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Restrictions on Disclosure

This proposal from Tyler Technologies, Inc. (“Tyler”) contains proprietary and confidential
information, including trade secrets, belonging to Tyler or Tyler’s partners. Tyler is submitting this
proposal on the express condition that the following portions, if included, will not be duplicated,
disclosed, or otherwise made available, except for internal evaluation purposes:

= Response to the Functional Requirements, or “Checklist”

= Line-item pricing (total proposed contract amount may be disclosed)
= Screen shots

= Customized Statement of Work/Implementation Plan

Each of these sections, if included, has separately been labeled “Proprietary and Confidential —
Subject to Restrictions on Disclosure.”

To the extent disclosure of those portions is requested or ordered, Tyler requires written notice of
the request or order. If disclosure is subject to Tyler’s permission, Tyler will grant that permission in
writing, in Tyler’s sole discretion. If disclosure is subject to a court or other legal order, Tyler will
take whatever action Tyler deems necessary to protect its proprietary and confidential information,
and will assume all responsibility and liability associated with that action.

Tyler agrees that any portions not listed above and marked accordingly are to be made available for
public disclosure, as required under applicable public records laws and procurement processes.

Trademarks Disclaimer

Because of the nature of this proposal, third-party hardware and software products may be
mentioned by name. These names may be trademarked by the companies that manufacture the
products. It is not Tyler’s intent to claim these names or trademarks as our own.



s ty ler |

840 West Long Lake Road
Troy, Michigan 48098

P: 248-269-1000
www.tylertech.com

June 28, 2019

Peggy Joyner

Purchasing Director

Chatham County

1117 Eisenhower Drive, Suite C
Savannah, Georgia 31406

Dear Ms. Joyner:

Tyler Technologies is pleased to provide our response to Chatham County’s Request for Information 19-
0062 for a CAD/RMS System. Tyler’s New World public safety software has been making communities
safer for 35 years with its proven, fully integrated solution suite.

Further to the information contained in this response regarding our New World solution, it should be
noted that Tyler is in the process of building out full integration between the Odyssey Courts suite and
New World. When complete, this solution will be the industry’s only truly integrated justice platform. It
will further eliminate redundant entry across agencies and maximize efficiency and officer safety for all
the public safety agencies of Chatham County.

Should the County have any questions regarding our response to your RFI, please contact:

Craig Campbell, Account Executive
840 West Long Lake Road

Troy, Michigan 48098

(770) 252-4783
Craig.Campbell@tylertech.com

Tyler can provide a successfully proven and low risk approach that will allow the County to quickly
achieve the goals set forth for this project. We look forward to working with you as you consider the
options for this upcoming project and release your RFP. We firmly believe that the Tyler solution will
combine the product, the experience and the approach to fully meet the project’s goals.

Sincerely,

O/‘ZZ f?g

Greg Sebastian
President, Public Safety Division
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1.System Overview and Modules

Integration

Tyler has always believed that integration, common processes and shared information provide the
most value to agencies and results in successful implementation. As a result, all applications are
architected to be part of the overall integrated solution suite.

YT

Aegis Mobile & \_
Field Reporting m m & LEIN/NCIC i
= " & -
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Gls Database
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Wireless Web Services

Network

ﬁ Web ﬁi

Web Services Services Processes

Interoperability Engine (10E)

External & 3™ Party
Systems

Architecture Overview

Multi-jurisdictional and multi-discipline operations are part of the system architecture. All records
include the appropriate agency ID (ORI/FDID). Security and application processing is then built on
top of this data structure so agencies can share or restrict access as needed.

This integrated architecture provides seamless processing of shared information using standard
Windows technology. Users do not have to re-enter the same information multiple times with the
seamless master (global) files. The database is built using industry standards for performance and
data can easily be exported using public safety standards (NIEM, NEMSIS, NFIRS, N-DEX, etc.) The
database metadata is easily accessible with standard Microsoft technology or third-party tools,
and the New World reporting tools provide end users with the means to produce ad hoc reports,
mapping, and analytics without mastering a third-party application.

o 2% tyler Page | 1-1
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Global Files

People and Businesses, Buildings, Alerts and Hazards, Vehicles, Guns, Property, Locations and
Personnel are all global master files. Updating any master file results in all product areas
instantaneously being able to access the most current information. Field-Level Auditing provides a
historical reference for any inquiries, additions, or changes.

Inquiries over the master files allow for partial and wild card searches. Filterable grids make it easy
to arrange resulting records and focus on key information.

The alternative to a single database, common master file approach is problematic on several
fronts. First, users may have to perform multiple searches to get all key information. Busy
disciplines do not have time to do multiple searches. Second, disparate systems rarely have the
same underlying data schema. As a result, the user must look up different codes and process
different screen layouts and formats. A disparate solution approach puts more burden on the
user. For more details on global subject processing, see the end of this document.

Alerts

Alerts are a key area where integration is a differentiator. New World’s integration allows an alert
to be displayed throughout the system automatically. All alerts are available to end users of the
system, enhancing both officer and public safety. This suite-wide integration allows an alert placed
on a location, person, business, building, or vehicle. Specific Alert types are automatically assigned
in New World applications as well as agency defined alert types which can be created based on
your specific needs. Disparate applications interfaced together lack this capability. For example, an
officer on a routine stop may run a subject inquiry and see that the person is the suspectin a
recent case report. Not only does this enhance officer safety but it allows officers to address any
interaction with more information.

Aegis Mobile v10,0

% D17 Assigned Dispatch: 5L, OP, OV

® v - D v &4 g O &

Vehicle [ Dispatch Call Log Create Call Unit Status Incident
F2 F3 F4 Fo F7 F8 Fy F10 Search

4TH AVE NE / LEXINGTON BLVD

Assault w/ Injury

BOX LOCATED AT MAIN ENTRANCE
L 29005

n: Medical Office on 2nd Floor Narrative updated.

nt N 1 IN0290000

Mobile Alerts are automatic from the dispatch
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Mappin

New World’s Public safety suite uses ESRI technology for all location verification, reporting and
mapping functions. We utilize the ArcGis Server Enterprise Standard (SDE) for our mapping
solution. Our solution architecture of a central GIS database means there is one place for all GIS
maintenance. When this geo-database gets updated, everyone on the system immediately gets
the benefits. Mapping hyperlinks provide another option for real-time information sharing across
the suite. A building may be identified as a hazard by fire service with additional photos or other
inspection information. The common GIS architecture supports attaching this information to the
map where it displays as a hyperlink for the user.

CAD Mapping

Navigation

P HHRAAMTR AT o % W b %

Driving
Directions

Add  Pictometry Print Close Zoom Zoom Dynamic | Pan | Hyper Zoom to Reset Agency Create Map  Create Complex Map Events Analysis and
Map - Map~ Map -~ In Qut Zoom Link Full Extent - v Type/ORI -~ Event Roadblock - and Roadblocks Measurement =

o 1000 2000 3000 fest

CAD Mapping leverages existing GIS information — showing hydrants near a CFS

Messaging

Messaging — The entire New World suite shares common messaging components. Users can send
messages to anyone with a user ID including CAD, LERMS, FRMS, and Mobile. New World users
can send urgent messages which are delivered with a visual cue (red highlighting) to catch the
attention of the message recipient.

.°:-: tyler Page | 1-3
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<2 tyler
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Messaging includes audible and visual notifications including a desktop (Windows system tray) alert

Application Security

The granular application security is configured by agency. A user can be authorized to access case
information in one agency but not another. Security permissions for each component in MSP
include: add, modify, delete, view, and print. Each agency can control who accesses their
information and what they can access. Security templates provide an easy way for an
administrator to manage security permissions across common groups.

Mobile and Field Reporting

New World provides a common solution for mobile, messaging, inquiries, mapping, and AVL/GPS.
Field Reporting offers a set of form types that can be configured during implementation. The
report fields, labels, business logic, and error checking can be tailored to the agency’s needs. With
a customizable print design, Field Reporting produces professional-looking report forms. Field
Reports merge into the Law Enforcement Records Management System (LERMS) to create or
update the appropriate module records; a copy of the Officer’s report is attached as a PDF to the
LERMS record.

Page | 1-4
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Federal UCR Case 4 so dedicated, can long endure. We are met on a great batile-field of that war. We have come to

= dedicate a portion of that field, as a final resting place for those who here gave their lives that that
Federal UCR Case Supp.| nation might live. Itis altogether fitting and proper that we should do this.

But, in a larger sense, we can not dedicate, we can not consecrate, we can not hallow this ground.
The brave men, living and dead, who struggled here, have consecrated it, far above our poor power
Al 10 add or detract. The world will little note, nor long remember what we say here, but it can never
Incident Supplement forget what they did here. It is for us the living, rather, to be dedicated here to the unfinished work
s ‘which they who fought here have thus far so nobly advanced. It is rather for us to be here dedicated to

" MI Accident the great task remaining before usthat from these honored dead we take increased devotion to that
- cause for which they gave the last full measure of devotionthat we here highly resolve that these dead

MI Accident Supplement shall not have died in vainthat this nation, under God, shall have a new birth of freedomand that

< government of the people, by the people, for the people, shall not perish from the earth.
MI Arrest

7 W|| Case Report 2010-00000011 |
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Field Reporting is an integrated module using LERMS master files and settings

No interfaces needed between applications

An integrated application suite and common database eliminates the need to provide and
maintain interface points between applications. Any required external interfaces operate through
well-defined web services that sit outside of the application suite. Users will not experience the
frustration of disparate application updates and the problems updates can cause in that
environment.

Shared information controlled by each agency

Listed below are some of the integration points in the New World solution. This tight integration
provides a complete view of all justice information from any part of software and prevents the
issues that come with disparate application solutions.

= Alerts/Hazards — Any New World module will “hit” on any alert or hazard across the
solution suite. This includes both agency defined alerts and automatic alerts. Alerts and
Hazards are triggered by the location, person, business, or vehicle. Many alerts are
automatic and are the result of other records activity. Agencies can also define their own
alerts and alert icons making it easy to capture any important information and know that
it will be displayed automatically when needed.

..E.:.. tYIer Page | 1-5
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= Global Subject Activity — Any user (with permissions) can see the connection to the case,
warrant, known offender, gang member, and much more. Partial matching, Soundex,
support for ethnic name entry, and wildcard searching is embedded into the application
suite.

=  Global Vehicles — Any type of vehicle is managed as part of this master file. The entry
screens change based on vehicle type. All vehicle activity can be quickly accessed from any
vehicle entry or search screen.

= Alarms and Alarm Permits — Agencies that track permits, alarms transactions, key holders,
and any other alarm related information can quickly access that information thru CAD
Enterprise or RMS.

= Guns — A global gun file ties any type of firearm to the associated event. Property &
Evidence (a special type of global file) links to the gun (or vehicle) master file as
appropriate.

= Building/Premise Details — Fire Service often maintains the building and other premise
information with fire inspections. A building can be associated with multiple businesses
making it easy for any New World user to access this very important information. The
building and business modules are the foundation for pre-plans.

= Shared Master Files — Where appropriate the New World suite shares master files. Each
agency manages their own Personnel module and can secure access but still share critical
information. No duplication of information, no data conflicts—just true integration with
the entire New World solution.

I Acgis Mobile v10.2
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Field Reporting — Report Output (becomes part of LERMS as an at

Interface Management

rescue and an ID-Unit to respond for photos of the Victims injuries. While waiting for rescue I asked what had -~

tached PDF)

Tyler provides most interfaces using our internally developed Interoperability Engine, designed to

provide a service-orientated architecture to deliver standard

s-based data exchange. Individual

interfaces or adapters can be deployed for almost any external system. This could be a data export
to a data warehouse (Law Enforcement Information Exchange (LInX), COPLINK, National Data

Exchange (N-DEx)), or it could be a full two-way exchange of

Exchange Model (NIEM) or any other specification. With I0E,

configured and deployed without affecting the application.
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Interface Architecture.

New World’s IOE framework has built-in functionality to support email notifications, logging,
secure File Transfer Protocol (FTP) and other configuration settings. It can be accessed via the
browser and uses a single point of administration, with each individual interface being Uniform
Resource Identifier (URI)/page-specific. Once logged into IOE, an administrator can start/stop
perform diagnostics.

interfaces, review logs, modify settings and

New World Interoperability

cnk o » B8
Settings

Goraral | Emad
Extract Fracuacy (in mins)
3

Extraction Path:
o

Lo Rnfrrit dsterval [l e
[r
Vendor Eay

[GrusueGoDMDaVE

ey Sareice vt

[Fitp e SO e gt

Cart Lacation

I use Cortit

Sm|

Interface configuration & settings

Information Evchange Sereoe Provider
wmm
s
Verbose logging and log _ = M:‘_‘
management o Tl -
i et | otacted b 01 Urescanbase
>y
= Tyler's Interoperability Engine (IOE) is G o
the external interface engine for the tatng
Mew World Solution B Oman
-
= |OE is installed separately outside of the ) '“::m
application and operates as a web s cams

senvice in lIS. Designed to support
standards (NIEM, N-DEx, GJXDM, etc.)

= Web browser administration with quick
access to external interfaces

The main IOE web page displays the configu

&> Interoperability Engine - Internet Explorer

red interfaces, active workflows and the log viewer.

@:\) < I@ http://localhost/C

te/Main/Default.aspx

p:l “ & Int

DX| INTEROPERABILITY ENGINE

Interoperability Engine > Home

= Home
) Log Viewer
Settings
Test Page Log Source

Message filter

Interoperability Engine|v/|
All
Critical

Warning
Information
Verbose
Start

Stop
Suspend
Resume

Transfer

User Management
Severity:
= PulsePoint
Date:
Public/Private Address Settings
No records returng
= AutoPurger
) [+] Expand purge
Settings

Active Workflows

IOE Main Web Page.

o tyler

Page | 1-8



Chatham County, Georgia
RFI 19-0062: CAD/RMS System

L)
...0

Compliance

Staying current on APCO and NENA documentation is an important part of our domain knowledge
and product development. We also look to state-level leadership where APCO or NENA
documentation is still in draft or being modified. State-level authorities will sometimes adopt the

mainline NENA/APCO specification while it is being finalized or going through the standard
process.

Homeland Security includes a number of federal agencies; most have guidelines or requirements
that may affect the Tyler solution. We stay engaged via various meetings, online email and RSS

updates, and we frequently check for new information. This includes FBI CJIS, N-DEx, NIEM and
others.

New World public safety software supports NIBRS and state IBR only; UCR has been sunset. The
DOl is accepting standard federal IBR, with agreement from states, until such time that the state
accepts NIBRS. Tyler is committed to providing the state reporting formats and keeping them
current as the state makes changes.

New World Computer Aided Dispatch

Tyler’'s New World CAD includes the Dispatch Client, Mapping Client and Client Manager, allowing
dispatch personnel to quickly capture critical police, fire and emergency medical services (EMS)
call for service (CFS) information and manage the dispatch of the appropriate response teams. The
service-oriented architecture (SOA) allows the applications to seamlessly transition between
functions while offering a more dynamic and robust CAD application.
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‘ 677 32 RED OAK LN, Carmel Burglary
(Gl LocationziVerifed Pointlocation B Qualibea i Loation [y enves Ovenices Q 1014THAVE SE, Carmel  Fire Department
101 4TH AVE SE |adaress  ~ |[camel  ~| J
AT RENTART CARMELVIEWOR/EMAINST
Beat: CAR2 Quadrant: 418 District: Carmel L
[Structure Fire v | FIRE IN THE GYM 1 ~|linProgress -
— Y — — Police  Fire Department  05/11/2011 08:05:35
NALDER BRETT Contact| |Telephone  ~|
e Enoute ) { Recommendations ‘ Pre-Plan | |  Zoom j
E41- | : 2t = = ]
- —— || (L immepen, € ) strocture . 3 structun~
< "
% CFS 2678 - Default Detail - x
SRI Logs BAlerts Associate Calls Disassociate Calis
Dispositions. | Questionnaire Service Vehicle Rotation GIS
Narrative Vehicles People | NCIC ES11 Incidents
Entered By
05/11/2011 081324 User Entry bob NO INJURIES REPORTED
» ] 05/11/201108:13:18 UserEntry bob OCCUPANTS ARE EVACUATING
“Gm
@ Call List (4 items) | 8% Unit List (164 items)
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New World CAD is a .NET client-server solution that is architected for performance and usability.
The application suite is highly configurable and allows an agency to tailor the application to meet
its needs. The CAD application can be accessed from the Windows start menu, via a desktop
shortcut and/or from the Windows notification area (using the Client Manager). The CAD Client
Manager gives end users the ability to launch all associated CAD components including
maintenance (if authorized). Users can also change from the production to the test and training
system using the configuration dropdown.

This latest generation CAD system is based on the newest Esri technology. Unlike other CAD
systems, mapping is not a separate add-on application. All geo-verification, mapping and other
Geographic Information System (GIS) functions use the Esri components that are embedded in the
CAD application. The entire New World application suite uses the common Spatial Database
Engine (SDE) geodatabase and can be updated using Esri desktop applications. Embedding Esri
technology in the application makes GIS information part of the CAD workflow. Whether its
proximity dispatching (closest unit), unit estimated time of arrival (ETA), routing and directions or
street closures; the functionality is available to dispatch when and where it is needed.

New World CAD provides a host of features that are categorized in a tabular manner based on
functional need. Use of a ribbon toolbar consolidates functionality into one area and is a standard
Windows feature. Most people are already familiar with the ribbon toolbar user interface, having
encountered it in multiple Microsoft Office applications.

Aegis CAD Enterprise NET =3O

Search Maintenance Administration

ng;a\w/:ﬂ’%@ & TR QW YU E 2 ow “"'.;f"

Event CFS Unt || NOCForm NCCResponse || EnterBullging Enter Enter Eror Command Modesof Eriefing Cross Staffing CatchUp  Catch Up o
Viewer Groups Entry Review  Me:

R Cals  Queve || Ticker Ust Ust Chooser Vi Watch Aet 8OO || Ust Une  Openton Usting roup

Ribbon toolbar

Communications Centers can easily set up New World CAD based on the responsibilities of their
personnel and their unique operational requirements. The application suite can be configured to
support any combination of call taker, dispatcher, area and responding disciplines. The sort and
filter functions within the call and unit lists allow users to display only those calls and units for
which they are responsible. If needed, a user can simply select the appropriate template to change
the CAD layout across one or multiple monitors.

New World understands the importance of data sharing and designed New World CAD to interface
easily with many third-party systems in order to provide the functionality demanded by E911
operations.

Key Product Features

Enhanced Performance and Scalability

New World CAD was architected to handle the very largest CAD centers operating under heavy
loads (greater than 1 million calls per year) without impacting performance. It is designed to be
fast while supporting a feature-rich application using common Windows functionality. While many
factors will affect application performance, New World CAD optimizes application responsiveness;
users are not waiting for a screen, command or action to complete during normal operations. The
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application leverages the latest Microsoft .NET technology and development methodologies and
tight integration with our base New World solution was built into its framework.

Enhanced/Modern User Interface

The user interface (Ul) workspace makes it easier to navigate and configure the application and
allows for better use of available monitor space, enabling dispatchers to be more efficient. It also
reduces the training time for new dispatchers, which leads to decreased training costs and
increased productivity. The Ul provides an improved end-user experience, giving dispatchers more
freedom in their screen setup while still controlling and enforcing agency standards.

