
ffi Wharton County
Junior College

Board of Trustees
Agenda ltem

Date of Board Meeting: May 19, 2025

Subject:

Recommendation:

Ellucian Managed Services

Approve Ellucian Managed Services Agreement to Provide Six Months of
Technical and Functional Support for Banner 9 SaaS Conversion

Background and Rationale:

. Banner 9 SaaS system administration and technical support

. Data integrity, reporting, and dashboard development

. Business process review and redesign to improve efficiency and user experience

These services will support the College in stabilizing operations during the transition period, accelerating system

optimizatlon, and enhancing the College's ability to leverage data for decision-making and regulatory
compliance. This agreement aligns with the College's broader technology and student success strategy by

ensuring that core systems are fully optimized to support enrollment, persistence, and completion outcomes.

The College is a member of the Texas Connection Consortium (TCC), which holds an lnteragency Contract for
Services for Lamar lnstltute of Technology (LlT). LIT holds a Master Agreement with Ellucian which allows TTC

members to use that lnteragency Contract to satisfy State of Texas bid requirements, as required by Texas

Education code 44.031 Section a, (4).

Budgetary lmplications: 589,300 (Houston Endowment Grant funds)

Srategic Priority Alignment: E Student Success E Community lmpact
Et Resource Optimization E lnstitutional Excellence

Resource Personnel: Amanda Allen, Ed.D.; President

Approval:

o
re ent

As part of the College's transition to the Banner 9 SaaS environment, additional technical and functional capacity
is required to ensure effective system performance, optimized business processes, and continued support for
mission-critical operations, particularly within the lT and Financial Aid Departments. The proposed managed

support services from Ellucian will supplement internal staff by providing specialized expertise in:



TEXAS CONNECTION CONSORTIUM

ORDER FORM

Undedying Agreement

TCC Member Name Vvharton County Junior College

("Client" or 'Ihe TCC Membef')

This Order Form ("Order Form") is issued pursuant to the 2022 Master Software, License,
SeNices and Maintenanc€ Agreement (lhe "2022 Master Agreement"), as thereafter
amended, between: The State of Texas, acling by and through Lamar lnstitute of
Technology ("LlT"), as successor-in-interest to Texas A&M University - Corpus Christi and
as an institution of higher education of the State of Texas. for and on behalf of the Texas
Conneclion Consortium ("TCC'); and Ellucian company LLC ('Elluqan'). All terms and
conditDns of the 2022 MasterAgreemenl are applicable to this Order Form.

This Ordar Form is made by and between ELLUCIAN CO PANY LLC ("Ellucian") and the TCC Member identified above. This

Order Form wall constitute a separate and independent contrad between the parties hereto. Capitalized terms in this Order Form

shall have the same rneaning given to such terms within the 2022 MaslerAgrcement unless redefined herein.

Ellucian agrees to provide to Cli€nt the Professional Servic€s idertified in the Managed Services Table below (colleclively, the

"Managed Services"), as described in the Statement of Work sedion beneath the parties' respec{ive signatures, for the fees set

forth herein and on the terms and conditions set forth in the 2022 Mastor Agreement, as modified by this Order Form. The

Managed Services provided under this Order Form are limited in both tirne and scope as outlined in the Statement of Work.

Fees payable under this Order Form are in addition to any iees due under separate written agreement(s) or order form(s)

between the parties. ln performing the Professional Services under this Order Form, Ellucian may us€ a combination of remote

services, centralized services, and onsite services, using personnel worldwide.

x.s@lsllalassgsery!99rlsblc:
' The fee specified in the Managed Services Table covers a "Managed Services Term" that will begin on the

"Commencement Date" and will end on the "Expiration Date" (as those dates are identified in the Managed Services Table

above. As used in this Order Form, the term "Contraci Yea/ means a period of six (6) consecutive months beginning on the

Commencement Date and/or each anniversary thereof during the Managed Services Term. Following the Expiration Date

specified herein, the terms of this Order Form will not automatically_-E-ng!! such that Ellucian shall be under no obligation to

continue to provide Managed Services (and therefore Client shall have no prospedive (new) liability ror payrnent tor such

