allocations, etc.), and d isabling Ihis 
fea ture, either by game or globa lly, will not afT~t other re-ordering methods. However, when this 
featu re is turned on, the other methods of ordering are used to determ ine when an automat ic re­
order is placed for the retailer. 

The retailer re-order feature can be turned off at the Lonery's request, either at the retai ler or 
term inal identification leve l. Disabling thi s fearure does not affect the other means o f re·ordering, 
includi ng the automatic re--ordering funct ion. Retailers can order instant tickets thro u gh the retailer 
termi nal. The reta iler selects the inslantticket menu and chooses the Instant T icket O rdt:r Entry 
fu nction option. From this option, the retai ler can order packs of tickets for any activ e game. The 
retai ler's re-order funct ion is independent from the automatic order (initial game allocat ion) and 
automatic re·order fU llctions. 

The retailer order and reorder System is used to display a ll information regarding the current order 
being packed. The order number, product !D, product name, number ordered, number packed, size 
of contai ner, and thc current unit scanncd is displayed for the packagcr. 

Processing Priority 

INTRALOT processes the orders through the System to the packagi ng stations in the order received 
or accord ing to any other priori ty or selection method required by the Lottery. A supe rvisor has the 
ability to set the priority and order ofthe instant ticket waiting to be packaged and shipped using the 
management term inal and the lGMS System. 

Barcodes are generaled on each shipping label. This allows retailer to scan a s ingle barcode to 
receive the entirc order. 

The IGMS System suppUllS a siuglt: carrier such as LOIl t: Star Overuight or Ullited Pared St::rviu: 
(U PS) or it can support multiple carriers simultaneously. Our System will accom mo d ate various 
del ivery methods, includ ing carrier (single and multiple vendors) deliveries, trunk stock de liveries, 
LSR deliveries, and walk· in sales deliveries. The System can identify the package s ize that should 
be used to ship the tickets and production of the packagi ng labe ls, with correct weight and pricing 
(based on in fonnation provided by the courier) fo r individual shipments, a shipping barcode for use 
by the carrier, and a retailer invoice. 
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Shipments can also be packaged by zip code or other demographic data to improve courier handling 
and distribution. In some cases, this can save additional sh ipping costs. 

The courier deli very System will provide the fo llowing: 

• The ability to produce pick/distribution lists on demand 
• The ability to recognize when the last pick/di stribution list was produced for the day 
• The ability to handle multiple couriers simultaneously. and 
• Interfaces to various couriers for controlling and streamli ning the shipment and delivery 

process. 
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The telemarketing ordering function or the system auto ordering function generates the orders 
placed or rece ived dai ly from retailers. A pick/di str ibution list is produced and printed in the 
warehouse the fo llowing day for pack selection and shipment son ing. The pick/distribution list 
includes the following: 

• Regio n number, Sales Rep name, reta iler name, address, contact 

• Phone number 
• Shipm ent number in both human-readable fonnat and barcode 
• Pack numbers sorted by ticket game 
• Global messages to the Sales Rep and speci fic messages related to individual reta ilers 
• Signa ture line for retailers to sign 
• Tota l sh ipment cou nt, by number of packs and games 
• Summary level report for each Sales Rep, listing the packs and games, and 
• Can sequence games based on product type. 

Order Picking and Packing 

The IGMS a llow s multiple packers to pack various combi nations of daily, new game, walk- ins or 
LSR orders and to toggle between order types, which are a standard functionality of the System. 

Upon completion of an order entry by the telemarketer or the auto ordering function, the order is 
placed into an electronic queue, from which it is dispatched to the packing stations for pickin g and 
fu lfillment. 

The order packager's screen is displayed on a large monitor near each packaging line, as shown 
below. 

Tt:~as Lottt:ry 7.3 Instant TickeC Game Managt:menc 
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LCD Monitor Order Packagers Screen 

The screen presents the order on a large monitor so that more than onc order packager can work 
together to package orders. The large fonnat displayed on the order packaging line monitor 
provides an easy eye view of the actual orders being packaged on each line, including the game and 
number of packs needed, the packs scanned. ability to check orders in the queue for each packaging 
line and to designate which courier is being used. along with retailer name. etc. 

Pre-Assigned Packs are Not Permitted 

LOTOSTM OIS IGMS does nol pre -a..<i.<; ign pach 1.0 specific orders, the !\ystem npem1es with pick 
and pack for any packs oftickcts that reside in the warehouse in the proper status that allows 
shipment to a retailer. This is standard IGMS fu nctionality; the o ld days of packing t ickets in pack 
number order are long gone. 

7.3 Instant Ticket Game J\1anagement Tens Lottery 

DOCUMENT REDACTED BY TlC - 12-6-10 (552.101{ 466.022f 552.139{ 552.110) 



Inflalor 
Error Screens 

The System is replete with various error screens and messages: 

£ rTors 

Scanned Value En or 

299-1 [6-D.:TALID_lR:\..i'\smo:\l Prolilctl99 Pack 1 Cootainc" 1 is allocation 1 ",i:tb. swu.s 5 0 

Printing Order Labels and Manifest 

LOTOSTi'o1 O/S IOMS supports the printing of labels and man ifests upon the scanning of the last 
pack to be placed for an order. Complete orders, which w;l1 not fit in one shipping container, are 
d ivided into Iwo or mu ltiple orders and separate manitest and multiple shipping labels are 
generated. 

\. 

"'~~ '" 
Above- Scan of the last pack 
produces Shipping Documents 

Below - Shipping Manifest is Created 
and placed 

.-

Manifest files may be exponed into a variety of formats including Excel and CSV. Shipping files 
are exponed in fannals that are compatible with muhiple couriers such as UPS, FedEx and DIlL. 
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Reprinting Labels and Manifests 

Reprinting of labels and manifests by (he order packagers can be accomplished easily for archived 
orders and the last order completed, screen shots showi ng this function have been shown above. 

Generation of a Barcode File for the Courier 

As stated above, the IGMS System supports multiple couriers and can generate a bar-coded file of 
all shipments fo r eacb courier. 

Order Exception Reports 

An order exceptio n report will be generated when an order cannot be fill ed for a retai ler. In the 
event that an order cannot be fulfilled, the System will not allow mod ification to the order o r allow 
partial fu lfillment of an order. Either all of an order is fill ed or no part of an order is fill ed. 

Returns and Ticket Destruction 

As standard functional ity of the system, any authorized returns and transfers are accomplished by 
scanning the barcode on an individual pack or t icket within a pack, Partial returns are supported by 
scanning or entering starting and ending ticket range numbers manually keying return fu nction 
infonnation. Bulk sh ipment receipt and print carton contents listings are fully supported w ith a 
single barcode read while in the returns fu nction. 

The screen shot below shows just one way of many in the System for viewing the cartons contents. 
which can be printed while in the returns fu nction. 
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The System allows manual entry for returns, whi le scanning the barcodes of the pack is the 
preferred method ; it is a lways possible to enter returns and other information manually_ 

Partial or damaged packs for an active game and packs from a past game that are retumed wi ll be 
destroyed. laMS fully supports the return of all full, partial or damaged packs of unsold tickets to 
any Lottery warehouse for destruction. Reports will be available that allow security or audit 
personnel to verify the accumulation ofretumed tickets and subseq uently authorized destruction of 
those tickets. The records that are created during the return process will be shown on reports and 
will be used to set the status ofthe packs as "destroyed" . 

7.3 Instant Ticket Game Management Texas Lottery 
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7.4 Claims and Validation 

Players can claim prize payouts at Retailers or onc of the sixteen (16) Texas Lottery Claim Centers 
across the State of Texas. The number afClaim Centers has the potential to increase or decrease 
overtime. 

Prizes valued at less than $600 can be claimed at any Retailer location. Prizes valued at $1 million 
or less can be claimed at any of the Texas Lottery Claim Centers. Any Lottery pri ze can be claimed 
at the Austin Claim Center. In addition, the following prizes only may be claimed at the Austin 
Claim Center: 

• Lotto Texas or Mega Millions Jackpot Prizes 
• TIle prize is greater than $1 million 
• The prize is paid as an annuity 

All claims are subject to the Texas lottery' s security and ticket validation requirements and 
procedures. All claims for Lottery tickets that cannot be validated and/or for tickets that appear to 
have been altered are identified and investigated by the Texas Lottery. Texas Lottery investigations 
frequently rely on reJX)rting tools and data in the Lottery Gaming System. 

Table 37 Claims and Validation 

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

INTRALOT acknowledges, accepts and will deliver the roles and responsibilities and detail 
requirements indicated in this section of the RFP under Table 36 Claims and Validations 
Requirements and Table 38 Claims and Validation Service Levels. 

2. The Proposer must describe how it will provide an integrated System for On-Line and Instant 
Ticket claims, validations and payments, which includes check writing software and hardware 
for use at Texas Lottery headquarters and each of the Texas Lottery claim centers. 

Claims and Validation 

INTRALOT is confident that the Claims and Payments sub-System of LOTOSTM O/S provides the 
Lottery with an advanced solution that accommodates the current prize validation and payment 
processing practices, as well as meeting the future requirements of the Lottery. INTRALOT is 
committed to helping the Texas Lottery grow its top line sales and bottom line contribution to the 
Foundation School Fund. INTRALOT is bringing unprecedented teclmology, process and staffing 
to The Texas Lottery. INTRALOT's world class facilities will provide superior security. office and 

Texas Lottery 7.4 Cla ims a nd Validation PlIge 1 
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warehouse space that is optimized for efficient workflow. INTRA LOT's technical and facilities 
solutions are the most secure of any in the Lonery Industry. Our LOTOSTM securities have never 
been breached. 

INTRALOT will dramatically beat the Texas Lottery's claims and payment service level 
expectations. INTRALOT is staffing Texas with our most experienced leaders in all areas of 
Lottery services. We are heavily investing in technology, infonnation, structured process and the 
right people to make Texas the most successful lottery in America. INTRALOT is totally 
committed to driving tremendous annual growth in lottery sales. 

INTRALOT will provide, install and maintain two (2) check printers in the Lottery Test Lab, the 
Texas Lottery Office of the Controller and at each Texas Lottery Claim Center. 

INTRALOT will provide a 
secure method of applying required signatures pending Lottery approval. LOTOS™ provides 
integrated claims and payments for on-line and instant ticket validations for use at the Texas Lottery 
Claim Centers and 1·leadquarters. LOTOS™ provides the ability to release payments to speci fic 
printers throughout the Claims Processing system. It records which printer processed each claim as 
part of the payment transaction. 

On-Line Tickets that have been previously validated are maintained on the System for more than 
ninety (90) Days following prize validation. When presented for subsequent system validation or 
prize inquiry, previously validated On-Line Tickets return a previously validated message 
identifying the validating Retailer for a ninety (90) day period following prize validation. Instant 
Tickets that have been previously validated are maintained on the LOTOS™ System for a suitable 
period of time n:latt::d to the validation periods for Instant Ticket!> and relurn a previously validaled 
message identifying the validating Retailer. The validation periods for Instant Tickets are 
detennined by the close date for a particular game and the one hundred and e ighty (180) Day period 
following the close date during which prize-winning tickets from a closed game may continue to be 
validated on the Retai ler Sales Tenninal. The LOTOS™ System provides the abi lity to check 
claims for eligibility against a database(s) that tracks ineligible c laimants. The LOTOS TM System 
provides the ability to change or select the payment type (annuity or cash o ption) at the time orthe 
claim. 

All of INTRALOT's tenninals are capable of validating both instant and on-line tickets using the 
2D image based barcode scanning, and all terminals will validate tickets using the touch screen and 
a manual entry procedure. All tenninals have a comprehensive set of functions that allow the 
validation of on-line and instant tickets, and other functions that include receipts. activations, 
settlements and validations. The tenninals are capable of validating winning instant tickets, both 
lhrough keyless validation using the barcode printed WIder the latex and manual entry. 

LOTOSTM OIS is extensively parameter drive, providing flexibility to set the prize amount triggers 
for payment by the retai ler or via a claim to the Lottery. These parameters also incorporate, on a 
game by game basis, the time period in which winning tickets can be paid by the retailer or when a 
claim must be fi led with the Lottery. INTRALOT agrees to validate tickets according to the 
schedule and time period requirements of the Lottery. 

7.4 C laims a nd Va lidation Texas Lottery 
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Validations are initiated by reading a ticket's bar code or by manual entry of the ticket validation 
detail s. OUf tenninal s are controlled by system parameters that speci fy whether a prize is to be paid 
by the retailer or must be taken to a claims center or Lottery headquarters for redemption. The 
System parameters will be set to accommodate the current limit of$599 for retailer payment. 
IndividuaJ ticket claims of six hundred dollars ($600) or more are entered under separate vaJidation 
entries in accordance with IRS reporting requirements. 

'Ine LOTOS ™ System captures, reports and prints claimant information required for IRS reporting 
at year-end. This functionality also provides the ability to calculate and withhold taxes and other 
designated amounts from the prize payment automatically and on an ad hoc basis at the time of 
payment issuance. The LOTOS ™ System prints the required fonns for reporting claimant ' s income 
to the IRS. This includes but is not limited to W-2G, and 1042S fonns. The LOTOS TM System uses 
infonnation gathered and entered from Fonn 5754 to create multiple W-2Gs for one claim. All 
designated Texas Lottery staff will have the ability to generate replacement tax documents via 
LOTOS ™ upon request. 

The LOTOS™ System provides the abi lity to maintain game validation records, inquire on 
validation files, and search for cashed ticket records. Access to these records is available online for 
at least three (3) years. The long-term access and retention of these records will be in accordance 
with Section 3.74 of thi s RFP. The LOTOS™ System provides the ability to automatically account 
for unclaimed prizes for all Lottery Products based on each game's end validation date. 

The LOTOS™ System provides the capability to support Super Retailers who in the future may be 
authorized to validate and pay prizes up to four thousand nine hundred and ninety-nine dollars and 
ninety-nine cents ($4,999.99). While LOTOS TM is not required to process these Super Retailer ze 
validation claims with actual tax withholding of a portion of the prize amount, it easily could. 
LOTOS TM allows review of the prize claimant infonnation and based on internal data files, 
recognizes prize claimants who may owe certain financial obligations to the State of Texas. 
LOTOS TM docs not allow the validation of these types of prize claims and creates a message that 
directs the prize claimant to a Texas Lottery Claim Center. 

or a message that is approved by the 
Lottery will be printed on the validation receipt. Any ticket that cannot be located in the System 
such as expired tickets will not be allowed to be validated. LOTOS ™ captures the prize amount 
from the validation process and records the ticket at validated/paid. Validation processing allows 
the production of exchange tickets for all Texas Lottery Products as appropriate. The LOTOS 1M 

system provides the capability to account for non·cash prizes when a printed check is not required. 
A transaction number is assigned to track these claims. A weekly report is generated to track these 
types of transactions. 

The LOTOS ™ System provides the ability to track (by agency and time period) and manage debt 
set-off from prize payments for certain identified debts under Texas Government Code Annotated. 
466.407 owed to government agencies. The LOTOS ™ System provides the ability to perform this 
function for all types of prizes and prize payments. 

Tens Lottery 7.4 Claims a nd Validation PJlge3 
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LOTOS TM System will be password protected. The LOTOS™ System provides banking activity 
updates for banks to minimize fraud. 

The LOTOS™ System provides the abi lity to void and reissue payments. Tltis nUlctionality 
provides the ability to update and modify claimant infonnation and record all hi storical 
modifications by user ID with a system-generated date and time stamp. This functionality provides 
the ability to inquire online and produce ad hoc reports detailing claim modification history. 

The LOTOS ™ System provides the ability to verify zip code and addresses in the United States, US 
jurisdictions, Canada and Mexico. The address validates with United States Postal Services (USPS) 
data. 

The LOTOS™ System provides the ability to automatically account for unclaimed prizes for all 
Lottery Products based on each game's end validation date. LOTOS ™ generates reports for checks 
printed at each Claim Center and each check printer. It identifies Claim Center location, check number, date 
range, prize level range, claimant data and user 1.0. The LOTOS1M database can be queried on line and 
readily supports report generation. INTRALOT's gaming system communicates with ICS and tracks, reports 
and accounts for all checks issued through ICS and penn its the tracking of outstanding checks by comparison 
with "cleared check tapes" from the Texas Lottery's bank. LOTOSTM tracks, reports and accounts for 
annuity payment and non-annuity payments including current balance due and paid for each winner over the 
annuity period. LOTOS 1M can track payments to the prize winner or someone other than the prize winner. 

Validation reccipts are printed for each winning ticket and optionally for non-winning tickets. The 
validation receipt references the original wager. Claim receipts with the appropriate response, as 
specified by the Lottery, will be printed for winning tickets over the defined limit and must be 
mailed, taken to a regional claim office or Lottery headquarters for redemption. INTRALOT will 
implement the Lottery's specific requirements regarding validation limits and the messages to be 
printed on the validation receipts. 

INTRALOT will customize all validation and "pay" or "claim" receipts according to the 
requirements established by the Lottery. This functionality will be documented in functional 
specifications developed by INTRALOT at the start of the project. 

The retailer terminals have the ability, through central site communication for validation, to specify 
whether a prize is to be paid by the retailer or must be taken to a claims center or Lottery 
headquarters for redemption. Validation receipts are printed for each winning ticket and optionally 
for non-winning tickets. Claim receipts may be printed for winning tickets that must be taken to a 
regional claims office or Lottery headquarters for redemption. Examples of validation receipts and 
claim receipts are depicted below. 

7.4 Claims and Validation Texas Lottery 
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Claim Receipt 

The wording on the val idation or other printed receipts can be quickly and easily modified on the 
LOTOSTM DIS system. INTRALOT will work with the Lottery to ensure that tickets or receipts 
that are printed on the terminals contain the data, messages and information that the Lottery deems 
appropriate. 

LOTOSTM DIS is developed with fl exibility and security. The System provides many functions that 
can be modified with a simple parameter change. The System allows the selective implementation 
or suppression of specific on-line or instant game functions, and/or other tenninal capabilities on an 
individual tenninal and System-wide basis. In addition, INTRALOT will configure the System to 
detect and display errors, as may be defined o r requested by the Lottery. 

The LOTOSTM DIS system provides parameters that allow for the configuration orthe maximum 
value to be redeemed at the retailers. The System will be configured so that the retailer tenninals 
cannot cash wins in excess of that pennitted by the Lottery, including the current limits either for a 
single play winner or for multiple play winners on a single ticket. The retailer tenninals are easily 
configured in order for the retailer to query the System as to whether to continue with the pay 
transaction or not, in the case that enough cash may not be on hand to pay the ticket. For larger 
wins the tenninal returns a response as defined by the Lottery, pennitting the win to be claimed, 
such as "File Claim." 

Great care has been taken in the design and architecture of the LOTOSTM System to accommodate 
and provide flexibility for the ongoing operation and changes to the configuration of the system, 
including the requirements for multiple draw tickets. All multiple draw and advance draw wagers 
are maintained 

Before an exchange ticket is printed by the tenninal, LOTOSTM OIS verifies the 
existence and state of the previous wager, and updates the database appropriately. 

Tens Lottery 7.4 Cla ims and Validalion 
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In the event of a game termination or change, the LOTOSTM O/S phase-out schedule is configurable 
in real-time by simply changing parameters in a game administration management screen. Once the 
phase-out schedule is determined by the Lottery, our operators will change the settings for advance 
plays and multiple draws as the date of game termination or change approaches. 

The LOTOSTM System will never produce duplicate tickets because unique serial numbers are 
assigned to every ticket issued, whether a single draw or multi-draw ticket. Our System security 
eliminates the possibility of duplicated tenninal transactions because, after completing the printing 
of a ticket exchange, cancel, validation, or report, the contents of the print buffer are filled with 
blanks. Therefore, if a printer failure resulted in successive PRINT commands being executed, the 
second command would produce a blankAilled ticket and not a duplicate of the first ticket. This 
ensures that the sale, exchange, cancellation, and validation of tickets cannot be duplicated on any 
retailer terminal equipment. 

If a multi-draw ticket is submitted for validation before all draws have expired, any prizes won are 
processed normally as either a "Pay" or "Claim." An exchange ticket (replacement ticket) is 
generated for multi-draw tickets that are paid or claimed for any remaining draws. This ticket is 
clearly marked as an exchange ticket and has its own unique serial number and barcode. Like the 
validation transaction, the exchange ticket serial number is linked to the original ticket at the Host. 

A standard feature of LOTOSTM O/S allows authorized users to completely control game activities, 
including suspension and reactivation of game sales, suspension of ticket cashing, and modification 
of game parameters and activation of game promotions by retailer location, demographic groupings 
or the entire network. The ability to tum cashing on and off at the terminal level or for a specific 
game and specific draw(s) is controlled by check box parameters throughout the System as the 
validations control function is defined by Retailer, by Game and by Draw 

INTRALOT's LOTOSTM O/S and GMS Systems support low, mid, and high tier levels, with 
numerous subdivisions. 

INTRALOT's System supports all types of prizes and prize levels including cash, free tickets, 
merchandise, and other new serialized products such as electronic scratch cards. Our System 
supports multiple prize levels that can result in the same value - in other words there may be several 
ways to win the same cash or merchandise prize. The amount of the prize that can be paid by the 
retailer is just one of many configurable parameters. 