Proximity Dispatch

Proximity Dispatch significantly decreases response times by using Automated Vehicle Location
(AVL) to show dispatch which unit is closest to the call using real-world driving conditions. This
feature utilizes the Esri street network while incorporating speed limits, road closures, road
height/weight restrictions and other important factors. Unit types are incorporated into the
solution with the ability to scale the response percentages based on unit type, such as a ladder
truck taking more time compared to a standard apparatus.

_ﬁ

Pacorrendsad Urns

L « Dspatch Prowenty 10 Pamral Leon lanie MOLA042
#” Dspatch area (2)8 ) Pasrol CAR2 MOZS0NXN0 Ly ladie 00 1R 20407
r o Dspaech  Prownty (2 Ergine i Lnylanie M0
r £ Dspaech  Prownty ALy Aedelance 4 Lnylazie Mo336l7

Proximity Dispatch showing both Police and Fire.

Enhanced Interactive Location Prompt (ILP)

The Interactive Location Prompt in New World CAD has been enhanced provides dispatchers with
quicker location of addresses and common names, while assisting with difficult spelling. The ILP
leverages the latest Esri technology, including composite address locators and support for external
Esri services. When identifying an intersection as the location, users only need to enter one of the
street names and the software will display a list of intersecting streets. This saves time for
dispatchers by increasing first-time accuracy when entering a call.

Command Line Flexibility

Command Line entry uses fewer keystrokes for quicker processing, reducing the amount of time it
takes to respond to emergency personnel and reducing radio traffic. Multiple Command Line
windows can be open simultaneously, which can be helpful when entering a longer command;
dispatchers can enter shorter commands in a separate window without having to interrupt typing
the longer command.
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Quick-Access Toolbar

Application Button

Tab Bar (part of ribbon)

/

Function

Command Line

/

Operational Indicator
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750 € NORTH BéN ®
UNKNOWN>
<UNKNOWN>
UNKNOWN>
<UNIKNOWN >
<UNINOWN >
<UNKNOWN>

/

bl & CFS 8807 - Detauit Entry

Call Location: Verified Location

Torguson Park -

AFA - Commercial

mmms&mmumawmumv

i —

Default Unit List Default Call List

/

Default Unit Detail

(related to unit
last selected in the
Default Unit List)

Sample CAD workspace on one monitor.

Default CFS Detail
(related to
selected CFS)

CAD Catch-Up (Stand-alone Client)
Tyler’s New World CAD application provides “Catch-Up” functionality as part of the base solution.
This feature allows call takers, dispatchers and supervisors to enter information into CAD when
the servers or network are unavailable due to planned maintenance or an unplanned outage. The
CAD client can operate in “stand-alone” or catch-up mode wherein an individual workstation
operates as an independent CAD system. Users can continue to enter call information into the
CAD client; entered call information is automatically queued up for supervisor approval. When the
client can connect again to the server, the supervisor-approved CFS information updates the

system automatically.

N

Default CFS Entry
(related to
selected CFS)

\

CAD clients access a local copy of the GIS data using an Esri map package. This means users can
continue to geo-validate locations and use client-level CAD mapping functionality while in stand-

alone mode.

o tyler
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4. Catch Up Entry

@ G 9

Create Call Submit All Delete All

‘ 911 Hang Up (12/02/2011 10:00)
cr ||| Created Received Closed
IJ 12/02/2011 10:00:08 v 12/02/2011 10:00:08 v 12/02/2011 10:03:08 ¥
Location
Com) e
Call Location: Verified Point location Qualifier: LocationType: Venue: Override: Q ] —
incel
10455 HARLOWE DR Address 'J [Fishers >/
Override:
ALL
Additional Location Information
+ DAMAGE TO VEHICLE
® »| || Caller Phone Extension eiep) hd
(329)832-8328 =
=
[o11 ~ |911 Hang Up -
= b (Strchies Fien < 1 |
Priority Status
|1 v lln Progress 'I
Narrative
| Disassociate Calls
T t GIS
Narrative | Dispositions | Units | Unit Dispositions | People | Vehicles SLW
Date Description Entered By
REAR WINDOW
12/02/2011 10:02:49 BROKEN Bob
12/02/2011 10:02:28 ~ OCCURRED Bob v .

OVERNIGHT

CAD Catch-Up Processing

CAD clients provide a pop-up window if the client connection to the server is lost for any reason. A
CAD operator can continue to work in limited “stand-alone” mode or they can exit the application.
If operating in a stand-alone (catch-up) mode, there is no need for manual (paper) tracking of

dispatch events; the system allows basic CAD operations to continue. Users can enter call and unit
status information and can geo-validate locations on the CAD client while operating in CAD Catch-
Up mode. Client-specific CAD Mapping features will continue to function normally.

Aegis CAD Enterprise NET

Maintenance

© & @24 3D

Administration

¢ w B2 W B P L

Global Global  Hazardous Alerts  Alarm

Verified Cleared Locations Units Contact Notepads Building Fire Equipment Personnel BOLOs NCC

Addresses Calis Cards Watches Hydrants Subjects Vehicles  Material Permits
| CAD 1 cords. |
W Command Line
Work Offline? £
l The connection to the server has been lost.
JA LN
¥ Default Call List (1 items) Do you want to continue working offline? ey

You can click ‘No' to exit the application.
oy Woest 3 O % T I+ & ” e
ation Qualifier:
Yes No
DRD
® > 421 DEERING ST@TUmT No Cross Streets
Beat FIS1 Quadrant  94C District:

[Trafﬁc Hazard v] abandoned car in roadw:

User Notification for disconnect.

% o tyler ’
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Modes of Operation

New World CAD supports modes of operation (disaster mode), allowing agencies to better utilize
available resources during critical times. Earthquakes, major storms and flooding can all dictate
response plans that either enhance or reduce the normal unit response due to the situation. With
New World CAD, the appropriate mode of operation can be activated to efficiently utilize available
resources.

Unit Recommendations and Response Plans

Unit Recommendations have been enhanced in New World CAD to provide dispatchers with
automatic unit recommendations based on proximity and resources with consideration for street
networks, skills, equipment and more. This robust functionality decreases the amount of time it
takes to dispatch required resources to a call. The application supports dynamic response plans
wherein a recommendation may change (after dispatch) as other unit statuses change.

Esri GIS Technology

The Mapping and GIS functionality embedded in CAD leverages the latest Esri technology. All GIS
data across the New World suite is managed and updated from a common SDE geodatabase using
Esri desktop applications. Any file format supported by Esri can be used in the SDE. This provides
dispatch with access to all pertinent GIS information with quick and easy-to-use map functionality
that can be configured as needed. The architecture of CAD allows geo-verification and other
mapping functionality to continue working even when the client application is operating in catch-
up mode (stand-alone client).

Client Manager

As part of the New World CAD software installation, a Client Manager is installed on the client PC
that displays the status of client applications, as well as the status of related services. Users can
also launch the applications from this window, restart or stop the services and switch their server,
if needed. Once the application is loaded, the Client Manager resides in the Windows notification
area and is accessible by double-clicking the Client Manager icon.

Aegis CAD Enterprise NET - Client Manager @ =
Client Applications
@ Dispatch Client -- Running About.. Launch
@ Maintenance Client -- Stopped About.. Launch
@ Mapping Client -- Stopped About.. Launch
@ Management Client -- Stopped About.. Launch
_ Application Services Restart All
Mo @ Broker Service -- Running Restart
B < > :
Other Services
. ‘/ ) .Q _I 9:25 AM @ Updater Service -- Running
v Configuration
CAD Client Manager Icon CAD Client Manager Window

To launch an application or restart a service, the user must click the Launch or Restart link
corresponding to the application or service. The configuration drop-down allows the user to select
or enter the CAD server being used by the client application. This makes it easy for a user to
connect to the production or the test/training CAD system.
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Dispatch Client Functionality

The New World CAD Dispatch Client application allows CAD dispatch centers to function more
efficiently, while offering dispatchers all the tools necessary to quickly take calls and dispatch the
appropriate agency personnel. The .NET service architecture of CAD means no one error can take
down the CAD application. With NG911 bringing emergency data in from various sources this will
become more and more critical to most Public Safety Answering Points (PSAPs).

Dispatch Client Basics

Default CFS List

The Default Call List window lists all active CFS currently logged by an agency. This window
contains a number of columns that reflect the CFS Number, Type of CFS, Location of the CFS,
Current Status of the CFS, CFS Priority, the Nature of the Call and other important details.

Filters the grid by Police, Fire or EMS calls
Opens the Default CFS Entry window

wens the Default CFS Detail windov«// Used to select and save grid configurations for the window
1

wah Call li’%ﬁ items) (// Used to export grid information to Microsoft Excel
Entry [ Detail ~ 4 +=— Allows users to adjust font characteristics
1
& CFS# 2 12 12 Location Common Name * | Police Call Type Fire Call Type EMS Call Type Police Channel |8
809 17} 750 E NORTH BEND  Torguson Park AFA - Commercial
810 <UNKNOWN>
811 15000 €8 90, BE 15000 €8 90 Abuse =
813 ") 529 PARKPLACE CTR 24 Hour Fitness Kirkl Cardiac Arrest
814 \ 17936 NE 90TH ST, F Arbor Court 17936 Rape
815 [¥] 4DOLS6TH AVE NE,  Safeco 4801 Alarm
®» 816 : 1 104 AVE NE, Safeco 4801 Alarm
817 <UNRNQWNY
818 \ <UNKNOW)
819 Danotes Possible <UNKNOWN> Denotes that a unit should be dispatched to CFS
= Associated Calls SUNRNOWN> Indicates that changes have been made to the CFS
821 <UNKNOWN>
822 — < INKNOWN >
Sample Call List

Right-Click Functionality

Users can right-click on a CFS in the Default Call List to access additional options that allow them
to open the selected CFS, clear the selected CFS, cancel the selected CFS and zoom to the selected
CFS on the map (if the Mapping Client application is running).

Also, users can right-click on the column heading row in the Default Call List to access additional
options that allow them to adjust the font size, export the grid and its contents to Microsoft Excel,
customize the title of the given view and enable the Attention Required indicator that alerts
dispatchers that a given CFS requires attention. If a new CFS is added to the grid, the Attention
Required indicator will display until the dispatcher clicks in the grid. The Attention Required
indicator can be enabled for multiple Default Call List grids and is useful for grids that are filtered
on items where action needs to be taken, such as Pending Calls.

When the Customize Title option is selected, a Customize View Title dialog window appears,
allowing users to add a new title for the current view. This makes it easier for users to switch back
to views that offer a specific arrangement of information for specific dispatching tasks.
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Default CFS Entry
The Default CFS Entry window, along with the associated Default CFS Detail window and its

associated tabs, is the main tool used by dispatchers to document the details of a CFS as it is being
reported. Dispatchers can use the standard Default CFS Entry window or an agency-defined
custom CFS Entry window.

# CFS 284 - Default Entry - X
Created On:  9/16/2010 11:26:45 Ale [ Cancel ][ Clear ]
Call Location: Verified Point location Qualifier: LocationType: Venue: Override: ™
881 BELLEVUE WAY NE l || Address v | BE v o

Bergman Luggage NE 8TH ST/ NE 10TH ST

Beat: YP-1 Quadrant: 146 - BEFD-Central Bus. Dist.District: D-YP-1 ’ : ‘
[coer | | e
’7-digit Emergency V‘ ’Accident VI

1 d B v

E d

Multi-Jurisdictional Call Types

If set up via Call Types in Call Maintenance, dispatchers can have multiple call types associated to
the same call so that there is a clear differentiation as to which agency is responding to which call.
For instance, a call might come in for a multiple-vehicle accident with injuries. Since multiple
agencies will respond to the call and the call types may differ between those responding agencies,
dispatchers can select the appropriate call type for each agency that is responding. Police would
log the call as an Accident while the Fire agency might list the call as Fire Assist and an EMS agency
would list the call as Injury Accident. This helps to correctly log a single call for multiple agencies.

Default CFS Detail
The Default CFS Detail window contains 15 tabs used to enter and display details about the given

CFS.

# CFS #517 - Default Detail - X
[ AssociateCalls |  DisassociateCalls | Dispositi  — i | Service Vehicle Rotati | a1s
Narrative Vehicles | People | NCIC | E911 | Incidents | SRI | Logs | Alerts
(t )
22 'pate v Type Entered By Narrative
» | 01/04/2011 15:09:34 User Entry tim This is a funeral procession so two motor patrols are needed to block
\ v,
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Narrative — The Narrative tab displays narrative information entered in the Narrative text box on
the Default CFS Entry window, along with Questionnaire Synopses and any Emergency Medical
Dispatch (EMD) narratives.

Vehicles — The Vehicles tab allows for the entry and maintenance of vehicles associated with a
CFS. Clicking the Vehicles tab displays a grid listing of vehicles associated with the CFS, as well as
controlling the entry of additional vehicles.

People — The People tab enables CAD Center personnel to enter and maintain information on
people involved with a CFS such as witnesses, callers and suspects. Clicking the People tab displays
a grid listing of people associated with the CFS, as well as controlling the entry of additional
associated persons.

NCIC — The NCIC tab is for reference purposes only and displays any online queries that have been
received from the National Crime Information Center (NCIC) related to the given CFS.

E911 - The E911 tab displays a log of all 911 details relating to the associated CFS as log
information only. Users will see information regarding the PSAP Number, the receiving phone
position, the date/time the PSAP was received and the name, address and phone number of E911
sender. The information contained on this tab comes from initial 911 calls, merged calls from
associated call merging and updates to the CFS from the E911 Call Queue.

Incidents — The Incidents tab displays incident numbers for the various agencies associated with
the open CFS. Incident numbers are generated based on the units dispatched to a CFS. Separate
incident numbers are created for each unit from different Originating Agency ldentifiers
(ORIs)/Fire Department Identification Numbers (FDIDs). An incident number can also be generated
for the CFS based on the call location, even when no units are attached to the call. In this case, an
incident number is created based on the location of the call and the jurisdiction responsible for
that location. Additional incident numbers can be created on request by clicking the Request
Incident No. button. Also, a case can be created from the incident by clicking the Create Case
button. The Unit and ORI/FDID radio buttons control the contents of the associated menu.

SRI — The Special Response Information (SRI) tab, which is based on CFS Type, features any special
information about the CFS that may assist responding agency personnel. This could include listing
the presence of hazardous materials or special entry instructions.

Logs — The Logs tab tracks action taken on the call including call creation, changes, clearance, units
assigned via a run card or unit recommendation, unit involvement, manual pages and which
dispatchers opened up a particular CFS. This information is contained on two sub-tabs: Call Log
and Unit Log.

Alerts — The Alerts tab allows users to view information pertaining to any alerts associated with
the current CFS. Alert information included on this tab includes the category of alert, type,
priority, description, alert location, effective date and expiration date. The status of alert searches
appears along the top of the tab with colored indicators denoting their success.
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Associate Calls — The Associate Calls tab allows users to view and open a CFS that may possibly be
associated with the current CFS. Users can enter a search radius to return possible associated calls
within a specified radius from the current CFS.

Disassociate Calls — The Disassociate Calls tab lists calls that may possibly be associated with the
current CFS and allows users to review them and disassociate them from the CFS.

Dispositions — The Dispositions tab allows users to assign dispositions to the CFS and the
associated units. This information is contained on two sub-tabs: Call Disposition and Unit
Disposition.

Questionnaire — The Questionnaire tab allows users to view questionnaires associated with the
CFS.

Service Vehicle Rotation — The Service Vehicle Rotation tab allows users to locate a specific type
of service vehicle, such as a wrecker or street-cleaning vehicle, to assign to a CFS regardless of the
vehicle’s service rotation sequence. This information is contained on two sub-tabs: Rotate and
Rotate Logs.

GIS — The GIS tab provides additional information on verified locations. Once a location is
validated, clicking on the GIS tab displays read-only information on two sub-tabs: Areas Sub-tab
and Intersections Sub-tab.

Default Unit List

The Default Unit List displays summarized information on all units associated with a CAD Center,
including unit number, type, description, location and status; associated incident number if any;
CFS number, type and location; the officer manning the unit; vehicle number, description and
plate number; unit manning, capacity and more.

The Default Unit List allows users to view, at a glance, the status and location of multiple police,
fire or EMS units. From this window, users can also open, edit, delete and perform unit-related
tasks by selecting a call in the Default Call List and opening the associated Default Unit Detail
window.

Default Unit List (2119 items) 8
G e

Status Assigned Call Call Type Call Location Additional Location Infoll8

m »

Unit List
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Users can reorder and resize column headings according to personal preference. Multiple Default
Unit List windows can be open simultaneously with each filtered to display different information.
For example, one might display Available units while another displays Dispatched units.

Also, users can right-click on a unit in the grid to access a menu that allows a dispatcher to change
a unit’s status, add a unit to a call stack or track a unit on the map.

Default Unit Detail

The Default Unit Detail window allows users to see, at a glance, the details of a unit. Users can also
edit unit types, edit the personnel who are assigned to vehicles, edit unit capabilities, view the
unit logs and zoom to a unit on the map if it is dispatched to a CFS.

Unit #10B20 - Default Detail =

10820 WA0170200
Available for calls Bellevue Police Department
UnitType: Property Officer Station: Assigned: \/
Radio Number: Quadrant: Assigned: v
Vehicle Number: Beat: Assigned: \/
Personnel: @ District: Assigned: [ORSRRO——
Pager Number: Cross Staffing:

Capabilities: a

Secondary Location:

Nearest Location:

Unit Logs Zoom

Visual Indicators

Many windows within the Dispatch Client are equipped with visual aids to assist users in
understanding the purpose of controls as well as to alert them to the location of their cursor
within a window. Cue Banners, Focus Highlighting and Tool Tips offer users an easier way to
navigate within the application.

CFS#655 - Default Entry ®
Call Location: Override Qualifier: LocationType: Venue: (

<UNKNOWN> Address  -/[<None>  -|"
. P .

911 -

\< N EW CALL> . 07/13/2012 14:33:50 pat
} ] Police:
‘ Zoom ’ Fire Re _

New ~

..‘_

r PN R FN Call H ol PN R FN Call |
A N
Cue Banners Focus Highlighting Tool Tips
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Operational Indicators

In the top-right corner of the application window, an indicator displays the status of the
operational connection. This offers users an at-a-glance visual indication as to the status of the
Dispatch Client connection.

Aegis CAD Enterprise .NET

Search Maintenance Administration

(>l N ) gv = ol:ﬂé:; 3 " & ®. *"T N

Creste Quick Scheduled ES11 Event 1C Fon X n nter ng Enter Enter || Emor Command Modesof Briefing CrossStaffing CatchUp CatchUp  CAD  Manua
a Ca Calis List n ups Entry  Review

Queue || Ticker nooser wer Watch A BOL s Line  Opention Listing Gr Messaging  Page

J

Application Button Functionality

The Application button offers functionality that allows users to switch users, access reports, view a
window list, create templates and customize the buttons displayed on the ribbon for each tab. To
access this menu, the user clicks the Application button.

Switch Users — When the application is running, users can switch users without having to close
and re-open the application. For busy positions, this makes it much easier at shift change to switch
dispatch operators and have the application log the appropriate user in any records.

Reports — The Report Selector window allows users to select a report from a list of standard
reports rendered in Microsoft Excel.

Window List — The Window List offers users a quick way to view which windows are currently
open in the New World CAD workspace, as well as relevant details pertaining to those windows,
such as total number of calls in the Default Call List or total number of units in the Default Unit
List.

Templates — Templates allow users to save specific user workspace configurations so they do not
need to set them up every time they launch the application. Once a user sets up the windows of
the application a certain way, that setup can be saved for use each time the application is
launched. Templates can be shared across the system, so dispatch can have separate call taker
and dispatcher templates or police and fire dispatch templates, etc.