Managed Services) post-Expiration Date. lf the parties negotiate an extension ot or modification to the terms hereof for an

extension oI the Managed Services, then the Managed Services Term dill be extended to include such renewal Coniracl

Yea(s).
2 For a description of the specifc scope of work to be paovided by Ellucian under this Order Form, see the Statement ot Work

attached hereto as Exhibit 1. For the avoidance of doubt, whereas the Statement of Work may describe separate Advisory

Services available from Ellucian, Ellucian's obligation under this Order Form is to provide only such Advisory Services as are

identified within the Managed SeNices Table above.
3 

For the avoidance ofdoubt, services delivered within the scope of Eanner FinancialAid inctudes but is not limited to;

guidance and support for modemrzing and improving operational efiiciency oI FinancialAid business processes aligned to SaaS

oriented best practices and will provide support towards building a competent and self-sufiicient fnancial aid team through

knowledge transfer and best practices.

Vlharlon Coudy Junid College

Expiration oate FeeCommgncemgnt OateProduct
June 1 2026 November 30, 2026'1 - Technical- Banner Technical Advisory

$44.650November 30, 2026June '1, 20261 - Functional - Banner FinancialAid 3

$89.300TOTAL

MANAGEO SERVICES TABLE '

\ rco12 - 266371 - 050426

$44.650



ELLUCIAN Wha,ton County Junior College

By By

Authonzed Signaturc Autrtoized Signature

Name: Name:

Printed Pdnted

Tifle:

Date: Date

The later date of slSnatrre abore ls th€'EEutlon Detd of thls Order Fo.m.

The pricing contained in this Order Form is valid only if the Execution Date occurs on or betore May 29,2O26.

Client's Billing Contact lnformation appears below.

Client Accounts PayeElg..lQgqtagLl4EMgtig!

Name:

Address:

City, State, Zip:

EmailAddress:

PO# (if applicable)

\ /hanon Coudy Junio. Coll€go
TJM

\ l!042 - 285371 - 050426

Pay[tg4!-I9lmg=IgEged Servic€s Fee: Wrth respect to the Managed Services to be provided pursuant to this Order Form

during the Managed Sedices Term, Ellucian will invoice Client for the Total Price specified in the Managed SeNices Table on the

Execution Date, and Client's payment oI the Total Price shall be due thirty (30) days from the date ol Ellucian's invoice.

By the execution below, each parq rsprgsents and yvarranb that it is bound by the signatut€ of its trspective signatory

for this non.cancolable Order Form. The terms ot the 2022 aster AgrEement emain unchangod and in full forc6 and

eftect; in thg evont of any conf,ict botnsen the terms of the 2022 ltlaster Agreement and the terms of this Order Form,

the terms of the 2022 Master Agresmsnt will take precedsnce and control, Any fees due undor the Order Form are in

addition to and not in lieu of fees already due or schedulqd to come due undet lhe 2022 Master Agteement. Client has

not relied on the availability of either any future version of any software or any future softwaro product or service.

Title:



ATTACHMENT A
STATEMENT OF WORK

MANAGED SERVICES

This Statement of Work ("SOw") details the Managed Services (the "services") to be delivered by Ellucian. The Client

and Ellucian each have tasks, responsibilities and deliverables that are required in order to facilitate and enable the
effective delivery of the Services. The actual committed responsibilities for Ellucian and Client are set out in the

specifi c descripdon of responsibilities below.

The parties acknowledge that Elluciant delivery of the Services under the Order Form to which this SOW is attached

will require planning and preparation in advance of active consultation between Ellucian and client (to assign

personnel, schedule a kick-off call with Client, and prepare content for delivery of Advisory Services). Ellucian

requires a minimum of ten (10) business days following the Beginning Oate and (20) business days following the
Execudon Date (as such dates are defined in the Order Form) to perform ramp up activities, such as planning and

preparation (the "Preparatory Work"). Preparatory Work will be commenced by Ellucian after the Beginning Date.

