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Request for Clarification No. 1, RFP #PRARC-091 
 
Tyler Technologies is pleased to provide our response to the Request for Clarification (RFC) for the 
Riverside County Probation Department for the Client Management System Application Replacement 
Project RFP #PRARC-091.  Tyler has read the RFC thoroughly and attempted to provide answers and 
clarifications to the provided questions.  We hope our responses provide the information the Riverside 
County Probation Department is seeking.  We further welcome the opportunity to provide an onsite 
demonstration of our proposed solution and to answer any remaining questions your team might have.   
 
Per the RFC instructions, please find below Tyler’s primary point of contact during the period of 
evaluation with questions or contract issues: 
 

Name: Bona P. Nasution 

Title: Director of Sales, Courts & Justice Division 

Address: 5101 Tennyson Parkway 
Plano, TX 75024 

Telephone Number: (206) 465-6556 

Fax Number: (972) 713-3777 

Email Address: Bona.Nasution@tylertech.com  

 

Tyler is uniquely qualified to assist the Riverside County Probation Department with this project as our 
justice solutions currently serve 34 of the 58 counties in California and over 70% of the State’s 
population.  California is very important to Tyler and we continue to make substantial investments into 
our software products, resources, and staffing to meet the specific needs of the State.  Tyler is 

mailto:Bona.Nasution@tylertech.com
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3.0 Clarification Questions from the County 
3.1 Tab-E Section E1.5:  
a. Under the Financials & Revenue Recovery  

i. Riverside Superior Court currently receives invoices from PROBATION.  Will the system under this 
function communicate with the courts? 

Yes. We are already in the process of developing a similar interface to Journal Technologies eCourt system 
for one of our existing clients. There may be some additional customization, but we would leverage this 
existing interface to send invoices to the Riverside Superior Court’s Journal Technologies’ Case 
Management System.  

ii. Can the function determine or track client’s ability to pay? 

Yes. Tyler Supervision has a payment plan component which allows the department to setup a payment 
plan and keep track of the payments. Alerts are created if the client is delinquent on their payment plan. 
Additionally, the system will send the clients a text message with a reminder of their balance and the 
amount owed based on their payment plan.  

iii. What type of costs are tracked? I.e. drug tests, cost of supervision, cost of placement etc. 

The system can keep track of any type of costs (Drug tests, cost of supervision, court fees, etc). PROBATION 
will have a management page to setup all costs. Also, restitution costs will link to the victim. When the 
client makes a payment, the monies can be distributed across all costs automatically following the 
distributions requirements set forth in the California Penal Code.   

b. Under the Telephone & Web Reporting 

i. Is there additional cost for telephone for the Offender Paid Telephone? If so, please provide details.  
How is cost determined for the offender?  What if the offender does not have the ability to pay 
how does this service work? 

There is a monthly fee of $4/month. The fee can be paid for by the department or client. The client can 
pay via money order or online with a credit/pre-paid credit card. Additionally, the county will receive 
complimentary check-ins for indigent clients. Complimentary check-ins are 5% of the total paid check-in 
clients.   

All monies for this service are collected by Tyler directly from the client. The department does not need 
to collect any monies for this check-in product.   

All of our California clients either directly pay for the check-ins (Department Pay), or make it an optional 
service to the client (Offender Pay). If offender pay, the client can choose to check-in remotely and pay 
the $4 as a convenience fee or drive down to the department to see their officer. When a department 
chooses offender pay, the vast majority of clients choose to pay the $4 convenience fee. 

The department can also use the check-in to create additional revenue. Many departments will charge 
more than $4, and any additional revenue will be remitted back to the department. As an example, it is 
common for a department to charge $8, and Tyler would receive $4, and the department would receive 
$4.    



County of Riverside, California 
Client Management System Application  

Replacement Project RFP #PRARC-091 RFC-1 
 

 

 Request for Clarification No. 1  Page | 2 
 

 

ii. Is there additional cost for Web Probationer Check-In System at CaseLinkPro.com? If so, please 
provide details.  How is cost determined for the offender?  What if the offender does not have the 
ability to pay how does this service work? 

Please see our response to the previous question.  

iii. Is there a cost for storage? 

No, storage is included in your annual licensing fees.  

iv. In addition to receiving text & emails can the system be utilized to send out text & email? 

Yes. One of our most popular features is ad-hoc personal text messages from the officer or department 
to offenders. Additionally, the system can send reminders for appointments and hearings. 

 

3.2 Tab-E Section E2.2:  
Your organization indicated the proposed solution could maintain “most of these processes,” please 
provide a list of the features, in addition to Mo-Fi, which will require customization? 

Below is a list of features that will require customization. 

• Civil- Step-Parent Adoption Applicants  
o Depending on what is required we may need some customization.  

• Kiosk reporting  
o Only if you choose not to use our Telephone Check-In System. 

• Financial Memo management with Enhanced Collections Department (Court)  
o We have a full accounting system being used by California departments today. We need 

more information on Financial Memo and Enhanced Collections to determine if 
customization is needed.  

• Mo-Fi 
o We believe the free open-source PUMA app created by San Diego County Probation and 

used by many agencies in California will meet your Mo-Fi requirements. Without a 
detailed demo of Mo-FI we can’t say for certain if custom development would not be 
required. 

o Also keep in mind, that Tyler Supervision works on any tablet without any additional apps 
or add-ons. A mobile app is only needed for smartphones.  

 

3.3 Tab-E (Mandatory) Section E3.1 (a) (2):  
Does PROBATION have the ability to pull live reports using Microsoft SQL reporting tools regardless of time 
or day? 

Yes. The department will have a direct connection to a replicated slave database. You can attach any tool 
which supports ODBC to this database. This database is replicated milliseconds from the production. Many 
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of our clients attach Microsoft PowerBI and other ODBC tools to pull data. Some clients pull snapshots 
and store the data on premise.  

 

3.4 Tab-E Section E3.1 (f):  
Your organizations response is a non-response. What data storage does your system use? Provide 
clarification on how the system proposed enforces referential integrity and industry best practices? 

The primary database is Oracle MySQL. MySQL supports foreign keys, which lets you cross-reference 
related data across tables, and foreign key constraints, which help guarantee referential integrity and 
follows industry best practices. PROBATION will be able to connect any ODBC supported tool to this 
database. Many of our clients are Microsoft shops and they have been using PowerBI for statistical 
reporting. Other clients use an ETL tool to pull local copies of the data and convert them into MS SQL 
format. 

 

3.5 Tab-E Section E3.1 (h):  
Can your system export and import data utilizing a Word document? Can changes made outside the system 
in a Word document be imported back to the system? Is this automatic? 

Many of our reports are exportable to Word or Excel. Users can upload any Word or Excel document back 
into the application under a client’s account. Additionally, we have built custom interfaces which allow 
the user to import Excel or Word documents into the application.   

 

3.6 Tab-E Section E3.1 (j):  
Does the system allow for upgrades to the documentation and testing of customizations? Providing 
training? 

The documentation is continuously updated for upgrades to the system. New documentation may include 
online videos or webinars. Enough documentation is provided to properly understand how to use new 
features. If clients have additional questions they can reach out to support.  

The online Knowledge Center also allows for documentation unique to a specific client. Documentation 
for custom features are only viewable for clients using those features. PROBATION can also add custom 
documentation to the Knowledge Center which is only viewable to their department users.  

 

3.7 Tab-E Section E3.2 (a):  
What are the system’s limitations to full ADA compliance? Provide list of non-compliant ADA items. Provide 
details for vision impaired. Can fonts, colors, and screen size be adjusted? Are instructions provided and 
updated by Tyler for PROBATION staff?  How does the system handle dictation services?  Is additional 
software required for staff to dictate if they are unable to utilize the keyboard? 
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Due to the comprehensive nature and completeness of our Tyler Supervision, it is a challenge to identify 
our system’s limitations to full ADA compliance.  There are hundreds of pages within Tyler Supervision 
and we would need to go through each page to determine the full compliance gap.  With more time, we 
may be able to provide a list of non-compliant ADA items, but we could not do in the time provided to 
respond to these questions.  

It is worth noting that in the last 10 years, we have only received one ADA related request for a probation 
employee. We were able to work with this California agency to address the issue. It was related to a 
specific need related to font size, and we were able to show the client how to zoom and we also made 
some code changes to handle text wrapping.  Also, all public facing screens used by offenders or other 
non-county employees will comply with the ADA requirements.  