Rearranging the CAD Window

Users have the ability to rearrange the windows of the Dispatch Client interface. This allows users
to set up their workspace in a manner best suited to functional needs. Users have several methods
at their disposal to arrange the windows in their workspace, such as floating, dockable or tabbed
view. Window and workspace settings can be saved to a template (see above), even across
multiple monitors.

Windows Positioning Menu

The Window Positioning Menu dialog is accessed by right-clicking on a window’s tab or title bar.
Users are given the option to arrange the windows in one of three ways: floating, dockable or
tabbed view. Each window positioning selection offers a different menu that offers additional
positioning options.

®
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Aegis CAD Enterprise .NET - Dispatch

0 Switch Users

Reports

- Window List

I

Templates
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Customize..

x Close

Aegis CAD Enterprise .NET - Dispatch
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Create Quick Scheduled  E911 CFS  Unit Event || NCCForm NCCResponse || EnterBuiding Enter Enter Emor Command Modesof Briefing Cross Staffing CacrUp Catch Up Manual
‘ Wi Operation  Uisting Groups Entry Review Mesqug Page

Cal Calis Queae List Ust  Ticker Chooser Viewer latch Alert  BOLO Uist Line r
" < = el | . L s I Miscelanec -
W Command Line v X
|
4 Default Call List (16 ite} < /@ CFS#810- Default Entry > X
Close All But This
~ o -
{ Entry |8 Detail () Roating Call Location: Override Qualifier: LocationType: Venue: ¢
|
e (| EoT— address || <None> =1
[v] Tabbed View City:
® 809 g GeoCode |
® > 810 A f 1
- Move To Next Tab Group
v Move To P Tab G | o )
. love To Previous Tab Group New ~
J R . <NEW CALL> | 10/09/2012124442  dmoilanen
® 814 <UNKNOWN> - — | police:
® 815 <UNKNOWN> l T Fre:
® 816 <UNKNOWN> N ‘ “
ne T Ty e Tame- L} Do)
0 » , i y
& Default Unit List (2119 items) ~ % /@ CFS#810- Default Detail [ Unit~ Defauit Detail > X
Boewi T 3J- 5 | AssociateCalls | DisassociateCalls | Dispositions | Questionnaire | Service VehicleRotation | GIS
Narrative Vehicles | People | NCIC | E911 | Incidents | SRI | logs | Alents

Entered By Narrative

Dispatch Functionality

The Dispatch process comprises many different functions working together to ensure that agency
personnel are dispatched in a timely manner to a CFS and that all critical information is gathered
and communicated to all parties involved with the call. Using the functionality contained on the
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Dispatch tab ribbon, dispatchers can quickly receive a call, record all relevant information,
dispatch the correct agency resources, add information as the CFS progresses and perform other
critical duties.

Dispatch Search Maintenance Administration

R L T

| Create Quick Scheduled E911 Event CFS Unit NCC Form NCC Response Enter Building Enter Enter
Ca Call Calis Queue Ticker  List List Chooser Viewer Watch Alet BOLO

\ Calls. | Additional Views | NQC |

. @@
QW % v F & w F

Error Command Modesof Briefing Cross Staffing CatchUp Catch Up CAD Manual
List Line Operation  Listing Groups Entry Review Messaging Page

| I J

The ribbon on the Dispatch tab contains groupings of related functionality, such as Call functions,
Additional Views, NCIC, Alerts and Miscellaneous functionality. The following functionality is
available on the Dispatch tab:

Proximity Dispatch

Proximity dispatch (closest unit) allows agencies to dispatch units to a CFS based on their
proximity to the location of the call. When settings in New World CAD Maintenance have been set
and CAD AVL and the Mobile application are in place, agencies can utilize proximity dispatch.

Positional Dispatch

Positional Dispatch, when enabled in System Settings Maintenance on the Administration tab, is
the practice of using specific positions from which dispatchers dispatch a CFS. Since many agencies
dispatch CFS from specific positions within the dispatch or call center, the Dispatch Client
application offers dispatchers a way to log into a specific position upon login or by using a
Command Line command. When utilizing positional dispatch, several areas of the Dispatch Client
are utilized and dispatchers can then filter their Default Call List to display only the calls assigned
to their position.

Geo-Verification

The Dispatch Client application comes standard with the New World geo-verification control that
automatically verifies locations when a user tabs out of a location field. A full geo-verification
window can be displayed that lists match candidates in order, in both text and map view.

Call Functions
The Calls toolbar group contains functionality related to creating a CFS or a Quick Call, scheduling
calls and viewing a list of all received E911 calls.

g 4 2

Create Quick Scheduled E911
Call Call Calis Queue
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Schedule Calls

At times, it is necessary to schedule a CFS that has yet to occur but is planned, such as a funeral
procession, a street closure for an event or transportation of defendants to/from court
proceedings. The Scheduled Calls window allows dispatchers to enter information pertaining to
scheduled calls so that they appear in the Default Call List with units already assigned.

8Ea

Scheduled Calls

g2 ' Next Occurrence ~

Call Type Location Nature of Call

> § 01/11/2013 09:00 Welfare Check 24000 SB 405 SE, BO Welfare Check

~ ) Call Information

Type: Status: Priority: Source:
Welfare Check v | |New v l |New '| { v
Nature of Call: Caller Name: Contact Phone: Ext.: Additional Location Info:

tyler

Welfare Check James Sanderson (212)555-1212 2nd floor location
Scheduled Call Location: Verified Point location Qualifier: LocationType: Venue: Override: l*i |
24000 SB 405 SE |Address -/ (80 = w
24000 SB 405 SE
[¥] Ready for Dispatch
Narrative:

Owner is out of town but has been burglarized often, so we want to check on the property once a day while he's away.

| v | Scheduling |

| v | Units to Assign |

Unit Recommendations

The New World CAD Dispatch Client features a thorough and agency-definable unit
recommendation procedure for Law Enforcement, Fire, EMS and other unit types with the click of
button.

Unit recommendations provide suggestions on units to dispatch based on CFS information such as
Type, Priority and Location. Also, unit recommendations are based on available response plan
designations that are listed above the Recommended Units, if available for the given call type. The
Unit Recommendations window lists all units recommended for the current call, while denoting
which resources are fulfilled, unfulfilled or extra, as well as any special response narrative. The
window allows the dispatcher to accept the recommended units, request additional resources,
show the units on the map and view and override the response plan.
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Call #28: Unit Recommendations 8

Recommended Units: Unfulfilled Resources:

<.
g2 Action Source Unit # Unit Type Area Station Unit Status 37

- | Fire (Litem) R Plan: BE-AFA TARGET HAZARD (V) BEFD Battalion Chief 1

S | Dispatch Proximity FIRETEST1 Engine TestStation Available for calls 00:03:03.501

Resource Fulfilled ' " Response Plan Alarm Level

1 (V) BEFD Engine BE-AFA TARGET HAZARD 1

Fulfilled Recommendations: Extra Units:

]

- Unit# "Unit Type ' Station ' Status
g Unit# Unit Type Station Unit Status ETA Agency

£5 € sTS Dispatched
TestStation Dispatched 000303501 Fire ngine Spoe
i Response Plan Alarm Level
3 (V) Engine BE-AFA TARGET HAZARD 1
£ u Ladder ST7 Dispatched 00:04:54.785  Fire
i Resource Fulfilled ' Response Plan Alarm Level
2 (U)BEFDLadder  BE-AFA TARGET HAZARD 1
Agency Types: Police [ Fire | Additional Reguests Current Response Plan |  Override: | =)
Current Alarm Level: 1 \ Upgrade ‘ Preview Alarm jfevel: 1 (23]
Accept Show Routes On Map | Last Update: 10:10:56 (1.4 jec). Refresh
! \ f /
Click to accept recommended units Click to request specific Click to display units and Click to select a specific response
units or capabilities routes on the Mapping Client plan to override the current plan

Additional Views Functions
The Additional Views toolbar group contains functionality related to showing the Default Call List

and Default Unit List windows, as well as viewing the event ticker, which displays live narrative
entries and, if licensed, radio information.

Event CFS Unit
Ticker  List List

Addntic

These functions are grouped together so that they can be filtered in such a way that their contents
would match the duties of a particular dispatcher. For example, a dispatcher may only be
responsible for handling fire calls and may want to set up one grouping to handle pending fire calls
and one to handle dispatched fire calls.

Being able to customize a dispatcher’s workspace offers agencies added flexibility and helps
minimize “context switching” that would otherwise be required.

NCIC Functions

The NCIC toolbar group contains functionality related to sending and receiving NCIC messages.
With the State/NCIC interface, users can run any transactions the state supports on a host-to-host
interface. The State/NCIC entry forms (masks) are agency-configurable and CAD includes a
State/NCIC forms builder.
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NCC Form NCC Response
Chooser Viewer

Alerts Functions
The Alerts toolbar group contains functionality related to entering Be-On-The-Lookout (BOLO),
building watch and alert/hazard information for people, locations and vehicles.

_’.I‘ w2
o R
Enter Building Enter Enter
Watch Alert BOLO

Miscellaneous Functions

The Miscellaneous toolbar group contains functionality related to showing a list of errors and the
command prompt, defining modes of operation, generating a briefing listing, viewing
entering/reviewing CAD catch up calls, sending/receiving messages and sending manual pages.

QW % v FE $w F o

Eror Command Modesof Briefing Cross Staffing CatchUp Catch Up CAD Manual
List Line Operation  Listing Groups Entry Review Messaging Page

Command Line

The Command Line offers another way to access CAD functionality. The Command Line is a small
dialog box used to enter commands and is present on the default CAD workspace. To open
additional Command Line windows, the user clicks the Show Command Prompt button, types the
command in the text box and clicks Enter on the keyboard to execute the command.

Command parameters ensure correct command entry

& Command Line | / v X

Dispatch Unit [UnitNumbers] [CallNumber] [Disposition];
D 10850 755|

Command being typed by dispatcher Adjust font characteristics

As users enter commands, the command syntax highlights the particular parameter of the
command the user is currently entering. Using a space after each parameter of the command
moves the command to the next parameter entry point.
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Commands are agency-defined, which allows dispatch to continue using any existing commands if
desired. If the user is entering a command with an address or location, the system will show the
interactive location prompt and automatically geo-validate that entry.

Modes of Operation (Disaster Mode)

Modes of Operation are used to denote times when standard responses are changed due to any
number of contributing factors. For instance, in the case of a major earthquake, agencies might
determine that they need to run in a Disaster mode, which may activate special response plans
that differ from normal modes of operation. During different modes of operation, unit
recommendations and response plans may differ as needed. For example, a call that is usually a
two-unit response may only recommend one unit to ensure that all critical calls get a response.

Cross-Staffing Groups

At times, personnel or units are used in a group and, as such, are linked together by way of Cross-
Staffing Groups. Cross-staffing allows personnel to run with multiple units. For example, two
paramedics may be cross-staffed in both an ambulance and engine. If the ambulance (with the
two paramedics) is out, the engine would not be recommended unless the station has adequate
staffing for that unit.

( £, Cross Staffing
Name Temporary * Members ‘h
Group 1 4 A91-£91-MIDIOL
Group 2 2 A92-£92-MIDI2
ST21 O A21-E21
§T22 B A22-622 .
125 0 A25-E25
ST27 O A27-E27
ST27A 8 127-A29
ST26 O A26-£26
ST42 ' £42-142
i ST44 O A44-E44
ST45 O A45-E45
e L i
CAD Messaging

CAD Messaging allows users to send instant messages to other users or groups in the application
that they are currently in or to associated applications.
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User status Type name to find user Search for messages Active conversations
y 2 y 2 oy
\ CAD Messaging / / /
" My Stat
Available groups \: g [us _ // ¥/Scarch Messages /
\ pat | veb “ekmott | cnelson *) |
b (v Groups / pat
Our meeting has been postponed until 10am tomorrow.

A~ ) Users /
Q@ clehman Offiine (v
@ Cmann Offiine (v
Q@ emcivor Offiine (v
@ cmorovic Offiine (v
Q cnelson Offiine (v
Q cnygren Offiine (v
Q cpackard Offiine (v
O cpierce Offiine (v

V|| @ cschmitt Offiine (v
Q@ cschumac Offiine (v) | «

Available users ‘Sun Conversation /
/ |
7/ |

Opens up a tab and starts a messaging Type the message and click Send to
conversation with the selected user or group send the message to the recipient(s)

Sending messages is as easy as clicking on a user or group, clicking the Start Conversation button,
entering a message in the text box and clicking the Send button.

Any messages a user receives appear on a tab with the sender’s name. Any subsequent messages
stay within that conversation window on that person’s tab.

Also, if a user receives a message while their CAD Messaging window is closed, a notification
bubble appears in the upper right corner of the application next to the operational indicator.
Double-clicking this bubble opens the CAD Messaging window.

Search Functions

CAD Search Functions

The CAD toolbar group contains functionality related to searching for verified addresses, cleared
calls, locations, units, contact cards, notepad items, building watches, fire hydrants, equipment,
personnel, BOLOs and NCIC responses/requests. These tools allow users to quickly search for
critical information to relay to agency personnel in the field.

© & @24 T & ¥ B 2

Verified Cleared Locations Units Contact Notepads Building Fire Equipment Personnel BOLOs NCC
Addresses Calls Cards Watches Hydrants
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Searching for Verified Addresses
The Verified Address Search window combines visual, field entry and grid control features to aid in
locating a geo-verified address.

Verified Address Search &)
Location: Partial Match Qualifier Location Type 8TH AVE
320 E6TH ST | Address - 3 %
—_—————— > TTYH AVE =
V! Filter Results = 5
Venue 9,
o BTH AVE BTH AVE CENTRALAVE
[xe & % 2 2 NE 85TH ST
Match Candidates: X -
5THAVE <
Centerline | Add 1\45\“5 WR Qﬁ‘x
enterline | Address | < cau?“" N
Seq Score Left Range Right Range Street Venue
1 49 211-399 210-398 6TH ST K
PETER KIRK PARK o
2 30 300-398 301-399 6THAVE K - R 5
Kirkland Transit Center »“N =3
3 30 300-398 301-399 6THSTS K ] @@\‘)' 2z
4 11 401-499 400-498 6THST K S i KIRKUAND AVE
5 10 300-398 301-399 6THAVES K 52
3
6 10 201-209 200-208 6TH ST K o z
2ND AVE S 3 3
7 10 11-199 10-198 6TH ST K 2
3RDAVE S 2 3
@ 4THAVE S
fes
w
w
STHAVE S F
s STHAVE S STHAVE S -
2 o
m » < A’
5 BTHAVE S @ § »
Areas > & b
Police Area Fire Area EMS Area Station TTHAVE'S E
Default Beat
Police ORI Fire ORI EMS ORI Miles
WAO017A03N 0 005 01 02 03 04
|Cancei| Lat: ~47.681 Lon: ~-122197

Geo-Validation Window displaying both text- and map-based match candidates.

This window allows users to geo-validate addresses without creating a CFS. This can be used to
verify GIS data, validate response areas or simply plot the location on a map.

Searching for Cleared Calls

When a CFS is cleared, its information is saved in CAD (and the Records Management System
(RMS)) as appropriate. The Cleared Call Search window, accessed by clicking the Cleared Calls
toolbar button on the Search tab ribbon, allows authorized users to search the CAD system for
cleared CFS. Cancelled calls may also be returned in the search results if specified in the search
criteria. Calls can be searched by any combination of selection criteria.

Users have additional options such as reactivating a cleared call, adding a disposition to a cleared
call, adding narrative to a cleared call, updating an address in a cleared call and associating calls to
a cleared call.
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|
ClearedCallSearch =
-«
20 ® T o e & T R
h Add Update  Associate xport
) Gl sl Disposition Narratlve Adpgress Calls p -

Search Criteria
ORI/FDID:

[T

Creation Date:

™

Incident Number:  Call Number: EMD Case Number: Phone Number: Drivers License:

[7] police [C] Fire [C] EMS

Override:
- B

Vehicle Plate =: License State:

© Exact Address
Call Location: No Match

) Free form Address

Qualifier: LocationType: Venue:

[Unknown % ] [ <None>

Person Last Name: Person First Name:

Call Types: Call Source: Call Priority:  Unit: Officer: Disposition: Max Rows:
'] [ h4 ] [ '] [ N ] ‘ N ] [ v | S00 [T Include Canceled Calls
Narrative
be e Date osed Date pe ocatio ‘3:
4 671 07/19/2012 12:37:54 07/19/2012 12:48:26 Structure Fire - Outbuilding 450 110TH AVE NE, BE }
670 07/18/2012 13:33:07 07/19/2012 13:06:24 MVA - Medic 450 110TH AVE NE, BE 3
668 07/18/2012 12:41:31 07/19/2012 10:44:24 Structure Fire - Outbuilding 450 110TH AVE NE, BE l
663 07/17/2012 09:50:14 07/17/2012 10:24:17 Alarm 5708 EAST LAKE SAMMAMISH PKWY Si ‘
647 03/22/2012 12:57:58 03/30/2012 15:00:00 AFA - Drill 18305 101ST AVE NE, BO ‘
643 03/22/2012 12:19:10 03/22/2012 12:35:58 Cardiac Arrest 3040 148TH AVE NE, RM v l

idl m ] »

tyler

Cleared Call Search — The number of results display in the bottom status bar.

Records Search Functions

The Records toolbar group contains functionality related to searching for global subjects, global
vehicles, hazardous materials, alerts and alarm permits. These tools allow users to quickly search
for critical information to relay to agency personnel in the field.

B > 8 L =
Global
Subject;

Global Hazardous
Vehicles Material

e ——
4 LU S

Alerts Alarm
Permits

Global Subjects

The Global Subject Search window is used to locate adult, juvenile and business global subject
records. The global subject records that match the specified search criteria appear in the search
results grid at the bottom of the window. Global subject records can be accessed within New
World RMS, Corrections Management System (CMS), Fire and CAD.
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Global Subject Search

DO w > ]

Search Clear Alert Colors Create New

Last Name ~

jones
Jones
Jones
Jones
Jones
Jones

Jones

~ ) Search Options
Max Results: 500

=
Search Criteria
Name: SSN: DOB: Driver's License:
Jones M
Sex: Race: Eye Color: Hair Color: Subject Type: Phone: Jacket #:
7 ( 7 | o | v (Adut ’)
T
Location: Override Qualifier: LocationType:  Venue:

[¥] Include Aliases [¥] Include Nicknames

First Name = Middle Name
ann R

Aaron

Aaron C

Aaron R

Abrian R

Adam

Adam G

«

m

500 Results (Search took 13.143s)

(Address v |[<None>  +| ¥ @

Ethnicity

Female White Other 11/18/1958 20224

Male American Indian-Alaskan NativeEastern European 06/04/1986 1318 N

Male White Other 04/13/1985 18100
11321
Male White Unknown 08/05/1988 13011 «

Alerts

Global Subject Search from CAD.

Alerts help CAD dispatchers identify special conditions and possible threats to officer safety so
that these situations can be relayed to dispatched units. Alerts cover a wide range of possibilities
and are categorized by Person, Vehicle or Location. Examples of alerts include gun registrations,
known offenders, location and building watches, known medical conditions, gang location and

many others.

Alerts and hazards display automatically based on the CFS location, person or vehicle. A user can
simply click on the icon or tab to view details. Alert types can be defined as proximity-based,
which would trigger an alert whenever activity is within the set radius.