7.4 Claims and Validation Texas Lottery 
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SOLUTIO:>! 

GMS provides morc than 999 individual levels and values 
per game. 

OMS supports low-, mid-. and high-tier prizes. It provides 
variable tiers of prize levels with numerous subd ivisions in 
order to accommodate cash prizes, free tickets. and 
merchandi se. OMS differentiates which prize levels can 
be paid by the retai ler. aI a regional ofilce or req\li res 
payment at Lottery headquarters, in addition to a llowi ng 
for several different prize levels to result in the same prize 
value. 

OMS supports prize amounts greater than ten bi llion 
dollars exceeding the RFP requirements. 

I 3. The Proposer must describe the validation capabilities of its proposed System. 

fNTRALOT's OMS offers the Lottery total fl exibility in validating instant and on-line tickets and 
the System supports multiple vendor validation algorithms simultaneously for instant ticket 
validation. All instant game val idation transactions at the retailer will inquire against a validation 
database to check tor "payable" status. which is located on the LOTOS-'-"" U/S database. Tickets 
from a pack that has not been activated may not be validated unless auto-activation is enabled. 
Stolen tickets may not be validated. Tickets still in the warehouse may not be validated, etc. All 
ticket validations arc controlled according to a parameter based transition matrix which defines 
allowable movement and ticket status changes. 

INTRALOT will work with the Lottery to define valid pack movement and valid ticket statuses 
when defining the pack transition matrix. The instant ticket pack transition matrix used in Ohio 
contains nine hundred eighty eight (988) statuses to track instant tickets from initial receipt at the 
warehouse through sale or destruction. The number of valid movement and valid ticket statuses is 
unlimited due to the parametrical design of the laMS system and will be customized exactly to the 
business rules and requirements of the T cxas Lottery. Each instant ticket validation returns a 
wi nner/non-winner status, a prize value, and a pay/no-payor claim status. The retailer has the 
option to receive a receipt for each validated ticket or to receive a single receipt for all tickets 
validated in a batch. 

INTRA LOT wi ll facil itate a func tional specification for the validation and ticket status rules that the 
Lottery requires. 

Winning tickets with prize values exceeding the retailers' cashing limit will create a claim receipt 
that the player can take to a Lottery office. Neither online nor instant tickets have to be cashed a1 

Te:cas Lottery 7.4 Claims and Validation 
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the same retailer location that sold the ticket. Cross-redemption is a standard feature of IG MS. 
Another standard feature of IOMS is partial pack transaction processing for stolen tickets, returns, 
transfers, and settlements. 

INTRA LOT wil l facilitate implementation of additional cashing transactions that the Lottery 
requires and provide the ability to perfonn different functions depending upon the prize amount of 
the ticket. 

Please note that all Lottery equipment 
and peripherals offered by INTRALOT 
utilize 2D barcode technology. 
fNTRALOT retailer terminals, ticket 
checkers, and self service vending 
machines will read the barcodes currently 
in use by Texas for keyless validation of 
instant tickets with a 99% or higher first 
time read ratc. 

From the validation stand point transition 
from GTECH to INTRALOT wi ll be 
seamless and unnoticeable by the retailers. 

Keyless validation utilizing barcodes under the latex is a standard function for the INTRALOT 
System. The LOTOSTM System and all INTRALOT tenninals support the capability to perform all 
instant ticket retailer transaction processing requirements that are required for keyless validation. 

The proposed INTRA LOT retailer terminals support the full range of instant ticket transactions at 
the retailer and the LSR level, including keyless validation for instant tickets. The tenninals support 
full 20 barcode reading, including PDF417 and Data Matrix barcodes, and also provide the ability 

to read drivers' licenses and other documents such as: UPS and 
FedEx shipping manifests. 

INTRALOT will work with the Lottery and your instant ticket 
vendors to ensure that any encoding scheme, barcode design, or 
decryption algorithm is secure and will maintain the integrity of 
the game. We will ensure that the System can acconunodate the 
Lottery's current barcode practices and new standards. 

By working closely with the Montana, Idaho, New Mexico, 
South Carolina, Ohio, and Arkansas Lotteries and their instant 
ticket vendors, INTRALOT has been very successful in 
implementing keyless validation using the "Failsafe" barcode 
printed under the latex for all of these customers. All 
INTRALOT terminals have the ability to read all known barcode 
fonnats including 10, 20, PDF4l7, Data Matrix, and any other 
types of barcodes. The barcode readers and Ticket-Checkers 

used by INTRALOT are image based readers which allow this technical abi lity. 

7.4 Claims and Validation Texas Lottery 
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The redundancy of information within the 2-D barcode, i.e. how much of the latex covering the 
barcode must be removed in order to get a valid scan, the print float parameters and constraints and 
the data/information within the barcode is determined by the Lottery and the ticket printer. 

The check 
digit code is generated by an algorithm approved by the Lottery. The secure barcode is printed in 
the play area and covered with latex for test and production games and is consistent with NASPL 
standards. 

Texas Lottery 

Confidentiality Claimed 
Not released 

7.4 C la ims Bod Va lidat ion 
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Confidentiality Claimed 
Not released 

The Proposer must describe its proposed System's secured method (and equivalent backup method) 
of applying required signature(s) to the check stock during the check printing process. 

INTRALOT's LOTOSTM DIS has a check writing application for claims centers and Lottery 
headquarters. The application allows for the complete integration of claims, payments, and 
reporting. The System utilizes the browser·based Games Management interface with the 
appropriately authorized user. This browser-based check writing application functionality is a part 
of LOTOSTM O/S. 

INTRALOT will provide the Lottery with privileged tenninals; workstations check writing 
hardware and software, check stock. and secure signature management as may be required. 

All claims are initiated by the input of data from a claim form that has been completed by the 
claimant. The claim form provides all the information required by the Texas Lottery to pay the 
prize. Information such as IRS and State Agency 
requirements, including winner pools, as reported on IRS 
Form 5754 are included on the claim form. 

The System captures and retains pertinent and related 
information required to meet IRS withholding 
requirements, as well as issuing W2-G forms to winners at _ 
the time of payment. The System can also generate forms 
needed at the end of the year in order to transfer to the IRS ~ -='-1 
information for prizes over the withholding limit. The \\ E -
System also has the ability to withhold other amounts from ~ - ! 
the prize on an Ad Hoc ba.'Si:s. INTRALOT will in:sLall "'2 -----

Page 12 

printers in all Lottery offices for the purposes of printing Lottery checks and W2G's for all 
applicable winners. 

INTRALOT is currently using the XEROX Phaser® 4510 with great success. We are using three­
trays, one for plain paper, one for check stock, and the 3rd for W2 stock. 

INTRALOT will provide privileged tenninals and check-writer printers for the Lottery claim 
centers and headquarters for cashing and paying winning tickets. For these terminals, cashing will 
be restricted by the Lonery to dollar and prize ranges different from ordinary retailer authorization. 
lNTRALOT will configure these terminals to the exact cashing limits and according to the 
specifications defined by the Lottery. 

7.4 Claims and Validatioo Texas Lottery 
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Confidentiality Claimed 
Not released 

In addition to providing the above data exchange with the banking system LOTOSTM OIS will 
provide check writing data to the Lottery's Internal Control System (leS). 

7.4 Claims and Validation 
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7.5 Retailer Management 

The Lottery Gaming System supports a variety of retailer management functions, including licensee 
management such as retailer maintenance and license application processing, inventory 
management, accounting and access control. Additionally, the Texas Lottery also maintains internal 
databases for sensitive licensee infonnation and internal business processes that require database 
interactivity and Lottery Gaming System integration. 

Retailers are held accountable for all charges that accrue from the settlement of Instant Ticket packs 
and the sale of On-Line Game tickets through their licensed business location. Retailer accounts are 
adjusted to credit retailers for sales commissions, prize payments, and other transactions related to 
managing the financial relationship between the Texas Lottery and retailers. A Retailer account 
swccp is executcd weekly to debit the Retailer's account for all charges that have accrued since the 
last cycle (currently, Sunday morning through Saturday night) and transfer the money to the Texas 
Lottery Commission's account. If the sweep results in a bank return, thc Tcxas Lottery will initiate 
a process to recover the fWlds due plus penalties and interest. Retailer licenses are summarily 
suspended pending payment. Four (4) or more bank returns for non-sufficient funds (NSF's) in a 
twelve (12) month period or failure to pay all amounts owed to the Texas Lottery may result in 
revocation of the Retailer's license. TLC Retailer Services can credit a Retailer' s account for both 
On-Line and Instant Ticket games and related prize activity. 

Table 40 Retailer Management 

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

fNTRALOT acknowledges and accepts the roles and responsibilities and detail requirements 
indicated in this section of the RFP under Table 39 Retai ler Management Requirements. 

Te.s.as Lottery 7.5 Reta iler Management 
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2. The Proposer must describe how it will provide an integrated System to support the Texas 

Lottery's Retailer management functions. At a minimum, the System must include licensee 
management functions such as Retailer maintenance and license application processing, 
inventory management. accounting and access control. 

Retailer Account Setup 

Under the LOTOSTM O/S Retailer Account Management is a sub-function of the Instant Game 
Management System (lGMS). A ll retailer accounts are set-up and updated by authorized personnel 
in real-time using the browser based features and functionality of this sub-system as described on 
the following pages: 

Retailer Data and Configuration 

The RetailerlPOS configuration allows authorized users, through a management tenninal, the 
capability to input, update/process and delete retailer data. 

The authorized user(s) have the capability to search for a retailer or for a group of retailers using a 
variety of filters , the main filters are: 

• Retailer number 

• Location, address o r port ion of an address 

• Geographic Criteria (e.g. county, city / community etc.). 

• Zip Code 

• Retailer name or Company Name or part thereof 

• LSR or Route Code 

• Collaborating Bank 

The information that is recorded at the retailer level can be divided into the follow ing: 

• Basic Data - e.g., Retailer number, address, type of business, Ownership Data 

• Financial data 

• Financial Limits 

• Operational Status - e. g., active, suspended, 

• Geographic Allocation - e.g., part of the state or lottery region depending on the 
lottery's retailer network is organized, 

• lnfonnation - e.g., general note/comments about the retailer. 

7.5 Retailer Management Teus Lottery 
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Basic Reta iler Data 

Retailer Configuration Basic Data Screen 

This screen is used to record the general retailer infonnation including: 

Tens Lottery 

• Retailer ID number 

• Old number: Previous number for any particular retailer can be included rOT correlation 
purposes 

• Status : Current status of the retailer 

• Time Zone: The time zone (the di vergence from Greenwich Mean Time) where the 
retailer is located 

• Title: A fie ld used to further describe the retailer 

• Street Address 

• City 
• Zip or Postal Code 
• Afte r Hours Phone 

• Business Hours Phone 

• Fax Number 
• Web Site 

7.S Retaile r Management 
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• E-mai l 

• Route Code: allows the establishment of routes for distributing consumables if required, 

• Central Retail er Code: Refers to the code of the retailer's parent organization. 

• Retailer Type: Typically associated ~1th sic codes. 

• Retailer User Tax ID Number also known as Employer Identification Number (ErN) 

• Retailer Responsible --e.g., the owner or manager 

• Operational Hours: Local Operating hours (from - to) 

• Contact Hours: Recommended times to contact the staff responsible for lottery products 

• Call Range: The range of days available for communications usually defined in the fonn 
of"Mon-Fri" 

Ownership Data 

The ownership data connect the retailer name with one or more owners. By supporting the 
participation percentage, a point of sale terminal can be owned by more than one owner, w ho can be 
private individuals or companies. This application retains a detailed history of the ownership 
periods for each owner, covering ownerships that are transferred. 

The System supports multiple business models, includiog independent retailers, jointly owned 
retailers, chains of retailers and facilitates the procedure of recording transfers. 

Ownership data includes: 

• Percentage of Participation (stake): In instances of joint ownership the stake of each 
owner 

• Starting Date/Closing Date: Period of Ownership for each owner in cases where a stake 
was transferred or the retailer/point of sale was transferred. 

• Type of Owner (individual, company, etc.) 

Depending on the ownership data the retailer is assigned to: 

• District Sales Supervisor 

• Lottery Service Representative 

• Field Service Technician(s). 

• Telemarketing Representative 

7.S Retailer Mana2ement Tens Lottery 
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Financial Information 

The content of these fi les, as well as the manner in which the banks are informed is 
defined separately for each retailer through the retai ler's financial data. 

Financial data are divided into accounting data and banking data. 

!!'~~, .~,,, ,', 

ftm, ........ f>~~. 
~ .... _ ........ i.,.:. 
-~~, .~ ! 

Financial Data Screen 

Texas Lottery 7.5 Retai ler Management 
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Tracking Retailer Changes 

LOTOSTM OIS audit tracking functionality of the Oracle database, provides secure and auditable 
tracking of all changes to the retailer master file and accounting files. The System provides displays 
and reports that show past changes and statuses of the files using the standard retailer maintenance 
screens and reporting functions. 

Retailer Weekly Accounting 

The LOTOSTM OIS has the flexibility to define and to change any accounting period on a retailer by 
retailer basis. 

LOTOSTM DIS can also be configured for daily or 
other accounting periods in the event sllch a business need arises. 

problems. 

7.5 Retailer Management Texas Lottery 
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Accounting by Retailer Location 

A standard feature of LOTOSTM OIS is to accommodate the accounting of multiple retailer 
tenninals associated with one retailer account. Retailer accounting is setup in the 
such that multiple terminals at one retai ler can be accounted for individually or on a combined 
basis. As an example, high volume retailers may have two or more clerk activated terminals and 
possibly a WINSTA TION TVM at one location. This creates the need for individual terminal by 
terminal accounting, a roHup of all sales for the retailer of the clerk operated terminals and a roll up 
of the clerk operated terminals with the self service terminals for one retailer. The retention of 
accounting data and abi lity to report financial information, even in the case of a change of 
ownership, is also a standard feature. 

Retailer Adjustments and Reimbursements 

LOTOSTM OIS IGMS offers fu ll functionality for debit and credit adjustments to a retailer' s 
account, including entry of manual adjustments and adjustments for a group of retailers, such as a 
region, zip code, type of retailer, etc. In the event of a special promotion special adjustments are 
also allowed. The Lottery is able to easily define the adjustment type codes and descriptive reason 
codes and add, modify or deactivate codes on an ongoing basis, as needed. In addition, automatic 
recurring adjustments can be scheduled for a retailer or group of retailers to aid in any special 
accounting requirements that may be needed. 

All actions are recorded and fully auditable, including, but not limited to, date of adjustment, 
Lottery employee making the adjustment, and description/reason tor the adj ustment. ·l ·he System 
also supports input of an excel file which can be uploaded by Lottery from a management tenninal 
for the purposes of making bulk adjustments to many retailers quickly and easily without the 
requirement to manually input adjustments one at a time. 

Retailer Bonus Checks 

LOTOSTM OIS laMS has extensive and robust check writing and 1099 reporting functions, which 
includes the ability to produce retailer bonus checks. This application has all of the functionality to 
produce retailer bonus checks including the ability to roll multiple bonuses up to a single check for 
corporate accounts while maintaining individual store information. 

Texas Lottery 7.5 Reuiter Management 
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Separate Commission Rates 

The billing function calculates sales commissions for each retailer. The sales commission is 
parameters can be easily modified by the Lottery on a retailer by retailer and/or game by game 
basis. This permits multiple commission structures, in the event that the current commission 
structure changes or special promotions are developed. Thi s function is available to enhance 
retailer participation in new games. The sales commission can be set to a specified percentage for 
each game sold, promotional offers and by game or product type. 

Variable Retailer Commission Rates 

LOTOSTM OIS supports variable commission rates. LOTOSTM O/S and IGMS System supports 
variable commission rates. 

Commission rates for certain retailers or retailer subsets, may temporarily or pennanently be set 
differently than the default. Retailer commissions can be increased to any percentage on all product 
sales during a promotional period, for one or more days, or even a portion of a day. For example, 
during the Nebraska "Buy $2 of Pick 3 and get $1 free Powerball" promotion, retailer commissions 
were increased by 3% on all Pick 3 sales. 

Variable Retailer Allowance Rates 

LOTOSTM 0 /8 supports variable retailer allowance rates for: 

• Tickets issued in error, 
• Various rates may be triggered by tenns and conditions of retailer contracts, 
• By retailers meeting sales objectives, 
• Other defmed conditions. 

The allowance will be a percentage of sales of the games identified by the Lottery which will be 
credited weekly to the retailer. 

Retailer Tax Accounting 

INTRALOT provides combined instant and on­
line product accounting for retailer tax 
accounting, which is a standard feature of 
LOTOSTM O/S. Our System maintains 
accounling records 10 support IRS fi lings via 
electronic file transfer or OVO. 

7.5 Retailer Ma nagement 
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LOTO$TM 0 1$ Oracle database captures information for retailer terminal activity: 

to meet the 1099 
end afyear reporting requirements. Information will consist of sales commission. cashing 
commission, incentives, bonuses and certain other retailer adjustments. This information provides a 
full accounting for tax reporting purposes. 

LOTOS O/S IGMS provides the following func tionality for retailer tax accounting: 

, , , 
-,~ _. 
~~ ,= . 

-.= 

-.= 

Texas Lottery 

• The capability for the Lottery to enter or adjust additional 1099 data such as for bonuses 
paid to retail ers for selling high tier winning tickets. These entries will not affect the 
retailer invoice but will be incorporated into the 1099 reporting records. 

• The capability of rolling up all of an owner's stores, based on EINfTlN, to onc 1099. 
• Report on year-ta-date 1099 totals with indi vidual stores under one own er, and roll-up s 

for owners of several stores. 
• Printing and sending I 099s to the Lottery for review and subsequent distribution to 

retailcrs. 
e Producing the files for the IRS and the Lottery in CVS or any other fonnat that may be 

required over the term of the contract. 

1099 Retailers rntralot 
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Banking Data 

Banking data associates each retailer to a specific banking entity. This designates the bank, the 
branch office and the account number that is debited or credited with the accounting balance 
settlements. The supported banking data incl udes: 

LOTOSTM OIS supports either semi-automated or fully automated electronic dala transfer 
procedures. The retailer' s banking data designate whether the retai ler participates in the electronic 
data transfer procedure. 

Financial Limits 

The accounting data dctcnnines whether retailers receive small debits or credits. Financial Limits 
include parameters that set the upper financ ial limits for retailer payments and cancellations. 

Credit Limit 

The credit limit, should the Lottery wish to implement it, is equivalent to the highest pennitted 
monetary amount from cash income that the retailer can accrue in its account. LOTOSTM O/S will 
not allow the retailer to perfonn a financ ial transaction if the amount of that transaction added to the 
running total of the retailer' s account will exceed the credit limit. 

Page 10 

LOTOSTM DIS maintains counters that record the amounts that concern all the retailers' financial 
transactions (sales, payments, returns and/or promotions which result in a financial transaction). 

Some of these financial transactions are cross-checked cumulativcly. in real time, with the credit 
limit of each retailer. The kind of financial transactions that are taken into consideration (e.g. sale, 
payment of winnings. other reductions) and whether it will be recorded as a debit or a credit to the 
aggregate of the counter operating in conjunction with the credit limit is set as a parameter by the 
Accounting and Finance System. 

The credit limit for the retailer of sale is a simple paramctcr that can bc changed d ynamically or on 
screen by an authorized Lottery employee. 

7.5 Retailer Management Texas Lottery 
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The finnnciallimits for payments and cancellations designate the maximum amounts that can be 
paid or cancelled for each ticket printed on the retailer' s terminals. 

The general financial limits on payments and cancellations are entered and modified fo r each game 
by the Games and Draw Management application. Payment and cancellation limits can also be 
uniquely sel for any retailer. In the instance where the amount for payment or cancellation ofa 
ticket exceeds these limits, the System does not permit the transaction to be completed. A pop up 
message is sent to the affected terminal describing what actions must be taken to handle the 
transaction (e.g. a message to call the customer service line, or information the retailer needs in 
order to direct the player to take the ticket to an authorized Lottery payment center). 

Authorized Lottery personnel can set fi nancial limits on payments and cancellatio ns that change 
throughout the system dynamically. 

Texas Lottery 7.5 Retai ler Management 
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Operational Information 
The status and dates associated with the retailer's terminal can be easily viewed and modified on the 
operational status screen. These dates reflect the historical operational status of retai ler's. 

Page 12 
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Operational Information Screen 
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The data supported include, but are not limited to the following: 

Texas Lottery 

• Date of the Operating License: when this particular retail er received its operating license 
from the Lottery. 

• Start date: when this particular point of sale officially began its business operations as 
part of the Lottery' s sales network. 

• Date of Start of Temporary Break: records the beginning dale of a temporary break in 
terminal operations (e.g. due to exceeding a limit, non-payment of amounts owed to the 
Lottery or retaiJer's request for a temporary interruption of operations). 

• Date of Termination of Temporary Break: records the date ofre-commencement of 
terminal operations. 

• Termination date: records the date on which the retailer's tenninal was deacti vated (but 
may sti ll have active financial status in case of unpaid winnings, etc.). 