We do not normally provide instructions for web browser features (such as zooming), but we could add 
some additional documentation to our Knowledge Center.  

Today, we do not officially support dictation services. However, dictation can be enabled via the 
browser/computer but it may be read out of order. We believe this is where most of the development to 
become ADA compliant will be spent.  

Clients today are using 3rd party dictation tools to enter notes or fill in input box’s without using their 
keyboard. Our application is 100% web based so any dictation tool compatible with a web browser should 
work with our application.  

 

3.8 Tab-E Section E3.3 (b): 
Detail differences between automatic redaction and types of customizations. Can information be obscured 
and configured based on user permissions? 

Today, our proposed Tyler Supervision solution does not offer redaction capabilities.  Tyler Supervision 
does, however, provide the ability to seal/unseal records which is a role security-based feature assignable 
via user permissions.  Also, Tyler offers a redaction solution that is separate from Tyler Supervision that 
offers the ability to redact electronically filed court documents to ensure that protected data is masked 
before it reaches the court.  Clerks can then ensure that the correct data is redacted before transmitting 
to the case management system, and information can be obscured and configured based on user 
permissions.  Further exploration would be needed to determine if Tyler’s Redaction solution could be 
adapted for PROBATION. 

 

3.9 Tab-E Section E3.3 (e):  
Does the alert feature prevent data errors from being saved since required fields are not entered? 

The data will not be saved until the user enters the required fields. If the user tries to leave the page 
without saving, the system will warn the user they have unsaved changes. Nothing is inserted into the 
database until all required fields have been entered. 
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3.10 Tab-E Section E3.3 (j):  
Who determines a correct value to a field? 

As a SaaS product we try to maintain consistency across all of our clients. For data used by all clients, Tyler 
normally determines the correct value for a field. However, we can create custom rules for clients. We 
also work with clients to help determine the best value for the field we are adding. 

 

3.11 Tab-E Section E3.3 (o):  
What does the audit log include? Provide a list. 

• IP Address 
• Epoch Timestamp  

o Login/Logout 
o Insert 
o Modification 
o Delete 
o Accessing Client 

• Reports Created 
• Transactional level changes for pages throughout the application: 

 
Figure 3.11-1 – Audit History 
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3.12 Tab-E Section E3.3 (t):  
At a minimum can your system provide the items listed under this section? Is there additional cost for 
modification and customization based on user profile (i.e. Manager level vs. caseload level)? 

We support the following features: 

• Assisting PROBATION staff with prioritizing tasks, or clients etc.  
• System Notifications 
• Depending on role of user- overview of a client, caseload, workload, unit, office, division, or 

facility 
• Real time status (less than 5 seconds) display of information  

o On Page Reload the widgets and alerts are updated with real-time data.  
• Statistics displayed in various graphical formats (i.e. trends, averages) 
• Display Areas of Concern: alerting PROBATION staff when standards have been met or are in 

danger of not being met 
• Appointments/Calendar with possibility to sync with Microsoft Outlook  

o Staff can use an iCal feed to load a read only calendar of Appointments, Drug Tests, and 
Hearings into any modern calendaring system such as Outlook.  

Part of your setup and configuration includes time to create dashboards for your user groups (Admins, 
Officers, Supervisors, etc). After implementation, your system administrators will be able to continue to 
update dashboard widgets via our management section at no additional cost. 

You can use any of existing widgets for free. With over hundred agencies across the US, new widgets are 
created on regular basis. Costs would be incurred only if Tyler needs to create new widget for the 
department.  

 

3.13 Tab-E Section E3.3 (u):  
Provide samples of delivered incident reports. How is the date managed and is it linked to the system case 
number? Is there a workflow linked to the report within the system with review and approval process? Is 
there a notification process? 

The exported incident report can be customized to meet your department’s needs. Here is an example of 
a printed version: 
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Figure 3.13-1 – Sample Incident Report 
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The incident process has a full workflow process built in. Each type of incident can have different levels 
of review (Supervisor, Deputy Chief, Chief, etc). Email and system notifications alert the next person in 
the workflow process. If amendments are needed, alerts and emails are automatically sent. The entire 
process is done within the application, including electronic signatures.  
 
For Juvenile incidents, we interface with Probation Base Standards (PBS) out of the box. All data can be 
sent to them for quick reporting.  
  
Here are a few of the data entry screens for Incidents: 
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Figure 3.13-2 – Incident Data Entry Screen Examples 
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Figure 3.13-3 – Optional Use of Force Questions 
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3.14 Tab-E Section E3.4 (a):  
Tyler Technologies provided two options. Cost for Tyler to build interfaces has been provided under Tab-H. 
Is the cost for both options provided a one-time cost or are there on-going support costs? 

There are just the one-time costs for either of the two options. 

• Interfaces built by Tyler: The only time there would be additional costs is if the interface needs 
to be programmatically changed or updated. There are no additional costs to host or run the 
interfaces.    

• Interface built by Riverside using the Integration Toolkit: For Tyler’s proposal for PROBATION, 
there are no additional on-going support costs.  

  

3.15 Tab-E Section E3.6 (f):  
Tyler’s proposed system currently prevents concurrent logins. What happens if someone tries to log-in on 
a different device? 

If a user accesses Tyler Supervision from a second computer/device, the first computer/device gets logged 
off.  

We can technically allow users to have concurrent logins, but we try to limit this for security and licensing 
purposes. We are happy to discuss further if needed. 

 

3.16 Tab-E Section E3.8 (a):  
At a minimum can your system provide the items listed under this section? Is there additional cost for 
modification and customization based on user profile? 

We support the following features: 

• Assisting PROBATION staff with prioritizing tasks, or clients etc.  
• System Notifications 
• Depending on role of user- overview of a client, caseload, workload, unit, office, division, or 

facility 
• Real time status (less than 5 seconds) display of information  

o On Page Reload the widgets and alerts are updated with real-time data.  
• Statistics displayed in various graphical formats (i.e. trends, averages) 
• Display Areas of Concern: alerting PROBATION staff when standards have been met or are in 

danger of not being met 
• Appointments/Calendar with possibility to sync with Microsoft Outlook  

o Staff can use an iCal feed to load a read only calendar of Appointments, Drug Tests, and 
Hearings into any modern calendaring system such as Outlook.  

Part of your setup and configuration includes time to create dashboards for your user groups (Admins, 
Officers, Supervisors, etc). After implementation your system administrators will be able to continue to 
update dashboard widgets via our management section at no additional cost. 
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You can use any of existing widgets for free. With over hundred agencies across the US new widgets are 
created on regular basis. Costs would be incurred if Tyler needs to create new widget for the department.  

 

3.17 Tab-E Section E3.9 (a):  
Is the address validation automatic? Provide a sample of workflow. 

Yes, the address validation is automatic as soon as the page is saved. The user enters the address, clicks 
save, and the page reloads with a google score.  

Figure 3.17-1 – Automatic Address Validation 

 
 

3.18 Tab-E Section E3.14 (a):  
At a minimum can your system provide the items listed under this section? Provide definition of Booking. 

The system supports the following: 

• Tracking of service and items provided (i.e. clothes provided, meals provided, bus passes etc.), 
including applicable serial numbers  

• Ability to send reminder phone calls/text messages to clients for court hearings, appointments 
and other case management communication  

• Ability to receive phone calls/test messages from clients for case management communication 
that would be integrated with the system  

o We support the ability to receive Text Messages from clients. These texts are stored in 
our Chronos section.  
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• One designated area for all contacts, and case notes  
• All terms and conditions for the case/supervision  
• Gang Information, including ability to add more than one gang record  
• Substance Abuse information, including ability to add a record for each substance type/name  

o (i.e. Heroin, Marijuana)  
• Tracking of all incentives, sanctions, and point systems  
• Single entry of an investigation, warrant, and/or violation screen that can be linked to multiple 

cases  
• Education screen should allow entry of multiple schools and the history at that specific school 

(i.e. credits completed, dates attended, attendance etc.)  
• Track client gender identity  
• Allow entry of address information including security codes, gate codes, other residents, and 

animals  
• Case plan tracking, including but not limited to goals, tasks, progress on selected goals/tasks, 

and management  

The booking page for us is where we can place a juvenile in-custody with the department.  

 

3.19 Tab-E Section E3.16 (a):  
Provide clarification of the Title IV-E screening process workflow. How is eligibility determined by the 
system? 

Today Title IV-E screening is done by the officer and we provide a method to Flag all eligible kids. The 
department can run reports on these kids once they are flagged.  

