








 LETTER OF TRANSMITTAL 

 November 17th, 2022 

 National Cooperative Purchasing Alliance 
 Region 14 Education Service Center 

 Passport Labs Inc. (“Passport”), is pleased to present a proposal for the  National Cooperative 
 Purchasing Alliance (“NCPA”) Parking Enforcement Software and Equipment, RFP #42-22  . 
 Passport has proudly provided parking and mobility services as part of NCPA. Throughout this time 
 period, Passport has leveraged NCPA to engage and secure multiple client relationships. 

 Today’s mobility landscape, including parking, is changing faster than Cities are able to procure solutions 
 to solve emerging challenges. It is critical that each Agency hires technology partners to help insulate 
 them from the rapid pace of change by leveraging the vendor’s ability to innovate in lock step. Passport is 
 uniquely positioned to provide its clients that capability with its technology, resources and team. With 
 parking enforcement technology being the backbone of a mature curbside management program, the 
 greatest risk to Cities is not in a potential transition to a new vendor, it is in the status quo. NCPA offers a 
 unique option for municipalities to engage with innovative vendors such as Passport in a more expedient 
 manner than traditional procurement. 

 Client Focused 
 Passport is the leading provider of Enforcement and Permitting solutions. Passport serves over 600 
 clients, ranging from municipalities to universities, with our cloud-based, innovative Enforcement and 
 Permitting solutions. We recognize the needs of each Agency’s Parking Enforcement Services are unique 
 to its operation and require a system specifically tailored to meet those needs. Our cloud-based 
 enforcement and permitting solution provides unique flexibility for clients to configure and deploy in a way 
 that best meets their needs. We directly invest in a talented Client Success organization that partners with 
 each client to ensure they are continually using the system in the most optimal fashion. Our team of 
 parking professionals, including our client success organization, has in-depth familiarity and experience in 
 how clients can best leverage our solutions to advance their enforcement and permitting requirements. 

 Innovation: Secure, Cloud-Based Platform 
 Passport is unique in the fact that we can deliver an end-to-end digital parking management platform for 
 our clients.  Passport is able to digitize a client’s parking, payments and enforcement operation all 
 aggregated into one secure, cloud-based platform. 

 Passport’s secure, cloud-based platform provides clients the ability to unify all aspects of parking 
 operations - enforcement, permitting, and payments - into a single source-of-truth. Passport’s platform 
 provides our clients the ability to easily aggregate reporting and analytics across multiple service lines. 
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TAB 1 
MASTER AGREEMENT - GENERAL TERMS AND CONDITIONS 
 
 
Customer Support 
The vendor shall provide timely and accurate technical advice and sales support. The vendor 
shall respond to such requests within one (1) working day after receipt of the request. 

 
 

Disclosures 
Respondent affirms that he/she has not given, offered to give, nor intends to give at any time 
hereafter any economic opportunity, future employment, gift, loan, gratuity, special discount, 
trip, favor or service to a public servant in connection with this contract.  
 
The respondent affirms that, to the best of his/her knowledge, the offer has been arrived at 
independently, and is submitted without collusion with anyone to obtain information or gain any 
favoritism that would in any way limit competition or give an unfair advantage over other 
vendors in the award of this contract. 
 
 
Renewal of Contract 
Unless otherwise stated, all contracts are for a period of three (3) years with an option to renew 
for up to two (2) additional one-year terms or any combination of time equally not more than 2 
years if agreed to by Region 14 ESC and the vendor. 

 
 

Funding Out Clause 
Any/all contracts exceeding one (1) year shall include a standard “funding out” clause. A 
contract for the acquisition, including lease, of real or personal property is a commitment of the 
entity’s current revenue only, provided the contract contains either or both of the following 
provisions: 
 
Retains to the entity the continuing right to terminate the contract at the expiration of each 
budget period during the term of the contract and is conditioned on a best efforts attempt by the 
entity to obtain appropriate funds for payment of the contract. 

 
 

Shipments (if applicable) 
The awarded vendor shall ship ordered products within seven (7) working days for goods 
available and within four (4) to six (6) weeks for specialty items after the receipt of the order 
unless modified. If a product cannot be shipped within that time, the awarded vendor shall notify 
the entity placing the order as to why the product has not shipped and shall provide an 
estimated shipping date. At this point the participating entity may cancel the order if estimated 
shipping time is not acceptable. 
 
 
Tax Exempt Status 
Since this is a national contract, knowing the tax laws in each state is the sole responsibility of 
the vendor. 
 



 

Payments 
The entity using the contract will make payments directly to the awarded vendor or their 
affiliates (distributors/business partners/resellers) as long as written request and approval by 
NCPA is provided to the awarded vendor. 
 
 
Adding Authorized Distributors/Dealers  
Awarded vendors may submit a list of distributors/partners/resellers to sell under their contract 
throughout the life of the contract. Vendor must receive written approval from NCPA before such 
distributors/partners/resellers considered authorized.  
 
Purchase orders and payment can only be made to awarded vendor or distributors/ business 
partners/resellers previously approved by NCPA.  
 
Pricing provided to members by added distributors or dealers must also be less than or equal to 
the pricing offered by the awarded contract holder.  
 
All distributors/partners/resellers are required to abide by the Terms and Conditions of the 
vendor's agreement with NCPA. 
 
 
Pricing 
All pricing submitted shall include the administrative fee to be remitted to NCPA by the awarded 
vendor. It is the awarded vendor’s responsibility to keep all pricing up to date and on file with 
NCPA.  
 
All deliveries shall be freight prepaid, F.O.B. destination and shall be included in all pricing 
offered unless otherwise clearly stated in writing 
 
 
Warranty 
Proposal should address the following warranty information:  

• Applicable warranty and/or guarantees of equipment and installations including any 
conditions and response time for repair and/or replacement of any components during 
the warranty period. 

• Availability of replacement parts 
• Life expectancy of equipment under normal use 
• Detailed information as to proposed return policy on all equipment 

 
Products: Vendor shall provide equipment, materials and products that are new unless 
otherwise specified, of good quality and free of defects 
Construction: Vendor shall perform services in a good and workmanlike manner and in 
accordance with industry standards for the service provided.  
 
 
Safety 
Vendors performing services shall comply with occupational safety and health rules and 
regulations. Also all vendors and subcontractors shall be held responsible for the safety of their 
employees and any conditions that may cause injury or damage to persons or property. 
 



 

 
Permits 
Since this is a national contract, knowing the permit laws in each state is the sole responsibility 
of the vendor. 
 
 
Indemnity 
The awarded vendor shall protect, indemnify, and hold harmless Region 14 ESC and its 
participants, administrators, employees and agents against all claims, damages, losses and 
expenses arising out of or resulting from the actions of the vendor, vendor employees or vendor 
subcontractors in the preparation of the solicitation and the later execution of the contract. 
 
 
Franchise Tax 
The respondent hereby certifies that he/she is not currently delinquent in the payment of any 
franchise taxes. 

 
 

Supplemental Agreements 
The entity participating in this contract and awarded vendor may enter into a separate 
supplemental agreement to further define the level of service requirements over and above the 
minimum defined in this contract i.e. invoice requirements, ordering requirements, specialized 
delivery, etc. Any supplemental agreement developed as a result of this contract is exclusively 
between the participating entity and awarded vendor.  

 
 

Certificates of Insurance 
Certificates of insurance shall be delivered to the Public Agency prior to commencement of 
work. The insurance company shall be licensed in the applicable state in which work is being 
conducted. The awarded vendor shall give the participating entity a minimum of ten (10) days 
notice prior to any modifications or cancellation of policies. The awarded vendor shall require all 
subcontractors performing any work to maintain coverage as specified. 
 
Legal Obligations 
It is the Respondent’s responsibility to be aware of and comply with all local, state, and federal 
laws governing the sale of products/services identified in this RFP and any awarded contract 
and shall comply with all while fulfilling the RFP. Applicable laws and regulation must be 
followed even if not specifically identified herein. 
 
 
Protest 
A protest of an award or proposed award must be filed in writing within ten (10) days from the 
date of the official award notification and must be received by 5:00 pm CST.  Protests shall be 
filed with Region 14 ESC and shall include the following: 

• Name, address and telephone number of protester 
• Original signature of protester or its representative 
• Identification of the solicitation by RFP number 
• Detailed statement of legal and factual grounds including copies of relevant documents 

and the form of relief requested 
 



 

Any protest review and action shall be considered final with no further formalities being 
considered. 

 
 

Force Majeure 
If by reason of Force Majeure, either party hereto shall be rendered unable wholly or in part to 
carry out its obligations under this Agreement then such party shall give notice and full 
particulars of Force Majeure in writing to the other party within a reasonable time after 
occurrence of the event or cause relied upon, and the obligation of the party giving such notice, 
so far as it is affected by such Force Majeure, shall be suspended during the continuance of the 
inability then claimed, except as hereinafter provided, but for no longer period, and such party 
shall endeavor to remove or overcome such inability with all reasonable dispatch.  
 
The term Force Majeure as employed herein, shall mean acts of God, strikes, lockouts, or other 
industrial disturbances, act of public enemy, orders and regulation of any kind of government of 
the United States or any civil or military authority; insurrections; riots; epidemics; pandemic; 
landslides; lighting; earthquake; fires; hurricanes; storms; floods; washouts; droughts; arrests; 
restraint of government and people; civil disturbances; explosions, breakage or accidents to 
machinery, pipelines or canals, or other causes not reasonably within the control of the party 
claiming such inability. It is understood and agreed that the settlement of strikes and lockouts 
shall be entirely within the discretion of the party having the difficulty, and that the above 
requirement that any Force Majeure shall be remedied with all reasonable dispatch shall not 
require the settlement of strikes and lockouts by acceding to the demands of the opposing party 
or parties when such settlement is unfavorable in the judgment of the party having the difficulty 
 
 
Prevailing Wage 
It shall be the responsibility of the Vendor to comply, when applicable, with the prevailing wage 
legislation in effect in the jurisdiction of the purchaser. It shall further be the responsibility of the 
Vendor to monitor the prevailing wage rates as established by the appropriate department of 
labor for any increase in rates during the term of this contract and adjust wage rates 
accordingly. 
 