• Date of Permanent Deletion: after all pending financial transactions at a point of sale are 
settled. it is no longer active in the day-to-day management procedures but remains in 
the data base for reasons of historical accuracy (Permanent Deletion). 

• Status: a retailer terminal can be characterized at various stages of its business operation 
cycle to be: 

• At stand-by - it has not yet been activated 

• In operation - in full business operation 

• In a temporary break - temporarily inactive 

• In deletion - the status of termination of operation 

• Permanently Deleted - available only as an historical element 

7.5 Retailer Management Page 13 
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Geographical Information 

This includes data that identifies the geographic location for a point of sale. The geographic 
location is designated separately from the retailer'S basic data. LOTOSTM OIS supports various 
distribution profi les because different countries or states. even different areas within a country or 
state may have a different manner of geographical hierarchical and admini strative categorization. 

Geographical Information Screen 

The location profile characterizations could include (but are not limited to) the fo llowing: 

• Country or State 

• County 

• Municipality/Community 

• MunicipaVCommunity 

• CityNilIage/Settlement 

Page 14 7.5 Retailer Management Texas Lottery 
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General Information 

This screen can be used to display a variety of information that can be customized to the 
requi rements of the Lonery such as the number of devices, terminals and their status, accounting 
information such as pending balance amounts as shown in the example below: 

-.Mee ........... 
It~ ___ .... 

,......... hE" 

General Information Screen 
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Other Opuational Functions of Retailer Management Application 

Retailer Terminal EnablelDisable 

Through a management terminal used by authorized Lottery or INTRALOT personnel; LOTOSTM 
OIS provides users with the ability to control various functions at any given retailer termina l. All 
changes can be scheduled or can take effect immediately. 

Management tenninal users with the proper access are able to change the following: 

• Activate/de-activate a retailer's terminal, a group oftenninals or all terminals 
• Enable/disable a terminal's wagering. cancellation, or validation functions by game or 

for all games 
• Prevent cash payment on any terminal or group of term inals 
• Make inquiry to the validation file (security matrix access contro lled) 
• Request any retailer report regardless of retailer status, and view the report as would the 

retailer 
• Send messages to retai ler terminals 
• Update all retailer information 

Retailer Disablement Codes 

A retailer may be d isabled fo r a variety of reasons on multiple occasions over a period of time. 
LOTOSTM DIS maintains a complete history of retailer, such actions including: date suspended and 
all applicable reason codes along with notes which are maintained within the retailer's hi storical 
database information that can be provided by either via display on a management terminal inquiry 
screen or printed report. The LOTOSTM O/S has been designed in such a way as to 
provide no limit for the total number of disablement codes or the number of concurrent d isablement 
code conditions at any given time. 

Retailer Personnel 

The LOTOSTM OIS retai ler master file and data base system includes the data elements to support 
entry of retailer personnel includ ing control persons, clerks and associated contact information. This 
information is full y searchable by name or other sort keys. 

" 
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Retailer Configuratiun 

LOTOSTM DIS data base tracks all equipment at each retailer. This infonnation is accessed through 
the Oracle Siebel HOT LIN E and CRM management application and by authorized users through 
the LAU (LOTOSTM O/S Administrator). 

Retailer Event and Compliance Tracking 

Retailer events are recorded in the Oracle Siebel CRM system. Applications processing, including 
security investigation approvals, along with retailer and contract compliance are tracked using the 
LOTOSTM DIS retailer licensing application, all of which is standard functionality of LOTOSTM 
o/s. 

Retailer Licensing 

Using Retailer Application Management rrom a management terminal, an authorized user can track 
prospective applicants and approve or deny the retailer's application. After the necessary approvals, 
the System automatically adds the applicant to the Retailer Master File, as a licensed retailer. 
Following notice of intent to award, fNTRALOT will begin working with the Lottery 

Texas Lottery 7.5 Retailer Management Page 17 
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Retailer Number I I t!\ 
~=========~I Retailer Name 

status I All 

Rl!ltaJler Number 

31 10 

9002 

9006 

9016 

'1f,.".1 RebIITer Name 

Active SECURITY CAT TERMINAL 

Active JACKSONS FOOD STORES INC 

Active DAVIS FOODS INC 

Active CONSUMER CO-OP 

Edit ••• 

Edit ... 

Edit ••• 

Edit •.. 

9022 Active MOYLE PETROLEUM COMPANY Edit •.• 

9023 Active COLEMAN OIL COMPANY Edit ... 

9024 Active STEIN BROS INC Edit ••• 

9025 Active SMITHS FOOD & DRUG CENTERS Edit ... 

9026 Active KERR OIL CO Edit ••• 

9027 Active AH SCHADE INC (DBA GEM STOP) Edit ... 

-!tI Page 1 From 112 

Retailer- Application Management Main Menu 
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Retailer Application Approval and Status Process Screen 
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I Update I 
Retailer Operational Data Status Screen 

The System supports retailer security investigations and retailer compliance with all required 
Lottery rules including compliance to ADA requirements for the purposes of licensing. Since all 
actions of retailers and clerks and the status of devices are recorded on the System database, reports 
can be generated both for security purposes and to verify compliance with Lottery rules. 
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Retailer Messaging - Communication 

LOTOSTM OIS provides dynamic and extensive control of messages down to an individual retailer 
and individual LSR levels from an authorized management terminal and authorized user account. 
Messages are delivered by type according to the user that is signed on. 

When a LSR signs onto a retailer lottery tenninal, the LSR will receive the messages sent for the 
individual LSR and messages sent to a Group or all LSRs. LSRs will also be able to receive 
messages directly on the IPT (INTRALOT Portable Terminal) terminals whi ch will issued to LSRs 
fOT the management of instant ticket inventory. 

Specific 
groups can be defined as a part of the System configuration and retailers and LSRs are assigned to 
the appropriate groups as applicable . 

7.5 Retailer Management Texas Lottery 
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INTRALOT wi ll work with the Lottery to identify special groups and to which groups each retailer 
and or LSR should be assigned. The message screen is very simple to understand and use. 

Texas Lottery 
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Terminal Message Screen 
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Once the message priority has been selected. detennining where the message will be broadcast is us 
simple as selecting from the Target options based on the following example criteria. Criteria for 
groups can be deflned as a parameter therefore the listing below is not aU inclusive and is fully 
customizable as the Lottery may require. 
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• All retailers, or LSRs, or Both, etc 

• City 

• Full service tenninals 

• Sales levels 

• Specific retailers 

• ZIP Code 

• Limited service terminals 

• Chain accounts 

• County 

• Business type 

• Key accounts 

• Region 

• Communications circuit 

Messages may be printed by highlighting the appropriate message and touching the print 
button. The maximum message length is a parameter setting in the LOTOSTM O/S System. 

LOTOSTM O/S GMS easily al lows an authorized user to select the appropriate message priority. 
The retailer is notified of message arrival by a blinking icon in the Administrative area of (he main 
menu. Mandatory messages are accompanied by a non·suppressible, programmable audible alarm, 
as well as the blinking icon. 

Touching the message icon displays the message screen from which the retailer can select the 
messages to be read as shown below: 

7.S Reta iler Management Texas Lottery 
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- 1 "" 
Terminal Message Screen 

.afralo! 

Indicates a Mandatory 
Messages 

Mandatory messages are indicated by the aJert icon next to the message subject. The terminal may 
be programmed to playa sound or sounds upon the arrival of a mandatory message, a standard 
message, or either. arrive as Mandatory messages (they must be viewed 
immediately) and are displayed on the retailer's display as well as the customer display_ 

Messages may be sent in English, Spanish, both, or any programmed language and may be 
delivered to the retailer's touch screen or the advertising displays. Messages may be printed by 
highlighting the appropriate message and touching the print button. 
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3. The Proposer must describe the System's ability to provide online access to transactional 

data. 

LOTOSTM OIS provides extensive secure on-line access to all data. including transactional data, 
stored in the through a rich library of applications to authorized users. 

INTRALOT understands that security represents a critical component in ensuring and maintaining 
the integrity of the gaming system and related Lottery information. Therefore, all users requiring 
access for any purpose will be approved by the Lottery. 

LOTOSTM O/S utilizes industry standard operating systems and supports controls and procedures 
that allow the Lottery to audit all System access 
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4. The Proposer must describe the System' s capability to accept online submissions of original 

and renewal Retailer applications via an internet-based system and how payments for 
application fees would be processed. 

INTRALOT has reviewed the Texas Lottery's current web-site areas associated with the application 
of original and ren ewal Retai ler Applications. JNTRALOT has all of the necessary resources to 
develop and implement an internet-based system to the specific requirements of the Texas Lottery, 
including the capture and processing of application fees. 

Whi le many companies have implemented internet-based applications to streamline their 
operations, the Texas Lottery's Retailer Application and Renew requirements go beyond simply 
inputting data in to a form. as the application has to be supported by several other documents 
namely: 

• Fingerprint cards for each person listed in PROPRlETORS section of the application, 
• Electronic Fund Transfer (EFI') Authorization Form 
• Void Check for Err account 
• W·9 Request for Taxpayer Identification Number and Certification: 

Today all of these additional documents need to be mailed to the Lottery and all o f which require 
additional resources to process and maintained. 

To compliment the enhanced efficiencies of an interactive intemet·based Application process, 
INTRALOT recruiters can collect and scan the additional documentation to accelerate the 
application process. After scanning, the documents can be mailed to a central location for original 
storage to meet any legal requirements for position of original signatures. 

Alternatively INTRALOT can provide a process whereby the Applicant could submit the 
supporting documentation at a convenient lottery retailer using the document capture capabilities of 
the PHOTON retailer terminal The PHOTON has excellent read capabilities that are fully 
described in Section 7.12; capabilities that incl ude the accurate reading and capture of finger print 
cards. 
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INTRALOT is confident that a completely automated paperless solution as described above will be 
cost effective, efficient and will provide many tangible and intangible benefits for the Texas Lottery 
including but not limited to: 

• Significant savings from handling and maintaining applications and support documents, 
• On-line access to applications that reflect real-time status. 
• Faster processing of applications and installation of new retailer. 

INTRALOT is ready to develop a Retai ler Application Internet based web-site and enhance it with 
the implementation of a sub-system as described above within LOTOSTM OIS for the Texas Lottery. 
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7.6 Lottery Gaming System General Requirements 

System security encompasses the activities associated with maintaining physical and logical 
security of all Lottery Gaming System components (hardware and software), including, but not 
limited to, data and virus protection, and access control. At a minimum, these activities must be 
maintained in compliance with Texas Lottery Security requirements as defined by T itle I, Texas 
Administrative Code, Chapter 202 - Information Security Standards (Title 1 TAe 202). The 
following table identifies System security requirements. 

Table 41 System Configuration and Capacity Requirements 

R~'~ron~l' RI.·ql l lll.'m .... l1t~ 

I. The Proposer must acknowledge and accept the roles and responsibilities and detail 
requirements indicated in thi s section. 

JNTRALOT acknowledges and accepts the roles and responsibilities and detail requirements 
indicated in this section of the RFP under Table 4 1 System Configuration and Capacity 
Requirements and the service level requirements under Table 42 System Configuration and 
Capacity Service Levels. 

2. The Proposer must describe how its System will meet the configuration and capacity 
requirements. 

LOTOSTM OIS: 
./ is ready for 24-houra day optionfrom 

day one! 
./ has the ability to roll accounting periods 

and process nightly task while the 
current accounting period is selling, 
cashing and validating! 

Before we describe INTRALOT's LOTOSTM O/S Lottery Gaming System's detail configurations 
and capacities, let us demonstrate that it meets and exceeds the Texas Lonery' s minimum 
configuration and capacity requirements. 
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Hours of Operation - INTRALOT's LOTOSTM DIS LoUery Gaming Syslt:m accommodates a 
twenty-four (24) hour-a-day full-time operation. The System can operate 24 hours per day 
supporting sales and validations, including instant ticket processing, which exceeds the Lottery's 
near twenty-four (24) hour-a-day operation requirement. Currentl y, our Systems in Arkansas, Idaho, 
Montana, Ohio and South Carolina are all running retailer tcnninals 24X7. Only New Mexico and 
Nebraska have a shut down period for about two or three hours in the early morning, per the 
individual lottery's requirements. 

LOTOSTM OIS Failover - The LOTOSTM O/S System design, built on fully redundant arcrutecture, 
makes it a high availability and fault tolerant solution. Recovery from a failure within an active 
System located at the Primary or Back-up Data Center to the hot backup system located at the same 
site will occur instantaneously without operator intervention as the remaining System(s) 
immediately and transparently assume the load. Recovery is an "Auto-Failover" process without 
operator intervention and totally transparent for failures of any modular hardware (i.e. Network 
Interface Cards, Hard Drives, Power Supply, Fans) or other locally contained failure. 

The System architecture is built with ease-of-operation in mind; therefore. there are no complicated 
switchover scenarios from system to system. Each of the LOTOSTM transaction engines and 
ORACLETM Database engine Servers are capable of handling the entire retailer network. The 
design of the hardware configuration is such that hardware and software problems do not impact nor 
disrupt retailer operations, ticket validations or management tenninal services. System recovery 
testing verifies that functionality and contingency factors are in place and operational to mitigate 
any failures that may happen. 

Business continuity is the kcy factor with TNTRALOT's configuration. Utilization of redundant 
System architecture ensures the LOTOSTM O/S Lottery Gaming System will not experience any 
downtime nor any data loss or corruption ofinfonnation. A recovery plan will be in place to ensure 
that, in the event there is a complete loss of processing capability on the primary System; 
transaction processing will immediately switch over to the Secondary System located at the Primary 
Site. If the both systems at the Primary Site fail and the Remote Back-up Site Systems are required 
to take over, the changeover will occur, "Automatically" within two minutes or less. 

There will be no loss or corruption of transactional data, The Remote Back-up Site transaction 
Engines will automatically become the master and handle the load from the remote Back-up Site 
transaction engines. 

Retailer Accounting Week and Billing Period - The LOTOSTM O/S has the standard functionality 
of a Sunday to Saturday billing period and flexibility to define any accounting period for each 
retailer and to change the accounting period as the Lottery may require. The System supports 
multiple billing periods for different classes of retailers based on variables such as retailer type. 
business type, financial standing, sales volume or other variables defined by the Lottery. 
INTRALOT understands that the Lottery reserves the right to ehangc accounting periods during the 
term of the contract. INTRALOT understands that retailer accounting and EFT file process is on a 
weekJy basis, which is currently Sunday through Saturday. INTRALOT understands that in the 
event a business need arises daily or other accounting periods may be required and agrees to 
provide this functionality. 
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All of the LOTOSTM Q/S Retailer Management features and funct ions are fully described in Sectioll 
7.5 above. 

Inquiry and Search Tools - INTRALOT is proposing Crystal Reports and/or Business 
Objects as the primary tools for data mining, data analysis and data reporting. Both tools 
are user friendly have graphical interfaces and can pull data in real time without negatively 
impacting system performance. They can easily pull data by querying the 
databases to allow analysis and graphing data by game, transaction, doll ar amount or other 
data views requested by the Texas Lottery 

Printing the Master Transaction File - The Texas Lottery can view and print (but not add, 
modifY. or delete) LOTOSTM O/S transactions from management tenninals. This is 
accomplished by use of the Real Time Transaction Viewer a simple browser based 
application which is available to authorized users with a system management terminal 
access. 
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LOTOSTM OIS and our database allow fraud profiling and reporting that is unmatched. 
Our data mining and data analysis tool s have the ability to cross reference virtually any transaction 
information including 

Our LOTOSTM OIS gaming system adheres to all Texas Lottery business rules, regulations, all 
applicable banking regulations, and state and federal laws. Even though lottery products cannot be 
purchased with credit cards, the LOTOSTM DIS gaming system already meets the requirements of 
the Payment Card Industry Data Security Standard (PCI DSS). 

Texas Lottery 7.6 General Retjuirements 
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Additional LOTOST" O/S Capabilities and Capacities 

INTRALOT's experience and track record has clearly demonstrated that the LOTOSTM DIS (Open 
System) Lottery System is the most flexible, secure, and above all robust transaction processing 
System currently available to lotteries anywhere. OUT Open Systems approach allows our System to 
interconnect and operate scamlessly with third-party hardware or software systems that arc 
deployed in the industry. LOTOSTM 0 /8 implemented on IBM's leading edge business system 
platfonn, is the most flexible and reliable gaming solution for the Texas Lottery. The LOTOSTM 
DIS Lottery engine incorporates , the world standard for industrial strength transaction 
processing, database applications and data mining. 

Our original LOTOSTM product, with its extensive capabilities, has been enhanced with new and 
advanced technological concepts that meet the demands of our sophi sticated customers and is now 
called LOTOSTM O/S. LOTOSTM O/S is the "all inclusive" integrated solution that addresses 
Lottery business requirements through its highly modular and automated suite of applications. 

LOTOSTM O/S sets the new standard for Lottery Systems. The LOTOSTM O/S Suite contains an 
extensive library of applications that are capable of meeting the most demanding Lottery 
requirements. LOTOSTM DIS enables growth and customized from conversion and implementation 
and over the course of the contract to meet and exceed the requirements of the Texas Lottery as they 
evolve. 

The design and field-proven operational performance of our Systems has resulted in maximized 
uptime and minimal tum-around time for game additions and enhancements. The same System 
design proposed for the Texas Lottery currently handles our operations in six U.S. jurisdictions 
(MT, 10, NM, AR, OH, and SC) and will soon to be operational in Louisiana, ew Hampshire, 
Vermont and the District of Columbia. Further demonstration of the LOTOSTM DIS system 
performance is in Greece, where sales volumes exceed $6.5 billion dollars per year. This proven 
system design is proposed to the Lottery. Our most recent production version is installed in 
Arkansas, Ohio, South Carolina, Idaho, Taiwan, South Africa and Soutb Korea to name a few. 

The Lottery can rest assured that by selecting INTRALOT they will deploy a System with the 
capacity and proven operational track record that exceeds the requirements of the RFP. 
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Tire Systems. Terminals, and Software offered ill this proposal 
are guaranleed to Itave tlte tOla/flexibility alldfullctionality 
required to support all online games and play combinations 
and instant game support activities. 

INTRALOT will deliver a TOTAL SOLUTION that is capable of handling the immediate and long 
range needs oflhe Lottery. INTRALOT will provide services and equipment that will meet or 
exceed the Lottery's requirements for processing perfonnance, data storage capacity, tenninal 
support, software funct ions, security, systems reliabi lity, availability, serviceability, scalability and 
controls for a wide variety of games and play combinations. All functionality required by the 
Lottery will be implemented into the System in close cooperation with the Lottery. The LOTOSTM 
0 /5 System is fully capable of supporting all of the requirements, and in fact, significantly 
exceeding them as identified in the RFP. 
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Based on a "multi platfonn" transaction engine design philosophy. LOTOSTM O/S provides 
enhanced modular and scalable capabilities to its existing features and functionality. It offers an 
unparalleled enhancement to an already proven and worldwide-accepted Lottery Gaming System. 
Business Configuration Management (BCM) is one of the fundamental applications of LOTOSTM 
0 /8 and represents the heart of the System. It comprises a series of applications a nd configuration 
parameters that allow LOTOSTM O/S customization according to the Lottery's specific business 
model. 

LOTOSTM OIS LOTIERY GAMING SYSTEM OVERVIEW 
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Application modules. 
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LOTOSTM SALES PLUS -
Manages all Services Application 
modules that support game sales. 
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Manages all aspects of 
System Integrity, Control and 
Access 
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LOTOS HORIZON 

CONTENT 

~NTS PROO'"'' 

GAMESODOS 

CAMESDAAWS 

GlllME8 8TATI3lIC8 .. DATA 

IH FOAM ... TlOt.I ~ RETAI LERS' Pt_AltERS 

Al)Vl!RTJ3EMEHl S (TEXT, IMAGES, vm£Q) 

LOTOSTM HORIZON -
Manages the broadcasting and 
display of all System 
Infonnation Content 

LOTOS'" OIS - SYSTEM CONFIGURATION 

LOTOSTM OIS is a highly-available clustered and fully redundant System making the Remote 
Back-up System an extension of high availability. INTRALOT has applied various techniques 
including the use of IBM's High Availability Cl uster Multi-Processing (HACMP) product, with 
redundant Servers and applications. Data redundancy is provided by sophisticated replication 
technologies built into IBM's Total Storage Solution, Operating Systems and application 
middleware. INTRALOT's reliable and robust System architecture incorporates LOTOSTM 
Communications Processors (LCP), LOTOSTM OIS On-line Transaction Processing Engines 
(OLTPE), and RDB (Relational Data Base). Redundancy is build into every 
component of the network infrastructure encompassing the System's LAN and WAN 
communications network topology. 
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LOTOS OIS High A,.ailability 

Uustl'ring 

LOTOSTM O/S High Availability Clustering 

INTRALOT's Gaming solution design provides a fully redundant and highly available 
configuration at all levels. Fully redundancy that includes the on-line transaction processing 
engines running the LOTQSTM O/S application software. The transaction processing engines, called 
LOTOSTM Transaction Processing Engines (L TPEs), are deployed on a fiber channeled clustered 
environment with a redundant number of high-volume servers inter-connected to an [BM Total 
Storage Area Network solution. LOTOSTM OIS L TPEs run the applications that are used for on-line 
processing, storing and logging of transactions over multiple media. A redundant number of 
specialized front-end processors, called LOTOSTM Communication Processors - LCPs, act as the 
interface between the Central Gaming System and the POS (points of Sale). LCPs are intelligent 
communication devices specifically designed for on· line and instant ticket wagering systems. 