There has been discussion from some of our clients to automate the screening process, but none of our 
clients have asked us to move forward with this automatic screening process. We look forward to the 
opportunity of pursuing this automation with Riverside. 

 

3.20 Tab-E Section E3.17 (a):  
Provide details on the Automatic Voice Biometric Kiosk. 

For this we would recommend our Automated Telephone Check-In system instead of a kiosk. The client 
will call-in weekly or monthly. Upon calling the client will be required to pass a voice biometric process by 
saying “Never forget tomorrow is a new day”. The client will then complete a recorded interview. The 
questions for the interview are chosen by the officer or set by the department.  

Product highlights: 

• Voice Biometric 

• Full Call Recording 

• Custom Questions of each user 
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• Questions can read data from the offender file. Ex. Are you still working part time at Walmart as 
a cashier?  

• Phone Number and Address changes can automatically update in the clients file (Optional). 

 
Figure 3.20-1 – Automated Telephone Check-In 
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Figure 3.20-2 – Automated Telephone Check-In 

 
 

3.21 Tab-E Section E3.19 (b)  
Provide details on built in escalation and route workflow. Does the workflow process provide notifications 
within the system? If so, what notifications are provided? 

We have several ways to escalate and route workflows. Notifications can be delivered via email, 
dashboard widgets, or our alert engine. Based on our existing clients we have out of the box routes and 
levels for many common probation tasks (Reports needing review, Incidents, Intake Screening, etc). 
Custom routes can be created for clients.  
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3.21-1 – Notifications & Alerts 

 
 
Figure 3.21-2 – Upcoming Expirations Notification 

 
 
Figure 3.21-3 – Overdue Action Terms Notification 
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Figure 3.21-4 – Email Notification 

 
 

3.22 Tab-E (Highly Desirable) Section E4.1 (c):  
Provide list of questions which Tyler Technologies requires PROBATION to answer to determine if 
modifications to workflow are needed. 

Tyler’s list of questions: 

• Can PROBATION please provide working business examples of this requirement?  (i.e., defined 
rules for data precedence that determine the correct order in which to process multiple 
files/records or multiple transactions)  

• Would PROBATION be open to a discussion around this requirement?  Talking through the 
examples will allow us to have a better understanding of PROBATION’s requirement and business 
need.  

 

3.23 Tab-E Section E4.5 (c):  
What common business rules can be changed by authorized users? Provide list. 

• Notifications and Alerts 
• Incident Reporting Workflow 
• Financial Payment Distribution 
• Workflow Management 
• Electronic Monitoring Alerts 

 

3.24 Tab-E Section E4.6 (a):  
Identify the types of flagging system utilized (i.e. suicide watch, PREA). Can this system be automatically 
linked to the Life Scan machine for PROBATION? How do you classify youth? 
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Flags can be for anything, and system administrators can create custom flags for any purpose. Flags can 
be manually or automatically added to a client. For example, if a kid completes the MAYSI assessment and 
the score indicates he is suicidal, we will automatically add a suicide flag.  
 
Figure 3.24-1 – Flagging System 

 
 
Tyler Supervision has linked to several live scan machines. As long as your live scan machine has an 
interface method, we can create an interface between the two systems. Additional development would 
be required for this interface.  

 

3.25 Tab-E Section E11.0:  
Do you have a trouble ticket process for Zendesk? Expand on the function of this process. Provide 
clarification of Incident tracking referenced on page 127 of Attachment 6-Sample Agreement, Exhibit C. 

All trouble tickets start via an email to our support, phone call (We’ll open the ticket), or via an online 
form within the application. Every ticket is given a unique ID and the county can track all open and closed 
tickets. Once a ticket is opened it will be reviewed and receive a priority level using Exhibit C in the sample 
agreement. The ticket response time is based on Exhibit C.  

 

3.26 Tab-E Section E12.0:  
What procedure and option can Tyler Technologies provide regarding the County data which your system 
does not support through the data migration process (i.e. no split or merged data)? 

Technically we can support split and merged data, but that was not factored into our cost proposal.  

It is worth noting that Tyler has a team of over 40 people that do nothing but data conversions.  We have 
seen literally hundreds of different legacy systems, and we have never had a conversion where we could 
not import the client’s data. Sometimes we do not have specific fields and we work with the client to make 
a decision on adding a new field or using an existing field such as the notes. The more data massaging 
involved during the conversion, the higher the complexity of the conversion and the higher the project 
risk.  Having worked on hundreds of data conversions, Tyler can work with PROBATION to determine the 
right balance of value/risk for data conversion. Our current proposed conversion cost is to pull all your 
data as-is and place it into our system with minimal data modifications.  
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3.27 Attachment 6 – Sample Agreement, Exhibit C page 126 through 129:  
Emergency Support, Disaster Recovery- what does this service include? Provide definition, processes, 
procedures, and cost. Provide detailed information on after hour support. Is the cost included in the 
contract price for support? Is this an additional cost? 

Your annual license includes unlimited support from 8am-5pm working business days, and 24x7 
emergency support for Critical 1 items.  Tyler recommends that PROBATION be the first level of support 
for the users. Tyler will work with your support staff for any issues.  

Disaster Recovery is included in your annual licensing costs. Because of our Electronic Monitoring product, 
we treat our Case Management product as a public safety product. This requires us to maintain a Highly 
Available system to all of our clients. The product is clustered over multiple data centers and users are 
also distributed over multiple data centers. If a disaster were to occur, your annual licensing fees includes 
recovery of the system.  
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3.0 Clarification Questions from the County 
The questions below are the result of the product demonstration held on October 29, 2019 and presented 
by Tyler Technologies. 

3.1 For a client who has an active juvenile case and obtained a new adult case, how are notes entered? Would 
it be possible to view adult and juvenile information on one screen? 

Tyler Supervision has a Notes section in each of the system nodes on the left side of the screen (e.g. 
Activities, Referrals, Bookings, etc.).  If an offender has both a juvenile referral/case and an adult case, the 
File Activity screen allows a user to view Activities, Financial Activities, Hearings, Programs, Drug Tests, 
Payments and Notes entered (you can Search using key words and the system returns all instances of the 
word/phrase).  If the user is in the Juvenile tree, they will see all information entered while in the Juvenile 
tree, and in order to view Adult information, the user can simply select Load In Adult Tree to see all adult 
information.   

Customization would be required to combine both adult and juvenile information onto one Summary 
screen.  We have not included the cost of this customization to the BAFO at this time.  If this is something 
PROBATION wishes for, we can add hours to the contract, as needed.  An alternative option is to create a 
Face Sheet report combining both adult and juvenile information so the user can view this information in 
this manner.  

 

3.2 If there are areas available on the juvenile side that we would also like on the adult side or vice versa will 
this create a problem? Is there an extra cost to modify the system? 

Tyler welcomes the opportunity to discuss with PROBATION to better understand this request.  Many of 
the shared screens (such as Drug Testing, Programs) share the same database tables.  For these shared 
screens it is a relatively simple process to have data show in both adult and juvenile.  Depending on the 
extent of the change(s) to be made, some customization may be necessary.  We have not included the 
cost of customization for this question to the BAFO at this time.  However, if this is something PROBATION 
wishes for, we can add hours to the contract, as needed.   

 

3.3 For record sealing, juvenile staff must be able to view record sealed information to determine eligibility 
for specific supervisions.  How could this be resolved in Tyler Supervision? 

In Tyler Supervision, designated PROBATION system administrators with the appropriate security 
privileges can keep data unsealed for specific users of the system by using our Temporary Unseal process.  
This temporary unsealing for a user can be assigned for a specific time period.  

The aforementioned solution is out-of-the-box functionality.  If this approach is insufficient, we would be 
happy to explore other options with PROBATION.  For example, we could look at inclusion of 
customization that would allow the department to choose User Groups (Juvenile Staff), and these groups 
of users would see all sealed data. 
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3.4 If there is a law change in California, which requires a significant change to the system, who pays for 
enhancement to the system? Could this cost be pro-rated or split between clients in California to reduce 
the cost? 