Default Priority:

=

[V NoExpiration |~ ORI Specific ’h

—Alert Type
Alert Category: Alert Type: Default Duration (in Days):
[Location >|  |Threatto Police |
CAD Only

[~ Flash |~ Popup v Proximity Alert

kmsa leon | g;

Setlcon |@

Alert Type Configuration — includes proximity settings.

¢ :.:'o tyler s
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' CFS #536 - Default Entry| - x
Call Created: ~ 03/19/2015 17:43:27 | zoom || pre-pian | | Report || clear || cancel
Call Location: Verified Point location Qualifier: LocationType:  Venue: Override: Beat: WES2

Quad: 81
1 v v
301 E MAIN ST (Address |[Westfield  ~| S
Cross Streets: N CHERRY ST, S CHERRY ST/ N EAST ST
[ Medical - ALS v | medical [ Units (=20 Arrived At Patient)
[ln Progress vl Clarke, Cali 248)686-9013 & (Medicel - ALS) - E41-1
caller states husband is having chest pains
—
Lo d DA

% CFS 2536 - Default Detail | #5_Unit - Default Detail | v X
| 1Namatve | 2Vehicles | 3.People |  4NCC SE911 |  Gincidents | 7SRl |  8logs |
9.Alerts O.Aiso(iated Ca_lls Diieositions | guestionnaire | Service Vehicle Rotation [ GE | Linked Calls |
Alert Search Status: o Location (03/19/2015 17:43:38) Person ( ) Vehicle ( )

Category Type

Detail Location
Detail Location

Building Watch

L-Dangerous Animal

Prionity ~

Description

1 test for replacing ALl information

5 Owner has two fully grown pit bulls; neighbors have complained about the

Sample CFS entry screen showing alert icons and alert details.

Maintenance Functions

CAD features a number of maintenance options that allow dispatch personnel to configure
different aspects of the software as needed.

Response Plan Maintenance

The Response Plan Maintenance window allows system administrators to set up response plans,
response plan assignments, beat backups, station order and response groups; replace a unit in the
system; define and assign capabilities; define modes of operation; and set up area groups. Unit
recommendations are driven by the configured response plans.

a

‘1 Assignments I = ‘
@© 0}

» “

@ Beat Backups N T =

& Station Order M-BLS Fre

gmm&wp‘ M-Cardac Arves Fuoe
M-Commercal Fre

‘?’ place Unit Mi-Double- Mk e

&5 Capabilities Mi-Commercial Leve  Fire

&F Capability Assignment Agency Type:

’, Mode of Operation

/ Response Plan Maintenance Functions
_—

Pref. Rec. Type:

BOoBOr

§y Area Groups

|+ Unit Maintenance
i;’*mﬂ-w

® :.:'o tylle(r
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Response plans can be built to accommodate almost any scenario. For any given call type, the
system can look for the closest unit-based type, skill, equipment and more.

Response Plan Name: Agency Type: Pref. Rec. Type: Jurisdiction:
Bomb Threat police ~ | Proximity Only x| <Ail>: Global -
Add I Copy Add to Group Group With Backups m Send > Time:
<New Resource>|t| [(s) Sherift f d [_] Only use backup if primary is unavailable.
(U) Sergeant —
(5 Shertsomb 10 Action
(C) Bomb Squad [Dispatch v
N From: ©@ lurisdiction © Station
(1N0290000: *New World County Sheriff*  +|
Unit | ResponseGroup | Capability
UnitType | Skil | Equipment Type
[Bomb Squad v]
Response Plan Name: Agency Type: Pref. Rec. Type: Jurisdiction:
Bomb Threat (Police + | Proximity Only v | <An>: Global -
Group With Backups Send > Time:

["] Only use backup if primary is unavailable.

(S) Sheriff Bomb

153 fomi S Action
(Dispatch 2)
From: @ Jurisdiction © Station
[‘AW>=AnyJurisdicﬁon .]
% Unit | Response Group | Capability
UnitType | Skill | Equipment Type
[Patrol 7]

Calls Functions

The Calls toolbar group contains functionality related to setting up call defaults, jurisdictional
settings, call types, EMD codes, toning devices, scheduled tones, alert settings, call priorities,
custom user interface views, dispatch positions, service vehicle rotations, radio channels,
guestionnaires and paging.
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Call Maintenance

44 Call Maintenance

Call Maintenance S
~
25 Call Defaults
General 7
) - . 2o - .
2% Jurisdiction Settings Type: Source:  E911 Source: ‘
(<NEW cALL> v| 911 ¥ | M|
Call Types . N o - ) o )
a; P Default Contact Type: Cancel Call Disposition:
i % General |Other v
® Status/Priority Defaults Prompt Ready For Dispatch
¥ Special Response V] Questionnaire : Questions and Answers are added to the narrative
T faul
% Incident Type Defautts Associated Calls
% EmMD Default Search Radius:
% Toning 0.79 miles
% Alert Type Filter CFS Number Reset
-+ % Remote Systems Maximum CFS Number:
-~
2% EMD Codes 999 Reset CFS Number
. : E— =
2% Toning Devices i Hydrant Search
= Default Search Radius:
2% Scheduled Tones 500 feet
5 Call Priority Quick Call
S Type: Source:
& Alert Settings [ <NEW CALL> v | | Radio M|
;a Custom View Person Role: Vehicle Role: Vehicle Type:
) "Reponing party M| \Plate Inquiry v | | Passenger car v
§§ Custom View Defaults o e
¥| Create incidents when units are added to a quick call.
w Dispatch Positions Displayed Agency Types
V! Police V| Fire EMS
PP — Unit Assignment Behaviors
1% Call Maintenance gv '
When a dispatcher clears the last unit from a call
£ Service Vehicle Maintenance Do nothing.
© Prompt the dispatcher to clear the call.
Automatically clear the call. v

The Call Maintenance windows allows users to designate settings for call defaults, jurisdiction
settings, call types, EMD codes, toning devices, scheduled tones, call priority, alert settings,
custom views, custom view defaults, dispatch positions and service vehicle maintenance.

. tyler

Questionnaire Maintenance

Questionnaires provide an automated set of standard questions based on the call type that a
dispatcher can use to challenge or query the 911 caller. This can be used for infrequent high-risk
call types (e.g., bomb threat) to provide a caller interrogation process or in place of other pre-
arrival questionnaire systems. The question and response is captured with the CFS (and is sent to
Mobile), creating a documented record of the process. Each question can have multiple possible
responses and each response can link to another question.

The Questionnaire Maintenance window, accessed by clicking the Questionnaire button from the
Maintenance tab ribbon, is used to create new questionnaires or to modify existing ones. This
window allows you to add questions to a new or existing questionnaire. Everything that needs to
be done to create or edit questionnaires is done from this window. Questionnaires are also
assigned to specific call types so that when that type of call is received, dispatchers can ask the
guestions contained in the assigned questionnaire.
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Questionnaire Maintenance

4 Areiéu hiding?

No
4 No
4 Is anyone hurt?
Yes
No (Last Question)

Question:  Are you hiding?

Response: yeg

Synopsis:  Send multiple units and have victim stay out of sight.

Questionnaire: ’Assault Questions 'l Il.oad Questi i 3 [Newf‘ i i : [Dele(e(‘ J
Assign To Call Types.| Questionnaire Name:  Assauit Questions (save Questionnaire| (Cancel Q J
[Assault [Add Response] [Add Response Ques(ionJ [Remove Response} Down| |Left

4 [s the Assailant still there?
4 Yes
4 [s the assailant with you?
4 Yes
4 Are you being held hostage?

Yes
No

4 No

Call Type: Call Status: Call Priority: (] Allow Comments
| [Assault '] Il '[ [1 'I [7] End Questionnaire
Standard Interfaces

Supported interfaces include New World CAD to New World CAD, CAD Pager, E911, NG911,
State/NCIC, Pictometry, Pre-Arrival Questionnaire (ProQA Paramount, APCO and Powerphone),
Encoder (Zetron Models 25, Locution and WestNet First In), Fire Records (Firehouse, First Watch
and High Plains), Deccan LiveMUM and Telestaff.

System Status
The system status option displays operational and system messages. Both system messages and
interface messaging and status can be displayed here.

W

10

System Messages

Information
Information
Information

Information

N

44 £911 Maintenance | 1 Maintenance Log’ ww System Status

Synchronized with Aegis MSP at 3/19/2015 6:50:43 PM.

Synchronized with GIS database at 11/25/2014 3:35:53 PM.

Active GIS Data was synchronized at 11/25/2014 3:35:05 PM by doug, activated at 11/25/2014 3:37:31 PM by doug.
MXD was last activated at 11/25/2014 3:37:31 PM by doug

Peripheral Adapter Statuses

Resource Depletion Monitor  Online

Toning Offline Not connected to any toning adapters yet.
Telestaff Online

Partially
Rip and Run Online No Rip and Run prints have been sent yet.

Radio Online

Paging Offline Not connected to any paging adapters yet.
E911 (PSAP 2) Offline Offline (Maintenance settings missing)
E911 (PSAP 1) Offline Offline (Not connected to device)

Deccan Offline Not connected...

Call Fxnort Offline

‘o:.:'. tyler .
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Maintenance Log

The Maintenance Log provides an audit view of all entries, deletions or changes made in CAD
maintenance. This option provides a running change log of system settings and configuration.
Administrators can also add their own notes to an entry to indicate why a change to the settings
was made.

Mapping Client Functionality

CAD Mapping is designed to provide dispatchers with quick access to critical information and is an
embedded component of the CAD application. With the customizable ribbon toolbar and
configuration settings for many other features, CAD Mapping allows agencies to fully leverage all
the Esri technology embedded with CAD.

Dispatchers can open up to three different maps within the same window or application
container. This lets dispatchers focus on any particular call and still have a visual representation of
their coverage area or any other geographical section.

\f»%ya’;@&&& w [P %

Md Pictometry Prn (ow Zoom Zoom Oyrwnc Pan mp« Create Map (mte(omp'« Map Events Measure Find Identity Creste Driving
Ot Zoom ull Extent + ~ . Evert

- andRoaddiocks || Distance- Feature - fmum Perimeter - Directions

Start: 10/22/2013 6:29:23 PM
End:
User:

CAD Mapping showing a two-map view; the dispatcher has set a call perimeter in red on the left side
while monitoring a wider area on the right.

CAD Mapping can be customized per user by creating templates that can filter calls and units as
well as display only the toolbar buttons needed. Users can also set unit latency thresholds, which
is the amount of time since the last AVL update. AVL-equipped units can be configured to show
the color-coded AVL latency bar, direction of travel and time since last GPS update.
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Unit Latency

Direction of Travel
CAD Mapping — AVL unit showing latency bar.

E911 information comes in through the E911 interface. This interface accepts both landline and
cell phone information (Phase | and Phase Il) and has configuration options for parsing based on
class of service.

@ CAD Mapping
presp=

I

R - S

CAD Mapping window showing an E911 call location.

Phase Il calls are plotted automatically on the CAD map as received; a user can select the incoming
call from the E911 queue (or have it create the CFS automatically). The E911 queue provides an
option for rebids, giving the user the choice to update the CFS or not, based on the information.
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Ovgeuee. Qomoneustontuge T poncuee |

05/09/2013053600 1 01 RESO (248)269-1037 100 YORK OR 032 CARMEL SALLY BASS Nl
05/09/201305:3600 1 01 RESO (248)269-1037 100 YORKOR 032 CARMEL SALLY BASS Noll
05/09/2013053600 1 01 BUSN (248)269-1033 BUILDERS CONCRETE 00 CARMEL BUILDERSINC, Null
05/09/2013053600 1 01 BUSN (248)269-1033 BUILDERS CONCRETE 00 CARMEL BUILDERSINC., Null
> ] 058" ‘"Er;;(;l SRR (B45)656-5473 39.9496947141882~-86.1677085994971 032 CARMEL R NORTH 39.9498947141682 -861677085994971 1562
05K {am T UL ELEMENTARY 032 CARMEL CARMEL SCHOOLS,,  Null
W ’ 665, 100 € MADISON ST
05/ raver~. —e—i L ELEMENTARY 032 CARMEL CARMEL SCHOOLS,,  Null
673, 520 € MAIN ST
05/09/201305:3600 1 01 L HIGH SCHOOL 032 CARMEL CARMEL SCHOOLS,,  Null
674, 9312 MAPLETON CT
0509013053600 1 01 Lo wavien e e ANTERN RD 00 FISHERS  KIM ROBINSON Null
0509013053600 1 01 RESO (328)382-8682 9975 LANTERN RD 00 FISHERS  KIM ROBINSON Noll
05/09/201305:3600 1 01 BUSN (248)269-2000 CONSECO BUILDING H 032 CARMEL CONSECO,, Nul
05/09/2013053600 1 01 RESO (452)382-9929 500 EMERSON RD 032 CARMEL TOM MILLER Noll
05/09/2013053600 1 01 RESO (452)382-929 500 EMERSON RD 032 CARMEL TOM MILLER Noll g
05/09/2013053600 1 01 WPH2 (B45)656-5473 39.9496947141882~-86.1677085994971 032 CARMEL e NORTH a
i — A — LARML 121 aooT i §
@
«

]
r2 L

‘\\E—Mm ¢ —1—%—*316 Qe
CAD E911 Queue with Phase Il call automatically plotting on CAD Map and rebid showing.

From

Calls: Units:

824 ) ( *)
Location: Verified Point location Qualifier: LocationType:  Venue: Override:
52 LAKESHORE PLZ | Address |k -
CLUB K TOWN

To

Calls: Units:

832 = ( )
Location: Verified Point location Qualifier: LocationType:  Venue: Override: @
450 110TH AVE NE | Address ~| BE v

Bellevue PD, Bellevue Police Department, BPD Booking, City Hall Bellevue, NORCOM, Records, Target Vehicle - City Hall

[ FindRoute || DwRoute> || CiearRoute |

Go southeast on LAKESHORE PLZ toward KIRKLAND AVE drive < 0.1 mi for < 1 min

Turn left on KIRKLAND AVE drive < 0.1 mi for < 1 min

Turn right on LAKE ST S drive 0.6 mi for 1 min

Continue on LAKE WASHINGTON BLVD NE drive 1.6 mi for 3 min

Continue on BELLEVUE WAY NE drive 1.6 mi for 3 min

Turn left on NE 12TH ST drive 0.2 mi for < 1 min

Turn right on 106TH AVE NE drive 0.3 mi for < 1 min

Turn left on NE 8TH ST drive 0.4 mi for < 1 min .

CAD Mapping — Driving Directions.
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Application Security

The New World Security Management website allows system administrators to set up users and
user permissions. Administrators can set up users, create roles, assign users to those roles, grant
user permissions to various functions, define security settings, grant access to reports, assign
specific maps for users and roles, assign jurisdictions for users and manage NCIC user access and
certifications. Security can be configured to leverage Microsoft Active Directory for single sign on,
streamlining the process for both users and system administrators.

Maintaining/Defining Users

The Users sub-tab, which is the default view of the Home tab on the Security Management
website, allows system administrators to add new users, edit or inactivate existing users, denote
which users are administrators and set password parameters. They also have the ability to reset
user passwords.

.‘ Security
‘ " Home CAD

Users | Roles | NCIC Certifications | Security Policy

Drag a column header and drop it here to group by that column

Last Name Y | First Name Y | Email T | Inactive Y | Administrator 1 | Failed Login Attempts 1 | Locked Out s
-

> | |Edit| dispatcher Test 10
Edit| supervisor Test 1
Ed;k ccoates Coat Curt ccoat@nor.org 2 ¥} 0
|Edit| Kfuruya Fu Karen kfu@nor.org [} = 0
[Edit] newworld NWS NWS User @ = 0
[Edit| nwsuser User New World = 0
Edit| smcshane Mane Stacey smane@nor.org 0
Eit kbostrom Boom Kevin kboom@nor.org " 0
1& sschutz Sutz Suan ssutz@nor.org 0 |
| [Edit] ktran Tan Kai ktan@nor.org a = 0 ‘
Edit| abriggs Bris Amanda abris@nor.org 0 |
‘ VEdnt ahallifax Hall Ale ahall@nor.org B (=] 0 B8 ‘

Creating/Assigning Roles

The Roles sub-tab allows system administrators to define, edit and assign various roles within
CAD. These roles are then granted permissions and assigned to specific users. For larger agencies,
this capability makes managing the permissions of several employees a nearly effortless task.

.‘ Security
‘ . Home CAD

Users | Roles | NCIC Certifications | Security Policy

Drag a column header and drop it here to group by that column

Name T | Created Date 1 | Modified Date

> | |Edit| Call Taker 10/11/2011 8:55:37 AM 10/11/2011 8:55:37 AM

Edit| Dispatcher 6/10/2010 3:48:25 PM  9/15/2011 2:47:59 PM
Edit| Supervisor 6/10/2010 3:48:25 PM  6/10/2010 3:48:25 PM
Edit| TechTeam 8/11/2010 7:43:10 AM  8/11/2010 7:43:10 AM
ﬂ Mobile 2/1/2011 2:46:14 PM 2/1/2011 2:46:14 PM
ﬂ Fire Mobile 8/25/2011 11:32:54 AM  8/25/2011 11:33:03 AM
‘ Edit| Police Mobile |8/25/2011 11:33:03 AM 8/25/2011 11:33:03 AM

Edit| CAD Web View |9/15/2011 2:47:47 PM  9/15/2011 2:47:59 PM

Edit| CAD View Only [9/15/2011 2:47:59 PM  9/15/2011 2:47:59 PM
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Reporting

Standard Reports

The CAD Reporting feature can be accessed from the application and uses Microsoft Excel to
render reports. The data mart that it uses is separate from the production CAD database and
automatically updates according to a configurable schedule. This process updates the reporting
data mart and performs the appropriate data transformations to “flatten” the transactional
production database into a format best suited for reporting and analytics.

Reporting Services

Reports ]
v = = ==
x— % i
Enterprise e o s ..__"
CAD L - Dashboard
~ ) Analysis Services
o | Cubes
. e | =

Data Export e

Data

Mart - Third-Party Microsoft Excel

Applications

CAD Reporting also includes the SQL Server data cubes used for the standard reports. Microsoft
Excel is used to connect to the existing data cubes, but any third-party application that supports
SQL Server database connectivity could also be used. Additional data cubes can be added (if
needed) using SQL Server.

CAD Reporting Architecture Overview.