ORACLE' 
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INTRALOT has a fiduciary responsibility to pruted the Loltt::ry 's asst:ls. Nul protecting them can 
be more costly than investing in protection, and as such, fNTRALOT derives competitive 
advantages from being overly cautious, thereby mitigating risks, by investing in solutions and 
procedures to control, manage and contain any potential disaster. 

INTRALOT's Lottery Gaming System offers one of the best Runtime and Data High Availability 
(HA) Systems available. By Runtime HA, we mean focusing on keeping the application 
components up and running and with Data HA we avoid data loss. Our Systems design is highly 
robust and redundant offering High Availability with no service disruption and no loss of game 
processing capabilities in the event of hardware or software malfunction . INTRALOT has taken the 
"no single point of failure" pledge to the nth degree. 

The Primary Site System and the Remote Back-up Site System mirror each other. Both sites are 
identical in processing capacity and architecture. Both sites are fully capable of supporting all Texas 
Lottery processing, reporting and network communications functions. 

The Systems are sized so that each specific server configured for its task is capable of handling the 
entire retailer network, transaction and back office processing loads. The design afthe hardware 
configuration is such that hardware or software issues do not impact the System, and, in particular, 
do not result in disruption of retailer operations, ticket validations, or management tenninal features 
and functions. The System configuration proposed supports full 24x7x365 continuous operation 
and is currently running operations 24x7x365 in Arkansas, Idaho, Montana, Ohio and South 
Carolina. Only Ncw Mexico and Nebraska have a shut down period for about two or three hours in 
the early morning, per their individual requirements. 

LOTOSTM OIS - SYSTEM FLEXffiILITY and ADAPT ABILITY 

In today' s fast paced and rapidly evolving Infonnation Technology environment, the effectiveness, 
flexibility and adaptability of INTRALOT's Gaming System are state-of-the-art. INTRALOT wants 
to be your next partner and through our proposal we clearly demonstrate that we otTer the most 
robust, secure, flexible and adaptable System in the industry. We offer a premium class, field 
proven System that meets and exceeds the RFP requirements and current needs of the Lonery. 
INTRALOT recognizes that the Lonery Gaming System needs to be flexible and adaptable to 
accommodate future lottery requirements. Flexibility in the LOTOSTM O/S includes not only the 
basic system but game flexibility, Systems and User interface flexibility, ability to readily change 
business rules and Player point of sale flexibility (i.e. mobile phones, iTVs etc. Take a second to 
page back to the Graphics that are titled "LOTOSTM O/S Lottery Gaming System Overview" . Read 
the functionality undcr the "Point of Sale, Player Devices and Partner Solutions". Following that 
are graphics showing the phenomenal robustness of our "LOTOS Gameware, LOTOS Sales Plus, 
LOTOS Value Plus, LOTOS Integrity and LOTOS Horizon: products. No other Lottery Gaming 
System offers thi s kind of functionality and flexibility. 

INTRALOT is a technology based company constantly investing in Research and Development and 
the means to expand its retailer and lottery player base by harnessing new technologies; for 
instance, Mobile Phone Interactive gaming channels, JAVA based mobile phone applications 
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currently in use today in Europe communicating with INTRALOT's LOTOSTM O/S open platfonn. 
The Mobile Phone betting industry is rapidly growing and INTRALOT is already a major Services 
and Systems provider. 

The modular designed platform of LOTOSTM OIS incorporates an extensive suite of high-end, 
interrelated hardware and software components designed to provide reliability, serviceability, 
upgradeability, versatility, data and transaction processing security, high availability and 
unparalleled performance. 

LOTOSTM 0 1S open platform inirastructure guarantees customer satistaction tor all current and 
future market trends. Customers will have a technology partner that is able to provide them with 
the information necessary to address emerging market opportunities and explore new business 
channels and niches. This is our commitment to you, our customer, and business partner. From 
your success we will build on ours. We will constantly be looking forward to working together to 
provide enhancements to our services and technology. 
"Delivering val ue through Innovation" 

LOTOSTM O/S - EASE OF OPERATION 

The System architecture is built with ease of operation in mind, and there are no complicated 
switch-over scenarios from the Primary System to the Remote Back-up System. 

INTRALOT has developed its Desktop Manager to allow for a single sign-on and application 
launch experience covering both instant ticket accounting and on-line gaming applications fo r the 
Lottery user. The sign-on screen requires that the user provide a valid user name and password, 
which is authenticated before the Desktop Managcr application is launched. 

The entire LOTOSTM O/S Games Management System and functionality is available over a simple 
Tep/IP network cOlUlection and requires only a typicaJ personal computer running an industry­
standard web browser. 

Our System functions properly 
using Microsoft' s Internet Explorer, Mozilla's Firefox, Opera. Netscape Navigator, and other 
browsers. This capability enables Lottery personnel to utilize their choice of browsers to maximize 
efficiency; as well as provide seamless operation should the Lottery require personnel to utilize a 
specific browser due to security concerns. 

INTRALOT ensures that all management functions defmed in this RFP will be provided to the 
Lottery. This includes all game management and back office management functions in a fonnat 
compatible with the Lottery's requirements. LOTOSTM O/S will be configured to accommodate as 
many concurrent users as the Lottery may require. There is currently no limit to the number of 
users that may access the System. Please note that, based on each users login profile and security 
clearance, only those applications for which that specific user is authorized are displayed on the 
Desktop Manager. 
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LOTOSTM O/S- LOTTERY APPLICATION SOFTWARE 

fNTRALOT's LOTOSTM OIS Game Management System (OMS), LOTOSTM Instant Game 
Management System (lGMS) together with our LOTOSTM BOS (Back Office System), collectively 
the System, contains everything needed to manage online and instant games, including 
warehousing, Tel-sell, distribution, accounting, inventory, packaging, shipping and reporting. The 
System supports all types of prizes and prize levels, including cash, free tickets, merchandise, and 
other serialized products such as electronic scratch cards, etc. Our System supports multiple prize 
levels that can result in the same value - in other words. there may be several ways to win the same 
cash or merchandise prize. The maximum amount of a prize that can be paid by the retailer is just 
one example of many configurable parameters. 

As your local partner, INTRALOT guarantees to customize and expand or change the System 
provided to the Lottery as required to meet the current and future needs of the Lottery. Your 
success is our success. We understand that requirements change and new and iIUlovative products 
must be introduced for continued growth and succeSSj as such we want to ensure the Texas Lottery 
that the powerful combination of INTRA LOT's resources, will provide the flexibility , experience~ 
performance, security, and scalability to accommodate those changes during the life of the contract. 

We intend to provide the best possible solutions to further enhance the Lottery's business plans. 

INTRALOT, working together with the Lottery, will customize all reporting and database structures 
to the exact requirements of the Lottery in order to provide all of the features and functionality 
required according to specifications. Our customization will also allow the Lottery to effectively 
streamline operations and improve the productivity of all individuals using the System. 

effectively and efficiently contributing to our customer' s success the world over. 

By selecting INTRALOT and our top of class solutions, the Lottery has 
an opportunity to utilize one central repository for all gaming 
information which will be contained in the database and 
hosted on fault tolerant redundant IBM POWER6 servers running IBM 
AIX Operating System. All Lottery System information is stored in one 
database fonnat, eliminating islands of infonnation which provides 
greater efficiencies that lower operating costs for the Lottery and provide 
better service to the retailers and players. 

LOTOSTM O/S SOFTWARE DEVELOPMENT 

are 

INTRALOT's LOTOSTM DIS System and applications are designed and developed using the 
industry leading relationaJ database, and Microsoft .NET Visual development tools, all 
of which are now commonly used in browser·based open source software systems. The 
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and Microsoft's rapid devdopment tools and software products create an environment 

that shrinks development time for design, coding, and modification of systems and major 
application functionality changes and customizations. 

Together, these products and our software create a powerful gateway to rapid infonnation retrieval 
for instant ticket and on-line games infonnation. Using SQL (Structured Query Language) and the 
open SelVer applications designed into our System, we have developed a user-friendly, multi­
tasking environment that is fast and efficient. Users can quickly access, retrieve and update 
infonnation in real-time, displaying info rmation on screens and in reports. 

The OUI (Graphical User Interface) applications created in the System through web-based 
interfaces, support the majority of the data entered, displayed and reported through the management 
terminals. 

LOT08™ 0 /8 RF.TAILER TERMINAL NETWORK 

LOTOSTM DIS and INTRALOT's retailer terminals support all games (online and instant) ticket 
transactions as required by the RFP. The proposed INTRALOT retailer terminals are fully capable 
of supporting all Lottery ticket transactions at the retailer level and the LSR level, including keyless 
validation for instant tickets and fu1l 2D barcode support, which provides the ability to read drivers 
licenses, UPS, and FedEx shipping labels, to name a few. All of our terminal applications (retaile r 
and management) are user friendly and are as simple as surfing web pages on the Internet. Access 
to information is simple to obtain using many of the System's point and click browser·based 
screens. 

INTRALOT's proposal provides to the Lottery an array of retai ler terminals all of which are fully 
described in Section 7. 12 Sales Terminals and Related System Sales Equipment. 

LOTOS'''' OIS COMMUNICATIONS NETWORK 

To specifically serve the needs of the Texas Lottery, INTRALOT has designed a comprehensive 
telecommunications network solution based on our years of experience and knowledge of the local 
geography, weather and available technologies. 

The overall network design incorporates 
sophisticated, yet easy to use, network management, monitoring and reporting tools to maintain 
optimal network performance. 

INTRALOT understands that we will be responsible for seeing that the network is implemented and 
operated in compliance with the agreed· upon specifications, including the responsibility for both 
network monitoring and management. In fact, in many caores INTRA LOT's network design will 
exceed the Lottery's requirements and expectations. INTRALOT will be totally responsible for the 
design, implementation, operation, and management of the communications network over the life of 
the contract including any extensions. 
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INTRALOT's proposal provides to the Luttery a cost effective, secure and robust network that is 
fully described in Section 7.14 Communications Network. 

CONVERSION EXPERIENCE and TRACK RECORD 

INTRALOT has more recent experience in successfully converting from SOl and GTECH networks 
and Systems than any other vendor in the world. INTRALOT has won tcn clients from GTECH 
and four clients from Scientific Games in the last three years from May 2006 through November 
2009 for a total of more than 65,000 Retailers in various contracts as shown in the following table: 

i 10[5 

A 

New I 

Ohio 

outh~ 

outh~ 
lew i 
outh Korea 

I Dale II 

April 2009 

:H 
~ 'ew State 

SC 
SGI 

tjJ~CH 

I NEW 

lOT 
2, 

)T 
INl )T 

April 2008 ( :H INTRA LOT 5,500 

C ~1 20=-08 +-~S~~, ~~IN~-~)T~r-_~3,,~80( ,__ ~~ INTRALUI 9,00( 
lNTRALUI 1,40l 

2007 SGI 900 
2006 ~ 

12006 GTECH 
May 2006 

_, '= .. my"vvo G1c<.-n INT~ 

rNTRALOT looks forward to implementing its proposed solution for the Texas Lottery utilizing our 
proven Perfect Switch conversion program. The new network will be installed in parallel to that of 
your existing network, as will be the Central Systems and terminals, thereby minimizing any impact 
or conversion risks to your day-to-day operations. Since the new System, in total, will be installed 
in tandem to your existing system, it wi ll be fu lly tested and proven prior to conversion. 

[NTRALOT's proposal provides a proven and comprehensive conversion plan that is fully 
described in Part 10 Conversion. 

INTRALOT has the credentials and experience lmd is ready antlfully capable of 
Exceeding Your Expectations. 
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7.6.1 System Configuration and Capacity 

The fo llowing table identifies the minimum System configuration and capacity requirements for 
the Successful Proposer's Lottery Gaming System. 

Table 42 System Configuration and Capacity 

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

INTRA LOT acknowledges and accepts the roles and responsibilities and detail requirements 
indicated in this section of the RFP under Table 41 and Table 43. 

2. The Proposer must describe how its System will meet the configuration and capacity 
requirements. 

INTRALOT has provided detailed configuration block diagrams and an itemized Bill of Materials 
down to the component level of the proposed System, at the end of this section. Each hardware and 
software item is identified hy manufacturer, product name, and model numher a .. applicahle. The 
software products to be supplied including the version number are also listed. In the event that a 
version number is not shown. the latest release at the time of conversion wi ll be implemented. 

INTRA LOT does not plan to deviate from the list of standard hardware and software products; 
however, in the event that a deviation is required, INTRALOT agrees to disclose this to the Lottery 
with an explanation and understands that Lottery approval is required. 

The LOTOS™OIS Lottery Gaming System described below in detail provides a configuration to 
meet and exceed the capacity and other requirements of the RFP. 
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TechWorld printed the following article about the Powero processor series of enterprise class 
servers: 
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AIX 5L and Linux -Side by Side 

l.i1ux on kite! 

Commercial Application Availability + "'" 
Hardware First·FailureData Capture .; - -and diagnostic fault isolation ... - Good II> 

capabil~ies 

'{ Vertical Scalability -... ... - Good 

Open Source Application Availability -- "" ... + ... 
Virtualization Support ~ ... ... -Good -
Dynamic Processor Deallocation ... - No 

Mainframe inspired Operating System .; First Failure Data Capture and OS fault ... - .. - No 

isolation 
Predictive failure analysis on .; .; processors, caches, memory, UO and ... ... - No 

DASD 

Concurrent run-time diagnostics "( -... - Good - No 

{ - -Binary Compatibility ... - Good - Good - -Manageability ... - Good - .., 

The preceding table, "AIX 5L and LINUX - Side by Side", exemplifies the reason why 
INTRALOT has chosen AIX (Advanced Interactive eXecutive) Operating System over LrNUX. 
AlX was written specifically for the IBM Power or PowerPC architecture CPUs because it makes 
usc of advanced RAS (Reliability, Availability, & Serviceability) hardware features. 

Note: INTRALOT runs AIX. while the other vendors operate on the other platforms shown above, 
and now version 6 provides additional advantages. 
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AlX "Is Most Reliable" - Testimonies/rom Major Users 

The Yankee Group's second annual Global Server Operating System Reliability Survey polled 400 
users from 27 countries worldwide. The latest independent, non-sponsored welrbased survey 
revealed that: 

(.----------------~) 
All versions of UNIX, which Typically carry velY high workloads- are 
near bulletproo] achieving 99.99999% reliability. IBMs AIX UNIX led 
all server Operating System.s/or reliability with just more than 30 
minutes per server of annual downtime. 

ALX. experiencing a mere 36 minutes of downtime over the course of an 
en/ire year. lVas the clear winner at 99.99 percent uptime. Ubuntu 
Server, a Linux as (based in pari on Debian) that's growing in 
popularity by leaps and bounds. experienced only 1./0 hours of 
downtime on average lasl year, laring beller than HP- UX, Solaris, and 
Red Hat! " 

,. -
9 

8 

7 

• 

-
-
-

OS Downtime Comparison Survey 
(400 participants in 27 countries) 

r-

5 - 10 Hours j 
4 -

-3 

2 -

=C1: --
] l J l .f --. -• 

Win2000 Win2003 RHEL Solaris HP-UX SUSE .OX 
",. v_ Grwp "'2007.2OOf GIot>uI _ ~ SyWomo 11:-,. S<Jr.rvy' ... ..-'" 'WDla-.. _- The _ """" of Downt"".- ty''''' 
.IOWQI>~OI 1.\1<CtI5. :2008...,,,, 
~UP"-"-III1Il_ ...... ·SII>'I"1IN.~xm_~~fJI!I 

7.6 General Requirements Tuas Lottery 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.101/466.022/552.1391 552.110) 



,nttalot 
Here's what Stephen Boyle Vice President. Global Platform Alliances said: 

"We are pleased to see 18M's conlinued commitment 10 AlX 
with the release afVersion 6.1. IBM continues 10 push the 
UNIX envelope with A/X Version 6 and the new virrualizaJion. 
security, and availab ility jealUres thar provide a robust and 
flexible platformfor Oracle Dawbase and Oracle 

fJJ Applications " 

Kent McMullen Senior Director, Symantec Strategic Alliances said: 

"Version6.! demonstrates IBM 's commitment foAlX. The rich 
sel of new jeaiures provides a robust andjlexible plaiform for 

Ii Symanfec prodllcts, " 

) 

IBM's AIX Operating System was able to achieve the 99.99999% availability. while Red Hat 
Enterprise Linux (the other guys) could only achieve 99.97% (1.73 hours downtime). The key 
concepts factored into this analysis were reliability, uptime, performance, management, Service 
Level Agreement, and Service Level Agreement compliance. Since AlX achieved a 99.9<)010 rate it 
puts it in the information technology industry's "MISSION CRJTICAL AVAILABILITY" 
category, which dictates from INTRALOT's perspective, how important and critical the Lottery 
industry is viewed and how imponant a robust Operating System is to the public' s perception of 
such a high profile System. 

LOTOSTM OIS Continues to Maintain a 99.99% Availability Rate 

The pSeries JS23 & JS43 Blade and P570 Power6 architecture running AIX Operating System is 
ideal for the Lottery industry since it provides low-latency operations; a much needed requirement 
for the industry. It is clearly evident in the "System p Operating System Features" chart above that 
the AlX Operating System was designed for the IBM POWER processor, utili zing all facets, 
thereby making the processor for what it is renowned for, a fault tolerant High Processing 
Computing (HPC) processor. The high density, deployment, and management challenges 
associated with High Processing Computing clusters makes IBM POWER series architecture, 
namely pSeries JS23 & JS43 Blade and p570 Servers, an idea] platfonn that addresses the 
challenges of today and tomorrow's lottery requirements. 
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System p Operating System Features 
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IBM's POWER Processor RAS Features Comparison 
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Iinitad lintel no! as robust 

FFOC advanlage 

Planned tor Uranr 

LD.D.: on kite! no! as robust 

http://WNW.ibm.com/systems/p/hardwarelwhitepapersipower5 ras.pdf 

Tbe two tables above compares the AIX operating systems RAS (Reliability, Availability, & 
Serviceability) features to tbose of the Linux operating systems. The additional features of 
AIX enhance tbe system's reliability, availability and serviceability all of whicb are of 
paramount importance for continuous (24n) operational requirements like those of a Lottery 
Gaming System. 

LOTOSTM O/S Ability to Achieve 100% Systems High Availability 

With fNTRALOT' s robust LOTOSTM O/S running on the iBM' Power Systems hardware and 
operating systems, INTRALOT can undeniabl y boast a proven track record of successful 
deployments across the globe, achieving High Availability and business continuity. 
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INTRALOT's LOTOSTM O/S 
The Lottery System that never stops ... 

Providing secure continuous operations 
24/ 7/365 

INTRALOT Infrastructure Configuration Continuum 

INTRALOT understands the Lottery business and the need for business critical High Performance 
Computing (HPC) applications and scalable reliable processing power. The Lottery industry relies 
on high-volume, complex, real-time transaction response times to process on-line and instant ticket 
transactions. Complex Lottery applications require computational intensive system performance. 
INTRALOT's Systems Architects lead the lottery industry in system design and performance and 
they differentiate rNTRALOT from other Lottery vendors. 
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OUf Systems are multi-homed which means that each system has multiple network interfaces. We 
have redundant (A and B) Ethernet LANs and the interfaces plug into each LAN for redundancy. 
The failure of an individual network interface, cable, or switch will not cause any disruption to 

system operations. 

AU System components are fully redundant, with no single point of failure. LOTOSTM OIS 
supports operations over multiple data centers by employing real-time data replication and 
synchronization between the Primary and Remote Backup Sites. The data alignment between sites 
is fu lly and automatically undertaken at the application level, thereby upholding and fulfilling its 
fault tolerant architecture to which it fully capitalizes to meet the requirements for uninterrupted 
Lottery systems processing. 

INTRALOT's LOTOSTM O/S Open Systems application is a fully redundant systems architecture 
providing transparent recovery through its design. INTRALOT's LOTOSTM System design ensures 
that no transactions are lost in the system. With data security and integrity in mind, there are always 
active transaction engines in the Primary Site and Remote Back-up Site housing the four-plex 
transaction systems across four fully redundant SANS that will receive the transactions in real time 
from the terminals. 

lNTRALOT's LOTOSTM O/S utilizes IBM's Director V6.1 to take System monitoring and 
availability to a new level to maximize availability and optimize Server throughput, utilization and 
perfonnance. LBM's Director server management tool allows INTRALOT to administer multiple 
IBM and non-IBM Operating Systems identifying their individual status and assigning computing 
resources to business needs. Director achieves this via Predictive Failure Analysis (PFA); it 
preemptively detects probable fa ilures and acts upon this detection via an action register plan (i.e. e­
mails, data paging, step-through action templates, etc.). The following components are protected by 
PFAo 

• Hard Disk Drives 

• Fans 

• Power Supply Units 

• Memory 

• CPU' s 

• Voltage Regulator Modules 

• Software 
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PDHM monitors drive health and identifies drives with developing reliability problems. Once a 
drive is showing signs of impeding failure, it can be removed and replaced - avoiding the failure 
before it occurs. 