 
Termination 
Either party may cancel this contract in whole or in part by providing written notice. The 
cancellation will take effect 30 business days after the other party receives the notice of 
cancellation. After the 30th business day all work will cease following completion of final 
purchase order. 
 
 
Open Records Policy 
Because Region 14 ESC is a governmental entity responses submitted are subject to release 
as public information after contracts are executed. If a vendor believes that its response, or 
parts of its response, may be exempted from disclosure, the vendor must specify page-by-page 
and line-by-line the parts of the response, which it believes, are exempt. In addition, the 
respondent must specify which exception(s) are applicable and provide detailed reasons to 
substantiate the exception(s).  
 
The determination of whether information is confidential and not subject to disclosure is the duty 
of the Office of Attorney General (OAG).  Region 14 ESC must provide the OAG sufficient 



 

information to render an opinion and therefore, vague and general claims to confidentiality by 
the respondent are not acceptable.  Region 14 ESC must comply with the opinions of the OAG. 
Region14 ESC assumes no responsibility for asserting legal arguments on behalf of any vendor. 
Respondent are advised to consult with their legal counsel concerning disclosure issues 
resulting from this procurement process and to take precautions to safeguard trade secrets and 
other proprietary information. 
 
 
 
  



 

PROCESS 
 
 
Region 14 ESC will evaluate proposals in accordance with, and subject to, the relevant statutes, 
ordinances, rules, and regulations that govern its procurement practices. NCPA will assist 
Region 14 ESC in evaluating proposals. Award(s) will be made to the prospective vendor whose 
response is determined to be the most advantageous to Region 14 ESC, NCPA, and its 
participating agencies. To qualify for evaluation, response must have been submitted on time, 
and satisfy all mandatory requirements identified in this document. 
 
 
Contract Administration 
The contract will be administered by Region 14 ESC. The National Program will be administered 
by NCPA on behalf of Region 14 ESC. 
 
 
Contract Term 
The contract term will be for three (3) year starting from the date of the award. The contract may 
be renewed for up to two (2) additional one-year terms or any combination of time equally not 
more than 2 years.  
 
It should be noted that maintenance/service agreements may be issued for up to (5) years under 
this contract even if the contract only lasts for the initial term of the contract. NCPA will monitor 
any maintenance agreements for the term of the agreement provided they are signed prior to the 
termination or expiration of this contract. 
 
 
Contract Waiver 
Any waiver of any provision of this contract shall be in writing and shall be signed by the duly 
authorized agent of Region 14 ESC. The waiver by either party of any term or condition of this 
contract shall not be deemed to constitute waiver thereof nor a waiver of any further or 
additional right that such party may hold under this contract. 
 
 
Price Increases 
Should it become necessary, price increase requests may be submitted at any point during the 
term of the contract by written amendment. Included with the request must be documentation 
and/or formal cost justification for these changes. Requests will be formally reviewed, and if 
justified, the amendment will be approved. 
 
 
Products and Services Additions 
New Products and/or Services may be added to the resulting contract at any time during the 
term by written amendment, to the extent that those products and/or services are within the 
scope of this RFP. 
 
 
Competitive Range 
It may be necessary for Region 14 ESC to establish a competitive range. Responses not in the 
competitive range are unacceptable and do not receive further award consideration. 



 

Deviations and Exceptions 
Deviations or exceptions stipulated in response may result in disqualification. It is the intent of 
Region 14 ESC to award a vendor’s complete line of products and/or services, when possible. 
 
 
Estimated Quantities 
While no minimum volume is guaranteed, the estimated (but not limited to) annual volume for 
Products and Services purchased under the proposed Master Agreement is $1 billion dollars 
annually. This estimate is based on the anticipated volume of Region 14 ESC and current sales 
within the NCPA program. 
 
 
Evaluation 
Region 14 ESC will review and evaluate all responses in accordance with, and subject to, the 
relevant statutes, ordinances, rules and regulations that govern its procurement practices. 
NCPA will assist the lead agency in evaluating proposals. Recommendations for contract 
awards will be based on multiple factors, each factor being assigned a point value based on its 
importance. 
 
 
Formation of Contract 
A response to this solicitation is an offer to contract with Region 14 ESC based upon the terms, 
conditions, scope of work, and specifications contained in this request. A solicitation does not 
become a contract until it is accepted by Region 14 ESC. The prospective vendor must submit a 
signed Signature Form with the response thus, eliminating the need for a formal signing 
process. Contract award letter issued by Region 14 ESC is the counter-signature document 
establishing acceptance of the contract. 
 
 
NCPA Administrative Agreement 
The vendor will be required to enter and execute the National Cooperative Purchasing Alliance 
Administration Agreement with NCPA upon award with Region 14 ESC. The agreement 
establishes the requirements of the vendor with respect to a nationwide contract effort.  
 
 
Clarifications/Discussions 
Region 14 ESC may request additional information or clarification from any of the respondents 
after review of the proposals received for the sole purpose of elimination minor irregularities, 
informalities, or apparent clerical mistakes in the proposal. Clarification does not give 
respondent an opportunity to revise or modify its proposal, except to the extent that correction of 
apparent clerical mistakes results in a revision. After the initial receipt of proposals, Region 14 
ESC reserves the right to conduct discussions with those respondent’s whose proposals are 
determined to be reasonably susceptible of being selected for award. Discussions occur when 
oral or written communications between Region 14 ESC and respondent’s are conducted for the 
purpose clarifications involving information essential for determining the acceptability of a 
proposal or that provides respondent an opportunity to revise or modify its proposal. Region 14 
ESC will not assist respondent bring its proposal up to the level of other proposals through 
discussions. Region 14 ESC will not indicate to respondent a cost or price that it must meet to 
neither obtain further consideration nor will it provide any information about other respondents’ 
proposals or prices. 
 



 

Multiple Awards 
Multiple Contracts may be awarded as a result of the solicitation. Multiple Awards will ensure 
that any ensuing contracts fulfill current and future requirements of the diverse and large 
number of participating public agencies.  
 
 
Past Performance 
Past performance is relevant information regarding a vendor’s actions under previously awarded 
contracts; including the administrative aspects of performance; the vendor’s history of 
reasonable and cooperative behavior and commitment to customer satisfaction; and generally, 
the vendor’s businesslike concern for the interests of the customer. 
 
 
 
  



 

EVALUATION CRITERIA 
 

 
Pricing (40 points) 
Electronic Price Lists 

• Products, Services, Warranties, etc. price list 
• Prices listed will be used to establish both the extent of a vendor’s product lines, 

services, warranties, etc. available from a particular bidder and the pricing per item. 
 
 

Ability to Provide and Perform the Required Services for the Contract (25 points) 
• Product Delivery within participating entities specified parameters 
• Number of line items delivered complete within the normal delivery time as a percentage 

of line items ordered. 
• Vendor’s ability to perform towards above requirements and desired specifications. 
• Past Cooperative Program Performance 
• Quantity of line items available that are commonly purchased by the entity. 
• Quality of line items available compared to normal participating entity standards. 

 
 
References and Experience (20 points) 

• A minimum of ten (10) customer references for product and/or services of similar scope 
dating within past 3 years 

• Respondent Reputation in marketplace 
• Past Experience working with public sector. 
• Exhibited understanding of cooperative purchasing 

 
 
Value Added Products/Services Description, (8 points) 

• Additional Products/Services related to the scope of RFP 
• Marketing and Training 
• Minority and Women Business Enterprise (MWBE) and (HUB) Participation 
• Customer Service 

 
 

Technology for Supporting the Program (7 points) 
• Electronic on-line catalog, order entry use by and suitability for the entity’s needs 
• Quality of vendor’s on-line resources for NCPA members. 
• Specifications and features offered by respondent’s products and/or services 

 
 

 
 
 
 
 
 
 
 





 

TAB 2 
NCPA ADMINISTRATION AGREEMENT 
 
 
This Administration Agreement is made as of _________________________________, by and 

between National Cooperative Purchasing Alliance (“NCPA”) and 
____________________________________ (“Vendor”). 

 
 

Recitals 
 

WHEREAS, Region 14 ESC has entered into a certain Master Agreement dated 
_______________________, referenced as Contract Number _______________________, by 
and between Region 14 ESC and Vendor, as may be amended from time to time in accordance 
with the terms thereof (the “Master Agreement”), for the purchase of Parking Enforcement 
Software and Equipment; 
 

WHEREAS, said Master Agreement provides that any state, city, special district, local 
government, school district, private K-12 school, technical or vocational school, higher 
education institution, other government agency or nonprofit organization (hereinafter referred to 
as “public agency” or collectively, “public agencies”) may purchase products and services at the 
prices indicated in the Master Agreement; 
 

WHEREAS, NCPA has the administrative and legal capacity to administer purchases 
under the Master Agreement to public agencies; 
 

WHEREAS, NCPA serves as the administrative agent for Region 14 ESC in connection 
with other master agreements offered by NCPA 
 

WHEREAS, Region 14 ESC desires NCPA to proceed with administration of the Master 
Agreement; 
 

WHEREAS, NCPA and Vendor desire to enter into this Agreement to make available the 
Master Agreement to public agencies on a national basis; 
 

NOW, THEREFORE, in consideration of the payments to be made hereunder and the 
mutual covenants contained in this Agreement, NCPA and Vendor hereby agree as follows: 

 
 

General Terms and Conditions 
• The Master Agreement, attached hereto as Exhibit 1 and incorporated herein by 

reference as though fully set forth herein, and the terms and conditions contained therein 
shall apply to this Administration Agreement except as expressly changed or modified by 
this Administration Agreement. 

• NCPA shall be afforded all of the rights, privileges and indemnifications afforded to 
Region 14 ESC under the Master Agreement, and such rights, privileges and 
indemnifications shall accrue and apply with equal effect to NCPA under this 
Administration Agreement including, but not limited to, Contractor’s obligation to provide 
appropriate insurance and certain indemnifications to Region 14 ESC. 

December 1, 2022

December 1, 2022 05-82

Passport Labs, Inc.



 

• Contractor shall perform all duties, responsibilities and obligations required under the 
Master Agreement in the time and manner specified by the Master Agreement. 