Clipboard 1 Font P Alignment

Al - f<
A B C D E F
L2 Report Selector @

2 - -
3 BOLO Listing

4 Briefing Listing

S Building Watch Listing

6 Calls by Hour

7 Calls by Month

8 Calls by Priority

190 Officer Log

1 Overidden Address Report

12 Personnel History

13 Unit Status Response Analysis

14 Unit Status Time Report
15 .
16 [ Select |
17
18

CAD Report Selector.
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Unit Status ﬁsponse Ealysu - Parameters @

From Date: 07/23/2013 00:00 v  ToDate: 07/22/2014 23:59 v
Agency Types: Al | None Areas: |Beat v | Call Types: Al |  None
["]Police Al |  None [7]911 Hang Up R
[TFire [CJARC ~ [T]Abandoned Vehicle =
[F]ems [C]ATL = [T Accident - Injury
[C]CAR1 [T Accident - Injury - ALS
[]cAR1B [T Accident - PI HM
[C]CARIC [ Accident - Prop. Damage
[C]CARID [C]Accident - Railroad v
Clcarz - 7 E——
( Launch Report J
Report Selection Parameters.
Home Insert Page Layout Formulas Data Review View NWS CAD
B * Calibri 0 AN ==l Y SiwepTe General - ﬁ H % :
Paste ¥ @ I - |HEH- O A|E @ = iEsE n $ - % s | %% Conditional Format Cell | I
7 Formatting v as Table v Styles ~
Clipboard 1 Font * Alignment * Number * Styles
\77 Al - f< | Unit Status Response Analysis
aAl s [ ¢ o T e T fF T e T w0 Ty Tk L
1 Unit Status Response Analysis
Report Time:  07/23/2014 17:50 LoginIDx jim FromDate: 12/01/2011 00:00
To Date: 07/22/2014 23:59 Agency Typess Al Layer: Al
Areas: Al
2 Call Types Al
3 Priority Sunday Mond: Tuesday Wednesday Thursday Friday Saturday All Week Weekday  Weekend
4 Interval Num Avg Num Avg Num Avg Num Avg Num Avg Num Avg Num Avg Num Avg Num Avg Num Avg
S 1
6 Response 0:00:00 0:03:28 3:30:45 0:20:53 0:04:39 0:00:41 0:00:00 4:00:26 4:00:26 0:00:00
7 Turnout 0:00:00 0:02:21 0:51:22 0:04:16 1:23:59 0:03:17 0:00:00 2:25:1S 2:25:15 0:00:00
8 Travel 0:00:00 0:01:36 0:00:29 0:35:28 0:00:59 0:00:05 0:00:00 0:38:37 0:38:37 0:00:00
9 To Cear 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
10 To Patient 0:00:00 0:00:00 0:00:54 0:00:00 0:00:34 0:00:00 0:00:00 0:01:28 0:01:28 0:00:00
11 With Patient 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
12 Transport 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
13 Hospital 0:00:00 0:00:00 0:00:15 0:02:22 2:09:23 0:00:00 0:00:00 2:12:00 2:12:00 0:00:00
14 To Stage 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
15 1 640 739 350 544 333 1 2608 2606 2
16 2
17 Response 0:00:00 0:00:40 0:00:35 4:21:47 0:08:09 7:21:26 0:00:00 11:52:37 11:52:37 0:00:00
18 Turnout 0:00:00 0:00:28 0:02:25 0:00:30 0:11:39 10:36:12 0:00:00 10:51:14 10:51:14 0:00:00
19 Travel 0:00:00 0:00:12 0:00:14 0:00:08 0:01:26 0:00:04 0:00:00 0:02:04 0:02:04 0:00:00
20 To Uear 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
21 To Patient 0:00:00 0:00:00 0:00:07 0:00:00 0:00:00 0:00:00 0:00:00 0:00:07 0:00:07 0:00:00
22 With Patient 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
23 Transport 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
24 Hospital 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
25 To Stage 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00 0:00:00
26 0 28 63 52 94 47 0 284 284 0
27 3
28 Response 0:00:00 0:00:26 0:03:39 0:41:28 0:00:10 0:00:08 0:00:00 0:45:51 0:45:51 0:00:00
29 Turnout 0:00:00 0:00:16 0:04:40 1:00:49 0:00:24 0:01:13 0:00:00 1:07:22 1:07:22 0:00:00
30 Travel 0:00:00 0:00:10 0:01:02 0:00:20 0:00:07 0:00:09 0:00:00 0:01:48 0:01:48 0:00:00
Sample Standard CAD Report.
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CAD Reporting also enables agencies to use browser-based dashboards to monitor activity and
provide a graphical view of information using a browser. The system includes several Dashboard
Gadgets with CAD Reporting: Calls by Agency Chart, Calls by Agency Map and Calls by Agency Key
Performance Indicator (KPI).

New World Message Switch and Mobile Data System

Tyler’'s New World Mobile solution is built using the latest Microsoft .NET architecture and
designed to operate in both connected and disconnected mode. Mobile is tightly integrated with
the New World CAD solution and the rest of the New World suite. The solution comprises two
separate client applications: Law Enforcement and Fire.

New World Mobile includes a dynamic unit status monitor. As unit information updates occur, the
dispatched mobile units receive information from CAD automatically, so first responders have
immediate access to call information including all potential alerts and hazards.

A Ar e b

Unit Status Monitor . 3404 SecondayLocakn & ol | X

[ Perran Vehicle Duparon Canlag Create Cant Uan Sates Mappng Cleased Calt
2] 2] ~ L2 12 " 2 2

12 Inquiry
F—‘ Results: 41 units’ status returned from dispatch at 10.57.31 AM.

Date/Time Version ¥ Officer ¥ Unit Call Typ«" Status Call Loc:¥ Beat ORI Seconda™ UnitTyp B

05/13/10 15:51

043009 1221 13 Dispatched 7211 ST...

??MO’ 1220 3416 Disoatched 7211 ST...

With Mobile Mapping, the dispatched location is plotted on the map and AVL-equipped units will
see both their unit and the CFS. With the routing component, Mobile will display the route both
graphically and using turn by turn directions.
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TV Acgis Mobde vIL1

-

et 2 VJ At 2] 0244

bt Y

Robbory

=

Empuwe Mall, 4001 W 41ST.ST

B 1 2 Continuo on 120 RAMP

Secondary Location ‘, e\ Q

Driving Directions Hado Surmmry

: ' 1. Go west on W W MADISON ST

toward N N LOUISE AVE
e 0.6mi

Trip Summary

4 Ormi, 4min

% Start at Current GPS position.
1. Go west on W W MADISON ST
toward N N LOUISE AVE
e 06mi 435

03mi 17s
§ 3 Bearlefton 20
e 25mi 2min
§ 4 Bearleft on 129 RAMP
e 02mi 125
) 5 Tumleft on W W 41ST ST
04mi 27s

- Finish at Empire Mall, 4001 W
«srsr,oung

New World Mobile is designed to leverage touchscreen capabilities. Navigation and toolbar
buttons are easily accessible. One click initiates night mode, which changes the display for low-

light conditions.

TV Aag Meten 300

' 520 E MAIN ST
ATH AVE NE / LDONGTON BLVD

Carme

,T Assault w/ Injury

New World Mobile - Night mode.

tyler
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Mobile users also have one-click access to active and pending calls and can self-dispatch based on
agency configuration. Officer-initiated activity (citizen assists, traffic stops, etc.) can be created
from Mobile, while entered subject and vehicle information can automatically query the local New
World system and State/NCIC. With response parsing configured, Mobile can change the response
message text so that critical information is not overlooked. Important State/NCIC responses for
both subjects and vehicles that originate from Mobile can be automatically forwarded to dispatch
and other mobile units.

D17 VehicleInquiry N2 L2

L ° P = -
¢ d r

Person Vehicle Field Reports Dispatch
6 7

3 F4

ALERT_VEH
Clipboard

C la

AUTO
Local 1FTWW31R43EB14489 Ford Taurus Tan Tan IN

Local N/A Ford Taurus Tan Tan IN

Activity (8) |Alerts
1FTWW31R48EB144 Alerts
N

. Type: Gang Vehicle
State: . d Description: Aryan Brotherhood - Suspect Vehicle
Make: For Effective: 03/19/2008
Model: Taurus ORI: IN0290000
Style: Sedan
Model Yr: 2003 Type: Gang Vehicle
Color: Tan Description: Aryan Brotherhood - Suspect Vehicle
. Effective: 03/19/2008
Color 2: Tan

S ORI: IN0290000
Condition: Damaged
Descrip:

Vehicle Inquiry — Mobile parsing points out critical response information.

Functionality between CAD and Mobile includes:

= Dispatch (dispatch screen) » (Call Log (active and pending)

= Self- Dispatch to pending or active calls »  Quick Call (officer-initiated activity)
= Unit Status Monitor = Preplans

= Alerts = Emergency Button

= Chat/Messaging = Person and Vehicle Inquiry

= BOLOs = Unit Check-In

» Cleared Call Search *» AVLand Mapping

Mobile notifications occur based on agency configuration. “Toast” will pop up in the bottom-right
corner of the screen without stealing focus, but staying in front of other screens. Users simply click
on the notification window to view the details and remove the notification.
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tyler

Noise Disturbance
414 N MINNESOTA
AVE, SIOUX FALLS SD,

Mobile Notification “Toast.”

AVL information updates CAD and other mobile units to assist with situational awareness and
proximity dispatch. This helps ensure that citizens receive the quickest help possible, while first
responders remain protected by having critical information.

I Aegis Mobile v10.2

21 103 Add People to Current Dispatch

+

N .
n < » "‘ & & © %,

Utilities Vehicle Dispatch Call Log Create Call Unit Status Cleared Call
F1 F2 F4 F7 F8 F9 F10

Secondary Location

Last Name First Name Middle Name

I — T — E—

DOB Person Role

DL Number DL State

I "

Mobile officers can add to the CFS.

Add Person/Vehicle/Narrative:

= |everages data from multiple sources (Driver’s License Import and NCIC Responses)— no need to rekey
= Can add person’s role (association) to the CFS

Searching subjects and vehicles across State/NCIC, local systems and other databases is done from
one entry form. An officer simply enters information and selects (or unselects) the systems to be
searched. Responses return in the configured response format layout (grid or contact card).
Configurable response message parsing can change the response message to ensure that critical
information is not overlooked. Mobile also supports driver’s license bar code readers.
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Last Name First Name Middle Name DOB

DL Number

SGT1 Personlnquiry N3 A1 L4

® - F e ¢

Field Reports Dispatch Call Log Create Call Unit Status Cleared Call Emergency Mapping Case Inquiry
() F6 7 8 9 F10 FL

F & 7/7: bass, sal, White, Male, 05/25/1965 - Searched at 16:26:38 N3 " | L4

Shor o ALERT_PER WPS HIT #001 Adult 05/25/1965 W M City Unkn

DL PERSON DMV ORDERED 11D REQUIRED PER CVC 23700. Adult 05/25/1965 RaceUnkn MALE CARMEL
% NCIC B645363738398 DoB Unkn
i Local @ IN0290000 Adult 05/25/1965 White Male Carmel &4
. Local © 29005 Adult 05/25/1965 White Male Carmel =

Change Local IN0290005 Adult 05/25/1965 White Male Carmel =°

Activity (7)| Scars/Marks/Tattoos (2) Aliases/Nicknames (5) Alerts (0) Photos (4)
Adult Activity

05/25/1965
wrfi /m Results: 7 results returned.

Delete Mal

e e Date ¥ Type ¥/Number ¥ Description v/ 07
yp » p

IN0290005 04/11/2014 Booking 2014-00000026 selhils]

32 RED OAKLN 11/13/2013 Contact Visitor 2007-00008820 Approved Visitor
cammal 1N 46082 07/26/2013 Contact Visit 2007-00008834 Restricted Visit
(222)999-1111 126/ ontact Visitor = estricted Visitor
Wt: 195.0 11/13/2013 Event Tracking Visitor  2007-00008820 Completed Visitation
. ik :':; 11/13/2013 Event Tracking Visitor ~ 2007-00008820 Completed Visitation
ye:
Hair: BRO 11/13/2013 Event Tracking Visitor  2007-00008820 Scheduled Visitation

DL # B65686564568 11/13/2013 Event Tracking Visitor  2007-00008820 Scheduled Visitation
SSN: 123-45-6789

Person Inquiry with photo and multiple local records (parsing is being used to highlight critical responses
in red).

Additional Mobile Inquiries (RMS/CMS) include:

* Incidents

= (Cases

*»  Wants and Warrants
= Warrant Service Entry

=  Property
= Booking
= Unit Logs
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B9 D4 Caselnquiry - 2014-00000083 IN0O290000

D < & & 2, ’
Person Vehicle CallLog Create Cal UnitSUtus  ClewedCall  Emergency Mapping
& 4 6 ) ) F10

2014-00000083

Open t Active

02/17/2014 8 t 04/03/2014
02/17/2014 09:00:00 ficer: 1368 - Bauer, Sean
02/17/2014 09:00:00 t t 02/17/2014 09:40:31

- - Offenses
Results: 1 offense found in the LERMS database.
Offense Number ¥ ORI/Group ¥ Crime Code ¥ Statute ¥/ Counts

1 State 4 Domestic Battery 1

Victim Non Disclosure: False
8/8/1992 e 21
White Sex Female
(231) 887-3425

Suspect/Arrestee I
2/13/1990
White

Mobile Case Inquiry.

y. 163 IncidentInquiry Result Secondary Location . fi)

Uliitict Dispatch Create Call Unit Status Cleared Call
F1 F2 12 9 F10

Street: W 31ST ST / W 33RD ST Venue: SF

Call Dispositions
06/05/2014 16:01:23

Unit Dispositions
06/05/2014 16:0035 rant Service

Weight er: Yes

Free form

Phone #

<57~ . TR6 (Primary)
= ORI: 01101 Incident #;

Mobile Incident Inquiry showing both Call and Unit dispositions.
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{, D4 Warrant Service Attempt Group

® =+ - 9 Y @

Chat Person Yehicle Field Reports Dispatch Call Log Create Call Unit Status
F3 F4 F6 F7 F8 F9 F10

Action Started Completed Status
Sending service attempt to mobile server... 10:04:16 10:04:16 Success
Submitting service attempt to LERMS... 10:04:16 10:04:16 Success

Updating Warrant Service from Mobile —-RMS gets real-time updates that are available to all other users.

Mobile also includes Emergency Button functionality, which can alert both dispatch and other
mobile units. Response message (State/NCIC and RMS) can also be configured to notify other
mobile users when the message contains specific text (e.g., Wanted Person). These notifications
can be limited to units within an area or radius.

[~ .
Vo
” "

Emergency

v. Sthulte, E4
o 20i3.2002¢008
201%-Co0co
Low 1= 08/0072013 U6
il 3 b Progress

Unit Emergency

Emergency call received from unit 1B1 at
03/25/2014 08:48:29.

Nearest location: 1020 BELLEVUE WAY NE, BE
Last updated: 03/25/2014 08:48:19

Mobile and Field-Based Reporting will pull all the appropriate settings and configuration needed
from New World CAD and RMS. Call types, unit statuses, drop-down lists and mapping data are
automatically managed by the Mobile server, keeping CAD and Mobile clients in synch.
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X Mobile Management Console

Server Configuration  Police Client Configuration| Fire ClientConfiguration Merge Client Configuration Mobile Administrator Management Console

General
‘ Dispatch
Inquiry
Positioning
Devices
Mapping
Field Reporting
Field Report Framework

Ticketing

Configuration Sections

Save \ 1 Restore Defaults

Server Settings
Call Log Settings

Hotkey Icon Order
Ctrl+Alt+A $ 25
None }) S
None .& 20

None &

None E) 17
None S 13
None [% 1Ll
None 4
None 0
None 0
None 0
None 0
NlAana n

Flees
Status

Arrived At Patient

At Hospital

At Scene

- At Scene Available

Available for calls

Available Out of Station
Avera Behavioral Health
Barnetts Funeral Home
Booms Funeral Home
Cancelled

Chapel Hill Funeral Home
Coffee Break

Community Policing

CAantrart CnAd

Configuring Mobile Unit Status Icons and Hotkeys —available unit statuses download from CAD.

Mobile Administrators can configure most Mobile-specific functionality to include the main
toolbar, map icons and colors, logon fields and more. Mobile includes a Fleet Management
function that makes it easy for an administrator to update all Mobile clients. Mobile clients will
download the update in the background without impacting the user experience or saturating the
available bandwidth. Mobile administrators also have a real-time view of their fleet status.

1 Mobile Management Console

Server G Police ClientC Fire ClientC Merge ClientC Mobile Console Fleet Management  System Settings
Login User Status Refresh |
User Status Grid
Users User Name Computer Name /| Application » Online Unit Number  Logon Time Logoff Time Client Version
Bobé ADClient1 Mobile 172.16.255.60 seTL /282014 110433 AM 7/29/2014 12:47:33 PM 100
Roles BobS ADClient1 Fire Mobile 172.16.255.60 €91 61252014 3:08:46 PM  7/29/2014 12:47:39 PM 100
janets ADClient1 Mobile 172.16.255.60 04 S/6R014L1633PM 7292014 12:47:39 PM 100
ReportTypes | janetl ADClient2 Mobile ADClient2 D4 AYLI014T:46:44PM  7/29/2014 12:47:39 PM 100
Jerys ADClient2 Fire Mobile 172.16.255.61 a1 612672014 355:44PM  7/29/2014 12:47:39 PM 100
NCIC Teminal s | Merge ADClient2 Mobile Merge  ADClient2 142014 12533 PM  7/29/2014 12:47:39 PM 100
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Userstatus | pougd DKClient1 Mobile 172.16.255.52 D14 14201493625 A 7/29/2014 12:47:39 PM 100
Dougs DKClient1 Fire Mobile 172.16.255.52 €10 S/A20146:4T01AM  7/29/2014 12:47:39 PM 100
Ruleset Profiles | Jenyl JKClienty Mobile JKClientt o13 V162014 1129:10 AM  7/29/2014 12:47:39 PM 100
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DEMO7567 Fire Mobile
DKClient1 Mobile
DKClient2 Mobile Merge
JBClient1 Mobile
JBClient2 Mobile

172.16.255.60
ADClient2
172.16.255.46
172.16.255.205
BEAUDOIN
172.16.255.81
172.16.255.82
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Client4
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172.16.255.208
172.16.255.52
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172.16.255.54
JBClient2
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SGT1
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10.0
100
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1.0.0
10.0
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1.0.0
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100
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1.0.0
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7/28/2014 11:04:33 AM

7/14/2014 12:51:33 PM 7/29/2014 12:47:33 PM
7/29/2014 5:39:53 PM

9/18/2013 3:07:14 PM 7/29/2014 12:47:33 PM
10/24/2013 2:55:44 PM 7/29/2014 12:47:39 PM
10/11/2013 9:48:43 AM 7/29/2014 12:47:39 PM
10/25/2013 4:32:08 PM 7/29/2014 12:47:39 PM
9/6/2013 4:42:28 PM 7/29/2014 12:47:39 PM
9/10/2013 10:50:16 AM 7/29/2014 12:47:39 PM
9/9/2013 1:41:45 PM 7/29/2014 12:47:33 PM
1/23/2014 4:09:43 PM 7/29/2014 12:47:39 PM
3/20/2014 7:51:23 AM 7/29/2014 12:47:39 PM
7/14/2014 9:36:25 AM 7/29/2014 12:47:39 PM
4/11/2014 3:38:20 PM 7/29/2014 12:47:39 PM
7/10/2014 10:34:21 AM 7/29/2014 12:47:39 PM
1/27/2014 1:05:32 PM 7/29/2014 12:47:39 PM >
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7/29/2014 12:47:33 PM

Mobile Fleet Status: Top Grid-User and last login. Bottom Grid-Machine and last user.
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New World Enforcement Records

Tyler’'s New World Law Enforcement Records gives law enforcement agencies of every size and
level of complexity cutting-edge functionality as well as the efficiency, reliability, flexibility and
ease of use needed to help first responders, supervisors and command staff work proactively and
make better decisions. The application combines one of the most comprehensive databases in the
industry with a nimble search engine similar to that used by Facebook, Amazon and eBay.
Departments can capture, process, analyze and act on information about cases, incidents,
persons, buildings and businesses, vehicles, property, citations, crash reports and more, using
agency-defined data fields that allow individual departments to track and follow-up on the issues
most important to them. Built with a scalable architecture to manage the needs of small,
individual departments right up through larger, more complex agencies and multi-jurisdictional
consortiums, the application supports future expansion and provides robust security and
authentication tools to ensure the integrity of each agency’s information. Best of all, Law
Enforcement Records is integrated with the rest of Tyler’'s New World public safety software suite,
so information entered once into any module is shared throughout the system and immediately
available to all users with proper permissions.