PDHM Technology: 

• Examines every completed drive 1/0 
• Tracks the rate of drive reported error and exception conditions returned by the drives (in the 

form of sense keys) 
• Tracks drive perfonnance degradations often associated v.rith unreported internal drive 

issues 
• When any error or degraded perfonnance threshold is exceeded ~ indicating a drive is 

showing signs of an impending failure - the Storage Manager Software issues a critical alert 
message and takes any corrective action deemed necessary and safe. 

• Storage Redundancy is achieved with the following OS5000 Series Drive channel 
configuration. 

055000 Drive Channels 

• Fully redunda nt 
pathing from 
host t o drive 

• Ea.c h controlle r 
ca n access a ll 
drive orts 

Additional features of the DSSOOO series include: 

• Configuration data is stored on every configured drive: 

• E ach drive chip 
can access 
eve drive 

)- Each drive knows its state and status as well as its logical drives' state and status 

Tuas Lottery 

» One dri ve in each RAID array stores the controller and subsystem level information 
» Minimum of three per disk system 
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DS5000 series benefits: 

• Creates "data intact" drive portability as drives are not bound to a given enclosure or slot 
• Individual physical drives can be relocated within a system to improve channel utilization 

(perfonnancelavailability) 
• Individual RAID arrays can be migrated to another system 
• Full systems can be upgraded by simply replacing the controller 

Higher Availability: 

• Critical configuration data stored on every drive, not just a few 

LOTOSTM O/S Use r Interface - Friendly and Easy to Manage 

LOTOSTM O/S has been designed using the latest programming technologies and provides the 
capabi lity to manage all functions in real-time through a simplified, user-friendly Graphical User 
Interface (GUI). All LOTOSTM O/S Back Office System (BOS) applications have been developed 
using the .NET platform. The Back Office System applications are used by authorized personnel to 
perform the necessary management. control and administration functions of all gaming processes 
and the screening and overview of the entire Lottery network. 

The .NET framework technology provides the ability to quickly bui ld. deploy, manage, and use 
security-enhanced solutions with Web Services. Web Services have revolutionizing how 
applications interact with other applications---or, more broadly, how computers talk to other 
computers-by providing a universal data format that lets data be easily adapted or transfonned. 
Based on Extensible Markup Language (XML), the universal language of lntemet data exchange, 
Web Services can communicate across platforms and Operating Systems, regardless of the 
programming language in which the applications are written. 

LOTOST" OIS Expandability 

The increasingly competitive business environment and the new conditions that shape various 
technological and business developments in the gaming market create a series of new demands for 
information systems that support the gaming operators. The key difference between the solutions 
available in the market is the extent to which modem infomlation systems can effectively respond 
to these needs. 

Art important part of the "new generation" demands for flexible Lottery information systems 
emanates from each organization's specific needs for busi ness expandability. Constant expansion of 
the core products (i.e. lottery games) through growth requires additional value-added business 
activities. 
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Recognizing the importance of expandability for the Lottery, and in comparison to OUf competition~ 

INTRALOT is a leader in this area as well. We design, implement and propose solutions that 
provide unlimited capabi lities for both capacity and operational expandability . 

INTRALOT combines the internationally recognized superiority of its Systems with its unparalleled 
knowledge and experience in the loca1 and international area. INTRALOT is capable of offering 
the Lottery a System that both secures and encourages the future business expandability of the 
Lottery through a wide range of features. In summary. these capabilities consist of: 

• Capacity expandability, which allows the important and very easy increase in the number of 
POS and terminals (even through third-party tenninals), the number of games it operates, 
combined with promotional activities. 

• Unlimited operational expandability, which allows the Lottery to otTer many value-added 
services, to market its products both through existing sales networks (e.g. supennarkets) and 
through alternative sales channels. 

~ LOTOSTM O/S is fully modular and 
flexible that allows game, application or 
add-on System activation to occur 
seamlessly without [he necessity [0 alter 
the System s source code! 

Confidentiality Claimed 
Not released 

LOTOSTM O/S Scalability 

Predictably or not,lottery organizations and markets continuously evolve. This calls for the abiLi ty 
to handle change on-demand. INTRALOT will deliver a System that supports both vertical and 
horizontal scalability. A vertical upgrade means enhancement of the existing components of the 

TeJ(8.$ Lottery 7.6 Ceneral Requirements Page 47 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



Page 48 

,ntralot 
System. A horizontal upgrade will constitute the addition of new equipment to the existing 
infrastructure. 

The System's capability to expand on-demand basis ensures that INTRALOT can deploy a solution 
that not only handles the way business is conducted today, hut can keep pace with predictable or 
unpredictable shifts in the way business will be conducted in the future. 

The overall architecture of LOTOSTM OIS is based on fNTRALOT's desire to offer the Lottery 
industry Systems that are fully scalable at all levels. 

LOTosn. OIS Upgrade Strategy 

In order to design an appropriate solution for a Lottery, INTRALOT's selection of hardware and 
software technologies is a highly analytical process, whereby aU solutions are examined for their 
lifecycle duration and possible upgrading requirements. INTRALOT selects the latest hardware and 
software available from the IT industry's leading companies such as IBM. CISCO and ORACLE. 
We make sure that our solutions remain current and supported wltil the expiration oflhe contract. 
Our Systems can be upgraded both vertically and horizontally as the Lottery experiences growth 
and requires new features and functions. 

~ LOTOSTM O/S : 
,/ is NOT reslricted by SO/lware or 

Hardware plaljorms! 
../ System Design suppnrts growth 

lhrough vertical and horizontal 
scalability! 

IBM offers extended support (i.e. multi-year maintenance warranty) for each AIX Technology 
Level Update thus lengthening the amount of time each technology level is supported. reducing the 
impact of addi ng new IBM hardware to the environment and introduces cost optimization which is 
passed on to the Lottery through fNTRALOT's lower fees. 
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LOTOSTM O/S System Structure & Design 

The LOTOSTM O/S System operates using an intuitive browser interface and the 
Enterprise Edition Server architecture to facilitate communications between varied applications in 
an ex.tremely rapid manner. Our System was designed and developed using the industry leading 

relational database and Microsoft's .NET Visual Studio development tool s, all of 
which are now commonly used in Web Services based open source software systems. The 

and Microsoft RAPID DEVELOPMENT tools and software products create an 
environment that shrinks development time for design, coding, and modification of systems and 
major application functionality changes and customizations. 

LOTOSTM O/S Flexible and Modular 

LOTOSTM DIS software is comprised of a series of fully integrated modules that remain 
independent, even though they are operationally integrated . When the need arises for a new game, a 
supplemental application or an add-on system it can be either activated or seamlessly integrated 
without the need to change anything in the System code. In this way adding, removing, enabling or 
disabling and, if necessary, amending services and games can occur without affecting or impacting 
the overall operation of the System or the functionality of other components. INTRALOT's Lottery 
Gaming System exemplifies plug and play by dynamically allowing the addition of new games 
without downtime, degradation or adverse ramifications. 

The Lottery Gaming System' s transaction processing engine is totally independent from changes in 
the games library, the database or tbe back-office applications or other add-on systems 
or services. Upgrading to address growing capacity requirements is a transparent process and, even 
more important, it occurs without jeopardizing operations. Equipment upgrades, System software 
andlor Operating System updates in LOTOSTM O/S can be performed without interruption of 
operations or suspension of sales. The LOTOSTM System flexibility and open source architecture 
provides the ability to attach any other third party hardware or software applications at any time in 
tbe future without issues. 

Texas Lottery 
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The LOTOSTM O/S System design, built on a fully redundant architecture, makes it a high 
availability and fault tolerant solution 

will occur without operator intervention as the remaining 
System(s) immediately and transparently assume the load. Recovery is an "Auto-Failover" process 
without operator intervention and totally transparent for failures of any modular hardware (i.e. 
Network Interface Cards, Hard Drives, Power Supply, Fans) or other locally contained failure. 

The System architecture is built with ease-of-operation in mind; therefore, there are no complicated 
switchover scenarios from system to system. Each of the LOTOSTM transaction engines and 

Database engine Servers are capable of handling the entire retailer network. The 
design ofthe hardware configuration is such that hardware and software problems do not impact nor 
disrupt retailer operations. ticket validations or management tenninal services. System recovery 
testing verifies that functionality and contingency factors are in place and operational to mitigate 
any fai lures that may happen. 

Business continuity is the key factor with INTRALOT's configuration. Utilization of redundant 
System architecture ensures the LOTOSTM OIS Lottery Gaming System will not experience any 
downtime nor any data loss or corruption of information. A recovery plun will be in place to ensure 
that, in the event there is a complete loss of processing capability on the primary System; 
transaction processing will inunediately swiu:h over to the; 

There is no loss or corruption of transactional data. A designated Back-up Data Center server 
automatically becomes the master and the remaining server become the secondary system. 
Failover to the Back-up Data Center can be setup in two configurations: 

Texas Lottery 

• Scenario 1 - Automatic Failover - from Primary Data Center to Back-up Data Center, or 
• Scenario 2 - Manual switchover by the LOTOSTM Operator to select the Back-up Data 

Center for the master. 
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We will 
normally continue running in that configuration until the following month when the process will 
revert. OUf operations module, LAU (LOTOSTM OIS Administrator Unit), ensures that switch over 
to Back-up Systems can occur at any time. 

INTRALOT will provide written documentation, such as printouts from the operations log fi le, 
which will document the successful failover and we welcome the Lottery to observe these planned 
fai lovers at any time. The System' s health is monitored on a real time basis by the Operating 
System and the software control /monitoring applications such as (i .e . IBM Director, LAU, 
Nimsoft., NAGIOS, etc). The System is programmed and configured to warn about potential 
failures and is capable of running with multiple component failures. 

Planned maintenance for something such as Operating System patches and security updates will be 
pre~tested on the TEST System and allowed to run for an appropriate test period. M aintenance 
changes to production hardware or software wi ll not occur without following the proper Change 
Management Process including prior written consent of the Lottery. Planned maintenance, whether 
for hardware or software, will be scheduled well in advance and planned in conjunction with the 
Lottery during low transaction activity periods. In order to further reduce the risk of integrating 
new hardware, operating system patches and security updates in the operational environment, 
INTRALOT will introduce all such changes on the third and fourth servers in four -plex and run for 
several days to ensure that the changes impose no threat to lottery systems. Only upon successful 
completion of this final opemtional test will the primary and secondary servers be upgraded. 

The Primary and Back-up Data Center systems and all other site wi ll have service and maintenance 
agreements from the equipment manufacturers. IBM service technicians or the manufacntrer's 
engineers for a given piece of equipment will perform any non-routine or technically involved 
preventative maintenance or upgrade. 

The proposed LOTOSTM OIS architecture design ensures that a single component failure never 
causes the System to become inoperative. System operation continues while a fai led component is 
hot-swapped with a new component and returned to a redundant on-line operation without 
interrupting the Lottery Gaming System operations. 

The Lottery System is secured against commercial power failures at both the primary and backup 
data centers by a multi-bay battery Uninterrupted Power Supply (UPS), ensuring the full 
continuation of operations without loss of power or data. In addition, diesel generators 
automatically start upon loss of commercial power to supply the site with power until reliable 
commercial power is returned. The Lottery Site generators are exercised weekly to ensure proper 
activation and operation should a commercial power loss occur. Each diesel generator has 
sufficient fuel for a minimum of two days operational hours at all times. 
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In both cases, the affected components are configured to automatically connect to another 
component for continuous operation. 

This fault 
tolerance guarantees that no single point of failure will be able to stop, or prevent, the 
communications link. This feature, together with Secondary System redundancy, guarantees the 
continuity of operations and the data integrity of the transactions. 

This architecture provides automatic 
[ailaver and load balancing of the terminal s. This process ensures data loss does not occur due to 
redundant, high availability backend Systems architecture. In Each LCP has multiple redundant 
network paths defined in its configuration file to access the Lottery Gaming System. 

LOTOSTM OIS Data Protection and Transaction Integrity 

Interactions with the System can be identified by checking the relevant transaction(s) it has 
generated. The originator of every System transaction is also recorded. Only completed 
transactions are recorded on the System, ensuring the continuity of data and the integrity of the 
database. 
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LOTOST" O/S Recovery from System Checkpoints using Audit Trails 

LOTOSTM DIS is designed to provide periodic 
dividing transactions into groups, ensuring the integrity of the transaction logging process. This 
procedure verifies the seq uential and chronologically ordered recording of the transactions in the 
log fi le. 

LOTOSTM DIS keeps audit trails on all user transactions. The record shows who has accessed the 
System and what operations have been performed during a given period of time (session). 
LOTOSTM DIS audit trails can be used both for maintaining security and for recovering lost 
transactions. 

For all take-over scenarios due to a System failure, a comprehensive audit trail prevents the loss of 
data and allows for complete verification of transactions and data integrity between Systems. The 
layered protection feature minimizes the requirement for reprocessing data necessary to re-establi s h 
full Systems operation . 

LOTOS'" O/S Communications Routing 

At the application layer, the Lottery Gaming System"s IPLCPs, which are the communications 
Front End Servers that are communicating with the retailer terminals, can be set to automatically 
reroute the retailer transactions to the Back-up Data Center's main transaction processing Systems 
or logically divert retailer traffic should it fail to communicate with the Primary Data Center's 
system. There is no complicated switch over logic required to detennine which System is 

7.6 General Requirements Texas lAJtlery 

DOCUMENT REDACTED BY TLC· 12-6-10 (552.1011466.022/552.1391 552.110) 



.otJalot 

7.6 Ceneral Requirements Page 57 

DOCUMENT REDACTED BY TLC· 12-6-10 (552.1011466.022/552.1391 552.110) 



Page 58 

.ntralot 

DAHO PRODUCTION F AILOVE 
ROCEDURES 

, .,_ 1 . , II' 

"H •• i .... ~ r / JJ !'" 

.ntralot 
IIS.I 

Operations Fallover Procedure fof Production sites) 

The docume<ll de$<:nbe5 III debIII. 1M •• !he operam on m. ~ tint to ~tfomIln 
order 110 h'111;h C1WIt from one node to aOOChef 

From the normal s;:e cheek the Umon \fti lity and venty:tla\ Ihe Dump arK! 
PMdIflg ~ are zero. 

Mate ill pr(MQU5 8acI<..up node 10 Normal 
Shuldc711" lhe a~ aI the pnmary s:16 (l5da ... n OJ, It II. ~ $oUI runtWlg 

ShuldcrIlTl !he " ; t , , III the dluMer "'.8 ~'n OJ 
lC9" 351d_OperatlOn6 
Run 1oIgh_d9 oPOIiea:oon 10 defne the new.:.aM tor the node 
CURRE NT CONFIGURATION 
(a) OPERATION MCK-UP (3) 
(t» FAIL OVER HOST 0 0 0.0 
Ie} SWITCH OVER HOST 
(d) SWITCH OVER HOST 2 : 192 168 ISS22 
(e) DISA3i.E UVE FEED INO) 
(t) AUTO SWITCH (Mc:) 0 
(II) PiNG nI.lEOUT t~l : 0 
(hI PiNG RE IRIES (sec) 0 
(i) OUORUM ADDRESS 1 00 0 0 
(j)OUORUM ADDRESS 2 000.0 
(k)OUORUM ADDRESS 1 0 0 0 0 

Enter Chole. , I-I I )? Prna .ny 0 to . xit: 
Tht .tam of the node mw bKome NOOMAl 

U5eI' .dmin ~ In SPTP3 
CURRENT CONFIGURATION 

(a}OPERAnON . NORMAL (I I 
(b}fMOVER HOST 00,0 0 

~.~ (tC'\d elUt /rom the ;)pQIIcaXln 
Logoutn ID_Opcr.tion l 
Startu!)!he LOTOS Ap)*:a!O'l iII$ NotmaI 
AI Umot\ If.lIIy you 5hodd '" Dump & Pendll'lg /Je5uoes ncteawog 

Make ill previous Normal node 10 Sadl..up 
Logon asIO_()pefatJ:lnl (!he LOTOS a;?PKabon ~ be do' .. -n) 

Run uph_efg ~)On 10 det.ne ttlt "'''"' 51atus b 1M node 

User .dft'l in IoQQed '" SPTPl 

7.6 General Requ irements 

(CONrO) 

Texas Lottery 

DOCUMENT REDACTED BY TlC· 12-6-10 (552.1011466.022/552.1391 552.110) 



TexaJ Lottery 

.otralot 

~DAH 0 PRODI:CTJO:-I F AlLOVER 
PROCEDURES 

, . , . :., n. 

Jl. ~I'L .. ! 'I":'U 

Intra/ot 
LISA 

CURRENT CON~IGtJBAl!ON 
(a) OPERATION . rw<WI til 
(bl fAl OVER HOST 
(el S'MTCH OVER HOS' 
(~SY.1TCH OVER HOST 2 00.0.0 
Ie) cxs.:.BlE LIVE FEED : (NO) 
(I) AUTO 5'.'rlTCH (sec): 0 
(g) PING TlIlEOUT (SK): 0 
(h) PING R£TRlES (see) : 0 
(i) OI..I()RUIA A[)[)RESS 1 00.0.0 
Ij)QOORUM AOORESS2 : 000.0 
{k)ClV()RUM ADORESS 3 UO 0 

En:ef ~ (1 .11)1. Press anrQ 10 eo: 
Tht stalUs of Iht nodt I'llI.ISt become BACK-UP 

user .dnUn Ioggecl ll SPTPI _ 
CURRENT CQNFl('.!lRAOOfi 
(a) OPERATION BACK.oP(3) 
(b) fAt. OVER HOST 
(e) SWITCH OVER HOS 
(d) S'A'lTCH OVER HOST 2: 0.00.0 
Sa-..e ¥Id u lim ~ appbYl 
Logout 111 10_ Ope.,:iorI$ 
S:ar\lplhe tOTOS~ 
FI'OITIIhe disaslef site died. at Umon uti~ Nt !he ~ and 

P""", 
~<nzero 

7.6 General Requirements 

DOCUMENT REDACTED BY TLC· 12-6-10 (552.1011466.022/552.1391 552.110) 

~age 59 



Page 60 

.ntmlot 
Should the Primary Data Center systems malfunction, processing operations will transition 
immediately and seamJessly to the Back-up Data Center systems. Network and transaction­
processing loads wi ll NOT impact System performance nor incur any data loss. As stated 
previously. when the Secondary detects a fail ure in the Primary. it automatically continues contro l 
by declaring itsc1fthe "new Primary " and notifies the operations console of the failed status of the 
member System. There is no discernible interruption of transaction processing. 

When the Systems are set for "Auto-Failover" and the Secondary Systems are not able to perform 
load processing, the Primary Site IPLCPs, which are the communications Front End Servers that are 
communicating with the retailer terminal s, are set to automatically reroute to the Back-up Data 
Center' s main transaction processing Systems. In this way the there is no complicated switch over 
logic required to determine which System is "Primary" and the switch over to the R emote Back-up 
Data Center is completely automatic. This tried and tested feature alone makes the LOTOSTM O/S 
System superior to other vendors' systems. 

After the failed System computer has been repaired it will be manually reintroduced into the on-line 
configuration as the Back-up or Remote Back-up via a command that allows the operator to specify 
the role of the System. Once it is reintroduced to the on-line status configuration, that System is 
able to establish communications with the other on-line computers. The reintroduced Gaming 
System will automatically begin synchronization with the current Primary Gaming Systems. 

During this time, on-line processing is not interrupted, no data is lost, and the LOTOSTM System 
continues operating the games. The downed System is taken offline from the on-line configuration 
and is then available for maintenance. When maintenance is completed, the failed System may be 
reintroduced into the on-line configuration. During this process, data is resynchronized with that of 
the entire LOTOSTM O/S System and database configurations. 

LOTOSTM O/S Real-Time Monitoring and Failure Detection 

The real-time monitoring of gaming transaction traffic and System activity is provided by the 
LOTOSTM OIS Administrator User (LAU). INTRALOT and the Lottery will receive immediate 
notification of abnormal System conditions and their causes from the LAU. Conditions reported 
include, but are not limited to, validation problems, communication difficuhies and System 
anomalies or failures . 

The LAU has a graphical interface that provides real-time information. It gives the user control 
over the System configuration and game parameters, One of the main functions of LAU is the real­
time monitoring of various system parameters related to the System's setup as shown in the 
following three screen shots. 
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LAU provides information on operational and processing data for the LCPs, type of connection, 
status for each LCP, monitoring message switching time, and the transfer of messages between the 
Lottery System and the terminals. LAU provides monitoring of all requests made during game 
transaction processing, including the status of requests for games and transactions and the status of 
all draw transactions. 