• NCPA shall perform all of its duties, responsibilities, and obligations as administrator of 
purchases under the Master Agreement as set forth herein, and Contractor 
acknowledges that NCPA shall act in the capacity of administrator of purchases under 
the Master Agreement. 

• With respect to any purchases made by Region 14 ESC or any Participating Agency 
pursuant to the Master Agreement, NCPA (a) shall not be construed as a dealer, re-
marketer, representative, partner, or agent of any type of Contractor, Region 14 ESC, or 
such Participating Agency, (b) shall not be obligated, liable or responsible (i) for any 
orders made by Region 14 ESC, any Participating  Agency or any employee of Region 
14 ESC or Participating Agency under the Master Agreement, or (ii) for any payments 
required to be made with respect to such order, and (c) shall not be obligated, liable or 
responsible for any failure by the Participating Agency to (i) comply with procedures or 
requirements of applicable law, or (ii) obtain the due authorization and approval 
necessary to purchase under the Master Agreement. NCPA makes no representations 
or guaranties with respect to any minimum purchases required to be made by Region 14 
ESC, any Participating Agency, or any employee of Region 14 ESC or Participating 
Agency under this Administration Agreement or the Master Agreement. 

• With respect to any supplemental agreement entered into between a Participating 
Agency and Contractor pursuant to the Master Agreement, NCPA, its agents, members 
and employees shall not be made party to any claim for breach of such agreement. 

• This Administration Agreement supersedes any and all other agreements, either oral or 
in writing, between the parties hereto with respect to the subject matter hereof, and no 
other agreement, statement, or promise relating to the subject matter of this 
Administrative Agreement which is not contained herein shall be valid or binding. 

• Contractor agrees to allow NCPA to use their name and logo within website, marketing 
materials and advertisement. Any use of NCPA name and logo or any form of publicity 
regarding this Administration Agreement or the Master Agreement by Contractor must 
have prior approval from NCPA. 

• If any action at law or in equity is brought to enforce or interpret the provisions of this 
Administration Agreement or to recover any administrative fee and accrued interest, the 
prevailing party shall be entitled to reasonable attorney’s fees and costs in addition to 
any other relief to which such party may be entitled. 

• Neither this Administration Agreement nor any rights or obligations hereunder shall be 
assignable by Contractor without prior written consent of NCPA, provided, however, that 
the Contractor may, without such written consent, assign this Administration Agreement 
and its rights and delegate its obligations hereunder in connection with the transfer or 
sale of all or substantially all of its assets or business related to this Administration 
Agreement, or in the event of its merger, consolidation, change in control or similar 
transaction. Any permitted assignee shall assume all assigned obligations of its assignor 
under this Administration Agreement. 

• This Administration Agreement and NCPA’s rights and obligations hereunder may be 
assigned at NCPA’s sole discretion, to an existing or newly established legal entity that 
has the authority and capacity to perform NCPA’s obligations hereunder. 

 
 
Term of Agreement 
This Agreement shall be in effect so long as the Master Agreement remains in effect, provided, 
however, that the obligation to pay all amounts owed by Vendor to NCPA through the 



















 ●  Company’s Dun & Bradstreet (D&B) number. 
 07-225-4770 

 ●  Company’s organizational chart of those individuals that would be involved in the 
 contract. 
 A number of Passport teams will be integral to agencies’ success leading up to and following 
 system launch. The teams and leadership that will oversee the operation and performance of 
 Passport’s parking enforcement software and equipment solution are outlined below. 

 Pre-Implementation 

 SALES 
 Passport’s Sales team believes in helping cities, universities, and private operators create more 
 livable, equitable communities. By keeping a pulse on broader market and industry trends, 
 Passport Account Executives will be able to support Agency leaders in understanding how best to 
 leverage the value of Passport’s digital platform. Following award, Account Executives will work 
 with Passport’s other internal departments (e.g. Legal, Product, Support, etc.) to ensure proper 
 communication is in place leading up to implementation. 

 PRODUCT CONSULTANTS 
 Product Consultants’ primary purpose is to educate the Agency on any technical functionality 
 through answering questions, demonstrating features, and offering thoughtful feedback on how to 
 solve the Agency’s issues from a technical perspective. This team will also collaborate with 
 Passport’s other internal departments (e.g. Solutions Engineering, Client Success, Support, etc.) 
 in understanding customer needs to scope desired solutions that are outside of Passport’s 
 standard offering. 

 SOLUTIONS ENGINEERING 
 The Solutions Engineering team analyzes every project prior to implementation, outlining the 
 configurations needed, any custom development beyond configuration, and alternative solutions 
 to true customization. They focus on the “why” and take the time to devise the best solution to 
 meet clients’ needs. This process is a dynamic back-and-forth between Passport and the Agency 
 to fully scope environmental complexities. Throughout this process, the Solutions Engineering 
 team will build the Solutions Design Workbook (SDW) and the Scope of Work (SOW), mentioned 
 in  Tab 5 - Products and Services/Scope  . This allows  for more scalable solutions with realistic 
 timelines and expectations across all stakeholders. 

 Implementation 

 CLIENT IMPLEMENTATIONS 
 Passport’s Client Implementations team has implemented over 800 clients onto Passport’s suite 
 of mobility solutions. This team will work directly with the Agency and its stakeholders to assure a 
 smooth delivery of even the most intricate and complex solutions. They will develop a tailored 
 Project Plan outlining milestones, deliverables, roles, and responsibilities of key internal and 
 external stakeholders as well as manage the technical aspects of the project. Through 
 configuration, testing, training, and launch, Client Implementations will ensure that the solution 
 not only meets the Agency’s expectations but can be properly supported and scaled by Passport. 

 Post-Implementation 
 The Agency will be provided with professional services and support across Passport’s Client 
 Success and Support Services departments. These teams will support the Agency both 
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 match” inputted LPN characters, all help to eliminate the human error associated with 
 issuance. 

 ○  Review & Approval Queues:  Passport’s portal streamlines  the review and approval 
 processes for situations where multiple Agency staff members need to collaborate on 
 citations. For example, Passport's portal offers a Void Queue that enables officers in the 
 field to request a citation void, which then sends the citation into a queue that is visible to 
 supervisors who will then approve or deny the officer’s request. Passport’s portal also 
 offers an Appeals Queue that allows Hearing Officers to identify routed requests and view 
 them by mail-in appeal vs. hearing and by appeal type. These queues will help Agency 
 staff take quick, efficient actions on citations. 

 ○  Reduction in Manual Work:  With digital applications,  online approvals, and the ability to 
 directly communicate with violators via automated delinquency letters, Passport envisions 
 its digital platform helping reduce burdensome tasks for the Agency’s in-office teams. As 
 parking experts, Passport will primarily set up and manage the configurations on behalf of 
 the Agency. This will include the automated settings that will regularly run without any 
 initiation or management required by administrators such as fine escalations, delinquent 
 noticing, scofflaws, and registered owner data retrievals. 

 ○  Extensibility & Uptime:  Passport’s open architecture  environment in conjunction with 
 Amazon’s AWS cloud solution allows Passport to easily scale its suite of products. This 
 extensibility enables Passport’s parking enforcement software and equipment solution to 
 not only efficiently manage an Agency’s current activity volumes but to be able to support 
 the growth of its environment as well. Passport’s cloud-based SaaS system has the 
 capability to successfully support agencies alongside its other clients. For example, 
 Passport processes  

 issued on peak days -- all without any disruptions or delays to other client 
 demands or computing time. 

 ○  Collaborative Analytics:  Passport’s portal will provide  Agency staff with an optimized 
 user experience. With multiple ways and places within the backend system to perform 
 actions (i.e.  Pay/Tag/Adjust Citations, Generate PDF,  Change Citation Status, or Send 
 Letters  ), Passport’s solution creates an efficient  workflow and saves time for Agency 
 users. As described in further detail below, Passport’s solution is synergistic. For 
 example, Agency users with the same rights and access within the portal can share 
 query URLs and schedule/distribution of reports. This use case is just one of many ways 
 that Passport will provide agencies with collaborative analytics for making data driven 
 decisions. 

 With Passport’s digital platform, the Agency will have the tools it needs to manage its business 
 rules and logic, determine eligibility, and ensure compliance 

 ●  Describe how your company will market this contract if awarded. 
 To market its contract with NCPA, Passport will continue to host a custom landing page on its 
 website for NCPA Region 14 Education Services Center affiliates. 
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 Severity 4 – 
 Low 

 Marked by problems or requests 
 that: 

 ●  Are typically questions, 
 requests for information 
 or 

 ●  Requests for rate 
 changes, zone updates, 
 consumables, etc. 

 Upon case creation, Passport will work 
 during normal business hours and use 
 reasonable commercial efforts to correct 
 the problems or fulfill the request within 
 seven (7) days of case creation. 

 While Passport takes steps to ensure that its software solutions are executing efficiently, there are 
 numerous external factors that can impact the latency of any given transaction. These include the 
 user’s hardware or device in which the solution is running, the Wi-Fi and cell provider’s data 
 latency, or the geography in which the software is running can all impact the response time 
 experienced by a user. 

 To contact Support Services: 
 The Agency will have access to live support Monday - Friday 8AM - 7PM EST, with critical-issue 
 support available after hours via answering service. Users can reach Product Support through the 
 following channels: 

 ○  Phone: (980) 939-0990 / After Hours: (866) 815-3043 
 ○  Email:  help@passportinc.com 
 ○  Client Operations Portal: A web-based tool designed to streamline operational requests. 

 Here, Agency users can initiate a support request and track the progress of open 
 requests by clicking their user icon and selecting from multiple filter options from a 
 drop-down menu. 

 The Agency’s dedicated Client Success Manager will also have access to the internal logs used 
 by the Support Services team to track Agency support tickets. This gives them a pulse on Agency 
 satisfaction, an understanding of any issues or concerns, and an opportunity to escalate any 
 tickets that require greater attention. This also enables them to see trends or commonalities in the 
 types of features requests being submitted. Having a thorough understanding of the Agency’s 
 environment, the CSM can use this information to recommend system configurations, features, or 
 products to enhance the Agency’s experience. 