Manage data

In today’s data-driven world, Law Enforcement Records helps users make sense of all the
information available to them. Individual home pages and dashboards can be tailored to display
pertinent information in an actionable list, chart or map that can be easily reviewed and
understood. A quick-search bar is always visible at the top of the page and will return search
results in intuitive categories that can be filtered or refined. Searches can also be saved and
reused.
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Dashboards provide pertinent information.
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Maintain awareness

The browser-based application is designed to speed information searches, minimize data entry
and improve accuracy. Users can monitor their work via personal dashboards and receive
automatic notifications when information or statuses change. Features such as the subject history
and activity timeline aid in tracking changes over time.

==
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i

Activity timeline visually shows developments over time.

Automatic notifications and alerts deliver critical information on important status changes and
events, and configurable dashboards provide a quick view of crime, operational metrics and other
key data points. Searches can be scheduled to run regularly and configured to send user
notifications when there is a hit.

Reliable output

Robust auditing and logging capabilities enable a comprehensive view into who changed what
information and when, right down to the field level. Record locking ensures that only one person
at a time changes information, but can also allow people to work together to simultaneously edit
the same case, incident or other record. The activity timeline and subject history provide at-a-
glance overviews of record changes with a quick synopsis of a record’s appearance at previous
points in time. And when new records are created, duplicate record checks automatically bring up
similar existing records, ensuring data accuracy and preventing duplication of effort. Law
Enforcement Records also embeds a full document management system to provide the tracking
and versioning of all associated documents.

Agency tailoring

Each agency’s needs are defined by its own policies, procedures and staff. Law Enforcement
Records has native flexibility to enable administrators to show and hide particular fields, directing
user attention to agency-defined priorities; reorder form sections to locate the most vital fields at
the top; easily add help text for any field; and use a drag-and-drop screen editor to add custom
fields that are searchable and available immediately for use in reports.

®
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Fields can be shown, hidden and rearranged.

Intelligence-driven decisions

Interactive maps with hotspots, real-time analytics and trend charts enable users to quickly view
all information related to a case, person or other record, and suite-wide integration enables
sharing of information across departments and job functions.
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Quickly view all related information.

Latest technologies now ... and moving forward

Law Enforcement Records leverages today’s latest technologies and positions law enforcement
agencies to benefit from even newer advances for years to come. With cross-platform, multi-
device support, the application can be run from a PC, Mac, desktop, laptop or tablet. Built-in
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scalability enables agencies to easily add neighboring departments to the system for enhanced
information-sharing. And Tyler’s Evergreen approach ensures that investments in New World
software are protected under an ongoing maintenance agreement that continues to keep the
underlying technologies of the system current.

With Law Enforcement Records, command staff and supervisors have the means to better
understand department operations, resource needs and the impact of their programs and
initiatives. Whether a user needs to quickly pull information for a council or committee meeting,
monitor area crime or see the progress on case workloads, Law Enforcement Records provides
tools that enable resource management and results assessment. Dashboards provide a quick view
of the relevant information, saved searches can be easily re-run to provide an up-to-date status
and automatic alerts can provide notification regarding new or changing information. Agencies
can use a dashboard to track operational metrics for improvement initiatives to keep everyone
informed of progress and success. With both the big picture view and the ability to drill into all
related information, command staff and supervisors are armed with the intelligence they need to
improve operations.

Base Modules

Arrests

Processed arrests are separated into “adult” and “juvenile” categories and remain separate. An
additional level of security is required for a user to access juvenile information. Comprehensive
data is saved on arrests, the person(s) involved and court disposition information.

= Updates case arrest dispositions

=  Automatically includes all arrests in IBR processing
=  Supports multiple charges per entry per individual
=  Provides full inquiry and reporting capabilities

Businesses

A global subject can be a person or a business/place. Based on what is entered, the application
automatically displays the business/place or subject window. This module maintains business and
place information as part of a global suite-wide file. Contacts, business registry, hazmat and other
information can be updated at any time and new entries and/or deletions can be made easily.
One-click access to Activity will display a summary of every record associated with this business or
place.

= Tracks structure size and content of every business within the system, along with key
contacts

= Supports document processing for any file type including images, Microsoft-Office
documents and more

= |nterfaces with the optional Alarms module, which automates the process for alarm calls
for service

=  Provides inquiry by business name, district, zone, class and sub-class or registry numbers
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Case Processing

The Case Processing module captures all relevant information on cases. To reduce redundant data
entry, incident information is imported, including all suspects, victims, witnesses and property
attached to a case. An additional level of security is required to access juvenile information.

=  Prior arrests may be directly accessed when entering or changing subject information

= Management of case specifics such as dates and times, crime codes, associated cases,
officer assignments, dispositions, logistical data, comprehensive personal profiles and
more

= |nquiry by date and time, assigned officer, subject name, crime code and case number

= Detailed case assignment and tracking functions

= Includes subject narrative and witness birth date, race and sex in the “Case Report”

Citations

All aspects of ticket and citation processing and record keeping, including ticket book distribution,
statistical information separated by department and officers and ticket deletion or status changes,
are maintained in this module.

= (Citations produces a complete history of each ticket issued and is referenced to both the
global subject and global vehicle

=  Works with most third-party e-ticketing systems

= |nquiries can be run using name, license plate, driver’s license, vehicle identification
number (VIN), officer and ticket numbers

=  Multiple violations may be entered under a single ticket number

=  Provides statistical reporting on tickets and citations

= Enables quick entry of ticket/citation dispositions

Geo-File Verification

All locations entered into Law Enforcement Records are automatically verified against the Esri
geodatabase. The geo-verification process automatically adds/updates the global location table to
include the location coordinates. Addresses known to be outside the jurisdiction can be entered
using the “override” option.

Impounded Vehicles

The Impounded Vehicle Processing module tracks the details of an impounded vehicle, such as
date and location of impound, the towing service and impounding officers, as well as general
vehicle information accessed from Vehicle Processing. Tabs on the screen contain additional
information, including owner information and associated numbers such as case or arrest numbers.

Incidents

The Incident Processing module captures any agency event. The New World CAD system will
automatically create Incidents for each agency; all pertinent information such as units, personnel
and narrative are part of the Incident record. Incidents can also be entered in Law Enforcement
Records (front desk, walk-ins, and expeditor).

= Tracks all incident information including type of event
= Imports certain information for users to eliminate redundant data entry
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= Allows users to engage in cross-jurisdictional reporting in multi-jurisdictional
environments when desired

= Tracks and records all responding personnel and units to calls

=  Provides narrative and full document processing

Investigations

The Investigations module is a valuable tool for investigative personnel and officers, providing a
number of easy-to-use search features that can help identify subjects and possible associates with
minimal information. The more thorough the search criteria, the higher chance of locating a
particular subject. Quick searches can be performed to locate information on the identity of stolen
property. All searches are cross-jurisdictional.

=  Provides an inquiry of all aliases, helping to facilitate quick jacket associations

=  Provides for Global Name Inquiry of any jacket by name, aliases, address, date of birth,
sex/race, height/weight, driver’s license, social security number or jacket number

= Provides the ability to search for subjects using numerous “wild-card” combinations and
phone number

Personnel
This module tracks all public safety personnel and their equipment.

= Users can enter names, addresses, physical characteristics, blood types, emergency
contacts and employee data

= Medical, Emergency Contacts, Contact Numbers, Rank and Assignment can all be tracked

= |D number can be reused if necessary

= My Personnel feature allows users to update portions of their own personnel record
(contact numbers, etc.)

Persons

The Master Jacket File links the entire New World public safety software suite and is integrated to
every module and interface offered. The Persons module maintains information on people and
businesses and stores this data in a Master Jacket File. These files contain information on physical
appearance, current and past addresses, identification numbers, phone numbers, aliases and
known associates.

= Users can create adult, juvenile and business jackets

=  Global subjects are by agency but support “Virtual Jacket” processing, which can display
one subject when multiple agencies have matching subjects

= System can automatically match subjects across agencies to display all activity regardless
of origination

=  Global subject associations are created automatically from Law Enforcement Records
entry

= Includes “watch list” processing with email notification

Property and Evidence

All property may be tracked through this module, which differentiates between stolen, recovered
and impounded property, as well as property that is held as evidence. Users can list where each

.o:.‘ tyler Page | 1-54



Chatham County, Georgia
RFI 19-0062: CAD/RMS System

piece of property was obtained. The module automatically links all property items to
corresponding cases and subjects to eliminate re-entering data. Property is included in Persons,
Case Processing and Incidents files when it is entered as registered or pawned.

= Provides a chain of custody and property transaction function

= Reports all stolen and recovered property to IBR

= Supports bar code labeling and automatically targets property disposal dates
= Conduct Global Property Inventory

= Quick Entry screen for officer use (drop lockers)

=  Email Notifications for property-related tasks

= Quick review website of property items for officers

=  Prints receipts and can generate owner-notification letter

= Optional handheld functionality

Integrated Property and Property Room Processing

In Law Enforcement Records and Field-Based Reporting, property and evidence items are
collected and processed into a physical location with established process and security controls.
This is the point of entry into the system where descriptors and tracking identifiers (e.g.,
date/time received, contributing and receiving officers and location) are recorded for both
inventory control and chain-of-custody purposes. The property can be checked against both
internal property items and State/NCIC for matches. Law Enforcement Records will link
property/evidence information with the case, subjects, and offenses. (Property can also be linked
to Incidents; found property items may not require a full case report.)

Property in New World includes stolen, recovered, evidence, found and any other types captured.
Officers may or may not have physical custody of the property item depending on the type of
property. Physical property (evidence, recovered, safekeeping) can be entered into Field-Based
Reporting or (more commonly) the physical property items are transported to agency drop lockers
and the officer enters basic information into Property Quick Entry.

Property Quick Entry defaults the officer ID and date/time, and saves entered values for quick
entry of the basic item information. The property/evidence can then be placed in a drop locker
with a signed receipt attached. Agencies can also capture signatures electronically. By ensuring
that the case number is part of the item entry, the property/evidence record will “hook up” to the
officer’s report when processed. The property room officer has a similar quick entry check-in
process that allows for more detail and can create the bar code labels as needed.

Property Room processing also includes notification letters that can be generated from the
application. The property room officer can click one button to produce a professional letter
informing the property owner of the release and any release process.

Wants and Warrants

The Wants and Warrants module allows authorized Law Enforcement Records users to enter and
maintain information associated with the issuance of warrants. Warrant records typically include
the name and address (or other location) of the wanted global subject, as well as related vehicle
information and law enforcement charges. The Wants and Warrants module is fully integrated
with the suite of products to alert officers of pending or outstanding warrants.
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= Tracks all new wants and warrants and maintains records on their current status

= Tracks all subjects associated with the warrant including their role

= All activity, officer assignments and associated documents can be recorded with the
warrant

=  Warrant activity from officers using mobile (e.g., attempts to serve) can be used to update
the warrant using the My Workday feature

= The On-line Wants and Warrants to NCIC interface allows authorized end users to submit
inquiries to their state’s NCIC System directly from the warrant record in New World Law
Enforcement Records and/or New World Corrections Management; the NCIC form is
automatically populated with data stored in the warrant record so that the end user does
not need to manually key in the information

= Interfaces with Microsoft Word to allow users to preview and print custom warrant letters
directly from the Warrant Entry and Warrant search windows

= Ljsts and tracks all desired want/warrant statistics

=  Ability to provide comprehensive inquiry of wants and warrants by date, warrant
category, related case number, name and warrant number

=  Wants and warrants display as alerts across the New World suite based on the subject,
vehicle or location

Reporting

Compliance Reporting (IBR/Clery and Crash)

The IBR/Clery state compliance module provides statistical information on offenses and adult and
juvenile arrests. The information is automatically generated each month in accordance with state
standards. All statistics are gathered easily and reports are printed with a simple keystroke.

=  Pulls data from appropriate modules and applies edit rules

= All files, whether finalized or not, may be automatically or manually selected for reporting
files during a given month, depending on agency preferences, allowing users to build
multiple files an unlimited number of times

=  Produces the appropriate electronic file for submission to the state

The Crash Reports module tracks and maintains all information about an accident: drivers,
passengers, pedestrians, witnesses, vehicles and environmental and contributing factors. Crash
report numbers can tie to an Incident number, which can also be used as search criteria.

Prints State Accident Form — If a hard-copy printout is needed, the Crash Reports module will
print the familiar state form.

Detailed Reports — Numerous traffic and study reports can be created. The system complies with
all state-mandated accident reports that can be easily entered into the system and printed on
demand.

General Reporting

New World offers four “layers” of reporting and analytics in the New World solution — Standard
Reports, Dynamic Reporting, Decision Support Software and Socrata Public Safety Analytics. Each
of these “layers” is designed for “self-service,” so users can access and export information without
requiring technical staff.
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Standard Reporting

The New World suite provides users with a number of standard, pre-formatted reports. Standard
reports use selection criteria to create the output and support both print and print-preview
functions using standard Windows technology (Microsoft report viewer). The report viewer
supports email, PDF and exporting directly to Microsoft Excel. Agencies can customize standard
reports by adding their logo or by using the application report manager to make more extensive
modifications. Report tracking can be configured to require users to enter information about the
origination and dissemination, as well as maintain an audit log of printed report activity.

Dynamic Reporting

This wizard-based application allows authorized users to create ad hoc reports, data exports and
pin maps. The wizard walks users through the process of creating a query and uses plain language
across the module. Users do not need to know the database or use complex third-party software.

Dynamic Reporting allows users to save their queries and to set up recurring data exports or
reports that run on a scheduled basis. In addition, the mapping components allow users to
leverage the integrated mapping as selection criteria.

With its easy-to-use controls, Dynamic Reporting enables users to select data from a map by
“drawing” a boundary around a specific area or by simply selecting existing map layer polygons.
Users can also create pin maps, heat maps and density maps from any module in the system. Pin
maps support mouse-over display of the details and key modules support double-click to open the
underlying record in the New World software.

Dynamic Reporting happens against real-time production data with built-in throttles that prevent
a user from running any query or extract that would impact operations. It is a tool designed for
the average user and enables an environment of self-service that frees analysts and IT personnel
for other tasks.

Decision Support Software (DSS)

DSS is a module designed for management, crime analysts and “power users” who need more
information across multiple dimensions; it supports analytical and “what if” scenarios. The data
mart and data cubes are populated on a configurable schedule from the production system using
SQL Server technology and the module is architected to complete this data export and
transformation without impacting the production system. This separate data mart supports
detailed analytics using the embedded Microsoft Excel functions or any industry-standard third-
party tool. The data from production undergoes an export and transform process to “flatten” out
the transactional data and calculate key values. This makes it much easier for power users, crime
analysts, management and administrators to look at the public safety data across several axes.

DSS is a powerful tool that also supports Esri GIS functions for mapping. With the optional
dashboards, DSS provides management with the “at a glance” information needed to make
staffing and strategic decisions.

Dashboards provide information from the data mart in a graphical browser format using “gadgets”

that can be easily customized. Browser access to dashboards makes it easy to monitor trends,
metrics and other analytics.
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Socrata Public Safety Analytics

Tyler also counts Socrata Public Safety Analytics among our product offerings. This map-centric
tool provides a comprehensive picture of crime, accidents, tickets, law enforcement and fire
incidents and CFS by displaying data in an easy-to-use interface for quick trend analysis. Used by
public safety personnel from patrol officers to crime analysts to command staff, Public Safety
Analytics pulls data quickly and efficiently to create a variety of maps that can be broken down by
beats, districts, quadrants or regions. Automatic data breakdowns highlight information by time of
day, day of week and numerous other filters to indicate where incidents and trends are occurring.
Users can save the view levels, filters and configurations used, allowing them to jump back into
settings with the click of a button. Data is displayed through pin mapping, honeycomb heat
mapping and choropleth mapping. Each of these map views provides users with the ability to
analyze crime and justify resource allocations.

= View New World crime, accidents, tickets, incidents and CFS geospatially

= Subscribe to receive alerts

= Sort by crime or incident type, location, time, day, date and occurrence for trend analysis

= Create honeycomb heat maps, pin maps and choropleth maps for enhanced location and
time frame accuracy
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Socrata Citizen Connect for Public Safety

Socrata Citizen Connect is a map-centric portal that allows the public to view where law
enforcement and fire incidents occur, with details such as the type of crime happening, CFS placed
over any period and the location of violations or fire incidents. This information includes cases,
accidents and tickets that occur or are issued in a specific area. By mining the available New World
public safety data, the County can offer the public a geospatial view of local activity in the form of
alerts or notifications.
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Socrata Citizen Connect allows individuals to sign up for the alerts they desire, enabling the
County to provide government transparency in a format that is easy for citizens to consume. It
also reduces the amount of time that staff needs to spend answering questions. By empowering
citizens to gather details of public records quickly and easily, from anywhere at any time, Socrata
Citizen Connect can help improve departmental efficiency.
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Pin mapping enables users to view detailed information for each individual occurrence.
With Socrata Citizen Connect for public safety, the County can:

= Take a proactive approach to transparent government to get ahead of citizen expectations
and control costs

=  Build trust and extend citizen engagement with highly-consumable and user-friendly maps
and information

= Reduce citizen request costs by allowing users to drop pins or specific geographical areas
of concern and subscribe to alerts

= Integrate with New World public safety effortlessly, providing regular updates and feeds
with the content that matters most

Additional Modules

Alarms

The Alarms module allows users to enter and maintain alarm permits, transactions, and invoices
related to residential and business alarm systems. It also allows agencies to indicate whether or
not a Call for Service (CFS) is automatically created in New World Computer Aided Dispatch (CAD)
for the individual alarm events and alarm zones associated with a specific alarm permit.

= Tracks payments made for yearly alarm permit fees and invoiced transactions

= Allows for tracking of unmatched alarms when there is no registered alarm permit with
the same geo-information for an alarm-related CFS

= Alarm Invoices can be created, regenerated, and/or rolled back if changes need to be
made

= Includes a function to print Alarm Permit Notices for permits that are expiring
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Animal Licensing

The Animal Licensing module consists of two main components. The first consists of the ability to
track information about animals that are associated with other Law Enforcement Records modules
(e.g., Incidents, Citations, Property and Evidence). It allows you to record such information as the
animal’s name, address, owner, veterinarian, vaccinations, quarantines and more. The second
component of the module allows users to enter and maintain animal and kennel licensing
information, including, but not limited to, the name of the license and licenser, license issued and
expiration dates, and any associated fees and supporting documents.

Bicycle Registration

This module serves as a complete relational database to help communities identify stolen or lost
bicycles. Agencies are able to refer to their files to locate a given bicycle serial number (when
available) if misplaced by the owner.

Bookings

The New World Bookings module stores current and historical information on the incarceration of
all jailed individuals. It serves as a database that links an inmate with his or her personal
information, such as criminal record, addresses, phone numbers, vehicles and more. Officers can
also check State/NCIC databases for prior records and outstanding wants and warrants.

Bookings also stores fingerprint data, manages inmate activity, tracks bond and court information
and utilizes an agency-defined questionnaire to establish whether an inmate may be at risk for
suicide, or harm to or from other prisoners. A number of reports can be generated, detailing
booking activity, booking history and jail population. (New World CMS replaces this module.)

Briefing Notes

The Briefing Notes module gives law enforcement officials the ability to provide field officers with
a daily summary report of updates, useful information and alerts. This report serves as a single
point of contact to maintain communication between administrators and officers. Many agencies
distribute this report, which can be updated as often as desired, during roll call shifts.