LOTOSTM O/S Secure Connectivity 

Security is an ongoing, pervasive and interactive process that continuously evolves a long with 
technological advancements, and constantly changes with specific customer needs . INTRALOT has 
engineered LOTQSTM OIS to be readily adapti ve to evolving security requirements . The system is 
modularly built over a layered security structure that does not constrain the choice of security 
policies because it is not operationally dependent on technology or vendor-specific security 
solutions. This means that for every security layer, any of the available integrity, control, security 
and encryption industry standards can be implemented. 

INTRALOT guarantees the open architecture design of the LOTOSTM O/S Lottery System platform. 
LOTOSTM O/S is a fu lly in-house developed System based on in-depth industry knowledge and 
staff experti se and the valuable experience that INTRALOT has accumulated over the years from 
operating Lotteries around the world. It constitutes an open architecture suite of applications that 
can be deployed on a variety of hardware and software platforms. 

fNTRALOT designs, develops and implements its products ensuring total control over the entire 
project lifecyc1e. We tailor the installations to the needs of the local market and client. All 
software applications have been developed with a commitment to high quality, an adherence to 
industry standards and have repeatedly received international praise. The LOTOSTM O/S 
transaction processing system features a fault tolerant, highly secure, diverse and innovative 
solution that has had a profound impact on the U.S. Multi-State Lottery Association (MUSL). After 
reviewing LOTOSTM O/S, the Association recognized the necessity for enhancement of their 
compliance standards and consequently introduced further, more stringent security requirements in 
recognition of LOTOSTM O/S superior and rigorous security funct ionality. 

INTRALOT is the fi rst and only Lottery vendor to ever achieve a perfect first time MUSL security 
inspection certification score. 

7.6 General Requirements Texas Lottery 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



Mr. Jeff Anderson, Director of Idaho Lottery, proudly had this to say: 

"This has been a tremendolls efforl by my staff 
and fNTRALOT 10 gel a great amount a/work 
done on a very limited schedule. My confidence 
in 'he whole process was also affirmed when 
INTRALOTreceived MULTI-STATE LOTTERY 
ASSOCJATION (Pawerball) certific{)/ion on the 
firsl inspection with zero discrepancies. This 
was the firsl lime a Loue')' vendor scored 
"'00% " Oil the inspeclion. " 

.ntralot 

lNTRALOT capitalizes on IBM's AIXpert Enterprise Security Management Tool. This network 
and Operating System security hardening tool is based on in-depth knowledge of UNIX security 
hardening techniques. It comes with a Lottery Security Management tool that controls over 300 
security settings from a single user friendly console. INTRALOT has applied an IBM provided 
SARBANES-OXLEY best practices security template and customize it to meet the Lottery and 
INTRALOT's security needs. This template sets the security parameters to be consistent with the 
Payment Card Industry (pen and COBiT compliance standards. 

COBiT is a/ramework/or an approach to IT management with the objectiw a/ensuring that the 
technology delivers the information to meet the business needs a/the organization or business unit. 

Texas Lottery 

Confidentiality Claimed 
Not released 
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Confidentiality Claimed 
Not released 

INTRALOT was the first lottery vendor to achieve the WLA (World Lottery Association) Security 
Control Standard certification. The press release was presented earlier in the section. 

" /N TRALOT has become theftr.'>! international 
IOlfe,y vendor /0 have ils Technical Division 

officially certified with (he World L Ollery 

Association (WLA) Security Control Standard 
certification along with ISO/lEG 27001 :2005 

certification from BSf Management Systems, an 
information security management !:.ystems 

certificnlion body, a ccr edited hy Ihe { l nifed 

Kingdom Accreditalion Service (UKA S) ... ... " 

INTRALOT's recent achievements in security applied to its LOTOSTM OIS Gaming System 
configuration resulted in ISO/SEC 27001certification for lnfonnation Technology Security 
Techniques as demonstrated by lhe fol lowing certificate. 

7.6 General Requirements 
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C E R T I FICATE 
DQSGmbH 

Oeuts<:h e Gesellsc;hatt zur Ze rtifi rle nmg VOIl Miln"ge",entsy~temen 

hereby certifies that the company 

INTRA LOT S .A. 
INTEGRATED LOTTERY SYSTEMS & SERVICES 

,nfralof 
64, Kifissias Awonue So. 3, Premetis street 

15125 Maroussi - Athens 
GREECE 

design, Implemerlt;llloo, ~Ing, It'r!iCIllation. malntenarl(e, 
integration ilI'd Oper.ltion of information tcdmdogy ~s 

Information Security Management System . 

All audit,. documented in iI r<i!pOrt. has ventied that this ma~t SY'"tem 
fu lfils the reQ\llr~nts of the following standard: 

ISO/lEe 27001 
Information Tedmol()(JY - Sec:u rlty t ech niques 

Infor mation Secu r ity Management System s Retlu l.-em ents 
October 2005 Edition 