Tyler offers legislative change support for its customers.  This support is funded by a percentage of the 
total Annual Maintenance Fees for the Licensed Software paid by all clients with Legislative Change 
Support in an individual client’s state during such calendar year.  Tyler SaaS customers are also eligible to 
receive those legislative changes as part of their SaaS fees.  As such, Tyler customers in California benefit 
from having a large customer base that is inclusive of justice agencies with very large annual maintenance 
fees, including the Los Angeles Superior Court and San Diego Superior Court.  Having 28 of the 58 superior 
courts as customers, along with another 13 California county probation departments as customers, it is 
unlikely that there would be a future legislative change scenario that is not already covered by Tyler’s 
legislative change support in California.  However, should such a scenario occur, Tyler can help facilitate 
pool resources from our customer base to fund the remainder of the costs needed to support the change.  
It would be up to our customers on how to distribute each customer’s portion of the funds, but historically 
our customers have agreed to a shared model that distributes costs based on overall client size, either 
based on population served or number of users. 

 

3.5 Is it possible for the evaluation committee members to login to the demonstration website one more 
time?  If yes, please provide the necessary information. 

Yes, absolutely.  The URL is https://tyler.cms.caseloadpro.com/ 

The committee members can log in using the same user ID’s used during the demo (e.g. Train1 through 
Train28), with Tyler2019 as the PW.  We will keep these credentials open for a few more weeks, until 4:00 
pm PST on November 15, and then we will disable these accounts for security purposes.  We would also 
ask that these credentials be limited to the evaluation committee members only. Thank you for your 
consideration. 

 

https://tyler.cms.caseloadpro.com/?RouterID=10
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Request for Clarification No. 4, RFP #PRARC-091 

Tyler Technologies is pleased to provide our response to the Request for Clarification (RFC) for the 

Riverside County Probation Department for the Client Management System Application Replacement 

Project RFP #PRARC-091. Tyler has read the RFC thoroughly and attempted to provide answers and 

clarifications to the provided questions. 

Per the RFC instructions, please find below Tyler's primary point of contact during the period of 

evaluation with questions or contract issues: 

Name: Bona P. Nasution 

Title: Director of Sales, Courts & Justice Division 

Address: 5101 Tennyson Parkway, Plano, TX 75024 

Telephone Number: (206) 465-6556

Fax Number: (972) 713-3777

Email Address: Bona.Nasution@t�lertech.com

On behalf of Tyler Technologies, we would like to thank you for the opportunity to present these 

clarifications. California is very important to Tyler and we continue to make substantial investments into 

our software products, resources, and staffing to meet the specific needs of the State. Tyler is 

committed to the success of California and we look forward to the opportunity of partnering with the 

Riverside County Probation Department on this most important project. 

;;:;L 
Russell Smith 

President 

TYLER TECHNOLOGIES 

Courts & Justice Division 

5101 Tennyson Parkway 

. Plano, Texas 75024 

Office: (972) 713-3770 
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3.0 Clarification Questions from the County 
3.1 Reference information: E3.3(b) System shall allow certain records, whole or part, to be obscured, 

redacted, and/or otherwise be made confidential. This feature, and/or access to the data, must be 
assignable via a user permission. Page 18 of RFP PRARC-091 Attachment A.  Request confirmation that this 
is a function which is available or not. Is this a functionality that can be configured? Is this a modification 
which is included in the cost or is this an additional cost? Provide the rate and estimated hours in your 
response. 

Tyler can meet this requirement today with no additional cost.  However, based on the wording of the 
requirement, we wanted to clarify that redaction capabilities in Tyler Supervision are not available out-
of-the-box.  But to be clear, Tyler Supervision does allow for records, whole – or in part, to be obscured 
and made confidential.  Furthermore, this feature is assignable via a user permission.   

Below is a description of how Tyler Supervision can obscure information.  From an offender’s Summary 
page users have access to the following menu: 

Figure 1 – Merge, Seal, Unseal, Expunge menu 

 

Users with access to this summary menu can seal/unseal, expunge and merge Id’s.  These functions are 
available in the product today, without customization, and they allow users to select in part or in whole, 
which parts of the offender’s record they wish to seal/unseal or expunge.  Moreover, the reporting 
functionality within Tyler Supervision will honor the sealed information.  As reports are generated, sealed 
information will not be displayed to a user that does not have the right permissions and security 
credentials.   

In the example below, the option to Seal has been selected.  Users can individually select information 
entered previously (in part) across cases (e.g. Activities, Assessments, Case Plans, Community Service 
Orders, etc.) or use the Skip Steps & Seal All option (Whole) to seal/unseal and expunge the whole record. 
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Figure 2 – Seal screen 

 

It is worth noting that with our existing capabilities to obscure specific record information, we have not 
had customers request for redaction capabilities within Tyler Supervision.  Also, per the PROBATION 
Addendum #2 that was published on August 27, 2019, specifically the County Response to question 
number 5.66, it is our understanding that the Department did not list redaction as a requirement.   

The Department’s stated need in that same response is that at times, employees are required to redact 
names and personal identification information in word, PDF, or excel documents.  The need for redaction 
is more common with the courts.  Tyler does offer a separate Redaction tool that can redact names and 
PII from different types of documents, such as Word or PDF.  The solution is standalone, and the cost can 
be substantial based on the volume of redactions needed.  We would be happy to work with the County 
to determine if this separate Redaction solution is needed, but we would need to explore specific use case 
scenarios, anticipated volume, and other parameters to provide an accurate cost.  For clarity, Tyler agrees 
with the County’s Response in Addendum #2: we do not believe that Redaction is needed as a requirement 
for the PROBATION’s project.  

3.2 Reference information: E3.3(m) The system shall allow the agency to add, edit, remove, or hide data-entry 
fields and their labels in all models/screens of the user interface, and the ability to add, modify, remove, 
or hide rules/validations for each data-field. Page 20 of RFP PRARC-091 Attachment A.  Tyler’s proposal 
provided rate, hours, and total cost for custom development. Clarify, define, and provide a list of the controls 
the County will have access to within this system and controls after the custom development. What does the 
enhancement/custom development entail? If additional customization to controls not listed are required by 
the County provide the rate and estimated hours in your response.  
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Today, all the controls in Tyler Supervision that are navigational in nature to the user, including every 
node in the tree-control on the left-hand side of the application, is configurable through security role 
groups.  Beyond that, field-by-field data labels can be made configurable with very little customization.  

In our full history covering successful implementations to our large customer base, we have only had to 
make a handful of fields and corresponding labels configurable to the client.  Having said that, any field in 
Tyler Supervision can be made configurable with about 2 hours of development time.  At Tyler’s BAFO 
rate for Customization Development of $155 per hour, this amounts to $310 per data field. 

It is up to PROBATION to determine how many and what data fields it wishes to make configurable, but 
we do not anticipate more than ten data fields would be needed for your project.  After using the system, 
our customers usually determine that very little fields need to be configured.  We believe that Tyler 
Supervision contains all the data fields that PROBATION would need, but for clarity purposes, Tyler 
welcomes the opportunity to work with PROBATION to identify and determine if more configurable data 
fields are desired for inclusion in the project. 

3.3 Reference information: E3.12 System Requirements – Functional – Application – Courses and Attendance: 
E3.12 (a)The proposed system will have a section to track courses that are scheduled through the Day 
Reporting Centers (DRC) and vendors. The section will include, but not be limited to, the following: 

            i.  Course scheduling 

           ii.  Ability to print rosters 

          iii.  Ability to enroll attendees 

          iv.  Tracking of reasons why course was cancelled 

           v.  Tracking reasons of why attendee was absent (i.e. excused-conflict, unexcused) 

          Clarify and confirm the listed items above are available or not with the system proposed. Will system user be 
able to print the information? If configurations and/or custom development is required to obtain the 
functions, provide the rate and estimated hours in your response. 

Yes.  The requested functionality in this requirement can be met with out-of-the-box features and 
configuration.  Specifically, using the existing Program Enrollment functionality found in Tyler Supervision 
today, with no need for software customization.  To offer more clarity, each of the functional areas listed 
in the requirement are addressed below using additional narrative and screenshots.  
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Figure 3 – Program Enrollment 

 
 

Course Scheduling – Each course offering would be created in the Lookup Values – Program screen. In the 
example above the course would be selected from the Program drop down field (e.g. Making Responsible 
Choices). 

Figure 4 – Lookup Values – Program screen 
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Ability to Print Rosters – The Participant Roster or another similar custom report can be used/created as 
a roster for enrolled participants.  As part of the project, Tyler would work with PROBATION to determine 
the report layout.  Tyler included hours for report creation assistance in our proposal. 