Remote officers can obtain information while in the field by accessing Briefing Notes through a
web browser on a password-protected web page.

A Note Pad feature allows administrators to enter narrative in free-form text on any subject, such
as a listing of outside security jobs, charity work or current court hours. Users can enter
information under various headings, including but not limited to “Wanted/Missing Persons,”
“Outside Alerts” (BOLOs), “Stolen Vehicles” and “Personal/Property Crimes.”

Registered Offenders

This module allows users to enter and maintain information about habitual offenders and paroles.
The information that is tracked includes Registration Information, status information, parole
officer, activities, offense information, terms and conditions and more. A career criminal record
generates global subject activity, a person alert and a location alert for the home address that is
displayed across the New World suite. When used in combination with the Event Manager
module, authorized personnel can receive notifications when a career criminal’s global subject
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record is changed, a scheduled home visit is due, a homeless check-in is due and when overdue or
upcoming registrations arise.

Case Management

The Case Management module maintains a database of current cases and their status. It can be
used as a supervisory tool that includes numerous breakdown statistical analysis reports, bond
and court information, solvability factor reports and case history data.

Case Management tracks assignment and activity associated with the case. From this single
module, investigators can quickly see their case load and update information. The application
includes notifications via email for assignments and upcoming/overdue tasks. A number of
standard reports assist both officers and supervisors (Cleared Cases, Case Load Summary, Case
History, Case Load by Solvability Factors, etc.) with case load management.

Demographic Profiling

This module allows users to enter and maintain records related to Demographic Profiling records.
Screens are designed specific to each state by the agency, making updates required by the state
easy. The search feature includes the ability to export the information directly to Excel to facilitate
statistical analysis. This module is designed to work with New World Mobile to automatically drive
any required demographic profile information as part of normal patrol activities.

Equipment and Inventory

Allows authorized users to enter and maintain general equipment, as well as equipment specific
to law enforcement, which includes guns. The information that is tracked includes equipment
type, sub-type, equipment descriptors, purchase information, first in-service date, in/out service,
scheduled replacement date, status information and more. Additionally, the module allows
activity to be entered and scheduled for each piece of equipment.

= Saves time by tracking all critical equipment items related to fire management

= Tracks scheduled inspections and alerts the user when it is time to reschedule testing
= Tracks scheduled and unscheduled equipment repairs

= Equipment can be linked to the Inventory module if needed

Also allows authorized users to enter and maintain all of the inventory items that an agency uses
on a daily basis. System administrators can set up a category-based system for the inventory items
and track the manufacturers of stocked items. Inventory Clerks are able to search for items, enter
them into the system, restock inventory when reorder points are hit and move inventory within
the system to reflect physical movements. Inventory items can be assigned to specific storage
locations, units or individual personnel.

Field Interviews

Field Interviews is an intelligence-gathering mechanism designed to assist law enforcement
agencies with individual cases or incidents. The module functions as an online database of
information that is crucial to criminal investigations.
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The Field Interviews application can also be used as “contact cards.” Any field encounter can be
quickly captured and stored. All contacts at a given “problem” location can be tracked and known
associates can be grouped or linked together.

= Agencies can select specific features

= Tracks contacts with subject or vehicle

= Can be used for trespass warnings and will display when querying subject from Law
Enforcement Records or Mobile

= Can be used to investigate leads on various cases

Gangs

The Gangs module allows users to enter and maintain records on gangs and is designed for gang
units or agencies with gang-related intelligence (information) and gang informant issues. This
module allows agencies to track detailed information on gangs including gang location, modes of
operation, dress, colors, weapons, vehicles, activities and more. Users can search gang records
based on the information in the system such as members at or near their jurisdiction. Gang
intelligence can be added and tracked to gangs and members. Informants can be registered and
their information can be evaluated and rated while protecting their identity.

= Tracks Name, Associated Gang and Gang Member Locations, Gang Colors, MOs and more
= Gang Members, Aliases, Street Names available to any user

= Gang Associations easily tracked

= Vehicles — identify gang vehicles and provide critical information to all officers

= Gang activity tied to gang and/or members

=  Modus Operandi and weapons tracked

= Intelligence information easily searched

Hazardous Materials

The Hazardous Materials module is designed as an integrated Computer-Aided Management of
Emergency Operations (CAMEQ) database. It has a function that allows the system administrator
to update the database as it is updated by the U.S. Environmental Protection Agency (EPA).
Tracking hazardous materials on buildings and/or businesses allows CAD and Mobile users to
pinpoint the specific location hazardous materials exist within a building, so that first responders
have immediate access to the information before arriving on scene.

Narcotics

The Narcotics module allows users to enter and maintain records related to narcotics
investigations, narcotics-related intelligence gathered, narcotics-related informants, and a
narcotics fund ledger used to track money used for drug buys and informant payoffs required as
part of a sting or investigation. The module gives jurisdictions a method of efficiently tracking
narcotics offenders and related contacts; it can be utilized to support departmental drug
enforcement activities and serve as a support mechanism for undercover surveillance by tracking
individuals, businesses, equipment, private residences and more.

Orders of Protection

The Orders of Protection module allows you to enter and maintain orders of protection issued by
a judge or court to protect a complainant from alleged defendants or aggressors. This module
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allows you to enter detailed information about the order that includes associated subjects,
locations, cases, terms of the order, activity, NCIC, remedies, cancellation information and more.

= Active Orders will display as an alert/hazard across the New World suite

=  Automatically cancels expired orders of protection, with an automated activity record
defining when and why the order was canceled

= Can be set up to automatically update the order status information when specific activity
records are added

= Can be used in conjunction with the On-line Orders of Protection module to automatically
send the Order of Protection information to NCIC

Pawn Shops

The Pawn Shops module tracks all pawn shop transactions along with owner and customer
information for an agency-defined area or community. These features allow agencies to accurately
track pawn shop transactions while simultaneously checking the stolen property data listed in Law
Enforcement Records, thereby improving the chances of identifying and recovering stolen goods.
All pawn shops are listed in the Law Enforcement Records Businesses jacket file.

= Tracks all items pawned for each pawn transaction

= The on-line Pawn Shop to NCIC interface allows authorized end-users to submit inquiries
to their state’s NCIC System directly from the Pawned item record

= This module compares pawned items to reported stolen property (at entry or via report)

= The Pawn module includes and import feature where pawn shops can submit electronic
files which can then be imported into the system

= Multiple canned reports are available for analyzing pawned information

Permits

The Permits module tracks the details of an issued permit, including the permit holder, permit
type, permit status and important dates, such as those for permit issue and expiration. A robust
search interface allows users to quickly locate existing gun permits.

The gun registration processing feature tracks the details of an issued registration, including the
registration holder, registration type, registration status and important dates, such as those for
registration issue and expiration. A robust search interface allows users to quickly locate existing
gun registrations.

Some law enforcement agencies are responsible for entering and maintaining general permits that
are needed or required to operate within the agency’s jurisdiction. The Permits module allows the
agency to do this quickly and efficiently. Common examples of the permits that can be tracked
include permits for pets and other animals, bicycles, parking, taxi cab drivers, taxi cab companies
and massage parlors. The information captured in the Permits module includes permit type,
application date, permit fees, permit applicant, permit location, activity, status information and
more. Active permits will display as an alert/hazard across the New World suite.

Photo Lineups/Mug Shots

This module and the proposed camera kit can be used for taking mug shots that can be configured
as a traditional front/profile view or according to the National Institute of Standards and
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Technology (NIST) standard format. With lineup processing, users can define their search criteria
and select the matching photos to display in a photo lineup. Subject photos are available across all
New World applications whether captured as part of Law Enforcement Records, Corrections
Management or any other New World application.

Property Room Bar Coding

This module allows Law Enforcement Records users to perform Property Room tasks such as
checking inventory, updating property locations, updating property dispositions and updating
chain of custody information using Pocket PCs with Bar Code Scanning.

For example, using the wireless device, the user would log in to establish an interactive
connection with the New World system. The user would then access the Wireless Property Room
main menu and select the Inventory option to check inventory. If the user is checking inventory in
Storage Room A, they would scan the bar code for Storage Room A. They would then scan the bar
codes of all property items currently stored at that location. As items are scanned, they are
displayed in the Inventory window on the Pocket PC. The Inventory program compares the
scanned items to information previously entered into the New World database, then displays a
checkmark next to items that are supposed to be located in the current location and an X next to
those that are supposed to be stored in a different location. For the latter, the program also
indicates the specific storage location in which the misplaced items should be stored. Checking
items in and out of the property room or disposing of them can also be done from the handheld
device.

Scheduling

The Scheduling module enables users to create and view scheduled activities based on Station,
Shift and/or Personnel. The module also generates a Roll Call for a particular Shift. Authorized
users can record the attendance of personnel subjects assigned to a specified shift for a specific
date, as well as any reason for a subject’s absence.

Vehicle Tracking

The Vehicle module allows users to enter and maintain information pertaining to all of the
vehicles in use by the law enforcement agency. The information that is tracked includes vehicle
type, vehicle descriptors (make, model, VIN, etc.), purchase information, first in-service date,
in/out service, scheduled replacement date, status information and more. Specific information
about the vehicle size, engine, electrical components, tanks and tires can also be tracked. The
module uses agency-defined activity codes to keep track of scheduled and completed
maintenance, with the ability to have completed maintenance automatically schedule the next
maintenance event based on configured intervals.

New World Field-Based Reporting

New World Field-Based Reporting (FBR) uses configurable forms that display as agency report
types. All FBR implementations are started with an existing set of forms for Incidents, Cases,
Arrests, Field Investigations and Impounds. (Accident Reports are also available but follow the
state form.)
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Any field report created in the New World Form Designer must map or merge into one of these
modules. For example, an agency could have a case report, supplement and use of force as field

reports that merge into RMS Case processing.

FBR implementation allows for configuration of the report forms, logic and printed output. The
printed output can be built to mimic existing forms; when a field report is merged into RMS, the
printed form design is attached to the RMS record as a PDF document that has a title including the
reporting officer’'s name and ID number. If multiple officers write reports against the same case,

all of the reports would be attached to that one event in RMS.
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Some agencies may treat a report the same as evidence; having a PDF form of the report allows
each officer to use the submitted report in court knowing that it is the original document of his or
her actions at the scene. Anyone following up on the case can open it in RMS to see a single
combined record or case packet comprising all integrated reports, along with all activity and
history of the event.
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| Case 2015-00012045
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Some agencies will operate with a case report and supplement. Other agencies will create a
general case report form, a domestic violence form and multiple supplements that reflect the
primary activity. A property supplement is a common field report type that allows for quick entry
of multiple stolen property items when the citizen has had time to evaluate what is missing.
Another common supplement type is a narrative supplement. With any of these field report types
or supplements, the report form would reflect only the fields required to speed up entry.

FBR reduces time spent completing reports. Dispatch information starts the report. Officers query
subjects and vehicles and can save the parsed responses (from State/NCIC or local RMS) to the
Mobile clipboard to populate their reports forms as follows:

Export to Field Report
» Dispatch message
= Incidents
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* Booking

= Booking wizard
= Case

=  Warrant

Copy/Paste to Field Report
* Global subject

» Global vehicle

= NCIC parsing

=  Roaming clipboard

= DL swipe/reader

Once a report is submitted, the mobile client displays report notifications for both officers and
supervisors.

You've got new report(s)!

Field Reporting — Notification “Toast”

Supervisors can review and approve or reject reports with comments/notes anywhere that the
Mobile client is installed. If the field report type is configured to not require approval, the officer’s
submission sends the report to the record’s merge queue.

Submitted/approved field reports are routed to the merge queue, where personnel outside of a
tactical environment can review and merge that information, update master indexes and apply a
level of “quality assurance.” Field reports and their status history can be queried at any time.
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Queried field reports can be used to initiate another report. The primary officer can start the
report and “save” it once it contains sufficient information to share. (Reports are cached locally
until saved to the Mobile server. Once the report is saved, it will continue to automatically save at
the configured time interval.) Other officers can query this report and use it to initiate their
supplemental reports. In short, FBR supports a number of configurable workflows:

Field-Based Reporting Workflows

= Dispatch > Case > Arrest > Booking Wizard
= Field report search on a case > Arrest

= Case inquiry > Arrest

= Cleared Call > Case Supplement

= Booking>Arrest > Case

= (Cleared Call > Accident > Case > Arrest

=  Warrant Inquiry > Arrest

Some reports need expedited processing. New World FBR enables field reporting arrest
information to be used immediately to initiate the intake/booking process. Officers can also use
the booking information to complete the arrest report. Part of this feature leverages the
integrated New World suite using CAD and Mobile to provide the Jail with a real-time status board
so the Jail can manage staff resources better.

B Acgis Mobde v10.0

Person Inquiry - List View MOBILEOS

" ) - &
% L \ | @ V
= A < A "
Unit Status Vehicle Person Dispatch CallLog Check In Create
[

Emergency
F1 F2 3 4 6 (24

E g 6/6: record, emma, test, 1/5/1953 12:00:00 AM, 10/11/2012 4:25:15 A
v Seor WCIC_PER EMM/ ) MISSING PERSON  01/05/1953 W F Cit
NCIC_PER EMMA ) WAWSP0021 DoBUnkn W F City Unkn
‘ WCIC_PER EMM/ ECORD  MISSING PERSON  01/05/1953 W F Cit
DOL_PER CASE SUBJECT TYPE CASESUBXCT-SUB-TYPE | INK ALL RELATED OFFENSES
DOL PER | KN K| T0 THIS SUBJECT HERE
@ DOL_PER OCREIITIE ENTER VICTIM TO OFFENDER
) W“" M RELATIONSHIP HERE
Resnk LAST NAME FRST MIDOLE SUFFIX
|RECORD [Erama [TEST | -
a ADORESS STDIR ST NAME ST IYPE uNIT ¥
Ad 100_ ~| [rn st~
“ ) GEO VENUE CITYVILLAGE STATE 2P CODE
% [ ] foetewse W [
&‘l | PRIMARY P PRIMARY PH TYPE SECONDARY PH_ SECONDARY PH TYPE
EMMA TEST [ — [ e — -
(WCIC pER) 008 AGE Range( no DOB) RACE SEX CITIZENSHP
prosness | o [f o[ fwame o [Femate o | B
------- MHEIGHT RANGE - WEIGHT RANGE HAR COLOR  EYE COLOR
B a0y w0 oo [00w _ [BrO-B+] [BLU E>
I . ETHaCITY SOCIAL SECURITY DL NUMBER DL STATE
nquiry response screen | <] fmaram [TesTiziseres [ -
RESIDENCE STATUS WHERE CRIME OCCURED VIOLENT CRIME REFERRAL
[ i || K
Field Report

State/NCIC Response populating a field report.
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Field Investigations

Mobile Field Investigations are the typical starting point for capturing data that does not typically
require a case report on contacts, interviews and investigations from the field. After the data is
captured, it is sent to the RMS Field Interview module where data can be used to develop case
information and provide necessary investigative output reports. Agencies can use the collected
data to track contacts with a subject or vehicle, to manage trespass warnings and investigate leads
on various cases. The module can also be used to manage subject associations, as well as gang and
narcotic information.

®
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2.Technical Architecture

System Architecture Overview

The proposed New World solution is architected as a traditional n-tier application suite using
Microsoft technology. The New World applications include a client component and server-side
services; users do not access the Microsoft SQL Server database directly. Management of
application configuration and settings is done through the New World application.
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This high-level logical view of Tyler’s New World solution shows its major components.

New World System Architecture Components

System components are modular and can be deployed on separate virtual servers as needed.
Enterprise Security (user management and authentication) and GIS services (ArcGIS Server) are
examples of system components that are often deployed on a separate virtual server. A
summary of the high-level components of the New World solution is listed below.

Microsoft SQL Server: Users do not connect to the database; only the application services
connect to Microsoft SQL Server. We recommend that agencies harden their SQL Server
installation once deployed; the New World application services (server side) are the only
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database connections required. All users access data through the application suite; this ensures
that the application security is enforced and helps maintain compliance with FBI Criminal Justice
Information Services (CJIS) security requirements.

Reporting Server: The reporting server hosts a SQL Server and license-based reporting tools and
applications including Decision Support Software (DSS) and CAD Reporting. These are powerful
search tools and can be resource-intensive. The Reporting server workload is isolated, and a
local copy of SQL Server is installed to maximize performance of the New World solution. This
server also hosts SQL Server Analytic Services (SSAS) and SQL Server Reporting Services (SSRS).

Enterprise CAD Server: This server hosts all CAD clients and manages CAD updates, CAD GIS
services and all other CAD activity. The Enterprise CAD server and database are specific to CAD-
only data; shared information comes from the New World Application Server. CAD clients can
operate connected or in Offline Call Handling Mode (stand-alone client). If the network or server
is unavailable for any reason, a dispatcher can continue limited operations (including geo-
validation) using only the client workstation.

Application Server: The New World application server is the primary server for the New World
client applications (Law Enforcement RMS, Fire RMS and Corrections). This server is also used by
Enterprise CAD as part of the integrated suite to support hazards and alerts and provide access
to RMS information. The New World server-side programs are architected as both Windows
service programs and web services. The modular architecture of the Application server is
scalable and designed for both performance and reliability. Optional browser-based
components are available for CAD Web View, Case Reports, Accidents, Bookings and Current
Inmates. Field Reporting also includes a browser-based field report search and view function.

Mobile Server: The New World Mobile client comprises both Mobile Messaging and Field-Based
Reporting in one application. (Separate mobile client installations for Law Enforcement and
Fire/EMS reflect the differences between those disciplines.) Mobile clients connect to the
Mobile server, which provides access to CAD and RMS information. This server also hosts the
Mobile Management Portal (MMP) application, which is used to manage all mobile
configurations. The MMP fleet maintenance option manages all mobile client updates over the
wireless network. After the initial mobile client installation, all updates can be managed from
the Mobile server, including configuration changes and updates to mapping data.

Enterprise Security / Installation Management Solution (IMS) Server: All New World
application users are managed and authenticated using Enterprise Security. This component
also provides Microsoft Active Directory (AD) integration (if used) for single-sign-on functionality
within the New World application suite. This server also houses the application components for
Tyler IMS, which assists in platform-wide deployment of New World application server software.

GIS Server: This server hosts a central set of GIS web services used by the applications for a
number of geo and mapping functions. Embedded Esri objects are used by the New World suite
to leverage a wide range of available Esri features. The GIS server can support multiple instances
of the GIS/Spatial Database Engine (SDE) database.
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Interoperability Engine: Tyler's New World Interoperability Engine (IOE) is our internally
developed interface framework designed specifically for third-party interfaces and data sharing.
IOE is designed to leverage Microsoft .NET technology to support public safety standards
(National Information Exchange Model (NIEM), National Data Exchange (N-DEx), Global Justice
XML Data Model (GJXDM), etc.) as well as custom interfaces. The architecture of IOE makes
exposing web services (Representational State Transfer (REST), Web Services Description
Language (WSDL), etc.) to external sources easier to develop and manage. IOE also supports
delimited file formats, secure file transfer protocol (FTP), verbose logging and email
notifications. IOE is administered using a browser and is a separate installation outside of the
production applications. Each individual interface is a separate Uniform Resource Locator (URL)/
Uniform Resource Identifier (URI) within IOE, allowing an administrator to change settings or
restart an interface without impacting any production activity.

ElasticSearch Server: ElasticSearch is a next-generation, near-real-time search engine developed
in Java and built on top of Apache Lucene (open source text search engine library). It provides a
distributed, high performance, multi-tenant-capable, full-text search engine for the New World
Enterprise applications and includes security features like encrypted communications, role-
based access control, native AD authentication and audit logging.