This certificate Is valid until 2010-07-17 

)87746 1502 

Fr.lI'lkfurt am Milin 2007-07-18 

IC~Net 
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l i::::Net 
** 

~~~~~~~~~~~® 
THE INTERNATIONAL CERTIFICATION NElWORK 

CERTIFICATE 
IQN.t iiOd 

DQS GmbH OAIrt"".to. G~"II~ ZV' le'tJf;z~rvng V(oI'I M.Jn<'getn@'l'llsyst&mel'! 

here!:ly Certify that the company 

INTRALOT S.A. 
INTEGRATED LOTTERY SYSTEMS & SERVICES 

64, Kifissias Avenue & 3, Premetis street 
15125 Maroussi + Athens 

GREECE 

for the scope 

dftsign, imp~mentalion. le:sting. ___ lIation, m.inten<>n<:e, 
integration and operation of information technology systems 

has implemented and maintains 3 

Information Security Management System. 

An audit, doaJmenled in a report, has ve rifoed that this management system 
fulfils the requirements of the following standard: 

ISOl lEe 27001 
October 2005 Edit ion 

This eertifi~le is valid until 
Frankfurt am '''tain 

AJon<lpnt; Di.-«(o.-:; ofDQS GmbH 

iQ~""P~" 

~OR Spa"" Al' ~Q A."":'."Olt F,.~~ AJ3.-\~ ... """. =-=.x.w b'~'-"- A. .... n lim"" A?CEIt 1W1q,,/ CISQ 1=0 cQC Cltb:<: 
CQM OltUt CQS O~Aq~ (to C .. o....tM DQS 0...-'0' DS.I:Irw_,~ ll.OT c......... rcAV 8".::11 

Fcr.~'OJU.Ll /'--=-1. HKQ.u. H-e u'I,!! o"'~ lc:o).'TI;C c .. _ n&'C .v.. ...... la'l'""'" c .. __ F"I~oJ 
!lUJ.1..u,-""d JQ..\ J_ Kl'Q r-n. ~ISZT H-p.? :S""';'o AS ."....,10;)' ~ b.la.,J PC&: A./_J Q.\!l C.ott>;Ia 

Q-.a&y Jw:.:r ... .t.<:fri:r Itt P...:..-ia Sol! ~ .iM;"olilJ sn huw/ SlQ 51",-_ SlRDoI QAS =.,..tioo;.Illf,aI«J':;~ 
SQS S .. /", .. lmwI SRAC ~ ... TEST St ? .... ..ba:. /!A::lo 'i\;"QS Soo-bk 

IQSo< ;,. ~ ito """ ,:SA loy: M AQ ArSOJl AIB.Y",; .... ~t:=>1 CSQ. OQS. !->"SAl!=. Q:-.n >:>d SAl Glob.! 
• n.. "', ..r~ ~ h ...:;.a r.:boo Iitooo v.im .. ..t doi:.~. t1pUtod ~ .... h ~nilo1>:.o __ UlI"-jqtrt-gujlEptiog-S9P' 
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Testing Results 

LI3p Second Tlstlng 
Model Name: Synes.rvlr'" 520015250 
Relills , Vusion : 1.10 and 1.11 
DOlt. Tested: Nonmblr 200S 

- 5>-Symmetricorn ---

The following leap $«:ond lesting results provide time of year infOllll3tion 3CrosS the 
botJod.., between December 31. 2008, and JOllYory 1. 2009 lUTe time). This Includes, but 
is no t limited to, h8nd l1ng of the time hl lormatloo provided via the unit'. ou tput pottS. 
Hote: lioci 2008 i. I leap yeer lhe Ilnp ellColid will be added at the 6fld of the 366- day. 

AU tlsting below MS biHln don. on an S20OIS2SO running firmware Release ve rslon 1.10 
or 1.11 . If you are running a vMSlon of firmware that is fowlN'" than 1.10 Symmetricom 
recomlTlt!f11:k that you downlood the latest version for your S2OOIS250 at; 
http://www.svmmetricom.comlsupportfonline.$upponlttm.product-supoonisoftware_ 
d2WnlomW 

Symmetricom products that report time information wi~ do so as descri>ed below. The system 
time and all of its re!aled outputs should flcremenl time ~ except for the foIIov.iog 
d iscontinuity. which is expected: 

1. De<:ember 31·, 2008 23:59:59 
2. December 3 1", 2008 23:59:60 (some docks may display .. repeated vakJe of 59!ie<':) 
3. Janu:uy 1"', 2009 00:00:00 

T «lIng w:u done on an 8200'5250 that was synchronized to a single inpul source, either GPS (If 
an IRIG_ If an 82OC\1S250 is configured to have Il'IOf& th .... one source, the S2CHA'S250 will set Its 
time based 00 the tine J1 the majority of its sources. 

$2001$250', locked 10 GPS· 
For the beloY.' tests, the silnJlation tn.e was star1ed on Deoomber 31"', 2008 at 22:30 30d aIlO'Ned 
to ruJ until January I", 2009 at 00:15, lor a tobI silnJlaiion tme 01 1 hour and 45 mnutes_ 
The Il13p second is handled as foIows on the S2OOIS250's IRIG, ser1aI3I1d NTP sef\'ef potts: 

Output on IRiG port with IEEE 1344 IInablvd or on Syspl8x port; 
366:23:59:58 
366:23:59:59 
366:23:59:GO 
00 1 :00:00:00 
001:00:00:01 

Output on NTP lIen/et"; 
The NTP serwf com!Clly sets the Lllap Incf1C3tor pl!l1oding bits in p;:Idill!S served_ 

S 2OOIS250 locked to an IRIG lIOllfce: 
IEEE 1344 compliant /RIG oourc..-
When the 52QG1525O is Iodied to an IEEE 1344 CXlfl1IIiant IRIG source that correctty ~ the 
leap second pending bit, the 52OO1S25O wil set the leap sealf1d pending bit on its IEEE 1344 
compliant outpu\IJ, and aUd Ih~ ~ ~VJ Iu i\.ll IRIG uutpuI as 1!iVNI' alJuy". TI* NTP servlH 
correctly 18(1 the Le;ap IndiCOlltor pending bits in padlsts stMVed. 

P", , 
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-- =::;t Symmetncom' --.....-. 
Non·IEEE 1344 Ct:JmpiianlIRIG.sourc&: 
Assu~ !he incom-.g IRIG I5OI.JfC9 abruptly .. d<.b a lilap sllCOrld .at the and of !he UTe day 00 
()e(;. 31 • 2008 the S2OQIS250 wiH update the time on its IRiG and Sysplex outputs correcIIy. It 
will lake '-" to 15 mn.rtes to nsert the leap second " 10 the NTP p3ckats served by Ih& 
5200/5250. 

S20OIS250 synchronized to lin HlP 5efVM with the leap indklltot" bits set: 
NTP response packets JlcIude OIl leap indicalOr tie:<! thai warns net'MxIcflg e!ements that get !heir 
tin18 via NTP that a leap second shou!d be inserted at the end of the ctnlIf\t day (UTe). Since !he 
leap inckator field can only be set '-" to 24 heMs in advance of the leae second event, 
Symmetricom recommends thai the MaKWnum poll interval (M3~poI) of all SyncSefV8fS be set 10 
less !han 24 hoofs_ For IUrther information on senillg Maxpol see the SVnc5erver User Gt.de. 

ASSUIring an 52OO1S25O is sync;tvonized to ;vJOther NTP server and that this 520015250 has 
received an NTP IDle packet with the leap indicOItor field COflllctly set to indicate a p80d:~ leap 
second Oil \east 10 minutes before the evefK, the SlOOlS25O's IRIG and Sysplex outputs..,1 add 
the leap second 3 seconds after midnigll lJTC as shown below. The time 5efVed by the 
5200/5250 3S '0\"6'1 as !he leap ndic3tor bits wil bEt as folloINs: 

Time on IRIGISysple1i Pons 
366:23:59:58 
36623:59:59 
001:00:00:00 
00 1 :00:00:01 
001:00:00:02 
001:00:00:03 
001:00:00:03 
00 1 :00:00:04 

TIme In HTP pacbts se.ved 
23:59:56 
23:5959 
23:59:59 
00:00:00 
00:00:01 
00:00:02 
00:00:03 
00:00:04 

Le.np indicator BIIS 
10 (leap second pending) 
10 (1e3p sacond pending) 
10 (1e3p second pending) 
00 
00 
00 
00 
00 

Syrnmetrioom is not respons'ble for the correct processing of this ilformation by any external 
~ or device, only the transition from the year 2008 to the year 2009 as provided by the 
urn! s output ports, 

Symmetncom, Inc, is makmg every effort 10 proVIde acaxale and up-t!>-date Iflformabon ~ the 
Leap Second readiless of its products, This information reflects the current results of comptiance 
tests of standard products ;n:I may be updated or ch3Jged without notice as testing continues, 
This informatlOfl IS published for our cus\orneB' assis~ only. An DVer.J1 assessment aOO p/3l 
based on partirular ~ is our customers' responsbility. Symmelricom disdains any mpiied 
warram;es of fllI!fchantabil ity and fitness for a particlbr purpose and makes no express 
warranties &xcept as may b& stated in its written agreement with its customers. In no event is 
Symmetrioom liable for any incired, special, or consequential damages. Liability is limited to the 
purchase price of the product. 

PJ.gt 2 
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LOTOSTM O/S Component Level Bill of Materials 

Presented at the end of this section, please find confidential diagrams that show the LOTOSTM OIS 
Lottery Gaming Systems overview regarding the hardware, communications and software system 
components to be supplied. The drawings and charts list equipment by model number, 
manufacturer, and product name. Following the charts and diagrams please fmd a confidential 
"Component Level Bill of Materials" entitled "Central Configuration". Please consult this 
configuration listing for a system component level bill of materials. 

NOTE: Please reference the "CONFIDENTIAL" INTRALOT System Overview and Equipment 
Diagrams for the Primary and Back-up Data Centers presented at the end of this section: 
The inserts include: 

1. Lottery Central Gaming Systems Overview 
2. Primary Data Center LAN-WAN Overview 
J. Primary Data Center Central Gaming Systems 
4. Primary Data Center Storage Area Network 
5. Primary Data Center Communications 
6. Primary Data Center Texas Test Environment 
7. Back-up Data Center LAN-WAN Overview 
8. Back-up Site Lottery Gaming Systems 
9. Back-up Site Storage Area Network 
10. Back-up Site Communications Equipment 
II. Texas Network Communications Diagram Overview 

7.6 General R~uirements Texas Lottery 
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3. The Proposer must demonstrate how its proposed System can meet or exceed the Texas 
Lottery's perfonnance requirements. 

INTRALOT system meets and exceeds the Texas Lottery's performance requirements. 

Terminal Send to Cut Online Ticket Printing Performance 

Hours of Operation 

Confidentiality Claimed 
Not released 

INTRALOT's LOTOSTM DIS Lottery Gaming System accommodates a twenty-four (24) hour-a­
day full -time operation. The System can operate 24 hours per day supporting sales and validatio n s, 
including instant ticket processing. which exceeds the Lottery' s ncar twenty-four (24) hour-a-day 
operation requirement. Currently, OUf Systems in Arkansas, Idaho, Montana, Ohio and South 
Carolina are all running retailer tenninals 24X7. Only New Mexico and Nebraska have a shut down 
period for about two or three hours in the early morning, per the individual lottery's requirements. 

Telas Lottery 7.6 Genentl Requirements Page 73 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



Page 74 

.ntralot 

LOTOSTM O/S: 
../ is ready for 24-hour a day option/rom 

dayoneJ 
./ has the ability to roll accounting periods 

and process nightly task while the 
current accounting period is selling, 
cashing and validating! 

Primary Site System Recovery 

INTRALOT's Primary Data Center system recovery in auto-failover mode from a one System 
failure is accomplished in less than two (2) minutes while maintaining current transactions without 
any data loss. 

The following Battelle Institute test results show that a Primary Site System failover, A-to-B switch, 
was accomplished by a similarly configured System operating under loads exceeding the 
requirements of this RFP in forty-eight (48) seconds. 

Failover Test 
Test Specifications 48 Seconds for lenn inallo continue printing 

• 20 tickets requested the remai ning tickets 

• System A fails over to System 
B after 5 tickets have printed 

This demonstrates that the LOTOS™ O/S overall Systems architecture exceeds the RFP 
requirements. Failover has been independently tested and documented by two third parties, Battelle 
Institute and Gaming Laboratories International (GU). INTRALOT's System as configured will 
exceed the Lottery's requirement of less than two (2) minutes. 

RFP Requirement I Multiple Play Tickets in Six Seconds 
Test #2 Specifications I PowcrbalJ Multiple Play Tickets 
Timings in seconds) 

3.69 4.00 I 3.59 I 3.69 I 3.97 I 3.69 I 3.66 I 3.78 I 3.82 I 3.97 

7.6 General Requirements Texas Lottery 
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4. The Proposer must describe its System' s capability for detecting and reporting fraudulent 
transactions and acti vities. 

Confidentiality Claimed 
Not released 
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Confidentiality Claimed 
Not released 
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Confidentiality Claimed 
Not released 
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Confidentiality Claimed 
Not released 

7.6 Genera l Req uirements 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 

Texas Lottery 



Texas Lottery 

Confidentiality Claimed 
Not released 

7.6 General Requirements 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 

,ntralot 

Page 81 



Page 82 

.ntralot 

Confidentiality Claimed 
Not released 
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Confidentiality Claimed 
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7.6.2 Electronic Data Exchange 

Electronic Data Exchange services arc the activities associated with the day-la-day management of 
the data exchange between the Lottery Gaming System and designated Texas Lottery systems. Th e 
description and fannat of current data exchanges will be provided to prospective Proposers 
attending one of the mandatory pre-proposal conferences upon receipt of a signed Non-Disclosure 
Statement. The Data Exchange Report and all associated requirements will be incorporated into any 
Contract resulting from this RFP . 

Table 45 Electronic Data Exchange 

Rc~r(lI1"t.' R..:qlllrt.'llh.'llt .. 

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

INTRALOT acknowledges and accepts the roles and responsibilities and detail requirements 
indicated in this section of the RFP under Table 44. 

2 The Proposer must describe how it will meet the data exchange requirements outlined in tlus 
section and the Data Exchange Repon. 

JNTRALOT acknowledges the requirements for the Lottery Gaming System to provide data 
exchange and to Interface with other systems as described in the table below and at the frequency 
indicated. JNTRALOT will put in place all of the Systems and operational procedures to accomplish 
these, and any other tasks that may be required during the tenn of the contract, within the required 
lime frames. 

7.6 G~n~ral Requirements Texas Lottery 
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7.6.3 Sales and Marketing System 

Table 46 identifies the minimum System requirements for sales and marketing including: 

• Plans, designs and implement a Lottery Gaming System that supports the Lottery' s sales and 
marketing functions 

• Develops and implements terminal-oriented promotions with lottery products that utilize 
coupons, free tickets, entry forms, vouchers or other Terminal or ticket stock items as 
required by the Texas Lottery 

Table 47 Sales and Marketing System General 

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

lNTRALOT acknowledges and accepts the roles and responsibilities and detail requirements 
indicated in this section of the RFP under Table 46 and Table 48. 

2. The Proposer must describe its System's capabilities for providing player and retailer 
promotions, 

IN'I'RALOT will provide tbe ' j'exas Lottery witb a broad range of promotional features and most 
important promotional opportunities to both grow lottery revenues and create additional player 
excitement. INTRALOT will provide the promotional features and options as detailed by the 
Lottery in this section, 

Unique to INTRALOT is our "OnQTM" tedmology that not only provides an exhaustive range of 
available game configuration parameters; but it also supports on-line promotional games. When the 
need arises for an amendment to be made to an existing game promotion or when a pre-detennined 
start-and-end date need to be added to a promotion there is actually no new development involved 
in the process at all using INTRALOT's OnQTM technology. It is simply a matter of typing in the 
key parameters. 

INTRALOT recognizes tbat continued success can be accelerated by creative and effective 
promotional programs, The INTRALOT System is designed to faci litate the Lottery's need 10 
provide game promotions and incentives that stimulate sales and interest in the Lottery's product 
offerings. 

One of INTRALOT's marketing objectives fo r the Texas Lottery will be to develop and open new 
sources of revenue, including promotions and non-ticket value. We believe that carefully crafted 

7.6 General Requirements Texas Lottery 
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promotions, particularly in conjunction with outside sponsors, CQuid not only bring significant new 
streams of revenue to the Lottery, but they could a lso move the Lottery toward the position of 
"creating more winners" - which is the lifeblood of any lottery. Promotions revitalize player 
interest. 

Lottery promotions can be used successfully to target new or under-served market segments. For 
instance, to stimulate interest among younger adults a promotion could be staged with hot new 
tcchnology products as prizes and promotional offerings, such as concert tickets, iPhones, B1u­
Ray's, etc. Promotions could also be tied to the launch of a new lottery games, the Lottery's 
website, as well as the Lottery's VIP Club. Promotional ideas are practically endless - and with 
[NTRALOT's OnQTM technology, launching promotions are made easy. 

In providing the software and technological capability to introduce desirable promotions, 
INTRALOT is committed to working with the Texas Lottery in conducting promotional research 
and analysis. The System and tenninals that we are proposing for Texas have exceptional 
promotional capabilities designed to facilitate marketing and promotional offerings in many 
different ways. 

Some important promotions opportunities include: 

• Introducing new or modified games; 
• Providing player and retailer incentives; 
• Promoting cross-product incentives; 
• Conducting 2nd chance drawings, expanded prize level offers, and "'Nth" ticket promotions~ 
• Generating revenues from outside sponsors; and 
• Leveraging a Lottery' s VIP andlor subscription program. 

The goal should be to design promotions that achieve strategic objectives such as: 

• How to generate "new" interest in exi sting games/products; 
• How to appeal to a "new" segment of players; 
• Localizing or targeting sales to specific areas or individuals; 
• Attracting promotional partners to minimize costs; 
• Devising affordable but attractive incentives for both the retailers and players; and 
• A voiding undesirable cannibalization of existing game sales. 

Each promotion should have specified measurable targets. Data should be collected to show 
whether the promotion met its targets or not. Promotion str.itegies that achieve target results should 
continue, those that do not should be redesigned before they are used again. INTRALOT's OnQTM 
technology makes managing promotions easy and vastly morc effective. 

The System we have proposed for Texas is fully capable of implementing terminal-originated 
promotions that use coupons, free tickets; ticket stock entry forms, and other terminal or ticket stock 
promotions. The promotional programs that we have developed can be applied to a ll lottery games. 
Our promotional package is user-friendly and customizable to your needs and requirements. The 
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following screen shots are presented as an overview into the wide variety of promotional options 
available within the INTRA LOT System. 
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Promotion Program Definition - Target Cities 

Once the selection criteria has been checked and approved, the selection will appear on the "Target 
Retailers" portion of the screen . 
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Promotion Program Definition - Selected Target RetailerS 

The "Promotion Trigger" tab allows the selection of the type of the promotion to be defined. If the 
selection type is lor a ticket. the promotion can be based on the number of plays; the number of 
draws; or the total amount. If the selection type is for a COUJXlD the promotion can be based on a 
serialized coupon or a non-serialized coupon. 
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Promotion Program Definition - Promotion Trigger Tab 

If multiple promotions were active, a single ticket purchase might trigger multiple promotions. 
Promotion triggers can be defined to be applied once per wager or repeatable for a single wager. 
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Promotion Program Definition - Selected Promotion Trigger 
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After the "Promotion Trigger" has been defined, the "Promotion Results" tab is used to detennine 
what the promotion reward will be. The rewards can be defined for the player, the retailer, or both. 
The player could receive either a free ticket, another promotion coupon that can be good for a future 
date, or an entry ticket in a raffle or other drawing. The retailer could receive either a coupon that 
they could redeem after so many coupons or points are received or they can receive an entry ticket 
in a raffle or drawing that is tied to a clerk or retailer incentive program. 

The following snapshots illustrate the various options that can be selected within this tab. 
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Promotion Program Definition - Promotion Results Tab 
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The last piece of the promotion functionality is defining the on-ticket message fo r the triggering 
wager and additional messages that are to be printed on the coupon or entry tickets. This message 
can be entered using the text box on the Messages tab. 
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Promotional Activity Reporting 

All promotional information is tracked by the System. All sales information, free ticket 
information, and coupon information is tracked in a database and ready for immediate analysis. 

Promotions Report 

Promotions don 't require any software changes to the system. They can be defined up until the day 
before they are schedu1ed to go active. Promotion reports and statistics can be generated for Lottery 
staff and retailers for any time frame. The promotional summary report and detailed reports 
provide an excellent snapshot of the overall promotional campaign. 
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Specific Promotions and Results 

Free Play: The INTRALOT System supports " Free Play" when a number of wagers. specific 
trigger wagers, or other conditions specified by the Lottery are purchased. The number or type of 
purchases used to trigger the free play and the amount and specifications of the Free Play are 
changeable and can be determined by the Lottery at the start-up ofthe promotion or anytime durin g 
the promotion. As an example, INTRALOT worked closely with the Nebraska Lottery and its 
Scratch ticket vendor to establish a bar-coded coupon that could be issued from lenninal after each 
$2 Powerball purchase. Players received a free $ 1 Scratch ticket with each qualifying purchase. 
Retailers could receive instant credit by scanning the bar-coded coupon with their Instant ticket 
val idation device. 

Cross Promotion: The INTRALOT System supports Cross Promotions including ' Buy X, Get Y' 
promotions resulting when a player purchases a ticket of a specified product (X), and receives a 
prize (Y) of a different product. The prize may be a free ticket, a coupon, or an entry ticket. Both 
on-line and instant products can be cross-promoted in various combinations on thc INTRALOT 
System. 

This functionality has been used by the several lNTRALOT clients. In ebraska, the Lottery used 
this feature to cross promote two of their on-line games; players who purchased $2 of Pick 3 
received a free $1 Powerball Quick Pick. In Idaho, it was used regionally to produce a $3 discount 
coupon for admission to Lewis and Clark College baseball championship play-off games with the 
purchase of a $5 Wild Card ticket. 

INTRALOT's System has the capability of generating an instant ~ on-line cross promotion. The 
Nebraska Lottery wanted to increase instant game awareness, create a PowerBall player motivation 
to try instant games, and increase average daily sales. 

Nebraska's on-line cross promotion included the following: 

• Goal: To increase trial of Scratch games by Powerball players. 
• Dates: February 20, 2005 to March 6, 2005 
• Buy $2 Worth of Power ball ; Get One $ 1 Scratch Ticket Free. 
• Offer: For every $2 worth of Power ball purchased on a single ticket, players recei ved one $ 1 

Scratch ticket free. 

Nebraska' s cross promotion sales results: 

Tuns Lottery 

Powcrball: Sales increased eight percent during the promotion compared to sales during 
similar jackpots for the thirteen weeks prior to the promotion. Meanwhile, sales during the 
promotion increased six percent compared to sales during approximately the same time 
period the previous year. 

Scratch: Total Scratch Sales increased eighteen percent during the promotion compared to 
the average for the thirteen weeks prior to the promotion. Meanwhile, total scratch sales 
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increased by twenty six percent during the promotion compared to the same two weeks the 
prior year. 

$1 Scratch games average weekly sales increased forty two percent during the promotion 
compared to the average for the 13 weeks prior to promotion. 

The tenninal issued a coupon for every $2 Powerball purchased on a single ticket. A total of 
388,420 coupons were created during this cross promotion. Each coupon produced a unique 
22-digit barcode that could be redeemed by an instant ticket validation device. The barcode 
could only be issued once. 
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Example of Nebraska's coupon 

Various prize types are supported by INTRALOT' s system under the cross-promotion functionality. 
The system supports prizes that are cash; merchandise; cash/merchandise; and annuity (weekly, 
monthly, annually) prize payments. 

An example ofa promotion of this type, which was implemented in Nebraska, as " My Ticket To 
Ride" Harley-Davidson® Giveaway: 

• Goal: To increase Lotto sales by encouraging at least $5 in Lotto (on-line) purchases 
during low jackpots. 

• Dates: March 27, 2005 to April 24, 2005 
• Offer: For every $5 Lotto play (Powerball, Pick 5, 2by2) on a single ticket, players received 

a terminal-generated coupon that served as a mail in entry for the chance to win a Harley­
Davidson motorcycle. 
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More than 142,000 entries were received during the four-week promotion. This promotion received 
over three times as many entries as the Truck$ & Buck$ second chance Scratch promotion the 
previous year, which ran for 15 weeks. Powerball sales eight weeks after the promotion ended 
showed an eight percent increase when compared to sales during the same time period in the 
previous year with a similar jackpot levels. Nebraska Pick 5 sales eight weeks after the promotion 
increased nine percent when compared to sales during the same time period in the previous year 
with similar jackpots. 2by2 sales increased seven percent as compared to the same time period the 
previous year. (The Jackpot is always $20,000). 

Bonus Draw: The INTRALOT System supports Bonus Draw that allows the Lottery to draw as 
many sets of winning numbers as the Lottery may require. In addition, lNTRALOT's System can 
generate vouchers for second chance drawings under conditions specified by the Lottery. 

Bonus Payoff: The INTRALOT System supports Bonus Payoff promotions in which a specified 
increase in the payoff for specified winning plays can be triggered. 

There are times when a Lottery may want to increase the payoffs like as is the case with "Red Ball" 
type promotions with games like Pick 3 and/or Pick 4. As an example of a Bonus Payoff promotion, 
INTRALOT and the Nebraska Lottery have run "doubler" promotions on the Nebraska Pick 5 
game. In this promotion, the winning rolling jackpot prize is doubled during a specified period of 
time. All winning jackpots during the promotion period are doubled. If the jackpot is not won 
during the promotional t imc period, the jackpot is doublcd thc frrst time it is won after the planned 
promotion end date. 

Drawing Events: The INTRALOT System can vary the number of draws per game per week 
and/or the days on which draws are conducted on, or both. 

Selective Marketing: The INTRALOT System has the ability to designate the sale of any specified 
game(s)/products through any selected retailer groups the Lottery desires, as well as selected 
geographical areas. Retailers can be grouped any way the Lottery wishes and a promotion can be 
defined and activated fo r any retailer group, induding, but not limited to, individual retailers, chain 
retailers by the entire state, sales region, county, city, ZIP code, and NAIeS. 

Promotions can also be defined to run simultaneously in different parts of the state at specific time 
frames (i.e. 4:00 p.m. to 6:00 p.m.) and can start and stop at any time. 

The flexibility of the INTRALOT System allows the Lottery to support regional events including: 
state fairs, music and art festivals, home and garden shows, and a host of sporting events throughout 
the entire state. 

Sampler T icket : The INTRA LOT System runs multi-game Quick Picks where the System 
automatically generates more plays either with or without a premium. 

In Nebraska, the tenninals have a three-pack button (Powerball, Nebraska Pick 5, and 2by2), and a 
four-pack button (Powerball, Nebraska Pick 5, 2by2, and Nebraska Pick 3). INTRALOT's System 
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also supports the Nebraska Lottery's Lotto Game Sampler piay· slip, where all four or any 
combination of Nebraska's on-line games can be purchased using a single play-slip. 

In Montana, the tcnninals have a 4-pack button (Powerball, Hot Lotto, Wild Card. and Montana 
Cash). 

In Idaho, the terminals have a Triple Play button (Powerball , Wild Card and Pick 3), as well as 
Quick Pick buttons that support $1, $5 and $)0 one-touch purchases, plus Powerball with Power 
Play Quick Pick one touch buttons for $2, $10 and $20. 

Examples of Sampler Ticket Promotions 

Montana Lottery: Blue Basket Market Promotion 
Buy a Lottery Six-Pack for $5, in which the Free Ticket is the Power Play for Powerball. The 
promotion is automaticall y activated when the retai ler selects the Six-Pack button. 

Message on ticket: Your Power play ticket is free to show you our appreciation. Good Luck on 
your Lottery Six-Pack, Blue Basket Market and Montana Lottery. 

Mootaoa Lottery: fGA Promotion 
Buya Lottery Six Pack for $5 in which the Free Ticket is the Power Play for Powerball. This 
fcature is automatically activatcd whcn thc rctailer selccts thc Six-Pack button. 

Message on ticket: Your Power Play ticket is free to show our appreciation. Good Luck on your 
Lottery Six-Pack, EVERY DAY lOA and the MONTANA LOTTERY. 

Variable Commission Rates: The INTRALOT System is capable of providing variable 
commission rates for certain on-line and instant products. For retailers or retailer s ubsets, 
commission rates may temporarily or pennanently be set differently from the default during a 
promotion. Retai ler commissions can be increased by any percentage on all product sales during 
the promotional period, for one or more days, or even a portion of a day. For example, during the 
Nebraska "Buy $2 of Pick 3 and get $1 free Powerball" promotion, retailer commissions were 
increased by 3% on all Pick 3 sales. 

The INTRALOT System is robust and has the capabilities to implement many other types of on-line 
and instant promotions. Following is a snapshot of additional promotional features and capabilities 
of the INTRALOT system, which will deliver significant added value to the Lottery. 

Voucher Promotions: The INTRALOT System supports Vouchers used in promotions whereby 
ticket purchases can result in a certificate worth a certain dollar amount or exchangeable for 
merchandise. The INTRA LOT System can add barcodes. UPC codes, or other defined identifiers. 
The INTRALOT System is also fully capable of tracking the liability for prizes due to the issuances 
of vouchers. 

Retailer Clerk Incentive Promotions: Under conditions specified by the Lottery, the INTRALOT 
System can issue a fonn for a retailer or clerk to enter a special drawing or participate in other 
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retailer incentive programs or promotions. We call this our Premium Points Program for retailers 
and chain accounts. This is a great way to actively engage Retailers in their own promotions. 

The Retailer Clerk Incentive program can be set up as a long-term promotion and can be triggered 
by one of the following items or any other event, as requested by the Lottery: 

• Single Play Sales 
• Single Draw Sales 
• Multi-Play Sales 
• Multi-Draw Sales 
• Amounts (the total worth orthe ticket) 

Each promotion, or Premium Point Program, may have a single game or multiple games assigned to 
it. Through the Management Terminal, Lottery personnel can enter the parnmeters for the Program 
using the "Promotions Definition" screen. The user can easily define the base characteristics of the 
Program: 

• The Promotion Style indicates whether the promotion is a ticket or a coupon promotion. 
• The Promotion Type sets whether it is a Buy X Get Y, Nth ticke~ or Discount. 
• The Priority Number dictates in what order promotions will take precedence when a wager 

triggers multiple promotions. 

The selection of game(s) to be included in the promotion is selected within the Game Selection 
container, located on the Selection tab of the screen. 
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Points accumulate on the System and can be viewed or printed in a report. Point accumulation can 
also be sent to the terminal so that the retailer. clerk or Lottery field marketing personnel can view it 
and keep the retai ler apprised of the status. The Retailer Clerk Incentive program can be set up for 
chain stores and the points can be viewed at the chain level all the down to the store level. Points 
processing can be perfonned by Lottery personnel from the Management terminals and reports wi ll 
be developed, as specified by the Lottery, which can provide activity summaries, details and 
accounting infonnation. 

Ntb Ticket Promotions: The fNTRALOT System supports an '"Nth" ticket promotion where a 
promotional ticket is automatically printed after a quaJifying purchase of a specific product ticket 
that happens to be the "Nth" ticket purchased from a terminal participating in the promotion. The 
promotional ticket may either be a free ticket (Quick Pick play or multi-draw play on the same or 
different product), a discount (on the same product), an entry ticket, or a coupon or even a prize. 
Specific definitions and parameters for this type of'"Nth" ticket promotion can be tailored to 
individual promotions. For instance, this type of promotion was used during MUSL's " 12 Days of 
Powerball" promotion. 

Entry Form Promotions: The INTR.t\LOT System supports Entry Fonns issued upon ticket 
purchases used to create an entry for a prize drawing. 

Raffle Promotions: The INTRALOT System is capable of producing a raftle ticket for a 
promotional drawing when a combination of dollar values of plays is purchased. 