Depending upon the specific Beginning Date applicable under the Order Form, the Preparatory Work may prevent

active consultation for the initial two weeks of the Term (as defined in the Order Form ); however, no credit or
reduction of fees will be provided to Client and no extension of the Term will apply in the event of overlap between

the Preparatory work and the Term. ln the event of delays during the Preparatory Work, we will attempt to make-

up time during the scope of the Term. As used herein, any reference to "Managed Services Term" shall havethe
same meaning as "Term" is defined in the Order Form.

Ellucian will designate one or more Advisors for each separate Advisory Service that Client has under contract,

pursuant to this Order Form, to perform the acfivities defined in this SOW. The Services Areas of Expertise section

below describes separate Ellucian software solutions and representative Advisor areas of expertise corresponding to

multiple Advisory services available from Ellucian; however, client has purchased only the Advisory service(s) that

are identified in the Managed Services Table of the Order Form, to which this Attachment A is attached (the "Order

Form"). Accordingly, Ellucian's obligation is to provide only the Advisory Service(s)that are identified in the Managed

Services Table of the Order Form notwithstanding the broader description of all Advisory Services within this SOW.

Client must commit to the Advisory Service that Client has under contract for the duration ofthe contract.

Ellucian will provide the level of support that Client has under contract, pursuant to this Order Form, to perform the

activities in this SOW. The Service Level of Support definitions sedion below describes separate Ellucian support

levels; however, Client has purchased only the Support Level(s) that are identified in the Managed Services Table of

the Order Form to which this Attachment A is attached {the "Order Form"). Accordingly, Ellucian's obligaion is to

provide only the level of support identified in the Managed Services Table of the Order Form notwithstanding the

broader description of all Service Levels of Support-within this sow.

Definitions
Service Level of
Support

The contracted level of service, expressed as the service level in the order Form

Support Team The Ellucian service delivery team member(s) performing Service Activities included in

this sOW.

Service Activity work performed by the Support Team. The available Service Activities that may be

performed are defined in the section Service Activity Definitions of this sow.

PURPOSE OF STATEMENT OF WORK

MANAGED SERVICES - ADVISORY SERVICES - sCOPE OF SERVICES



Ellucian Stafrins
Ellucian will designate personnel for the roles defined in this section.

Program Manager

During the Managed Services Term, Ellucian will:
. Designate a ProBram Manager to work with Client to establish an engagement roadmap, coordinate

Service Team composition, monitor Client sadsfaction, and to serve as a point of contact for questions

and issues related to services provided in this scope of services. Effort by the Program Manager does

not count towards the contracted Service Level Usage.
. work performed, aligned to the engagement roadmap, will be delivered under mutually agreed upon

timelines

The ProSram Manager will:
. Work with the Client to gain an undeEtanding of the engagement objectives and 8oals, and create an

engagement roadmap to be used by the Delivery Lead

. At a minimum, send a monthly engagement update email that includes progress towards the

engagement roadmap, engagement utilization summary and existing assignments

. Schedule recurring meetings with the Client to review engagement progress, review and update the

engagement roadmap, iden6fy additional resource requests, and address service delivery risks

. Schedule additional meetings and email updates as requested

Support Team

A Delivery Lead will:
. Work with Client to review the engagement roadmap to gain understanding of their priorities,

processes and challenges to be addressed by the Support Team

. Hold a regular conference call, up to once a week, with client poiots of contact

. Team leadership for the Support Team

. Work with the Program Manager to mitigate scope and risks to the obiedives defined in the roadmap

Additional Support Team Members
. Ellucian may designate additional members of the Support Team based on factors including, but not

limited to, Client needs and associated skillset requirements, Ellucian staffavailability, and Service Level

of Support of this SOw.