Interface Server: This is an optional dedicated server for external interfaces that have been
moved off of the application server to reduce resource constraints. It provides services that
allow third-party systems to connect to Tyler’'s New World solution via the Internet. This server
is usually located as a trusted server on a client’s external network and is able to process
requests for the New World application from Internet or intranet clients. The New World
Interface Server is configured to prevent direct external access to a client’s system while
meeting the demands for data sharing and content publication.

Virtual Message Switch: The New World Virtual Message Switch is the State/NCIC gateway. This
server supports state communication protocols including the newer Open Fox standard. The
message switch logs all traffic and is configured to support state and FBI CJIS security audit
requirements.

Web View Server: This server is used primarily to publish content for the CAD Web View
Interface (if licensed). It may be used for other web-based interfaces depending on the specific
deployment.

Uptime

Tyler’s New World Standard Software will support 99.9% or greater system uptime minimizing
unplanned system outages. Planned outages for system maintenance, hardware and software
upgrades, etc., would be excluded from the uptime calculation. While Tyler’s Licensed Standard
Software provides a high degree of availability and performance, there are many system
components and operational variables that are beyond our control. These other system
components and variables may and can impact this requirement. Tyler’s Standard Software
solutions support fault-tolerant hardware, high availability data redundancy and are available
with 24x7 product support.

":.. t)’ler Page | 2-3



Chatham County, Georgia
RFI 19-0062: CAD/RMS System

Dependability and Performance

The system configurations proposed with an RFP are designed to support the current and
projected workloads during peak system utilization/ activity. The integrated architecture of the
New World suite of applications is designed to utilize the multiprocessing capabilities native to
the Windows operating system for optimal system performance. Furthermore, allocation of
available system resources, including processor and memory, is configurable within the
application to prioritize utilization by application. The system is also based on a distributed
computing architecture with critical application workloads distributed amongst several separate
application servers. For example, SQL Server Reporting Services (SSRS) and Analysis Services
(SSAS) are provisioned on a separate SQL virtual machine to insulate those workloads from the
production SQL Server. Tyler also includes separate test/training instances of the application
software that run independently of the production system. This modular system design provides
Tyler clients with a scalable, reliable and highly configurable system while retaining tight
integration throughout the application suite.

Disaster Recovery

A disaster recovery configuration is designed to provide local high availability and off-site
disaster recovery through the use of redundant physical host servers and storage. The
application will be installed on virtual machines in a traditional VMware cluster environment.
Redundant physical host servers are configured as a “resource pool” to support the virtual
machines that will host the applications; if one of the physical host servers fails, the remaining
host server(s) will support the virtual machine workload. If the primary host facility experiences
a major outage/disaster, the virtual machines will be restarted on the redundant host servers at
the secondary host facility. All virtual machine files and data files shall be stored on the storage
area network and replicated to the backup site using SAN replication tools.
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3. Data Conversion

Tyler Conversion Experience

Tyler has a team dedicated exclusively to completing New World Data Conversion services for
our clients. Combined, this team has more than 100 years of software development experience
and over 21 years of experience converting data to the New World system. The team has
completed hundreds of successful conversion projects.

Regardless of the system, there is a similarity to the kind of data maintained. For example, CAD
data always includes call types, call times (including call received, dispatched, en route, on
scene, cleared) and generally some type of unit/personnel logging and narrative information.
RMS data includes Incidents/Cases (including date/time, call type, status, disposition), Case
Subjects (Victims, Suspects, others like missing persons or witnesses), property/evidence
attached to the case that may include storage location and chain of custody information, case
offenses/ charges, arrests and related charges, warrants and related charges, tickets and related
charges, etc. Understanding this similarity going into the project helps us ask the questions to
make sure we can convert data accurately and effectively.

Tyler Conversion Process

Because each new client has unique requirements and resources available for data file
configuration, Tyler’s approach is to use our proven conversion process to develop a custom
solution for each client. The data conversion process is truly a joint effort between Tyler and the
client. Tyler is responsible for developing, with the client’s assistance, the process that moves
data from the legacy database to the New World software. The client provides assistance in
understanding the structure of the legacy data and makes the decisions about how legacy codes
will translate to new codes (hair color, eye color, arrest type, call type, case status, personnel
IDs, statutes, etc.) using our internally developed Mapping Tool.

Detailed Conversion Process

During implementation of the RMS, the client will provide to Tyler a current extraction of the
data to be converted in a format that can be read by Tyler. It is preferred that a data dictionary
or other document describing the data fields and table relationships can be provided. A Tyler
conversion programmer will import the data into a Microsoft SQL database (if necessary) and
review the data layout and documentation with a conversion Project Manager. Initial questions
or areas of concern will be identified.

The conversion Project Manager will schedule a trip to the client site to review the modules to
be converted as well as cover any questions about the data or data layout. At this time the client
will be familiar with the layout of Tyler’'s RMS system and will be expected to approve or request
specific data field mapping. Screenshots of the current system populated with data may be
requested to aid in the coding and testing of the conversion.

Once the analysis trip has been completed, the client will receive a conversion analysis client
approval form to review the scope of the conversion and summary of discussions. At that point,
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the conversion developer will task out the required coding, provide estimates for each task and
set dates based on the required delivery date.

The required client time to assess the data conversion is minimized; however, it is important
that a meeting take place between Tyler and the client to review how the client is using and
storing data in the current system. Such meetings reduce development time and the potential
need to rework portions of the conversion after delivery due to data being inaccurately mapped
into the new system. This methodology for completing each unique project is depicted in the
flowchart on the following page.

Tyler Personnel Resources

There will be two key Tyler team members involved in the conversion, a Solution Consultant and
a Professional Services team member. The Solution Consultant will be responsible for
developing the programs and scripts for moving the data into the Tyler database. The assigned
Solution Consultant will work exclusively from our headquarters in Troy, Michigan, accessing the
system remotely. An experienced Professional Services team member will be responsible for
helping guide the process so that the converted data will be of the most use after it is
converted. The Professional Services team member will work with the Solution Consultant in
Troy and on site for analysis and later for testing. A minimum of two trips will be part of the
process.

In addition to the Tyler personnel assigned to the project, it is important that the right client
personnel be assigned. It is critical that client personnel assigned have knowledge of the current
system and Tyler’s applications. They will provide the consultation on where data should be
placed and also the testing to ensure that the conversion is accurate. Client technical assistance
will also be needed to help establish connectivity and other system support during the
conversion.

The end result of the conversion will depend on a variety of factors. The assignment of the
proper personnel and timely completion of tasks will help make the conversion successful.
However, there are other factors that impact the final product. The completeness and quality of
the source data will determine what eventually is available in the Tyler database. Tyler
personnel will help you identify where this may cause problems and suggest alternatives for
handling poor quality data.

Tyler personnel will also help evaluate which files are better suited for manual entry than
conversion. Often there are infrequently used files that only have a handful of records. The time
and effort to convert and test is more than the time to simply reenter those records into the
Tyler database. These files will be identified prior to the development of the conversion.
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Client Personnel Resources

The following identifies key staff and organizations who serve as points of contact for the data
file conversion, as well as the role that each of the key personnel will have in the data
conversion process.

= Overall Conversion Manager — This person will be responsible for the coordination of all
activities related to the conversion and must have the authority to make decisions
regarding the conversion process.

= Application Experts — There should be one Application Expert for each application who
has a working knowledge of the software we are converting and also a working
knowledge of how the application is implemented in Tyler’s software.

= Technical Support — This individual will work with the Tyler Solution Consultant on the
technical aspect of the conversion.

Tasks include:

=  Participation in Analysis of Data (1-2 Days)

= Mapping of Validation Sets and Master Files

= Testing of converted data

= Verifying the accuracy of the overall conversion including fixes done after testing
= Certifying that the conversion is correct and ready to run into the “live” database

The Technical Support person should be available when needed during the delivery of the test
conversion and the final conversion.
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4.Support and Warranty

Maintenance and Services Agreement

Client Success Organization

Tyler recognizes how important ongoing success is to our clients; therefore, we employ a team
approach. To ensure success we surround our clients with a diverse team made up of the
following components:

Et,z

E  Main Point of IR - Surrounding Bl -~ Ensuring Strength
= Contact for 4 Clients with = in Software

8 Software Help 3l  Technical and 2 Knowledge for

§ e Supporting Clients g Business Oversight % In.ternal Staff &

£ from Go Live to ] e Customized S Clients

(e} - | o

o Forever g Involvement Based w

7 < on Needs

Client Success is a key component of your proposed public safety software solution. Tyler
understands that in order to retain “Clients for Life” we must do more than keep our software
and services up to date with technology and industry trends and requirements. To keep clients
satisfied over the long term, we must provide the superior ongoing support our clients need to
ensure that they get the most value out of their solutions. After all, in the overall solution
lifecycle, your relationship with us will likely be the longest.

Tyler offers our maintenance and support services designed to meet all of your post-
implementation support needs. Tyler does not differentiate services during and after a warranty
period. To provide the highest level of service, our standard for support includes the following:

= Access to our Support Services Team via a toll-free line

= 24/7 online access to software documentation, issue tracking and reporting, educational
tools and training videos and software downloads

= As Part of Tyler’s Evergreen philosophy, you are entitled to release upgrades for licensed
software for no additional licensing fees

= Access to technical and business account management

= Use of the Idea Community to provide direct input into the future direction of our
products

=  Opportunities to participate in other active User Communities, including our annual
Connect Conference, regional User Groups and Advisory Groups

=  Ongoing Tyler communications and information (via email, postings, blogs or webinars)

The Client Success team at Tyler strives to help each of our clients become expert consumers of
their solution. We understand that each client’s solution is tailored to meet their unique
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requirements. We will work to build a relationship with each client that includes an
understanding of their system and operations. Not only does this help us provide better support
to each client on an individual basis, but it also helps us assist other clients with similar
requirements or issues. We do this by leveraging the knowledge we have gained from similar
clients.

Support Services Team

Once live, utilization of our Support Services Center is open to clients. After a thorough and
detailed turnover meeting during go live week, clients gain access to both the online portal and
support telephone numbers for standard and after-hours emergency support. This turnover
period is an important step in establishing a good long-term working relationship and setting
appropriate expectations.

Tyler’s hours of operation for standard support are from 8:00 a.m. to 9:00 p.m. Eastern Time,
Monday through Friday. The primary source for help and ongoing support for your public safety
solution is managed via a toll-free hotline that is USA-based at our public safety headquarters in
Michigan. All support and development take place at these headquarters. In addition to the
service provided during standard support hours, Tyler offers Emergency/24x7 support as a
standard benefit for CAD software; this premium support option may be purchased for other
applications. This service is intended for emergency use and is designed to get a client system
operational in the event of issues that arise outside of standard support availability. Whether
day, night or weekend or holiday, our clients’ calls for help are answered quickly and by
specialists ready to assist.

The strength of Tyler’s support center lies in its superior staff, composed of individuals with a
detailed understanding of the application capabilities, solid technical aptitude and strong
customer service skills.

Ease of supporting our clients is magnified by using remote access tools to access client systems.
This gives our personnel a quick and direct view of any reported issue. We may quickly assess
the situation and perform work as if they were actually present at the client location. This
facilitates clear communication and more timely issue resolution.

While we do not limit access to our support center to a particular user, clients generally find it

most efficient to have a few application experts and system administrators maintain the most

frequent contact with us. This leads to an established working relationship and helps eliminate
miscommunications and duplicate calls regarding the same issue.

Case Severity Based Response Times

Our support services teams are armed with multiple escalation paths. Because our entire
support organization and development staff operate out of our public safety division
headquarters, we work seamlessly together to best meet the needs of our clients. While a large
percentage of issues are closed on first contact by our support agents, these escalation paths
may be utilized if issues persist beyond the issue owner’s expertise. Cases that cannot be closed
immediately are prioritized based on the severity of the issue, where clients will receive regular
updates as triage progresses.
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To ensure that reported issues are resolved in a timely manner, Tyler defines severity as follows:

Severity Nature of Issue Response Time Resg(l:;tllon

Priority 1 A defect that renders the Tyler Within 1 hour 24 hours or
Software inoperative or causes less
the Tyler Software to fail
catastrophically.

Priority 2 A defect that substantially 4 hours Service Pack
degrades the performance of the or Hot Fix
Tyler Software but does not
prohibit your use of the Tyler
Software.

Priority 3 A defect that causes only a minor N/A May include in
impact on the use of the Tyler subsequent
Software. release

Case/Issue Tracking
Tyler uses an internal client relationship management tool to manage reported issues:

= This system drives what our clients see and access via the client portal.

= |t provides our agents immediate and up-to-date access to all relevant information
about your agency and your system, including contact information, licensed software
modules, current installed release number and all closed and open cases.

During any call, our agent will create a case and attempt to solve the issue.

=  All significant information, such as what error messages you are receiving, what steps
you took and what you are expecting to occur, will be collected and documented.
= Screen shots and log files may also be collected and attached to the case.

Support Services Response Times

= We answer over 99 percent of all calls placed; very seldom do we lose a client call due to
a long hold time.

= 90 percent of calls are answered in less than 2 minutes, with an average answer speed
of 45 seconds or less.

=  Qur agents close approximately 80 percent of all reported issues during first contact.

= Client portal submissions are responded to within two business days; clients are asked
to call for urgent or quickly needed resolution on issues.

Support Services Response Times for 24/7 Emergency After-Hours
= All calls are answered immediately by an answering service and transferred to an on-call
expert.
= Inrare situations, if the on-call expert is not immediately reached, you leave a message
and we will respond within 30 minutes at the maximum.
=  Qur on-call experts work quickly to ensure the emergency situation is rectified quickly.

.Q
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= Any follow up or root cause of emergency issues is handled by our support team the
following business day via a case that gets reported by the on-call expert.

Critical Situation Management
When confronted with a Priority 1 situation, agents focus on the following key objectives:

= Rapid issue identification and resolution
= Efficient and seamless escalation to Tyler’s internal resources
= Development and communication of action plans for ongoing issues

To attain these objectives, agents will:

= Quickly assess the situation during the call
= Provide immediate notification to peripheral support teams internally at Tyler
= Swarm quickly to recover quickly

Swarming is a collaborative method that emphasizes real-time handling of issues by a team of
experts and has been shown to deliver faster and more effective response and resolution.

Team Leads

Front Line
Agents

Our 24/7 Online Support Resources
Our client service website at TylerTech.com/Client-Support provides access to valuable
information and services at your convenience, 24 hours a day, 365 days a year.

From TylerTech.com/Client-Support, our clients can:

= Report a new case or check the status of an existing case

= Upload and download files via Secure File Transfer Protocol (FTP)

= Download new software releases

= Access product documentation and important release notes

* Browse upcoming events and conferences, and exciting product announcements
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Also at TylerTech.com, clients can access our new online mass collaboration and crowdsourcing
tool called Tyler Community, where they can find answers, connect with peers and gain insight

via a user-driven support community. Comprised of Tyler clients, product users and staff, Tyler

Community allows participants to:

=  Search forums, discussions and wikis to solve problems before submitting a support
ticket

=  Connect with peers and Tyler staff in a collaborative, interactive environment

= Share best practices and knowledge about products or services

= Capture and reuse collective knowledge

Tyler Community features include:

= Blogs: A place for informative articles written primarily by Tyler staff around topics like
industry news, announcements, tips-and-tricks and best practices.

= Forums: The designated place to start discussions and question-and-answer threads,
and the primary support feature in the Community.

= Library: A library of downloadable media available to any Community member,
including user guides, videos, images, documents and more.

=  Wiki: An interactive research area to create articles around shared knowledge and
training resources. Wikis are often a work-in-progress, edited by the Community.

Tyler Community empowers our clients to:

=  Find answers to questions ... whenever, wherever, 24/7/365

= Gain knowledge about Tyler and our software products and services

= Search forums, libraries, blogs and wikis to try and solve problems before submitting a
support ticket

= Gaininsight on how to improve a business process or service to citizens

= Getinput on best practices and lessons learned by discussing business issues with
members in similar roles

= Expand business relationships by developing connections with like-minded professionals

Account Management Team

Tyler employs a team approach to client support that is customized based on our clients’ needs.
In addition to our world class client support center, Tyler surrounds our clients with a team
made up of the following:

= Client Executive: Responsible for developing and maintaining the overall relationship
with our clients to better understand the goals and needs of the client and at the same
time assist in building a roadmap for success.

= (Client Support Account Manager: Responsible for client satisfaction and overall
technical health for Tyler deployed products and services.

= Executive Sponsor: Responsible and accountable for client satisfaction with Tyler.

o0
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Education Services

As part of onboarding and ongoing education programs, our entire support team is certified in
the Help Desk Institute (HDI) Customer Service Representative (CSR) program. HDl is a
professional association that was created for the technical support industry. They are a source
for professional development, with solid offerings to promote organization-wide success
through exceptional customer service. HDI certifies thousands of professionals each year, and
Tyler is a proud member of this organization.

Tyler University
Tyler University is Tyler’s continuing education platform. With hundreds of

courses to choose from, there is something for everyone to learn at Tyler !'I I'!
u!

= 24/7 access UNIVERSITY

=  Ability to revisit important topics )/
= Hundreds of courses covering Tyler products U
= Learn functionality before, during and after software

implementations
= Reduced new employee training costs
=  Monitor employee progress and transcripts
= Expand product knowledge by learning new functions
=  Microsoft Office training, beginner to advanced

From the convenience of your office or a regional location, Tyler’s team of experts involve
participants in engaging, relevant, hands-on curriculum to help teach programs and processes
that can be used the same day. Registrants get live, individualized guidance at the time it is
needed whether they are in the same room or a virtual environment. Course selections include
product-specific, in-depth training focusing on the Tyler solutions you use daily.

User Communities

Annual Connect Conference

Tyler hosts an annual national conference open to all Tyler clients. On average, there are over
5,000 attendees. The primary focus of the conference is to provide educational opportunities for
our clients, including software training sessions and workshops on recently released and
upcoming software features designed to help users get the most out of the latest
enhancements. Another important aspect of the conference is the unique opportunity it
provides for networking. Clients have the chance to meet colleagues from across the country
and schedule one-on-one meetings with Tyler personnel. Finally, the conference is yet another
opportunity for our clients to provide suggestions for future development initiatives during the
focus groups and roundtable sessions.

Regional User Groups

Many Tyler clients have formed regional user groups throughout the country with the goal of
sharing information about their Tyler solutions, especially related to state or local concerns. The
user groups are governed in partnership with our clients and are typically held at a volunteering
client site to keep cost low. When the user groups plan their meetings, they work together with
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a Tyler Client Executive and Client Support Account Manager to determine the agenda that best
suits the needs and interests of their specific group. Tyler provides support such as training
sessions, demonstrations of new software or breakout sessions at the request of the group.
Typically, these groups meet once per year in the fall timeframe. Here is a listing of our current
Regional User Groups:

= Alabama

= Arizona

= (California

= Connecticut

* Florida
=  Georgia
= |llinois, Indiana and lowa: “I13”

= Kansas, Missouri, Arkansas and Oklahoma: “KAMOUG”

= Louisiana

=  Maryland and Virginia: “Mid-Atlantic”

=  Minnesota, Wisconsin, North Dakota, South Dakota: “Upper Midwest User Group”
= New York

=  Pennsylvania

= North Carolina and South Carolina

= Ohio, Kentucky, West Virginia: “Ohio River”

=  QOregon
= Colorado: “Rocky Mountain”
= Texas

=  Washington
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