Figure 5 – Participant Report Selection criteria 

 
 

Figure 6 – Participant Report 

 
Ability to enroll attendees – As noted in Figure 3 above, enrollment would occur from the Program 
Enrollments screen.  Users would select the applicable offender record, select the Course from the 
Program field and complete enrollment by entering required fields including Provider, Reason for 
enrollment and Current Status & Date.  Users can enter additional information as necessary. 

Tracking of reasons why course was cancelled – Tracking cancellation of the course can be performed a 
couple of ways.  First, the Current Status field could be updated to reflect the course was cancelled.  Status 
history is maintained in this section and users would be able to see that the course was cancelled and the 
date it was cancelled.  Second, this could be added as an Internal Note and would appear in that notes 
section.  

Tracking reasons of why attendee was absent (i.e. excused-conflict, unexcused) – Attendance is tracked 
using the Quick Links Attendance option found in Figure 3 above.  When a user selects the Attendance 
link, the Edit Program Session window opens and the user can indicate the Status (e.g. Absent) along with 
the date/time, Leader involved, Days, and any notes for that session. See Figure 7 below. 
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Figure 7 – Attendance Tracking – Program Enrollments 

 
 

3.4 Reference Information: E3.15 System Requirements – Functional – Application – Peron Cross-Referencing: 
E3.15 (a) The proposed system will include a cross-referencing for all persons across systems for CMS: 

           i. This will include: 

                a.  Probation applicants (i.e. volunteers, interns, employee applicants) 

                b.  Clients 

                c.  Relations (i.e. family relations, social workers, attorneys, etc.) 

                d. Victims 

                e. Employees 

                f.  Associates/Co-defendants 

          ii. This will allow cross-referencing of relations, clients, employees, and applicants and track relationships 
between those listed. 

          Clarify and confirm the listed items above are available or not with the system proposed. If configurations 
and/or custom development is required to obtain the functions, provide the rate and estimated hours in your 
response. 
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Yes.  Tyler can meet the requested functionality in this requirement in the system today and no 
additional customization is needed.  Moreover, any customization necessary for interfaces has already 
been included in Tyler’s proposal.   

Tyler Supervision provides the ability to cross-reference persons using person entry, related individuals, 
victim, and associate/co-defendant entry.  To help provide clarity, we have attempted to address each of 
the functional areas using the narrative and screenshots below.   

Most relationships/cross-references are entered using the Personal Information – Quick Links Related 
Individuals screen while Victims are associated with offenders at the case level using the Victims screen. 

Tyler Supervision provides the ability to configure an unlimited number of relationship types including 
those mentioned by PROBATION above as shown below in Figure 8. 

Figure 8 – Related Individuals screen 

 
When the user selects the option to Add New Related Individual, the user can enter details about the new 
individual and the type of relationship (e.g. Name, Gender, DOB, Relationship, Address & Phone Details).  
Once this information is entered and the user selects the Add New button, the system performs a search 
to determine whether the person exists in the system.  If there is a match(es), the system allows the user 
to view the applicable record(s) and select if applicable.   The system will create new records for individuals 
not found in the database.  Please see Figure 9 below.  These screens would be used to creation Relations, 
Client/Attorney relationships, Associates and Co-Defendant type relationships.  Probation applicants 
would be handled through the Adult and Juvenile New Individual creation screens respectively. 
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Figure 9 – New Related Individual Record 

 

 

Victims 

Victim associations are completed using the Cases – Victims screen noted on the system tree in Figure 10 
below. As noted in the screenshot, victims can be marked as confidential including addresses and phone 
numbers, notification preferences selected and Notes entered.   

Figure 10 – Victim entry screen 
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Employees 

Employee associations can be found from the Personnel screen (e.g. create employee/supervisor 
relationships) and from Caseload affiliations.  Figure 11 below shows the employee/supervisor 
relationship. Caseload assignments are also created on this screen. 

Figure 11 – Personnel Screen 

 
 
When a caseload assignment is made, the officer(s) associated with that caseload are automatically 
associated with the offender when that record is saved. See Figure 12 below. 

Figure 12 – Caseload Associations 
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Riverside County Purchasing & Fleet Services 

2980 Washington Street 

Riverside, CA 92504-4647 

Request for Clarification No. 5, RFP #PRARC-091 

Tyler Technologies is pleased to provide our response to the Request for Clarification (RFC) for the 

Riverside County Probation Department for the Client Management System Application Replacement 

Project RFP #PRARC-091. Tyler has read the RFC thoroughly and attempted to provide answers and 

clarifications to the provided questions. 

Per the RFC instructions, please find below Tyler's primary point of contact during the period of 

evaluation with questions or contract issues: 

Name: Bona P. Nasution 

Title: Director of Sales, Courts & Justice Division 

Address: 5101 Tennyson Parkway, Plano, TX 75024 

Telephone Number: (206) 465-6556

Fax Number: (972) 713-3777

Email Address: Bona.Nasution@t�lertech.com

On behalf of Tyler Technologies, we would like to thank you for the opportunity to present these 

clarifications. California is very important to Tyler and we continue to make substantial investments into 

our software products, resources, and staffing to meet the specific needs of the State. Tyler is 

committed to the success of California and we look forward to the opportunity of partnering with the 

Riverside County Probation Department on this most important project. 

;;:;L 
Russell Smith 

President 

TYLER TECHNOLOGIES 

Courts & Justice Division 

5101 Tennyson Parkway 

. Plano, Texas 75024 

Office: (972) 713-3770 
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3.0 Clarification Questions from the County 
3.1 Report templates (including but not limited to letters, court reports etc.) if we need to add a new one to 

the system can PROBATION do that or does Tyler have to? What would be any additional cost? 

The Tyler Supervision solution offers the ability for PROBATION to establish user-defined report templates 
that include, but are not limited to letters, forms, and court reports.  These templates are in Microsoft 
Word and thus would enable PROBATION users to create their own templates – without Tyler – and insert 
tokens/tags which correspond to specific data fields in stored within the Tyler Supervision application.   

The sample report template below highlights in yellow example tokens that can be substituted with actual 
data from the system to produce reports with live information.  PROBATION will be able to create their 
own report templates and Tyler will provide training to PROBATION as part of the implementation project. 

 
In addition to user-defined forms and letters, Tyler customers can also modify any existing forms and 
letters themselves at no additional cost – including forms and letters that Tyler has pre-built and others 
that existing clients have already established, such as Alameda County Probation Department forms.    
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If a customer decides that they wish for Tyler to build a custom report from scratch as part of their project, 
it typically involves an average of around 4 hours of effort, depending on the complexity of the report.  At 
Tyler’s BAFO rate for PROBATION of $155 per hour, this amounts to $620 per report.  It is worth noting 
that Tyler has already included the scope and cost of the creation and deployment of all the PROBATION 
reports listed in the RFP provided with “PRARC-091 Attachment II SampleReportTemplateList.pdf”.  As 
such, Tyler’s proposed implementation project already plans for establishing the reports listed in the RFP, 
and thus those reports would be readily available for use at Go-Live.  After Go-Live, PROBATION will be 
able to create new reports in the future, without Tyler’s assistance.  

Additionally, we are working towards the release of a user-defined statistical reporting tool that 
empowers our clients to build statistical reports for areas such as state reporting and other data-driven 
grid-views of monthly, quarterly, and annual reports.  The image below reflects the configuration screen 
for this soon-to-be-available feature.  
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Tyler Supervision also now includes a new reporting feature that was recently made available to all clients. 
This new feature involves no additional cost and empowers our clients to schedule and deliver statistical 
reports via email.  These reports can be delivered in various formats, including PDF, Excel and DOCX.  The 
image below presents the screen for this new feature.  

 

 
3.2 Report Templates (including but not limited to letters, court reports etc.) if a report template needs to be 

modified, adding a new data field or modifying text, to the new system can PROBATION do that or does 
Tyler have to?  What would be any additional cost?  

Any existing letter or form in the Tyler Supervision application can be modified by PROBATION without 
Tyler’s assistance at no additional cost, if the field already exists within the application.  To expand upon 
Tyler’s response to the previous question 3.1, if by odd chance there is a field or corresponding tag that 
does not yet exist in the Tyler Supervision application, then Tyler would need to create the new field.  The 
costs to do so would be dependent upon the complexity of the modification involved, but we have found 
an average of about 4-hours of effort to add a new field.  At Tyler’s BAFO rate for PROBATION of $155 per 
hour, this amounts to $620 per report.   