 ●  Green Initiatives (if applicable) 
 ○  As our business grows, we want to make sure we minimize our impact on the 

 Earth’s climate. We are taking every step we can to implement innovative and 
 responsible environmental practices throughout NCPA to reduce our carbon 
 footprint, reduce waste, energy conservation, ensure efficient computing and 
 much more. To that effort we ask respondents to provide their companies 
 environmental policy and/or green initiative. 
 Passport’s solutions are cloud-hosted SaaS products, which require little to no hardware 
 or infrastructure to function properly. In implementing a digitally hosted solution, it 
 reduces the physical components or manpower associated with more traditional 
 solutions, such as meters, pay stations, or permit hang tags. While these options 
 may not appear to have an environmental impact at first glance, there are several 
 components that impact a carbon footprint including regular trips to the meters 
 (maintenance, cash removals/reloads, receipt restocks), printed paper receipts, and 
 eventually defunct equipment contributing to overall waste. Furthermore, physical permit 
 decals that only remain valid for a finite period create additional and unnecessary waste 
 that can be avoided through the use of electronic solutions. 
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 As Passport’s mobile enforcement app and online permit solution are 100% digital, all 
 portions of the solution can be accessed via existing hardware (smartphones/mobile 
 devices for end users and internet-connected handheld devices for Agency staff), all 
 transactions are processed in the cloud, and all receipts are delivered via email. 
 Passport’s enforcement software pulls in payment information to verify compliance and 
 sends citation issuance data to the backend management portal digitally and in real time. 
 This mitigates the need for unnecessary, separate equipment to verify payment or 
 docking stations to upload citations. Also, as available, Agencies can leverage existing 
 Android devices onto which they can download the OpsMan Mobile software. Passport’s 
 solutions not only decrease its own environmental impact but help the clients it serves to 
 reduce their respective carbon footprints or even meet “green” or eco-friendly initiatives 
 by limiting the need for physical infrastructure by using digital solutions. 

 Additionally, Passport incorporates environmentally safe practices into its daily 
 operations, maintaining a recycling program of office paper, hard and soft plastic, glass 
 containers, cardboard boxes, and aluminum cans. 

 ●  Anti-Discrimination Policy (if applicable) 
 ○  Describe your organizations’ anti-discrimination policy. 

 Please see Passport’s anti-discrimination and harassment policy below. 

 Anti-Discrimination and Harassment 
 Employees have the right to work in a professional atmosphere that promotes equal 
 employment opportunities and prohibits unlawful discriminatory practices, including 
 harassment based upon the employees’ race, religion, color, ancestry, national origin, 
 age, gender (including pregnancy, childbirth and/or medical conditions related to 
 childbirth or pregnancy), marital status, military/veteran status, sexual orientation, gender 
 stereotyping, gender identity, genetic information, physical or mental disability, hairstyle or 
 head coverings (including braids, locs, twists, tight coils or curls, cornrows, bantu knots, 
 afros and head wraps), or any other characteristic/status protected by federal, state, or 
 local law. Passport strictly prohibits such discrimination and expects that all relationships 
 among persons in the office, vendors, contractors, and other persons with whom 
 Passport conducts business, will be professional and free of bias, prejudice and 
 harassment. Conduct prohibited by this policy is unacceptable in the workplace and in 
 any work-related setting outside of the workplace, such as during business trips, 
 business meetings, and business-related social events. This policy applies to all 
 employees, applicants for employment, interns, contractors and persons conducting 
 business with the Company. The term “employee” refers to this collective group. 

 Passport encourages reporting of all perceived incidents of discrimination or harassment. 
 It is our policy to promptly and thoroughly investigate such reports in accordance with the 
 reporting procedure set forth below. Passport prohibits retaliation against any individual 
 who reports discrimination or harassment or who participates in an investigation of such 
 reports. 

 DEFINITIONS OF HARASSMENT 
 For the purpose of this policy, harassment is any verbal or physical conduct showing or 
 tending to show animus, bias, or prejudice against an employee (or group of employees) 
 based on any of the protected categories listed in the Equal Employment Opportunity 
 Policy when (1) the conduct is sufficiently severe or pervasive, or (2) if it were to become 
 pervasive, could (a) alter the terms or conditions of employment, (b) create a hostile or 
 abusive work environment, or (c) the conduct could otherwise adversely affect an 
 individual’s employment opportunities. 
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 The following examples of prohibited harassment are intended to be guidelines and are 
 not exclusive when determining whether there has been a violation of this policy: 

 ●  Verbal harassment: Comments that are offensive or unwelcome regarding a 
 person’s race, color, religion, gender, sexual orientation, appearance, gender 
 identity, national origin, age, disability, genetic information, marital status, veteran 
 status, or any other protected status, including epithets, slurs and negative 
 stereotyping. 

 ●  Non-verbal harassment: Distribution, display or discussion of any written or 
 graphic material that ridicules, denigrates, insults, belittles or shows hostility, 
 aversion or disrespect toward an individual or group because of race, color, 
 religion, gender, sexual orientation, appearance, gender identity, national origin, 
 age, disability, genetic information, marital status, veteran status, or any other 
 protected status, including inappropriate material that is placed on walls or 
 elsewhere on the company premises or circulated in the workplace, or 
 communicated via e-mail, instant messaging platform, phone (including voice 
 messages), text message, blogs, social media networking sites, or other means. 

 SEXUAL HARASSMENT 
 Passport is committed to maintaining a workplace free from sexual harassment. Sexual 
 harassment includes, but is not limited to, unwelcome sexual advances, requests for 
 sexual favors, and other unwelcome verbal or physical conduct of a sexual nature when, 
 for example: 

 ●  submission to such conduct is an explicit or implicit condition of employment; 
 ●  submission to or rejection of such conduct is used as the basis for employment 

 decisions; 
 ●  the conduct is based on an employee’s sex, and is sufficiently severe or 

 pervasive, could alter the terms or conditions of employment and create a hostile 
 or abusive work environment; or 

 ●  the conduct could otherwise adversely affect an individual’s employment 
 opportunities. 

 Sexual harassment may include a range of subtle and more overt behaviors and may 
 involve individuals of the same or different gender. Depending on the circumstances, 
 these behaviors may include: unwanted sexual advances or requests for sexual favors; 
 sexual jokes and innuendo; verbal abuse of a sexual nature; commentary about an 
 individual's body, sexual proclivity or sexual deficiencies; leering, whistling or touching; 
 insulting or obscene comments or gestures; display in the workplace of sexually 
 suggestive objects or pictures; and other physical, verbal or visual conduct of a sexual 
 nature. 

 REPORTING UNWELCOME HARASSMENT, DISCRIMINATION, AND 
 RETALIATION 
 Individuals who believe they have been the victims of conduct prohibited by this policy 
 statement or who believe they have witnessed such conduct should submit their 
 concern(s) immediately, regardless of the offender’s identity or position, through one of 
 the following reporting methods: 

 ●  To any member of the People Operations team 
 ●  To the head of the individual’s department 
 ●  Anonymously via Spot - Passport’s misconduct reporting tool 

 Employees who hold People Leader or supervisory positions at Passport are required to 
 report any complaint that they receive, or any harassment they observe or become aware 
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 of, to People Operations. Passport encourages the prompt reporting of complaints or 
 concerns so that immediate and corrective action can be taken to prevent further 
 misbehavior and before professional relationships become irreparably strained. Early 
 reporting and intervention have proven to be the most effective method of resolving 
 actual or perceived incidents of harassment and are strongly encouraged. 

 All complaints will be investigated promptly. The investigation may include individual 
 interviews with the parties involved and, where necessary, with individuals who may have 
 observed the alleged conduct or may have other relevant knowledge regarding the 
 situation. Confidentiality will be maintained throughout the investigatory process to the 
 extent possible, consistent with conducting an adequate investigation and implementing 
 appropriate corrective action. Effective corrective action will be taken whenever 
 harassment is found to have occurred, up to and including termination of employment. 

 Retaliation against an individual for reporting harassment or discrimination or for 
 participating in an investigation of a claim of harassment or discrimination is a serious 
 violation of this policy. No employee shall be subject to adverse action because the 
 employee reports an incident of harassment, provides information, or otherwise assists in 
 any investigation of a harassment complaint. Acts of retaliation should be reported 
 immediately via one of the reporting methods described above and will be investigated 
 and addressed as soon as practicable. 

 False and malicious complaints of harassment, discrimination or retaliation may be the 
 subject of appropriate disciplinary action up to, and including, termination of employment. 

 ●  Vendor Certifications (if applicable) 
 ○  Provide a copy of all current licenses, registrations and certifications issued by 

 federal, state and local agencies, and any other licenses, registrations or 
 certifications from any other governmental entity with jurisdiction, allowing 
 respondent to perform the covered services including, but not limited to, licenses, 
 registrations, or certifications. Certifications can include M/WBE, HUB, and 
 manufacturer certifications for sales and service. 
 Please see the following pages for Passport’s applicable certifications. 
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 typed manually or dictated through the voice-to-text feature for hands-free functionality. From the 
 backend, administrators have access to all notes, and can also enter 
 additional notes following issuance. All notes will include a timestamp 
 and the associated user ID. 

 Evidence is a vital step in ensuring the Agency and citizens have a full 
 picture of where, when, and why violations have been issued. When 
 pursuing an appeal through the customer portal, citizens will be 
 presented with any photographic evidence and external notes 
 associated with the violation. This display of evidence often 
 discourages appeals and instead encourages payment  of the 
 violation. 

 Printing Citations 
 Once all fields have been filled out and evidence and notes have 
 been captured, the officer will select  “Issue Ticket.”  At this juncture, 
 OpsMan Mobile will double check the LPN once more to confirm that 
 a parking or permit purchase was not approved during the issuance 
 process. Then the officer will be required to confirm the citation and 
 select  “Print,”  so that the violation can be printed  onto custom 
 violation paper stock. 

 The software provides alternative actions at this step, including  “Update”  and  “Reissue”  as well as 
 “Void,”  should the officer have issued a citation  in error or wish to dismiss the citation prior to 
 physical issuance, as situations require and according to the Agency’s enforcement policies. 
 Once issued, the corresponding citation information is immediately accessible for Agency 
 querying and processing in Passport’s portal and open for payment on Passport’s customer 
 portal. 