Support Team Composition

Ellucian will designate Support Team members aligned with the needs identified by Client according to the Advisory

Service the Client has under this contract. Client must commit to the Support Team composition for the duration of
the contract.

tfthe designated Delivery Lead is out ofthe office for an extended period due to vacation or illness, then Ellucian will
provide an alternate point of contact-

During the Managed Services Term, Ellucian will;
. Oesignate one Delivery Lead to coordinate Service Activities.

o For contracts with a Service Level of Support of less than Level 2, the assigned consultant will
also conduct the activities of the oelivery Lead and may be the only member of the support
Team.

. Assign Support Team members with skills included in the section services Areas of Expertise.



Level 1

Level 2

Level 3

Level 4

Level 5

ln the event ofan Ellucian-initiated change in a Primary Support Contact, Ellucian will consult with Client to integrate
a replacement Support Team member quickly and appropriately into the services process.

service Levels of SuoDort

This section defines the available support levels. As Support Team membeB perform Service Activities, their effort is

measured as hours per week.

Levels ofservice Weekly Hours

Up to 8 hours per week

Up to 16 hou6 per week

up to 24 hours per week

up to 32 hours per week

Up to /10 hou6 per week

Each service level tier includes a defined range of support per calendar month. These hours are allocated for use

within the month and are intended to provide consistent, predictable access to services. Please note the following

terms;
Monthly Allocation
A range of hours is made available each calendar month based on the selected service tier. The actual

number of hours used may vary month to month but shall not exceed the upper limit of the defined range

without prior agreement.

Non-Rollowr Policy

Unused hours within the monthly range do not carry over to subsequent months. To maximize value, clients

are encouraged to plan and utilize their hours within the designated month.

Service Adivity Oeff nitions

This section defines the available service Activities.

Service Activity - Technical

Reportlnt support and development:
Assisting end-users with the us for ad hoc query and reporting tools; development and maintenance of
reports, dashboards and reporting data sources associated with Ellucian solutioos.

Operatlonel data analysis and reconciliation:
Analysis of data from applications in support of business office operations. Assist Client in the reconciliation
of data differences between applications.
Exclusion - reconciliations as part of financial aid operations are outside the scope of this SOW.

Programming activities:
Application programming activities including maintenance and development. ln addition to changes to
application source code, this includes scripting, process automation, workflows and extensibility
development. Web mastering and content management.

Technical troubleshooting:



lnvestigating application errors to identify the root cause and recommend corrective adion. This

application-level troubleshooting does not include troubleshooting of database, middleware or network
components.

Technical advisory services and technology consulting;
Advice, guidance, technology planning and architecture definition associated with technology

Service Activity - Functional

Advisory services and tunctional consulting:
Advice and guidance on effestive application confiEuration, usage and business processes. Analysis and

recommendations on improving current state of application usage and associated business processes.

Knowledge transfer to Client on effective practices.

Application f unctional troubleshooting:
lnvestigating application errors and data issues through the use of the application user interface and ad hoc

query tools.

€nd-user application support:
Answering end-user questions on application usage; executing application security changes using the
application user interface; executing application configuration changes based on end-user requests.

Ellucian is not a Third-Party Servicer as defined by the United States Department of Education and so Ellucian

does not perform business process operations associated with financialaid.

Ellucian will not act as an agent of the institution by making decisions on behalf of the Client or making

submissions of data or reports, to third-party or government agencies.

Exclusions for finance and accounts receivable include any tasks that update financial records manually, in

batch, and/or via scripts or job schedulers in a production environment.

Exclusions for payroil include running the payroll process in a production environment

Ellucian will not receive nor distribute funds on behalf of the Client. For example, financial aid awarding,

cashiering and payroll.

Application and database upgrades are not included in this contract

During the Managed Selices Term, Ellucian will:
. Host as needed conference calls each week, not to exceed the contacted service Level of Support, with Client's

points of contact
. Be reasonably accessible by telephone and/or email during Normal Business Hours

. Make reasonable efforts to provide timely responses to support cases and to accelerate "time to resolution"

as requested by the Client

Exclusions Related to service Activities

Ellucian will not interpret regulatory or legal requirements.