For emphasis, as mentioned in our response to the previous question, Tyler already plans for establishing 
all of PROBATION’s reports listed in the RFP as part of the project scope.  Additionally, Tyler Supervision 
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currently contains over 1,700 out-of-the-box report templates in the application today and the number 
continues to grow every week.  As such, Tyler does not anticipate the need for new fields outside of 
what we have already scoped for the PROBATION’s project.  Please note that because the report 
templates are in Microsoft Word, PROBATION can always modify the text, format, or information as the 
user sees fit – without needing assistance from Tyler.  The only prerequisite for our customers is that they 
are using Microsoft Office version 2007 or higher. 

From a technical perspective, designated PROBATION IT staff will also receive ODBC access to both QA 
and Production environments. These instances are milliseconds behind the sourced data and allow 
PROBATION to attach any tool which supports ODBC.  This allows PROBATION to create their own reports 
using an ODBC-compliant report writer and maintain these reports outside of the Tyler Supervision 
application, as needed.   

 

3.3 If new local, state, or federal laws change requiring new tracking or modifications to the system how does 
Tyler implement these changes with different counties? What is the cost to PROBATION for law changes?  
As an example, please provide the cost incurred by counties for the AB109 implementation.   

Tyler’s approach to implementing changes that affect multiple counties involves a collaborative method 
between Tyler and our customers.  The California Assembly Bill 109 (AB 109), also known as the 
"realignment" bill is a perfect example in that it was a new law that describes a process of significant 
change in the California criminal justice system – and it affected many of our customers.   

For this initiative, Tyler worked directly with multiple customers over several months to build a plan, 
design enhancements to the solution, and then build-out the new features.  As a common practice, when 
we design new features, we account for the potential variability between different counties.  Where 
possible differences exist, Tyler incorporates configurable options in its software to ensure that our 
customers can customize their solution as closely as possible to their unique business needs.  

To date, Tyler has been successful in designing and building software that is highly configurable so that 
customers of varying sizes, priorities, and political drivers can all use our software and use configuration 
to tailor their Tyler system to their unique business processes.  Tyler’s existing customer base in 
California, as depicted in Figure 3.3.1 below, is a testament to our success in providing solutions to 
different counties1.   

 

1 The California map presented herein has been updated to reflect the three new customers that have joined the 
Tyler family since Tyler’s original RFP response to PROBATION, submitted in September 2019: notably the superior 
courts of Mendocino, Shasta, and Contra Costa counties. 
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Figure 3.3-1 – The California Odyssey and Tyler Supervision Community 

 
 

We believe that collaborating with our customers is important for change-in-law type of initiatives 
because the introduction of such changes often involve many grey areas and unknown variables.  Often, 
one county may interpret the new law differently from another county.  Tyler takes an approach that 
strives for as much commonality as possible.  For example, all our state-level processes, forms, and reports 
are designed with a common foundation, but offers configurable options at a county-by-county level.  
Leading our customers towards a solution and incorporating their input into the solution design is the best 
– and in our humble opinion – the only way to achieve success.   

From a cost perspective, PROBATION benefits from Tyler’s Evergreen Philosophy, and so it would be 
unlikely that there would be a future law change scenario that requires funding from our customers.  
Because AB 109 occurred several years ago, prior to CaseloadPRO becoming a part of the Tyler justice 
solution framework, some of the costs to establish the new AB 109 features were funded by several 
counties.  Today, now that CaseloadPRO is called Tyler Supervision and is part of the Tyler portfolio of 
solutions, our customers benefit from Tyler’s legislative change support that is part of our Evergreen 
model.  This support is funded by a percentage of the total Annual Maintenance Fees for the Licensed 
Software paid by all Tyler clients in California during such calendar year.   

As shown in Figure 3.3.1 above, Tyler customers in California benefit from having a large customer base 
that is inclusive of justice agencies with very large annual maintenance fees, including the Los Angeles 
Superior Court and San Diego Superior Court.  By virtue of having Tyler customers in 35 California counties 
and growing, it is unlikely that there would be a future legislative change scenario that is not already 
covered by Tyler’s legislative change support in California.  This significantly reduces risk – and potential 
future costs, for the Riverside Probation County Department.  
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3.4 What if PROBATION desires additional changes than other counties? 

Tyler fully expects that PROBATION would have additional changes that differ from other counties, given 
the Riverside County Probation Department’s unique size, legacy systems, and business processes.  Within 
the Tyler Supervision application, we offer client-specific features.  For PROBATION, we would establish 
Riverside-specific features in the implementation – based on the requirements identified in the RFP.  This 
is a common approach and Tyler is very experienced with establishing successful and individualized 
solutions for probation departments across the country.  With their client-specific features, our clients 
can see, access, and use their own unique features, including letters, forms, reports, screens, fields, and 
alerts.  

Tyler Technologies is exclusively qualified to accommodate PROBATION’s unique changes, because the 
Tyler Supervision system is extremely flexible, and Tyler Technologies is very experienced with large and 
highly complex county government justice agencies2.  Given that Tyler Supervision is currently installed in 
over a hundred client sites across 25 states and thousands of users, we believe that our market-leading 
customer base is a testament to the flexibility of our solution, as well as our company’s ability to establish 
personalized solutions to a variety of customers.   

 

*  *  *  *  * 

We hope that Tyler’s clarifications provided herein are informative and answer the PROBATION questions.  
However, we understand that written responses can sometimes offer insufficient clarity.  As such, Tyler 
would like to extend an offer to conduct an open Questions and Answers (Q&A) session with PROBATION 
to answer any outstanding questions PROBATION might have.   

Tyler can conduct the open Q&A either online or on site at the PROBATION’s facilities.  Tyler would involve 
key resources and be prepared to show specific areas of the Tyler Supervision application, as needed.  If 
this is of interest, we would be happy to work with you to look at potential date / time options for 
scheduling this session.  Ultimately, we want to make sure that the PROBATION Evaluation Team has all 
their questions answered, and that we are providing as clear as possible responses to their inquiries.   

 

2 Tyler Technologies’ Justice Solutions currently serve 7 of the top 10 largest counties in the United States, by 
population.  Tyler is, without question, the market leader for high-complex justice projects in large counties. 
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3.0 BAFO Price Structure: 
Tab H Cost Proposal 

In this section, please complete and include the Cost Proposal Sheet, include an itemized cost 
breakdown for each application system proposed and place in a sealed envelope, and include 
only in the Original Proposal (Do Not provide in the copies of your bid submission). Cost 
Proposals will be opened after the technical evaluation of the proposals has been completed. The 
County reserves the right to negotiate final fees with the selected Contractor(s). Proposals must 
fully describe all costs and charges to County as part of this service/project. As stated in the Cost 
Proposal, bidders must provide fully inclusive blended rates, which are inclusive of all the bidder’s 
project-related or supported expenses, including travel expenses. Expenses not included in the line 
item cost breakdown will not be reimbursed. Bidders may also include any other documents as 
information to further explain the proposed costs.  
 
 
H1.0 CMS SYSTEM: TOTAL UNIT OF SERVICE COST AND TOTAL PROJECT 
COST: 
 

Proposed 
Service 

 
Description 

 
Total Cost 

Materials 

Tangible goods including, but not limited to: 
• Hardware 
• Software 
• Materials 
• Shipping and handling 
• Tax, etc.  

 

• $ 0 
• $ 0 
• $ 0 
• $ 0 
• $ 0 

Services 

All services for turn-key system including, 
but not limited to: 

• Labor 
• Installation 
• Data migration 
• Implementation 
• Configuration 
• Testing 
• Initial Training, 
• Training, etc.  

 

 
• $ 35,910 
• $ 3,100 
• $ 116,250 
• $ 244,800 
• $ 22,320 
• $ 0 
• $ 5,800 
• $ 23,200 

Customization Customization requests including, but not 
limited to: 

 
 
 



County of Riverside, California 
Client Management System Application  

Replacement Project RFP #PRARC-091 RFC-1 
 

 

 Best and Final Offer  Page | 2 

 

• Screen Changes 
• Adding a new Screen 
• Adding/Modifying Codes 
• Adding/Modifying Report Templates 
• Adding/Modifying Reports 
• Adding/Modifying automated 

processes 
• Adding/Modifying system interfaces 
• Additional Training requested 

 

 
 
 
 
• $ 894,350 

 

Escrow and 
Financing: 

Provide Escrow and Financing Options if 
applicable. $ N/A 

Other:  Miscellaneous tangible good or services. $ N/A 

Support and 
Maintenance 

Total five (5) year cost of support and 
maintenance for hardware and/or software.  
 