 SUPPORT 
 Passport understands that keeping parking enforcement officers on the street and active is crucial 
 to a successful compliance program. Any bugs or issues while out in the field need to be reported 
 and corrected immediately so that the officers can optimize performance. At the bottom of the 
 menu within OpsMan Mobile, Passport has included a dedicated  “Support”  tab (image 1 below). 
 Once in this section, officers will have immediate access to Passport’s Support team via phone 
 and email. Officers will also be able to submit  “Bug  Reports”  from this screen (image 2 below). 
 These submitted  Bug Reports  will contain all logs  from the officer’s device so that Passport can 
 check the logs to troubleshoot any issue. Prior to submitting the  Bug Report  , a pop-up window will 
 appear for the officer to enter a description of why they are submitting an issue. When new 
 versions of OpsMan Mobile are released a new  “Update”  option in the  Support  section will appear 
 (image 3 below). This area provides a direct link to the Google Play Store to pull down the version 
 update. 
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 Fuzzy Matching 
 To account for human error, Passport uses Fuzzy Matching when an officer enters the LPN. 
 Fuzzy Matching uses character replacement to show exact LPN matches and also matches 
 where the character has been replaced. For example, if the LPN is “0AZ L5Z” and the 
 enforcement officer mistakenly types an “O” instead of “0,” Passport’s Fuzzy Matching system will 
 account for this common mistake and return all LPNs with an active session that begins with 
 either “OAZ” or “0AZ.” The Fuzzy Matching system accounts for common mistakes when using O 
 and 0; I and 1; S and 5; and Z and 2. 

 Predefined Fields 
 Passport’s solution is designed with predefined fields, selection menus, and scofflaw notifications. 
 Passport will work with the Agency to define which characteristics are required by the 
 enforcement officer to issue a citation. Passport requires the License Plate Number, State, and 
 Violation Type to be entered, while the Agency has the choice of making Plate Type, VIN, Make, 
 Model, Color, Officer Beat, Meter Number, Common Notes, Picture Evidence, and others as 
 additionally required fields. In many cases, Passport has been able to speed up the violation 
 issuance process through the inclusion of drop-down fields. For example, when an officer is 
 selecting  “Violation Type”  they will be prompted with  a drop-down list. This list will be populated 
 during implementation to include all the Agency’s violation types and can be ordered from the 
 most common violation type to least common violation types, as a means of eliminating 
 unnecessary scrolling by enforcement officers in the field. 

 ●  Can warnings be issued? 
 Passport’s system supports the issuance of warnings in addition to 
 citations. During the citation information capture section of the 
 issuance process, the enforcement officer will be able to toggle 
 between  “Citation”  and  “Warning.”  All other information  and screen 
 flows will remain the same as issuing real violations, but violations 
 issued as a warning will not be subject to fines or collections efforts. 
 When a warning is issued, all data activity will be tracked in the 
 back office, giving the Agency full data functionality and reporting 
 capabilities for warnings. Agency staff can run Passport’s  “Warning 
 Report,”  which provides a listing of all warnings  issued with filters to 
 query within specific parameters. 

 ●  Is the handheld capable of electronic chalking? 
 OpsMan Mobile has an electronic chalking feature which makes it 
 much easier for officers to mark, track, and issue timed-parking 
 violations than using traditional chalking methods. This feature 
 allows officers to mark the vehicle LPN, location, stem valve 
 position, and time limit. One of the key differentiators of Passport’s 
 system is that chalking session  marks are stored from  each 
 officer and are preserved and shared across shifts and 
 devices,  meaning when any enforcement officer using  OpsMan Mobile marks that vehicle again, 
 the information from the previous chalk (location and the stem valve position) regardless of shift, 
 is readily available. There are currently three modes of location marking to choose from, 
 depending on Agency regulations (See Image 1, below). 

 ●  Street Based -- Uses the street & cross street of the vehicle’s location to track the exact 
 block. 
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 ●  Address Based -- Uses a combination of cardinal direction, a cross indicator, address 
 number, and street name. Officers can drill down to the specific physical address to know 
 exactly where the vehicle was parked. 

 ●  Zone Based -- Passport can either designate new zones or use existing zones for citation 
 issuance specifically for chalking. 

 After the location is inputted, the officer will mark the location of the wheel’s stem valve on an 
 image within OpsMan Mobile (See Image 2, below). The process is optimized for efficiency to 
 improve the Agency’s parking management operations, even notifying the officer when to issue a 
 citation based on overstaying (See Images 3 & 4, below). In addition to system-wide access to 
 chalking data, Passport has designed the user interface to allow officers to easily switch back and 
 forth between chalking and issuance modules. Once an officer is prompted to issue a citation due 
 to previous chalking, the issuance screen will be pre-populated for an overstay violation, including 
 specific data about that vehicle. Finally, each LPN is checked against an imported list of LPNs 
 with outstanding citations, scofflaw status, or other Agency-defined enforcement databases. The 
 software aggregates this data in real time and does not require the officer to run separate checks 
 to verify LPN status of noncompliance. These automated checks and alerts allow for higher 
 accuracy when issuing citations and save considerable time. 

 Image 1  Image 2  Image 3  Image 4 

 In summary, the process is simple: 
 ●  The license plate number, location, tire stem position, and time limit for parking is 

 recorded and shared system-wide for all parking enforcement officers to access. 
 ●  As officers or LPR vehicles retrace their route, the vehicle information is recorded again. 
 ●  If the vehicle matches the configured business rules for overtime parking, the officer is 

 alerted to issue a citation and the chalking information will also be printed on the issued 
 citation, strengthening the Agency’s argument on appeal. 

 The feature will be configured during implementation to meet the needs of the Agency’s current 
 rules and regulations related to parking stay time limits. 

 ●  Describe digital evidence capture. Are any additional applications or devices required for 
 unlimited photo evidence capture? 
 As noted above in  Citation Issuance Flow  , enforcement  officers will be able to take unlimited 
 pictures to capture as evidence of the parking violation, with the ability for a single photo to be 
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 etc.). This information will be fed to the enforcement software for real-time verification by officers 
 in the field. 

 Following issuance, all citation data will flow into Passport’s backend portal in real time where the 
 Agency can perform various processing actions (e.g., post payments, process appeals, send 
 letters, update citations, etc.). The data stored within Passport’s portal will be accessible for 
 reporting, on which the Agency can analyze its enforcement activity and use the information to 
 inform parking changes and innovate technology. Passport’s portal also serves as an operations 
 hub where Agency administrators can configure all settings of its enforcement program, such as 
 defining parking zones, fine amounts, escalation schedules, and correspondence templates. 
 Passport’s end-to-end enforcement solution will help to simplify and automate enforcement 
 operations to create the most seamless parking environment for the Agency, its citizens, and 
 visitors. 

 As users log into Passport’s portal, they will be presented with a dashboard that provides quick 
 insights into enforcement activity. The below example shows visualizations for: Citation Revenue 
 Month Over Month, Monthly Citation Revenue vs. Previous Year, and Scofflaw List Totals. The 
 Agency can use this dashboard to keep tabs on trends and pulse performance. 

 Passportinc.com  |  rfp@passportinc.com  |  2022 Passport  Labs Inc., All Rights Reserved  52 



 ENFORCEMENT SETTINGS 
 User Management 
 The Agency will have complete control over who may access the backend system and even 
 control what functions and reports can be accessed based on an individual role. The Agency will 
 have at least one main administrator, who will manage all other accounts including account 
 creation, access control, and password resets. As the main administrator will have full access and 
 control over the entire system, this designated person should hold a position of trust. 

 An administrator will navigate to the “  Settings”  menu  of the Passport portal, where they can select 
 “User Management”  where they will be able to define  and manage both “  Users  ” and “  Roles  ” for 
 the system.  Users  is only accessible to a main administrator  and will be used to create a user, 
 edit access, reset a password, or delete an account. The main administrator can filter based on 
 the role or search for an individual administrator. The  Roles  screen allows the main administrator 
 to change backend access for an entire role. During implementation and thereafter in account 
 creation, the main administrator will assign a role to each user, which will define their system 
 access controls. Commonly defined roles include  “Accounting/Finance,”  “Customer Support,”  and 
 “Adjudicators.” 

 To monitor system changes and prevent impermissible access, access to Passport’s portal 
 requires a valid username and password which enables an audit trail record of all processing 
 actions within the system. 

 Violation Types & Settings 
 The Agency can assign a designated administrator who will be able to manage parking 
 management and enforcement configurations from Passport’s portal. These settings will be 
 accessed from the Enforcement menu by clicking  Settings  .  Here  ,  the Agency will be able 
 configure its setup for both the OpsMan Mobile citation issuance software as well as the portal to 
 reflect its specific environment. 

 The Agency will define all the different types of violations that can be issued as a result of 
 noncompliance. An administrator will determine each violation’s fine amount, penalty fee(s), and 
 escalation schedule (e.g. add $10.00 after 14 days from issue date). Administrators can also 
 define attributes for each violation including whether the violation can be appealed, the maximum 
 number of appeals allowed, whether the violation contributes to an LPN’s scofflaw status, among 
 others. Violation types can be uploaded in bulk for faster and consistent entry into the system and 
 authorized administrators can edit or delete violations at any time. 

 Administrators can also edit violation settings, chalking settings, and incident reporting settings 
 which all feed into the different screens of the OpsMan Mobile software used by officers 
 (described within  Citation Issuance Flow  above). Settings  is where common notes, common 
 appeal responses, and appeal reasons (i.e. disposition codes) can be set up. These 
 configurations not only save time from having to retype the same information repeatedly, but they 
 also create consistency in how information is relayed to customers. Settings is also where custom 
 fields can be added. This feature further empowers the Agency to manipulate Passport’s solution 
 to meet the Agency’s specific needs. Custom Fields have a variety of configurations, including 
 whether the field is required to be populated in order to issue a citation. Once a custom field is 
 created, it will be available as a filterable option when querying citations. 