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Second Chance Urawings: The System is capable ofprinling ticket-specific unique codes to 
register for second chance drawings and/or other promotional prizes via the Internet as well as 
printing infonnation specific to the needs oftbc Lottery. 

Promotional On-Line Games: INTRALOT's System supports Promotional On-line Games that 
contain predetermined start and end dates - and does it without the need to install a software change 
at !.he end of the game through INTRALOT's OnQTM technology_ 

Partner Play or Retailer Coupons: The System supports Partner Play or Retailer Coupon 
promotions which are a direct method for rewarding and incentivizing the retailer and sales clerk. 
On an "nth" ticket basis (detennined by the Lottery) a sales clerk will get an exact duplicate of a 
ticket purchase by the player in o rder to "play along" to win cash and/or merchandise. 

Gift Certificates: The TNTRALOT System supports a Gift Certificate promotion in which players 
can purchase a "gift certificate" ticket or coupon printed by the terminal which can be redeemed for 
any lottery product - instant or on-line. 

Grouping Games: The System supports the grouping (or packaging) of various games into 
discounted promotional packages. Such as two Powerball, two Daily 3, and two Daily 4 easy picks 
for $5. Groupings can be easily enabled and disabled just as any other promotion. The following 
screen illustrates the ease in which a user can select games for a promotion: 
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Terminal Originated Promotions: INTRALOT's System has the capability to produce terminal 
originated promotions that use coupons, free tickets, ticket stock entry forms, and any other tenninal 
or ticket stock items, as required by the Lottery. The ticket stock promotional pieces are produced 
immediately from the terminal. 

Trailer Ticket Promotions: INTRALOT's System is able to produce a "trai ler" ticket (a 
ticket/coupon produced after a wager is produced) as well as a coupon based upon "X" number of 
validations of instant tickets for a specified game number, or of all games, as required by the 
Lottery. 

Discounted Price Point: The System is capable of allowing players to buy a certain number of 
tickets for less than the face value or Discounted Price Point. For instance, players can buy $6 worth 
of tickets for $5. This is an excellent promotion aimed at increasing trial of various games. 

Number of Draws Discount: The System supports promotions in which players can purchase a 
certain number of advance draws and receive a discount. 

Trigger-based Promotions: £NTRALOT's System is capable of offering promotions that trigger 
based on single-board or multi-board tickets in various dollar amounts. 

Priority Value Promotions: INTRALOT's System is capable of assigning a priority value to each 
promotion in order to arbitrate which promotion will trigger if a purchase is made that qualifies for 
more than one promotion, o r, if both promotions should be triggered. 

Serial Number Promotions: INTRALOT's System can use the serial nwnbers of non-winning 
tickets for a separate drawing to win cash prizes. 

Multipliers: The System is capable of offering various "doubler," "tripler" or other "multiplier" 
promotions as a way to increase prize levels. fNTRALOT has successfully implemented these 
types of promotions in jurisdictions, like Nebraska where the Lottery runs a regular Cash 5 
"doubler" promotion. 

Single Use Coupons: The INTRA LOT System can easily handle pre-printed or lottery-sponsored 
coupons in which players can receive discounts on lottery products. In some jurisdictions, lotteries 
use these promotions as part of direct mail campaigns. 

Generic " Dollar Value" Coupons: The INTRALOT System supports "Lottery Bucks" type 
coupons. 
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INTRALOT's Player Registration and Subscription System Overview 

lNTRALOT will provide a customized web-based Player Registration and Subscription System 
specifically for the Texas Lottery under the LOTOS boOn sub-system of LOTOSTM O/S. The 
LOTOS boOn Program " maximizes revenue" to the Lottery by offering an innovative, entertaining. 
and rewarding player services experience that will attract new players, as well as increase revenues 
from existing players who desire to participate. While the subscription system will increase on-line 
sales, the increase will be most significant when jackpots are low, thereby. helping to diminish the 
"Roller Coaster Revenue Effect." Using the Subscription System additional relationship marketing 
opportunities also exist during these low jackpot times and could be tactically turned on 
automatically by the System inunediately after large jackpots are won. 

INTRALOT's Subscription System is an integrated solution that is provided as an added-value add­
on module to the LOTOSTM O/S platform. It has been designed specifically for LOTOSTM O/S and 
provides comprehensive functionality beyond the requirements of the RFP requirements. 
INTRALOT will provide all the features and functionality required in the RFP and presents a 
number of additional benefits that will give the Lottery significant added value. The LOTOSTM b­
On modulc is a highly paramctcrized solution that can be customized and extendcd spccifically for 
the Lottery. 

The Subscription System provides significant added value for the Lottery. Our advanced 
registration procedures and multitude of gaming options coupled with the promotions and 
advertising capabilities of the system will provide the Lottery with to a powerful revenue stream. 

The LOTOSTM b-On module enables the Lottery to support and manage registered players and 
provide a number of services and privileges. By registering a player joins the players' club and 
acquires a number of benefits. The member card (personal card) can be used and is the quickest and 
safest method for a player to participate in their favorite games. A player purchasing an initial 
subscription is required to register and automatically becomes a member of the Players' Club and 
receives all of the benefits of membership. 

Players are able to register their lucky numbers or use quick pick. Using their personal member 
card, players can collect winnings from their electronic wallet and set preferences on whether they 
receive personalized messages, such as special offers on games. Using the LOTOSTM b-On 
application, the Lottery can evaluate player usage data. The LOTOSTM b-On application includes a 
number of reports which the Lottery can use to analyze several types of data. 

The software architecture of the subscription module is based on 3-tier J2EE architecture. The 
architecture consists of a business logic tier (Application Server), it uses an Relational 
Database and it offers administration web pages as well as customer web pages (web JSPs). Bui lt on 
J2EE application servers the application is designed for enterprise-class scalability and 
perfonnance. It takes full advantage of the J2EE development model and Java standards for 
integration with 3rd party systems should that are required. 
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Functional Description 

The functionality of the subscription module is grouped as follows: 

Administration 

LOTOSTM b~On ISubscription application provides a highly parametrical web based administration 
framework. It offers the flexibility to administer the Subscription Game Products, the Subscription 
SaJes Calendar and the Subscription Types: 

• A Subscription Game Product is the preset way a customer would like to participate in a 
game. Example: A Powerball Quick Pick with four plays 

• The Subscription Sales Calendar shows the time before the draw, the beginning of the 
subscription, the end of the subscription, dates when the player account will be charged w ith 
the participation costs, as well as the dates when payment of winnings will be executed 

• The binding of a Subscription Game Product with payment options and a Subscription Sales 
Calendar define the Subscription Types available for players to register. Subscription Types 
can vary for different types of membership (gold, silver, bronze, etc) 

Player Registration 

LOTOSTM OIS b-OnlSubscription provides a multichannel interactive player registration capability. 
Using the registration application is simple and intuitive and entails the input of personal details Le., 
name, address, gender etc., and various preferences, which includes provision for various methods 
of communicating with the player in various messaging formats including, but not limited to, RSS, 
SMSand MMS 

Once registered the player has the following function: 

• With the assistant of a user friendly wizard a customer may select one of the available 
Subscription Types, that can have limited or unlimited duration 

• A customer may register though any channel supported by the Subscription application, e.g., 
web-based, retailer 

• A player may define favorite numbers to be used for the Subscription participation or have 
the System Quick Pick the numbers 

• A player may select one of the available payment options to pay for the Subscription 
participation, e.g., e-Wallet money, bonus credits and free tickets, credit/debit card money 
and moncy through electronic funds transfer 

• A player may offer a Subscription as a gift to another regi stered player 
• A player may select how to be notified about Subscription Promotions and Marketing 

Notifications, e.g., email or SMS 
A player may select whether to participate in every draw of the game or when specific time 
or game conditions are met, e.g., the player may select to participate only in the draws of 
even weeks or even months, or when the jackpot is above a specified threshold. 

7.6 Gen('ral Requirements Texas Lottery 

DOCUMENT REDACTED BY TLC - 12-6-10 (552.1011466.022/552.1391 552.110) 



.ntralot 
Subscription Marketing 

The LOTOSTM appl ication offers a set of features that can be used to promote subscription game 
participation. This includes the implementation of promotions, marketing otters targeted to a 
particular player segment, multichannel marketing notifications and campaigns. It offers the 
following promotion types: 

• Discount promotions 
• Free lottery tickets promotions 
• Bonus credit promotions 
• Loyalty point programs 
• Affiliate program promotions 

All games played by subscription are recorded and processed through the same System as with non­
subscribed game play. All subscriber plays are merged with the ordinary game pools for 
detennination of winners and payouts. Subscribed players can play the same games as non­
subscribed players and their plays participate in the same game pools. However, as an incentive to 
participate in the subscription program the System has the capability of supporting games exclus ive 
to subscribed players should the Lottery desire. This is an added value capability ofthe LOTOSTM 
Subscription System. 

Reporting 

LOTOSTM b-On offers a list of standard reIX'rts for the Lottery's sales and marketing personnel. 
They include but are not limited to: 

• Sales per Subscription Type 
• Sales per Customer Type 
• Player per Subscription Type 
• Success, failed & rejected participations report 

Subscription Gaming Transaction Processing 

LOTOSTM b-On has a transaction processing engine scalahle to support multipl e millions of 
subscribed players. This is based on a batch process framework using proven and reliable 
technologies. It integrates through open interfaces with the existing Lottery Central Gaming 
System and with multiple payment aggregators. Transaction processing engine key features are: 

• Optimized framework for high volume of transaction and pcrfonnancc 
• Integrated support of offline and on-line payments of subscription participations 
• Fully automated subscription gaming processes 
• Robust and highly available framework 
• Detailed monitoring and reporting 
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The System can be configured so that players can register either at the PQS or over the Internet, 
such as the Lottery's website. 
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Players wishing to play via Subscription will initially register and receive all of the benefits of the 
LOTOSTM b-On. LOTOSTM b-On supports a number of different methods of registration over a 
number of channels. The registration System requires the player to submit a number of compulsory 
and optional information. The Lottery ultimately detennines which details should be compulsory 
and which will be optional. Additional details can be incorporated in the player registration form as 
requested by the Lottery. 

The following data are usually considered compul sory for the participation of the player in the club 
(these details may be modified if Lottery requests): 

• Player name 
• Player surname 
• Address (City, County. Zip Code) 
• Identification Card Number 
• Date of birth 
• Telephone (home, office or mobile) 
• E-mai l address 

Furthermore, during registration the player may choose to complete optional details that may 
include (these details may be modified if Lottery requests): 

• Gender 
• Game preferences 
• Amounts usually spent by the player on games. 

In addition, the player's registration request may allow definition of preferences regarding the 
player's electronic wallet and the infonnation the player wishes to receive from the Lottery. 

Registration Procedure at the POS 

The player initially completes a registration fonn. At minimum the player would complete the 
mandatory fie lds in the form. The fonn then is returned to the retailer who scans the form on the 
terminal's reader. The fonn is submitted to the LOTOSTM b-On appl ication for further processing 
and final approval. 

The System has the ability to issue a receipt with a reference number. The player can use the 
reference number to inquire on the status of the registration request, by contacting the Customer 
Service department. 

When the registration process is completed the player would typicall y receive a personal card 
together with a security code (PIN) separately at the reported address, as well as the access code by 
emai l. 

A player can then activate the card by either placing an official request to the Customer Service 
Department or upon the fi rst use of the card. 
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Registration Procedure on the Internet 

The System supports two methods of accessing the registration fonn via the Internet. 

The player can send an e·mail to a specified address and automatically receive the registration form 
with the details to be filled in. Alternatively. the player may access the registration webpage and 
view the fonn on-line. The player must fill in all the mandatory fields. Upon clicking on "Submit", 
the data is sent to the LOTOSTM application. 

When the registration process is completed the player receives a personal card together with a 
security code (PIN) separately in the registered address, as well as an access code by email. 

A player can then follow a card activation procedure, which may take place either through an 
official request sent by the player to the Customer Service Department or upon the first use of the 
car(L 

The LOTOSTM b-OnlSubscription application includes an integrated electronic wallet solution that 
manages player credit and winnings payments. Players can place money in the form of credit and 
use it for transaction purchases on the Lottery' s network. The application supports multiple types 
of credit units, such as money credit units, bonus points etc. The Lottery can specify rules for 
deposit, cashing and consumption of various types of credit units via different channels, using the 
user friendly web-based management application. 

Winners are paid automatically within the limits set by the Lottery. Low-tier winnings can 
accumulate until the end of the subscription period or when a player wins a high-tier prize, 
whichever comes first. High-tier wins are paid by Electronic Funds Transfer (EFT). The System 
can be full y customized to pay-out winners as the Lottery requires. Some examples of additional 
rules that can be provided are: 

• Bonus points may be used only for the payment of specified Lottery products and cannot be 
paid out in cash. 

• A deposit. up to a certain amount can be made in a POS. 
• Specified maximum avai lable balance in each wallet. 
• Specified maximum daily deposit limit in the electronic wallet. 

Rules ensure the monitoring of player transactions and money availability for participation in games 
of chance. The System can protect the integrity of the operation and enforce responsible gaming 
policies. 

Once the registration procedure is successfully completed, an electronic wallet is created for the 
player. The LOTOSTM appl ication allows players to usc more than one wallet. Furthermore, an 
electronic wallet may be jointly owned by two players whereby one will be able to use up to a fixed 
amount of money (credit units). Also, the application allows transferring of credit units from one 
electronic wallet to another. 
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Each player may specify preferences, regarding their e lectronic wallet, during registration, as well 
as through the profile management application. In particular, players are able to specify electronic 
wallet preferences as: 

• Automatic transfer of winnings to the electronic wallet. This functionality is available only 
up to a certain amount. 

• Setting a l imit up to which automatic transfer of the winnings to the electronic wallet is 
allowed. 

• Update by c-maillSMSlPost each time deposits or withdrawals are made to/ from the 
electronic wallet. 

• Regular update by e-mail/SMSlPost regarding the balance of the electronic wallet and 
activity. 

In any case, the System administrator may define a maximum limit for the automatic transfer of 
winnings so that the limits set by players do not exceed thi s value. 

The fo llowing operations are available through the electronic wallet: 

Automatic Transfer (payment) of Winnings 

The LOTOSTM Subscription System is very flexible and winners can be paid automatically through 
the subscription management system. Within limits detennined by the Lottery, low-tier winners can 
extend the length of the subscription, while high-tier winners may be paid by EFT or check. 
lNTRALOT will configure the subscription system to the Lottery's specific requirements and 
implement new features to enhance the subscription program to maximize subscription play over 
the term of the contract. 

Players must use their personal card in order to be identified by the System. In this way, all the 
transactions are recorded in tbe player's wallet. An automatic transfer threshold can be set for 
winnings. The LOTOSTM application can send a personalized message to the player by SMS or e­
mail regarding the transfer of winnings that took place including; the amount, the game, the prize 
and/or additional marketing messages. 
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Transfer of Winnings to the E-Wallet at the POS 

The player may visit the POS with the winning ticket and the registration card in order to transfer 
winnings from the ticket to hislher electronic wallet. If the player identification procedure is 
completed successfully, the player may request the ticket's pri ze payout to be made to the electronic 
wallet. Regardless, the amount is readily available to the player for further game purchases. 

Transfer of Winnings to the e-Wallet using Self Service Terminals 

Transfer of winnings to the electronic wallet is also supported by INTRALOT's self-service 
terminals. By using their cards and personal passwords, the players are able to identify themselves 
and then transfer winnings to ihe electronic wallet. 

Bonus Points Transfer to the e-Wallet 

Whenever a member of the club wins bonus points through reward programs or related activities, 
they can save these points in their electronic wallet based on rules set by the Lottery. Furthermore, 
based on the player's preferences, the LOTOSTM b-OnlSubscription application can send 
personalized messages to the player by SMS or e-mail about the bonus points' transfer that took 
place, including relevant information. 

Deposit at the POS 

When a player wishes to deposit money to the electronic wallet through the POS, the retailer can 
simply key in the requested amount, which sends a request to the application for money to be 
deposited in the player's electronic wallet and, upon completion of the transaction, a deposit receipt 
is printed. 

Based on the rules that have been defined, the LOTOSTM application performs checks, such as 
whether a specific player is allowed to deposit money in their electronic wallet, if there is a 
maximum amount they can deposit through the POS or other relevant checks concerning the total 
available balance in the player's wallet. If these tests are performed successfully, the LOTOSTM 
application deposits the amount in the player's electronic wallet and sends a confirmation of the 
deposit transaction to the terminal. A receipt is then issued which contains a unary code, the 
deposited amount and the electronic wallet balance. A personalized message, for example a reward 
or/ and motivation message for participation in games, may also be printed. 
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Deposit procedure via the Internet 

The LOTOSTM b-OnlSubscription application allows players to deposit money using the Internet. 
The capability to interfacing with banks and card transaction processing organizations (Visa, 
MasterCard, AMEX etc) is supported to enable money transfer from a bank account, credit or 
prepaid card to the electronic wallet. By accessing the website, the player will be able to request 
crediting of their electronic wallet. More speci fically , the fo ll owing electronic wall et crediting 
services are supported via Internet: 

• Debit service by means of Credit! Prepaid Cards: These services allow the player to use a 
credit card to add money (credit units) to their electronic wallet. 
This payment method is easy and fast. 

• [lank Account Debit Service: These services allow the player to use a bank account in order 
to add money (credit units) to the electronic wallet. 

• Prepaid Card: Pre· Paid Cards used by players to credit their electronic wallets are a low 
cost, safe and easy way to ensure access to the System through all channels. 

Withdrawal from the POS 

When a player wishes to cash money from the electronic wallet inside a POS, the identification 
procedure must be completed successfully. The retailer then sends a request to the application for 
withdrawal of the requested amount from the player's electronic wallet and upon completion of the 
transaction, a withdrawal receipt is printed. 

Withdrawal Procedure via the Internet 

Through the website, a player can instruct the application to cash a certain amount from their 
electronic wallet, which will be credited to a bank account. 
In general, the LOTOSTM b-OniSubscription application supports the following withdrawal 
operations through the website: 

• Debit Card Operations: This service allows the player to transfer earnings to his/her bank 
account through a debit card. 

• Bank Check: A check may be issued and sent to the player' s address. 
• Bank Account Crediting Operations: These operations allow the player to use hislher bank 

account in order to transfer credit units from the electronic wallet to the bank account. 

In addition, the LOTOSTM application records all transactions involving withdrawals from the 
electronic wallet via any supported channel, including necessary infonnation, such as day, time, 
amount, unary transaction code, type of withdrawal etc. 
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Additional Information 

Services 

The Subscription System enables players to subscribe to a number of services supported. There are 
three types of services included in the offered system : 

• Gaming services 
• Wallet Services 
• Information services 

Players can subscribe to games and automated game playas they require. A monthly Lotto 
subscription fo r example would be a recurring IOllO play with predefined or randomized (quick­
pick) selections for one or more draws of the month. Subscription plays are merged with ordinary 
game pools for the detennination of winners and payouts. 

A subscription to an e-Wallet service can be the automated execution of financial transactions. An 
example can be automated cash out of winnings to player' s bank account at the end of the month. 
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A subscription to an infonnation services results in automated information and notification s 
dispatching to player. An example can be sending the lotto draw results via SMS to player's mobile 
phone. 

e-Wallet Capabilities: 

Electronic Wallet Status 

The LOTOSTM application allows players to view their electronic wallet balance, as well as the 
latest transactions in the PQS and using the website. The System supports confirmation notice in 
the form of a written statement, which can be sent on a regular basis to the e-mail or postal address 
specified by the player or on a case by case basis as required. 

Electronic Wallet Status at the POS 

With this option, players recei ve a printout of the electronic wallet summary statement from the 
terminal. This statement displays the details, such as code, player's fu ll name, available balance, 
bonus points, loyalty points, electronic promotional coupons, as well as recent account activity. 

Electronic Wallet Statement on Self-Service Terminals 

The player can view and collect statements ofthe electronic waUet through the INTRALOT's self­
service terminals. The statements provide information such as the player's code and full name, 
available balance, bonus points, loyalty points, electronic promotional coupons, as well as r ecent 
account activity. 

Electronic Wallet Status on the Website 

Players can view the status of their electronic wallets including available balance, bonus p o ints, and 
loyalty points on the website. Players can browse transactions through the website. Player s are 
able to view detailed information on each electronic wallet transaction, such as date! time, amount, 
transaction type, reason etc. 

Renewal Notices 

The LOTOSTM Subscription System application will notify playcrs that their subscription i s about to 
lapse and that renewal is required. The rcnewal notice will indicate the options available to the 

player to provide a convenient way to renew. This can include: direct-debit of bank accounts 

depending on available bank services, or by direct debit of Credit Cards depending on credit 
services available and Lottery rules and regulations, or by mail or by a Lottery retai ler. Renewal 
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notices will be sent by mail or via email if an email address is in the player's subscription record or 

according to the Lottery requirements. 

Tracking Changes to tbe Subscription Files 

A ll changes to the subscription system are recorded in the system log transaction files and hi storical 
activity is maintained for each subscription. The system has robust functionality including the 
ability to track and research changes and records in the sUbscription database. 

Advanced Play Adjustments 

Managing advance plays when games are changed is just another standard part of the robust 
subscription system provided by the system. 'I'be LO'fOS™ Subscription System provides 
functionality to manage subscriptions including advanced play adj ustments when certain conditions 
e.g., a matrix change cross the game change boundary or other game changes e.g., tennination of a 
game or price change. where subscriptions are involved . 

Subscription Account Management by the Lottery and Players 

TIle LOTOSTM Subscription System allows configurable Subscription administration by Lottery 
authorized operations personnel. Access to the player database for maintenance, reporting and 
mailings will be allowed for authorized personnel at a management workstation at the Lottery. 

By using the rich functionality the SUbscription System, the Lottery will be able to offer 
convenience of play to their players through Internet and point of sales terminals covering both 
current games and new games in the future. 

The LOTOSTM application enables the administration and management of player accounts and their 
personal cards through a Web based management application. Depending on access privileges the 
administrator may perfonn a number of operations through the Web based management application. 
The application enables the Lottery to generate automatic mailings and provide player services to 
subscribers. 

Players can manage their account and preferences either at the POS (retailer terminal or self-service 
tenninai) o r through the Internet website. Websites are custom designed specifically for the Lottery 
where additional marketing prom 
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3. The Proposer must describe its System 's capability to support Web-based "Second-Chance 

Drawings" for On-Line Games. 

Second-Chance Drawing Web-site 

HNTRALOT delivered Second Chance Site (SCS) and Play-It-Again (PIA) web s ites that 
encompass the full promotionallifecycle of a second chance game. Recent development of the 
Arkansas Scholarship Lottery provides one of the best examples of the capabilities that rNTRALOT 
can provide the Texas Lottery. 

Within the SCS and PIA, player management and administration are core components of the 
system. Even the ability for a player to update their own profile and reset passwords is consistent 
with the self-service aspects of the system. As shown below, the SCS has a fluid, carefully 
explained interface where SCS tickets can be entered. Unlike most SCS, the Arkansas Lottery SCS 
ticket entry page serves as single entry portal for both second chance drawings such as the World 
Poker Tour (WPT) as well as PIA drawing entries. Application logic separates the entry and 
marshals entry requests into the two separate systems behind the scenes. 
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Once points are accumulated through multiple ticket entries, points received can be used to redeem 
merchandise through the Points for Prizes redemption page, illustrated below. So, in addition to 
providing ticket entry and player' s point accumulation, the Arkansas Scholarship Lottery site 
includes the ability to shop and redeem points online with full integration into the back-end prize 
fulfillment system that was also developed for the Arkansas Lottery. 
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Arkansas Lottery Redemption Page 

The SCS and PIA functions of the site are actually independent application modules that were 
developed subsequent to but integrated completely with the state' s lottery site. Therefore, whether 
the Texas Lottery wants to have one larger landing page that services all lottery promotions (as 
shown below) or the decision is made to incorporate second chance application logic into game­
specific micro-sites, either approach can be fully supported. Arkansas' SCS and PIA sites have 
know been in production for more than 2 months and have amassed more than 20,000 total 
merchandise orders. 
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A SECOND CHANCE TO WIN THE 
TOP PRIZE IN EVERY INSTANT 

LOTIERY GAME' 

SUBMIT NON-WINNING INSTANT 
TICKETS FROM ANY ELIGIBLE 

GAME TO ENTER! 
Arkansas Second Chance Landing Site 

Second Chance Player Site Support 

rNTRALOT will fully support Second Chance Sites (SCS) for players and the dynamic life cycle of 
second chance games that vary in time and complexity. SCS and Play It Again (PIA) sites 
generally have differing durations and rules depending on the game promotion. The ability to 
dynamically manage these games, addressed in Second Chance Site Administration, as well as core 
functionality for the SCS and PIA sites will be fully supported. 

Functionality consistent with SCS and PIA sites includes: 

• Themed Pages - These are pages consistent with the game or promotion themes and 
marketing assets. 

• Registration - This is caprure of profile data, preferences and self service capabilities for 
changing/resetting passwords. 

• Interactive Games - If game content is provided, Flash or Silverlight games can easily be 
incorporated into the SCS and PIA sites. 

• Game Information - This is infonnation such as rules, prizes, upcoming drawings and 
wmners. 
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• Ticket Entry - 'fhe most pivotal aspect of the SCS which would encompass encrypted 

ticket entry, ticket validation and entry logging. 
• Feedback - Ability for a player to provide feedback or generate a customer support request. 

Second Chance Site Administration 

One of the most overlooked aspects of SCS and PIA sites is providing admini strative functions for 
adding, configuring and removing SCS and PIA promotions. INTRALOT will provide the Texas 
Lottery with the features and functions to fully administer the SCS and PIA sites through an 
administrative site. 

Functionality support SCS and PIA administration includes: 

Texas Lottery 

• User Administration - This is the ability to add/delete users as well as system 
administrators, assigning appropriate roles consistent with security policy. 

• Audit Logging & Reporting - The ability to log and audit system administrator activity as 
well as select end user activity. These reports are often used for compliance reporting. 

• Player Search & Update - Functionality that wi ll allow administrators to search for a 
player and update information reset passwords and view account history. 

• Game Administration & Maintenance - Ability to add/remove and configure games with 
such parameters as effective dates, prize specification, drawing schedules, ticket eligibility 
and testing of ticket entry. 

• Contcnt Managcment - Provides functionality that allows content on SCS and PIA pages 
to be modified/updated. 

• Drawing File Export - This is often required for integrating with other systems and allows 
drawing entries to be exported based on certain criteria. 

• Import Winner File - Again, often required for providing interfaces with other systems. 
• Reporting - While broadly categorized. the ability to generate reports for such queries as 

number of winners, number of ticket entries by game, etc. 
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