$ 5,088,822 

 CMS SYSTEM TOTAL PROJECT COST, 
NOT TO EXCEED AMOUNT $ 6,434,552 

 

H1.1  CMS System Itemized Cost Breakdown: The requested information should be provided 
on company letterhead or in a format acceptable to the Bidder and easily read by the County. This 
information MUST be included in Tab H of the proposal submission (in the Original Proposal 
ONLY) to be considered responsive to the request. The itemized cost breakdown should include 
itemized cost for goods (if any) and services, including hourly rates for future professional 
services, total cost of application(s) with licensing costs and ongoing support for hardware and/or 
software for five years, etc.  

H1.2 CMS System Milestone Payment Schedule: The requested information should be 
provided on company letterhead or in a format acceptable to the Bidder and easily read by the 
County. This information MUST be included in Tab H of the proposal submission (in the Original 
Proposal ONLY) to be considered responsive to the request. Proposed milestone payment schedule 
is for informational purposes only and is subject to change based on the best interest of the County 
during contract negotiations.    

Insert CMS System Cost breakdown and milestone payment schedule 

BIDDER’S RESPONSE: Per the RFP instructions, please find below the itemized cost proposal 
breakdown and milestone payment schedule for implementing our proposed Tyler Supervision solution 
for the Riverside County Probation Department on the following pages.  The pricing provided below is 
our all-inclusive pricing for all software, maintenance & support, and professional services necessary 
to establish a modern and successful probation Client Management System for your Department.  
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For this Best and Final Offer (BAFO), Tyler has reduced the CMS Total Project Cost, not to exceed 
amount by $490,885 over the five-year period.  We achieved this cost reduction through reduced hourly 
rates and reduced incremental increases year-over-year for the annual support and maintenance.   

The reduced hourly rates are reflected in the implementation and customization costs in the tables 
below, where we reduced the rates by $15 per hour for project management; $10 per hour for data 
conversion, configuration, and customization; and $5 per hour for training and go-live support.  
Additionally, Tyler’s standard practice is to increase our annual Maintenance and Support (M&S) by 
5% every year.  However, to help demonstrate our commitment to the Riverside County Probation 
Department, for this BAFO, Tyler has fixed the Department’s annual SaaS fees for the first 3 years, and 
then only increased the fees by 4% in years 4 and 5 – a full 1% less.  These efforts result in nearly half 
a-million dollars in reductions over the 5-year Total Cost of Ownership (TCO). 

Tyler Supervision Implementation Costs 

One-Time Costs  Price QTY Cost 

Setup Services    

Project Management 
Project Management Services for 1.5-year Supervision 
Project. 

$170 1440 hours  $244,800 

Data Conversion 
Data conversion from legacy system to Tyler Supervision.  

$155 750 hours $116,250 

Deployment Setup 
This is a one-time fee for the provisioning of space on Tyler 
Supervision servers. 

$155 20 hours  $3,100 

Custom Reports 
Fees for the creation and deployment of the custom reports 
listed in the attachments provided with Addendum #2. 
 

$155 450 hours $69,750 

Customization Development 
This is a one-time fee to complete all the customization 
items identified in the RFP.  Please refer to the “Itemized 
Customization” on the next page. 

$155 4600 hours  $713,000 

Interfaces Development 
This is a one-time fee to complete all the customization 
identified in the RFP.  Please refer to the “Itemized 
Customization” on the next page. 

$155 720 hours  $111,600 
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Setup, Configuration, and Consulting 
One-time fee to update system lookup tables and system 
configuration. 

$155 144 hours $22,320 

Training 
Train-the-Trainer model that involves training staff from 
Riverside County Probation Department who will be 
responsible for training the user community on the system 
application. 

$145 40 hours $5,800 

Go-Live Assistance 
Additional Tyler staff to assist with transition to new system. 

$145 160 hours $23,200 

Project Expenses 
Project costs for Tyler team over duration of the project 
including travel, lodging, per diem, etc. 

N/A N/A $35,910 

 
One-Time Implementation Cost Subtotal: $1,345,730 

 

Recurring Costs  Rate Cost 

Subscriptions   

Case Management User – All Divisions 
A user shall be defined as any individual person who has an active login to 
access any areas of Tyler Supervision with Add, Edit, Modify and Delete 
permissions. 

Annual software fees are inclusive of software, hosting fees, maintenance & 
support, and disaster recovery.  Annual fees are due annually in advance. The 
first annual payment will be due upon contract execution. Annual fees will be 
fixed for the first three years, and then increase annually by 4% at the third 
anniversary of the contract execution date.   

Enterprise $993,600 
per year 

Case Management User – Read Only 
A user shall be defined as any individual person who has an active login to 
access any areas of Tyler Supervision and can only read data. The user can 
cannot run or generate reports. 

Unlimited $0 
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Optional Supporting Products 

Appointment Reminder 
Tyler Supervision’s Appointment Reminder system automatically contacts 
offenders the day before the appointment or hearing. With a gentle reminder 
the day before the event, offenders are more likely to appear, allowing your 
officers to capture countless hours of lost time.   

Telephone or 
Text: 

$0.40 an 
appointment 

Based on 
Usage 

Offender Telephone Check-in 
Voice Biometric telephone check-in completed using our automated Interactive 
Voice Response(IVR) system. Recorded Audio. Custom Interview questions. Fully 
integrated with CMS. Higher frequency check-in (weekly) using the latest 
interactive telephone technologies, officers can stay linked to their clients by 
voice biometric check-ins. 

Monthly: 
$4.00/month  

Weekly: 
$6.00/month  

 

Based on 
Usage 

Electronic Monitoring  
Utilizing proven hardware of Satellite Tracking of People LLC (STOP) or Track 
Group Bracelet and Beacon devices that are ultra-reliable and provide highly 
accurate data which virtually eliminates false alerts. GPS Active Monitoring. 
Includes a location ping every minute and data is sent to the server every 10 
minutes. Includes devices, straps, charges, RF Box, 2-day shipping. 20% shelf.  

Tyler Supervision is the only solution that is device agnostic, so customers can 
use a mix of existing hardware devices and add new ones from another GPS 
hardware company as they see fit – a significant benefit to big probation 
departments that have a need to monitor a large population of offenders. 

$4.75 per day Based on 
Usage 

Electronic Monitoring Call Center (optional)*  
Call Center Hours are 6:00AM – 12:00 AM, 7 days a week 

$1.00 per day Based on 
Usage 

 
Recurring Annual Fee Total               $993,600 + Options 

 

Itemized Customization 
The table below presents cost for the various customization requiring software development requested 
by the Riverside County Probation Department. The Probation Department may choose all, or a subset, 
of the following items at the Probation Department’s discretion based on priorities and/or available 
budget.  Tyler welcomes the opportunity to have further discussion with the Probation Department to 
assist with any prioritization and planning of these items.  

 



County of Riverside, California 
Client Management System Application  

Replacement Project RFP #PRARC-091 RFC-1 
 

 

 Best and Final Offer  Page | 6 

 

One-Time Costs      Rate  QTY Cost 

Custom Development     

The CMS system integrates with an in-house mobile application (Mo-Fi), 
Facilities Dashboard, Kiosk application, which was launched in 2010, and a Law 
Enforcement Portal (LEP) web-application which is used by all law enforcement 
agencies within Riverside County. 
 
Current List of Agency’s Intra-County integrations: 
1. Riverside Sheriff Office – Stations – Law Enforcement Portal 
2. District Attorney – Law Enforcement Portal 
3. Riverside County Courts – Financial billing, Restitution Information, Address 
Information 
4. Riverside County Police Agencies- Law Enforcement Portal  
5. Transportation Land Management Agency- Address Information 
6. Address Mapping- Provides maps to client’s residences 
7. Registrar of Voters- Link to website for district information 
8. Riverside University Health System (RUHS) – Hospital – Institutional Facilities 
Health Information 
9. Behavioral Health – In Custody Information 
10. Riverside County Office of Education- School information and Juvenile Hall 
Bookings 
 
Vendor interfaces: 
1. NaphCare/TechCare: In Custody & Medical Information 
2. Northpointe: Assessment information 
3. JBI/Medi-log: Time Study information 
 
The system shall allow for various bi-directional interfaces including change 
data capture capabilities with other systems, agencies, and/or entities, 
including but not limited to the following list:  
1. Riverside County District Attorney 
2. Riverside County Sheriff’s Office 
3. Riverside Superior Court (E-court) 
4. Riverside County Office of Education 
5. Riverside County Mental Health 
6. Riverside County Public Health 
7. California Department of Justice 
8. Juvenile Court and Probation Statistical System (JCPSS) 
9. Riverside County Department of Social Services 
10. California Department of Corrections & Rehabilitation (CDCR) 
 
Alternatively, for the same cost, Tyler is offering PROBATION a separate 
approach that involves the purchase of one-time software license for the Tyler 
Supervision Integration Toolkit. Tyler will include training on the Integration 
Toolkit as part of the software license purchase. With the Integration Toolkit, 
the Riverside County IT team will build the interfaces listed in the RFP.  