 As parking experts, Passport will primarily set up and manage the configurations on behalf of the 
 Agency. This will include the automated settings that will regularly run without any initiation or 
 management required by administrators such as fine escalations, delinquent noticing, scofflaws, 
 and registered owner data retrievals. 
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 The Agency will be able to define and save filter views that meet its needs. For example, a filter 
 can be applied to only display out-of-state plates. After initially selecting the applicable state 
 registrations from the drop-down list, a user can save the filter selection as a  “filter view”  . For  any 
 future searches, the user will not need to re-select the states again from the drop-down list; they 
 can simply apply their previously saved filter view. From there, the user can choose to apply 
 additional filters such as zone or officer to get a pulse on citations that were issued to out-of-state 
 vehicles. 

 Users can share filter views with other system users via a URL link, provided they have the same 
 user role and access privileges. Sharing the URL will allow a different user to quickly see the 
 same subset of violations from their own login. These collaborative tools make it simpler to share 
 insights and make data-driven decisions across all teams. 

 Custom Columns 
 While Passport’s portal provides a few standard data points for a citation, Passport has learned 
 from previous experience that each client wants the ability to customize their view and searches. 
 Passport’s portal provides the ability to customize columns, according to individual client 
 preferences. When searching in  Manage Citation  s, an  authorized Agency administrator will be 
 able to customize the data columns that appear. This is performed by going to  Enforcement → 
 Settings → Manage Citations  . An administrator can  configure up to ten fields along with the order 
 they appear in their search screen. Custom columns are set at the Agency level and will display 
 the same configuration for all Agency users. 

 Bulk Actions 
 Manage Citations  not only allows users to search citation  information and obtain a full history, but 
 also to perform many crucial processing functions including correcting data errors, posting 
 payments, processing appeals, updating citations, adding citation notes, adjusting fine amounts, 
 and mailing violation letters. After searching, the option to perform several bulk actions on some 
 or all returned citations is presented such as Pay Citations, Send Letters, or Tag Citations shown 
 in the screenshot below. Other actions are described in further detail below in the  Citation Actions 
 section. 
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 Citation Details 
 Agency users can progress to the citation details page for a single citation. By doing so, the user 
 will see dedicated cards that detail specific information associated with a citation. This includes: 

 ●  Offender Details 
 ●  Vehicle Details 
 ●  Vehicle Notes 
 ●  Notes 
 ●  Payments 
 ●  Trail 

 ●  Citation Details 
 ●  Evidence 
 ●  Appeals 
 ●  Adjustments 
 ●  Letters & Receipts 
 ●  Fee Schedule 

 Administrators can take action within many of the cards to add or adjust the information for that 
 section. This could include adding offender contact information (Offender Details), uploading a 
 document/image (Evidence), or resetting a violation’s notice schedule/penalties (Fee Schedule). 
 Certain cards are unable to be edited, such as Trail, for auditing purposes. 

 Both the  Manage Citations  query screen and the  Citation  Details  screen will display a disposition 
 status (Unpaid, Paid, Resolved) that will indicate to users the stage the citation is at within its life 
 cycle. Citation information can be printed from Passport’s portal at any time, which can be used 
 for Agency records or court purposes. 

 At the top of the  Citation Details  screen, users will  see all details related to the Offender, Citation 
 and Vehicle. Depending on the citation’s stage in its lifecycle or actions taken on the citation (e.g., 
 payment, appeal, delinquent notice, etc.), additional information or actions will be available. 
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 can only be accessed via the Citation Detail drop down menu for the 
 specific citation, which will open over that page. 

 Email Receipt  Allows the user to email a receipt to a designated email address. 

 Delete Citation  Allows the user to remove a citation from the live environment. A 
 confirmation pop-up will appear prior to deleting the citation. Once deleted, 
 the citation will no longer appear in any reporting or searches. 

 Generate PDF*  Allows the user to generate a PDF using pre-configured templates. 

 Print Receipt  Allows the user to generate a receipt using pre-configured templates. 

 Print Ticket  Allows the user to generate a citation using pre-configured templates. 

 Reset Citation*  Allows the user to reset the schedule fee. 

 Send Letters  Allows the user to select a letter using a pre-configured template and 
 schedule the send date. See  Delinquent Noticing &  Correspondence 
 section below for more information. 

 Tag Citation*  The Tag Citation page can be used to tag a single citation through the 
 Citation Details  Page. The user can also apply a tag  to one or multiple 
 citations from the  Manage Citations  page. 

 Transfer Balance  Allows the user to transfer overpayments to another citation. 

 Update Status*  Enables the modification of a citation status change including Close, Void, 
 Suspend, and Hold on Payment. 

 *More details are included below. 

 GENERATE PDF 
 Passport will work with the Agency to define templates for which the Agency would like to convey 
 information to an outstanding citation holder. Templates can be created at the discretion of the 
 Agency and can include information such as  Ticket  Reprint, NSF Notification, Trial Notification, 
 Overpayment,  and  Appeal Decisions  . From the action  menu, a user will select  “Generate PDF” 
 and select from a drop-down of template choices that were pre-configured for the Agency. This 
 will open a PDF in a separate window, where the user can print and present and/or mail to the 
 violator. 

 RESET CITATION 
 This action allows a user to reset a citation’s penalties and escalation schedule. Users can do this 
 by clicking the ellipsis on the top right-hand corner of the  Citation Details  screen or they scroll 
 down to the “  Fee Schedule  ” card which will detail  any impending fines as a result of 
 non-payment, such as a fine doubling after 14 days. Users will select  Reset  and input a date to 
 restart the fee schedule, which will eliminate all incurred fees and reset the delinquent noticing 
 schedule. See screenshot example below. 
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 Following payment, a confirmation receipt will be emailed detailing the citations paid and all 
 charges.  All posted payments update the corresponding  citation record system wide. Individuals 
 who have satisfied their accounts will be removed immediately from delinquency noticing 
 schedules. 

 Passport maintains Level 1 PCI-DSS (v. 3.2.1) compliance, meaning it processes more than six 
 million credit/debit card transactions annually. This is the highest and most stringent of the PCI 
 DSS levels and requires undergoing an internal audit once a year, as well as quarterly PCI scans 
 to remain compliant. This ensures the utmost security for payments processed via the customer 
 portal. Credit card numbers are encrypted with AES-256 on a rotating encryption key, which 
 reduces the amount of content that is encrypted with a single key, minimizing exposure. All 
 information is stored in an isolated card storage database, per best practices. All transactions are 
 tokenized at the point of transaction, meaning that credit card information is encrypted from the 
 moment an end user inputs data into the portal. Passport’s server then reads the tokenized 
 information and sends the proper data to the merchant processor. Tokenization reduces the risk 
 of credit card fraud in the event of a breach since there are no actual credit card numbers ever 
 stored or transferred in the system. 

 Please see the following pages for visuals on the online payment process. 

 Online Payments - Find Your Citation.  Violators can  search by citation number, VIN, or license plate. The 
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 •  Automated  Data  Scrubbing:  Duncan’s  automated  data  scrubbing  process  includes  verifying  the 
 correct  address  and  telephone  number.  Then,  we  seek  new  addresses  or  telephone  information 
 and append the data with the new information. 

 o  Identification  of  Bankrupt  Accounts:  Duncan  receives  daily  updates  on  new 
 bankruptcies  filed  and  updates  to  bankruptcy  dispositions  through  discharge  or 
 dismissal.  For  accounts  we  identify  as  being  owed  by  someone  who  has  or  is  filing 
 bankruptcy, we handle them according to bankruptcy rules and laws. 

 o  Initial  Skip  Tracing:  For  each  eligible  account,  Duncan  completes  a  first-tier  skip  tracing 
 routine  to  generate  profile  data  which  can  be  used  to  determine  the  optimal  collection 
 strategy  for  the  account.  While  we  conduct  a  more  elaborate  skip  tracing  process  later  in 
 our  collection  lifecycle,  the  purpose  of  this  initial  skip  tracing  effort  is  more  broadly 
 focused;  it  considers  a  variety  of  factors,  including  the  type  and  balance  of  the  debt,  the 
 age of the debt, known facts about the debtor, and geographic and demographic factors. 

 Strategy Stage 

 To  ensure  we  apply  the  best  collection  methods  and  tactics  for  each  account,  Duncan  creates 
 customized  account  analysis  profiles.  For  accounts  that  have  been  scrubbed  and  skip  traced,  we 
 then  analyze  them  on  a  variety  of  metrics  including  debtor  demographic,  income  information, 
 age of account, prior collection efforts, and balance. 

 Contact Stage 

 Collection Communication Procedures and Capabilities 

 Duncan  diligently  communicates  with  consumers  to  optimize  resolution  of  accounts  while 
 ensuring  compliance  with  applicable  laws  and  regulations.  We  understand  consumers  are  more 
 willing to resolve their situation if we communicate with them via their preferred channels. 

 We  send  an  initial  validation  letter  or  email  (IVL)  when  an  account  first  transfers  into  Duncan’s 
 collection  department.  If  the  IVL  Nixies  (i.e.,  is  returned  by  the  USPS  as  undeliverable)  or 
 bounces  back  (i.e.,  our  email  automation  system  determines  the  IVL  cannot  be  delivered  to  the 
 consumer’s  email  address  on  record),  we  assign  the  account  to  receive  future  notices  in  the 
 alternate  format.  Once  an  IVL  letter  is  delivered,  we  also  send  text  message  reminders.  We  can 
 use reminders to secure payment or as a payment reminder. 

 Notice Approach and Strategy 

 Duncan’s  noticing  approach  strategically  targets  debt  segments  according  to  sophisticated 
 analytics  defined  during  the  Strategy  Stage.  Several  types  of  communications  make  up  the  most 
 common and effective written communications to debtors: 

 •  First notice or IVL  •  Notices delivered via email 

 •  Graduated  notices,  which  are  typically 
 second and third letters 

 •  Outbound  dialing  to  connect  a  live  agent  with 
 the customer 

 Our  time-tested  communication  messages  are  proven  effective  in  communicating  with  debtors 
 and  helping  them  resolve  accounts  while  complying  with  all  federal  and  state  collection  laws. 
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 Each  communication  contains:  information  about  the  delinquent  debt,  including  details  and  an 
 itemization  of  the  outstanding  debts;  contact  information  in  both  English  and  Spanish;  a  toll-free 
 telephone number; and the web address where online payments can be made. 