Exclusions for financial aid include any tasks that update student records manually, in batch, and/or via

scripts or job schedulers (for example: awarding, packagin& disbuGement, Srouping, batch posting, etc.) in

a production environment.



Make reasonable attempts to provide prompt and direct communication about Ellucian product critical

issues that impact Client's environment
Record and generate Al Summaries of conference calls. Al Summaries will be reviewed for accuracy and

placed in Ellucian provided Clientt folder

Service Areas of Expertise

Areas of Expertise are knowledge domains for which Support Team members are reasonably available. Areas of
Expertise may apply to one or more of the Service Activities.

Student (Banner or Colleague ERP)

Admissions recruitment relationships; recruiting prospective applicants; undergraduate applicants,

relationships, and communication; graduate and professional applicants, relationships and communication;
non-degree and continuing education students, relationships and communication; programs and curriculum;
class scheduling; student registration; grades and academic standing; advising and withdrawals; auditing and

awarding degrees; learning support; student billing and A/R...

Student Accounts Receivable (Banner or Colleagu€ ERP)

Student billing; exemptions and waivers; third party contracts and installment plans; 1098 T processing;

cashiering and reconciliation; refund processing; tuition and fees; delinquent accounts/collections.

Financial Aid (Banner or colleague ERP)

Financial aid applications; packaging and disbursement; managing funds; student employment and

federal/institutional work study; processing loans; satisfactory academic progress.

Finance (Banner or Colleague ERP)

Managing external interfaces; purchasinB goods and services; accounts payable; fixed assets; managing the

chart of accounts and journal entriesi developing the annual budget; sponsor programs (pre and post award);

endowments; non-student accounts receivable; travel and expense.

Human Resources (Banner or Colleague ERP)

Processing new hires and faculty contracts; position control; employee records; benefits administration;
processing payroll; employee leaves; employee separations.

Programming
Colleague Envision; Colleague ELF; Experience custom cards; Banner PageBuilder; Banner Workflow; Ellucian

Workflow; Automic automation; ISE Job Scheduler automation; Oracle PUSQL; Oracle Pro*C; Java; React.JS;

Ellucian Data Connect; CSS; WordPress; Drupal; Microsoft .NET C#/VB;

Report Writing
Ellucian lnsights reporting; Evisions Argos reportinS; Entrinsik lnformer reporting; Microsoft SSRS reportinS;
IBM Cognos reporting;

CRM Recruit
Student application form development, student application processing, application decision management,
prospect marketing strategies, recruitment period roll-over, data import development and configuration,
event and trip management, communication management, solution upgrade process, integration
configuration, Constituency Experience (Cx)configuration and maintenance, security administration.

CRM Advise
Student success score development predictive and early-warning retention alert strategies, LMS integration
and data utilization, retention and student services communication planning, event and case management,



data import development and configuration, solution upgrade process, integration configuration, Faculty and

Student Constituency Experience (Cx) configuration and maintenance, security configuration.

CRM Advance
Event registration forms, fundraising tracking and report development, event confiSuration management and

tracking, donor communication planning, campaign communication planning, volunteer management, real

time engagement scoring, campaign performance analytics, donor en8agement, inte8ration configuration,
data import development and configuration, alumni engagement, endowment stewardship configuration,
online contribution configuration. workflow development and maintenance, annual and planned giving setup,

donor Constituency Experience (Cx) configuration and maintenance, security configuration.

Degree Works
Scribin$ audit worksheet functionality; exceptions, petitions, and waivers; transfer equivalency functionality;
student educational planner functionality; the analytical capabilitles of the software and related tools.

Where appropriate, Ellucian adheres to an lnformation Technology lnfrastructure Library ("lTll],) framework for
service transition and service operation. Ellucian will provide the following in support of service requests
("Requests").

. Deploy an lTlL-consistent lnformation Technology Service Management ('lTSM") tool that supports
service request fulfi llment.

. Deploy a self-service web portal for Client to use to create Requests and to view the statis of open

Requests.
. Provide necessary training to Client lT staff on the creation of Requests via the ITSM self-service web

portal.
. Provide email notiflcations regarding status and progress of Requests.