$155 720 
hours 

$111,600 
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Licensing the Integration Toolkit also enables the Riverside County IT team to 
build any other future interfaces without Tyler. 

E1.4 d Integration with Active Directory to enable self-service features (e.g., 
password resets, single sign on)  

$155     300 
hours 

$46,500 

E3.1 (g) The system shall be flexible and configurable, allowing it to function 
under multiple or changing business models. This includes capabilities to 
customize, modify, and remove user-defined data elements to screens and 
reports.  

$155 240 
hours 

$37,200 

E3.3 (a)  Additionally, the system must allow the agency to flag/un-flag certain 
records for litigation holds and include or exclude certain records from any 
programmatic purge routine.  

$155 80 
hours 

$12,400 

E3.3 (d) The system shall allow configurable rules for each transaction type, 
which determine whether data is required, optional, or not allowed.  

$155 160 
hours 

$24,800 

E3.3 (m) The system shall allow the agency to add, edit, remove, or hide data-
entry fields and their labels in all modules/screens of the user interface, and 
the ability to add, modify, remove, or hide rules/validations for each data-field. 

$155 200 
hours 

$31,000 

E3.3 (p) The system shall allow agency personnel to print any data maintained 
in the system with a department specified watermark, either from the 
application or directly from the database via query or through other reporting 
services.   

$155 80 
hours 

$12,400 

E3.3 (t)   Appointments/Calendar to sync with Microsoft Outlook  $155 320 
hours 

$49,600 

E3.4(j) The system shall have an integrated E-filing System which will allow 
documents to be directly filed with, but not limited to, the following agencies: 
Riverside Superior Court, Riverside County District Attorney, Riverside County 
Public Defender, and private defense attorneys.  

$155 120 
hours 

$18,600 

E3.10 (a). The proposed system will notify PROBATION staff, based on their 
role, of areas of concern including but not limited to:  
Data entry errors that need to be corrected   
Data entries that need to be reviewed/confirmed  
Customizable alerts set by PROBATION  

$155 80 
hours 

$12,400 

E3.19 (b) The system shall automatically escalate or route workflow 
assignments to an alternative approver, based on the expiration of user-
defined action time limit or other means.  

$155 80 
hours 

$12,400 

E3.20 (a).   The proposed system will allow PROBATION staff, based on role, to 
run queries for data and customize their own ad-hoc reports. Queries will 
include but are not limited to:  
Queries have a “Google-like” ability to ask questions of all data entered in 
system including contacts, notes, and comments.  

$155 1000 
hours 

$155,000 
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E4.1 (b) The system should support both application and batch entry of data 
and allow complete validation and editing of data at the point of entry.  
PROBATION will define data validation points.  

$155 360 
hours 

$55,800 

E4.1 (d) The system should be able to identify, purge and restore data, 
including archived data, within a user-defined time and criteria.  

$155 80 
hours 

$12,400 

E4.2 (a) The system shall integrate error messages with online help function.  $155 160 
hours 

$24,800 

E4.2 (b) The system should provide configurable application help for the user's 
current menu, screen, and field(s).  

$155 160 
hours 

$24,800 

E4.4 (b) The system should provide interfaces with multiple directories for 
authentication and authorization of security groups/roles, using Active 
Directory integration.  

$155 300 
hours 

$46,500 

E4.7 (a). The system should offer the ability to track inventory and assigned 
location/assigned user based on barcode systems. Specific items desired to be 
tracked include, but are not limited to:  
Equipment assigned to staff  
Evidence and property, such as personal belongings kept for safekeeping, 
including when these items were returned/destroyed  
Files  
Items provided to clients/minors  

$155 120 
hours 

$18,600 

E5.0 (b) The system should support a configurable logon banner for displaying 
the agency "branding" (logo, color schemes, user warnings, and messages, 
acceptable use policies and/or other messages.  

$155 40 
hours 

$6,200 

E5.1 (a) The system should allow access control changes to have future 
effective dates by authorized users.  This includes but is not limited to caseload 
assignment, and location changes.  

$155 80 
hours 

$12,400 

E5.4 (a). It is desirable that the proposed system allow integration with the 
following technologies:  
Electronic signature (integration must be listed on the California Approved List 
of Digital Signature Certification Authorities 

$155 200 
hours 

$31,000 

E5.5 (a). It is desirable that the proposed system have a robust workload and 
time-tracking component for PROBATION staff (sworn and non-sworn).  This 
tracking will include time spent completing functions, number of functions 
completed, and average time spent. 

$155 120 
hours 

$18,600 

E2.3 - Store Biometrics Information $155 40 
hours 

$6,200 

E3.3 (f) - Ability to Archive….not Seal or Expunge. $155 200 
hours 

$31,000 
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E2.3 Ability to change the Input Values on our "Medicaid Time Sheet" per 
tenant.   

$155 80 
hours 

$12,400 

 
Total:               5,320 hours / $824,600 

 

5-year Total Project Cost 
For convenience, we have provided a 5-year total project cost in the table below. 

Project Costs  Cost 

Software 
Annual software fees are inclusive of software, hosting fees, maintenance & 
support, and disaster recovery. 

 

Year 1  $993,600  

Year 2 $993,600  

Year 3 $993,600  

Year 4 $1,033,344 

Year 5 $1,074,678 

Implementation + Customization $1,345,730 

TOTAL $6,434,552 

 

Payment Milestone Schedule 
The payment milestone schedule for the annual software fees is provided in the table below. 

Year Amount Invoice Date 

Year 1 $993,600  Contract Execution 

Year 2 $993,600  Contract Execution + 1 year 

Year 3 $993,600  Contract Execution + 2 years 
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Year 4 $1,033,344 Contract Execution + 3 years 

Year 5 $1,074,678 Contract Execution + 4 years 

 

The payment milestone schedule for the one-time implementation costs provided in the table below 
corresponds to the Project Schedule of the Gantt Chart provided in “Attachment 5” located in Tab G. 

Estimated 
Date 

Deliverable Description Amount 

3/6/2020 2.1.1 Tenant Dev Setup $29,612 

7/17/2020 2.2.2 Initial Setup Configuration $29,612 

8/3/2020 2.2.3 Initial Setup User Credentials $29,612 

2/1/2021 3.1.1 Convert source data to Tyler Supervision $44,418 

2/26/2021 3.1.2 Data Review Completion $44,418 

7/31/2020 2.2.2 Application Training for Administrators $29,612 

7/31/2020 2.2.2 Configuration Training for Administrators $29,612 

12/1/2020 4.1.2 System Customization Delivery (75%) $405,480 

9/1/2020 4.1.2 Report Customization Delivery (75%) $405,480 

3/30/2021 4.1.2 Development and Report Customization Completion 
(100%) 

$202,740 

4/13/2021 5.2.1 Train the Trainer Delivered $29,612 

6/10/2021 5.4.1 Go-Live $65,522 

  TOTAL $1,345,730 
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Summary 
Tyler has prepared a comprehensive proposal that will fully meet the needs of the Riverside County 
Probation Department, while also being mindful of the funding available in today’s economic climate. 
Tyler’s proposal includes an economical cloud-based, vendor-hosted “Software as a Service” (SaaS) pricing 
for the Tyler Supervision solution, eliminating the need for the Riverside County Probation Department to 
procure, install, or maintain infrastructure hardware on site for the solution.  

Tyler is uniquely qualified to assist the Riverside County Probation Department with this project as our 
justice solutions currently serve 34 of the 58 counties in California and over 70% of the State’s population.  
California is very important to Tyler and we continue to make substantial investments into our software 
products, resources, and staffing to meet the specific needs of the State.  Tyler is committed to the success 
of our customers in California and we look forward to the opportunity of partnering with the Riverside 
County Probation Department on this most important project. 
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