 USPS Address Correction Handling 

 When  the  USPS  returns  collection  notices  as  undeliverable  (Nixies),  our  collection  notice  service 
 provider  updates  address  information  based  on  any  forwarding  address(es)  provided  by  the 
 USPS.  Each  night,  our  collection  system  receives  automatic,  electronic  updates  with  these  new 
 addresses.  The  following  day,  normal  collection  resumes  using  this  information.  In  the  event  we 
 do  not  receive  forwarding  addresses,  we  employ  alternative  outreach  methods  described  in  the 
 sections  that  follow.  Prior  to  mailing  any  notice,  our  collection  notice  service  provider  updates 
 address  information  from  a  USPS-provided  National  Change  of  Address  database  and  runs  the 
 address  information  through  two  USPS-certified  standardization  software  programs  to  ensure 
 compliance  with  standard  USPS  address  requirements.  If  the  USPS-certified  software  cannot 
 standardize  an  address  (i.e.,  obtain  a  valid  ZIP+4  and  delivery  point),  we  can  send  the  address 
 through  Address  Element  Correction,  a  USPS  service  that  can  correct  and  standardize  some 
 address  elements,  creating  an  accurate,  standardized  address  which  we  can  then  use  to  deliver 
 notices. 

 Telephone Contact 

 In  our  experience,  many  debtors  are  more  likely  to  respond  to  telephone  contact  than  to  written 
 notices.  For  this  reason,  we  begin  a  dialing  campaign  when  we  mail  the  account’s  first  notice. 
 While  our  goal  is  to  help  customers  resolve  their  outstanding  citations,  Duncan  emphasizes 
 politeness, courteousness, and professionalism in each customer contact. 

 We  design  our  telephone  call  scripts  and  protocols  to  help  the  debtor  voluntarily  resolve  their 
 obligation.  We  provide  bilingual  assistance  debtors,  accommodating  both  English-  and 
 Spanish-speaking  customers.  By  communicating  effectively  with  the  City’s  non-English-speaking 
 callers,  we  improve  our  ability  to  support  these  individuals  and  obtain  claim  information.  We 
 employ  many  bilingual  agents  and  can  establish  a  dedicated  toll-free  number  that  directs 
 incoming  calls  to  those  agents  as  needed.  We  will  recruit  additional  bilingual  employees,  if 
 necessary, based on the City’s needs. 

 If  an  agent  receives  a  call  from  an  individual  who 
 speaks  a  language  other  than  English  or  Spanish,  we 
 use  a  translation  service  to  communicate  with  the 
 individual  and  resolve  their  situation.  LanguageLine 
 Solutions  (LanguageLine)  is  our  third-party  live 
 language  translation  partner,  able  to  provide  support  for  more  than  240  languages.  In  these 
 cases,  our  agent  calls  LanguageLine  while  on  the  phone  with  the  debtor,  requests  a  translator  for 
 the  necessary  language,  and  facilitates  a  three-way  conference  call  among  the  agent,  the  caller, 
 and  the  Language  Line  translator.  Agents  can  access  LanguageLine  for  both  outgoing  and 
 incoming  calls.  Additionally,  Duncan  has  access  to  text  telephone  (TTY)  services  to  interact  with 
 hearing-impaired debtors during normal business hours. 
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 Pay-by-Text Services 

 Estimates  indicate  Americans  send  nearly  one  billion  text  messages  daily.  Pay-by-text  is  a 
 convenient  and  easy  way  for  customers  to  repay  their  debts  through  a  channel  that  is  likely  very 
 familiar  to  them:  SMS  text.  In  turn,  the  City  can  enjoy  benefits  such  as  more  satisfied  customers 
 and  higher  recovery  rates.  Our  initial  pay-by-text  campaigns  have  been  extremely  successful, 
 generating  a  response  rate  of  nearly  27%,  more  than  13  times  higher  than  phone-based 
 campaign  rates.  We  can  send  customers  a  text  message  with  information  about  any  outstanding 
 balance.  They  can  then  choose  how  they  would  like  to  pay:  by  clicking  an  embedded  link  to  our 
 website  or  by  calling  us  at  the  number  where  the  text  originated.  If  they  do  not  want  to  receive 
 future  SMS  messages  about  their  debt,  they  can  opt  out  by  replying  “STOP.”  Once  a  customer 
 opts  out,  we  exclude  their  phone  number  from  all  future  SMS  campaigns  unless  they  later  agree 
 to  resume.  Normal  noticing  and  outbound  dialing  will  continue  until  the  debt  is  paid  in  full.  Once 
 we receive payment in full, we close the account. 

 Pay-by-text.  Customers will receive text messages  from an 800 number. The message will contain a 
 URL directing them to Duncan’s collection agency payment site. 

 Duncan  obtains  all  cell  phone  numbers  through  skip  tracing  and  customer  updates  and  does  not 
 send  text  messages  to  a  single  customer  more  than  once  per  day.  As  such,  this  is  not  a 
 robocalling  system,  and  we  fully  comply  with  the  TCPA.  We  ensure  no  personal  identifiable 
 information  is  included  within  the  text  or  link,  and  customers  must  verify  their  license  plate 
 information to submit a payment. 

 Pay-by-Email Communication 

 We  will  obtain  email  addresses  from  third-party  skip  trace  databases  if  they  are  not  provided  in  a 
 placement  file.  This  additional  investment  enables  us  to  deploy  another  viable,  familiar 
 communication  tool  by  sending  debt  collection  notifications  via  email.  This  has  proven  to  be  an 
 effective  communication  channel,  prompting  an  additional  percentage  of  our  clients’  customers 
 to pay. 
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 Special Tactics Stage 

 Should  our  omnichannel  collections  approach  fail  to  result  in  payment,  Duncan  employs  a  variety  of 
 advanced  collections  techniques  and  escalation  tactics  to  compel  debtors  to  resolve  their  obligations  in  a 
 timely manner. 

 Enhanced Skip Tracing 

 Having the most current customer information is imperative to any successful collection program. 
 Duncan  uses  an  advanced,  multitier  skip  tracing  waterfall  process  that  provides  information  such  as  the 
 customer’s  address  history,  landline,  mobile  number,  and  email  address,  giving  us  the  best  chance  to 
 make  contact  and  collect  on  delinquent  accounts.  After  assessing  contact  success  rates  early  in  the 
 account  lifecycle,  we  structure  the  skip  tracing  process  so  that  we  initially  employ  the  tools  that  are  most 
 cost effective likely to succeed. 

 To  maximize  debtor  contact  rates,  our  solution  includes  products  and  services  from  some  of  the  most 
 reputable firms in the data broker business, including the following: 

 •  Banko:  Banko  offers  bankruptcy  databases,  used  to  keep  our  clients’  portfolio  of  accounts  complete 
 and  up  to  date,  optimizing  the  collection  process.  Banko’s  national  bankruptcy  database  contains 
 complete information on all U.S. bankruptcy filings, discharges, dismissals, and conversions. 

 •  Accurint:  Accurint  is  the  most  widely  accepted  locate-and-research  tool  available  to  government,  law 
 enforcement,  and  commercial  customers.  Its  proprietary  data-linking  technology  returns  search 
 results in seconds to the user’s desktop. 

 •  National  Change  of  Address  Service  (NCOA):  NCOA  services  are  provided  by  private  sector 
 companies  certified  and  licensed  by  the  USPS.  Weekly,  the  USPS  provides  updated 
 change-of-address  information  to  NCOA  licensees.  Licensees  improve  their  mail  deliverability  thanks 
 to  NCOA’s  current,  standardized  five-digit  ZIP  codes,  four-digit  add-on  codes,  and  two-digit  delivery 
 point coded addresses for individual, family, and business moves. 

 •  Transunion:  A national credit bureau repository of  consumer information 

 •  CBC Innovis:  A national credit bureau repository of  consumer information 

 Payments Stage 

 Once  we  contact  a  debtor,  we  can  often  negotiate  payment  or  payment  arrangements.  Our  goal  is  to 
 ensure  there  are  always  convenient  ways  for  motivated  debtors  to  satisfy  their  debts  to  the  City. 
 Accordingly,  Duncan  offers  secure  IVR/phone  payment  options,  options  to  pay  online  and  on  mobile 
 devices,  and  the  option  to  pay  by  mailing  a  check  or  money  order.  If  we  cannot  secure  payment  in  full, 
 we  will  work  with  the  debtor  and  the  City  to  arrive  at  an  acceptable  resolution  to  the  debt,  usually  in  the 
 form  of  a  payment  plan.  In  certain  special  circumstances,  the  City  may  opt  to  cancel  or  settle  a  debt  or 
 make  some  other  arrangements  with  the  debtor.  Duncan  will  work  with  the  City  and  participating 
 agencies to determine options that best fit the debt and the City’s business rules. 

 Settlement or Installment Plans 

 Currently,  Duncan  offers  monthly  installment  payment  plans  to  assist  debtors  in  paying  outstanding 
 accounts  if  they  are  unable  to  pay  the  balance  in  full  at  one  time.  In  today’s  challenging  economy,  the 
 use  of  installment  payment  plans  is  an  ideal  tool  to  help  customers  satisfy  their  debt.  If  permitted,  we 
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 Cleverciti Circ360 Ultra – LED Displays 

 Transform  parking  search  by  providing  rea -time  guidance  to 
 avai ab e  spaces.  With  its  unique  circ e  design   the  C everciti 
 Circ  360  U tra®  wraps  around  the  existing  amppost   fitting  in 
 neat y  with  the  streetscape—unobtrusive y  guiding  visitors  to 
 the  nearest  parking.C everciti’s  unique  360-degree  disp ay 
 provides  exact   rea -time  space  avai abi ity  information  for 
 parking  patrons  to  dynamica y  guide  them  to  open  spaces.  The 
 disp ays  are  easi y  insta ed  on  existing  ampposts  and 
 signposts  to  virtua y  b end  into  the  streetscape.  Circ360’s 
 intuitive  communication  p atform  dramatica y  decreases  the 
 time  drivers  spend  searching  for  parking  spaces   thereby 
 reducing emissions and environmenta  impact. 