Ellucian will consult with Client on the prioritization of Requests and perform work in a manner consistent with Client
priorities.

Normal Business Hours are defined as Mond3y through Friday 8:30 a.m. to 5:00 p.m. in a single time zone as mutually
agreed to by client and Ellucian. Normal Business Hours exclude all Ellucian documented holidays, scheduled

vacation, planned or unplanned sick time, and other approved absences from Ellucian.

Service Activities are performed during Normal Business Hours. Ellucian acknowledges that there are situations
where scheduled Service Activities may fall outside of Normal Business Hours, for example, produstion changes that
must be completed outside of Client business hours to avoid Client disruption. For these situations, Service Activities
may be performed outside of Normal Business Hours as mutually a8reed to by client and Ellucian.

lf Service Activities require remote access by Ellucian to customer on-premise systems then that access will be via

Lifeline as provided for in the !lfE!lN!l!!U!E_SE8\G section of this SOW or comparable Ellucian-provided solution.

Client Specifi c Responsibilities
Throughout the Managed Services Term defined in the Order Form, Client must:

o be and remain current on payment of software support services fees for the Ellucian software solutions
that correspond to the particular Managed Service(s) under contract; in the event that Client drops
software support services for the corresponding solution(s), such termination or expiration of software
support services will not operate to terminate the Managed Services Term or otherwise limit, reduce,

terminate, or affect Client's payment obligations under the Order Form;
. complete testing application changes in a test environment;
. upon complefon oftesting activities, Client must sign off indicating the readiness to move to the pre-

production or production environments;

Service Operations



. desi8nate up to 4 points of contact for each Support Team under contract;

. enter all service requests via this self-service web portal;

. complete a welcome questionnaire to establish the initial priorities;

. commit to the initial priorities identified on the welcome questionnaire;

. cooperate with Ellucian in providing timely and relevant information as requested by Ellucian;

General Service Description

LifeLine offers a consistent and secured ability to engage support from remote lnternet locations for local,

regional, and central staff with rights and privileges granted by Ellucian's management. LifeLine addresses the
particular needs of the Client in the areas of Managed Services (as further described in this SOW), by providing

Ellucian a secure communication pathway staff into the Client's network.

The services in this section LIFELINE SECURE Sm apply if Ellucian access to Client's network is necessary to
perform services in this SOW. lf Ellucian access to Client's network is not necessary to perform services in this
SOw then the services in this section LIFELINE SECURE SERVICE will not be provided.

Ellucian's Support Operations Staff will work with the site management team and appropriate security staff to

define those user rights that are to be granted to the various support groups. All authorized access is based on

group settings in a centralized directory service administered by Ellucian.

specif ic Lifeline Servlces

Licenses and Ownership

Lifeline and all its elements will remain the property of Ellucian. Client will have no right, title or interest therein
except the limited rights of access and use as specified above. All repairs made to the LifeLine appliance are the
responsibility of Ellucian.

client Responsibilities Specific to LifeLine Service

TIFELINE SECURE SERVICE (SECURE REMOTE ACCESS FOR SUPPORT SERVICE}

Ellucian will:
. Provide necessary hardware to enable LifeLine service;
. work with site staff to deploy and connect LifeLine appliance to Clienfs network;
. work with Client staff to define those user rights that are to be granted to the engaged support

services;
. Maintain hardware and device operating systems, patches, and upgrades including preliminary testing

of all patches and upgrades in a test environment before deployment to production environments;
. Provide for user provisioning and de-provisioning centrally; and
. Monitor the LifeLine appliance on a 24x7 basis for availability.

. client will provide Ellucian with physical access to supported equipment as needed for onsite activities.

. Client will allow required firewall configuration changes for LifeLine appliance authentication and

access.
. Client is advised that with respect to the onsite visit by Ellucian, an onsite visit may require up to 8

hours for travel in each direction, resulting in no more than twenty-four (24) hours/week for onsite

services.