 The Circ 360 U tra guides drivers approaching from any ang e. 
 By mounting a Circ 360 U tra at intersections or decision points  
 vehic es are guided turn-by-turn to avai ab e parking spaces— 
 whether on-street  in a surface ot or a garage. 

 The C everciti Circ 360 U tra interacts seam ess y with the arger C everciti Sign  C everciti Sensors  and can a so 
 disp ay third-party data. Together they form the perfect parking guidance system in any demanding environment  
 reducing congestion and emissions whi e increasing parking revenues. 

 Cleverciti Sign 

 The Cleverciti Sign is a high resolution, fully 
 Dynamic/Variable Messaging Sign (DMS or VMS) for all 
 outdoor parking, on-street, and garage installations. 
 Combining optimal viewing angles and brightness, it 
 ensures the best legibility in all environments. 

 Cleverciti’s signs are part of a portfolio of guidance 
 solutions that provide turn-by-turn guidance 
 throughout a parking area or city. Signs are typically 
 used at major decision points to provide guidance to 
 multiple different parking areas, eliminating 
 guesswork. Through real-time and reliable local 
 guidance for drivers, parking search times can be 
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 hone in on the optimal pricing for each time of day or day of the week. 

 The data collected in the Cockpit allows for full transparency into parking operations and financials. 

 Manage the Circ and Sign guidance displays, 
 changing templates for special events or 
 configuring settings such as time-based 
 brightness. Customize the available parking 
 spaces by categorizing, reserving or assigning 
 them. 

 Integrate third-party solutions such as payment 
 providers, parking search apps, or third-party 
 garages via REST API. All data runs through the 
 Cockpit and is available via API to ensure a 
 seamless, connected system. 

 Cleverciti App 

 Add parking guidance to existing apps 

 With the Cleverciti App components, finding an available parking 
 space doesn’t have to be stressful anymore: navigate drivers to the 
 most convenient space and display current parking availability as 
 well as popular points of interest and pay with Passport Parking. 
 Cleverciti recommends that instead of deploying a separate app for 
 parking navigation, its mobile app features should be integrated 
 into existing apps of a city, location or parking operator with user 
 adoption. Adding parking features further increases adoption of 
 the app and is easier for the user. In situations where no existing 
 app is available, Cleverciti offers a standalone app which is 
 white-labeled for the client. 

 Cleverciti’s data can be integrated into existing mobile payment 
 applications, allowing the driver to enjoy a seamless experience 
 from finding a free parking space at the desired location to making 
 the payment, all in the same application. 
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 ●  Save time  through shortcut features that recognize  customer parking  patterns and leverage GPS 
 location to streamline the user experience. 

 ●  Receive a  receipt  for each session detailing charges  and access their full parking history from 
 the app account page. 

 ●  Access support  through an in-app FAQ page as well  as a  “Contact Us”  option to submit a help 
 request to Passport’s Product Support team. 

 Through Passport’s back-end portal, Agency staff will be able to: 
 ●  Access Passport’s mobile pay parking solution and  unlock  an ecosystem of other mobile and 

 digital payment options. 

 ●  Accommodate multiple, complex  rate structures  and  restrictions by leveraging Passport’s 
 Product Support team’s expertise and have complete discretion over these configurations. 

 ●  Utilize parking data  reports and visual dashboards  for analysis and decision-making. 

 ●  Work with Agency merchants to  validate  parking and  promote local business. 

 ●  Monitor  parking activity in real time and verify session  statuses for customer service and 
 enforcement purposes. 

 ●  Define system access  based on a person’s roles and  responsibilities. 

 To promote this solution, Passport’s award-winning marketing team will work closely with the Agency to 
 develop a streamlined public education plan to drive app awareness and increase utilization. 

 Passport’s signage is designed to be uniform and does not include any specific branding. Rather than 
 promoting its own brand or the brand of any specific app, Passport has made signage as simple as 
 possible for the Agency’s customers. Passport’s signage simply directs customers to the parkingapp.com 
 website which will show them a list of all available parking payment options. This approach instills parking 
 legitimacy to customers, future-proofs for the addition of other mobile pay parking options, and makes the 
 identification of parking easier for Agency customers. 

 With Passport Parking, the Agency will be able to provide its citizens and visitors with a user-friendly and 
 highly successful mobile pay parking application.  The app provides the framework to create a simplified 
 and seamless experience for customers, resulting in greater parking compliance as well as the increased 
 likelihood of using the app to park again. 
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 citation  data  and  corresponding  image  for  immediate  access  to  system  users  for  subsequent  action.  In 
 addition,  the  system  provides  daily  reconciliation  reporting  to  ensure  all  citations  were  successfully 
 entered  to  the  system.  After  citations  are  successfully  entered,  the  citation  processing  system 
 operators can modify the citation disposition or status depending on the prevailing circumstances. 

 L  OCKBOX  P  AYMENT  P  ROCESSING 

 Duncan’s  lockbox  processing  approach  uses  high  volume  payment  processing  technology  to  accurately 

 process payments, capture images, and make images available to the City. 

 Duncan  operates  payment  processing  facilities  in  both  our  Horseheads,  NY  and  Gardena,  CA  offices. 

 These  operations  are  managed  by  a  skilled  staff  with  significant  expertise  in  processing  citation  payments 

 as  well  as  handling  correspondence.  Their  knowledge  and  experience  greatly  reduce  the  number  of 

 payment  exception  items.  To  perform  these  tasks,  we  rely  on  check  processing  technology  that  achieves 

 a high rate of accuracy and enables the imaging and storage of all payment items received. 

 The  high-speed  check  processing  equipment  ensures  accuracy  and  enables  all  payment  items  received  to 

 be  imaged  and  stored  for  future  review  if  needed.  Duncan’s  approach  to  processing  all  mail  payments 

 ensures they are accurately posted to the database on the day of receipt. 

 Payments  received  by  mail  and  courier  are  entered  to  Citation  Management  System  by  Duncan  lockbox 

 clerks. The overall payment processing workflow is shown in the following graphic. 

 Lockbox payment process.  Duncan’s payment processing  workflow uses automation and captures 
 document images to maximize process efficiency and accuracy. Mail payments are scanned and 

 reflected in the system the following day. 

 Duncan will ensure all payments are processed in accordance with the timeline outlined below: 
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 •  All  mail  will  be  opened  daily,  and  all  payments  deposited  into  the  City’s  bank  and  posted  to  the 

 Citation Management System on the same day received. 

 •  A  scanned  image  of  the  envelope  (including  it  postmark  date),  remittance  advice,  and  the  front 

 and  back  of  check  will  be  viewable  by  City  staff  (and  restricted  by  user  class  if  requested)  by  the 

 posting  date.  All  data  and  images  are  retained  based  on  City  retention  requirements  for  data 

 archives. 

 •  All  imaged  payment  documents  are  searchable  by  citation  number,  check  number,  posting  date, 

 and other fields. 

 •  If  mail  processed  by  lockbox  contains  material  other  than  payment  documents  (e.g.,  appeal 

 documents),  Citation  Management  System  will  be  updated  with  a  note  indicating  the  postmark 

 date  and  the  type(s)  of  documents  received.  These  documents  also  will  be  scanned  and  viewable 

 in system within 48 hours of receipt. 

 S  ECURITY  OF  P  HYSICAL  L  OCKBOX 

 Duncan’s lockbox facilities and P.O. box meet the City’s lockbox security requirements. When processing 
 mail payments, Duncan uses a secured lockbox facility with state-of-the-art surveillance equipment for 
 24/7 video recording and monitoring by authorized Duncan staff. Our facility is protected by secured 
 locked doors with user-specific access provided through an electronic lock key system to the lockbox 
 processing room. This approach enables Duncan to effectively control access to the facility and lockbox 
 processing room, while also being able to track who entered the facility and when. We will make security 
 video available to the City for audit purposes, upon request. Once processed, all physical funds are 
 securely stored in a safe until being transferred to the City’s designated financial institution. Should the 
 City desire funds can be submitted directly to the City’s account electronically. 

 C  ORRESPONDENCE  P  ROCESSING 

 In  addition  to  payment  processing,  Duncan’s  inbound  mail  center  (lockbox)  is  designed  to  handle  a 

 variety of inbound exception and special processing scenarios such as: 

 •  Items  containing  a  combination  of  payment  and  correspondence.  In  most  cases,  payments  are 
 submitted  with  correspondence  when  a  citizen  is  trying  to  meet  a  documentation  requirement  while 
 submitting  the  required  administrative  service  fees.  Duncan’s  process  allows  for  these  payments  to 
 be  batched  separately  and  for  the  correspondence  to  be  sent  through  to  the  workflow  application  in 
 a  unique  queue.  This  approach  ensures  that  payments  are  posted  prior  to  the  correspondence  team 
 reviewing  the  correspondence  and  that  the  citation  is  reviewed  accurately,  with  the  payment  taken 
 into consideration. 

 •  Payments  with  no  source  documents,  such  as  a  citation  or  notice  number  are  assigned  to  a  research 
 clerk.  The  clerk  will  try  to  identify  the  citation  or  plate  the  payment  should  be  applied  to  by 
 attempting  to  match  name  and  address  on  the  check  to  a  plate  record  in  the  system.  If  a  match 
 cannot  be  made,  the  funds  will  be  posted  to  a  skeletal  payment  record  and  deposited  accordingly.  A 
 letter  will  be  mailed  to  the  name  and  address  on  the  check  with  an  explanation  of  the  information 
 required  to  complete  the  transaction.  The  letter  will  ask  the  citizen  for  the  citation  number  to  which 
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 Accessing Recordings 

 •  When  necessary,  recordings  can  be  accessed  for  business  purposes,  including  compliance  and 

 quality  monitoring,  training,  technical  maintenance  of  the  recording  system,  and/or  other 

 purposes as approved by our Compliance and Legal departments 

 •  Under  no  circumstances  will  recordings  be  emailed  or  saved  to  any  systemically  backed-up 

 network  drive,  desktop,  or  any  other  location  without  permission  from  the  Quality  Assurance 

 Manager, Operations Manager, Contract Program Manager, and/or Legal 

 Call Rate Reporting 

 Our  system  automatically  tracks  all  key  performance  indicators  including  incoming  calls,  IVR  processed 

 calls,  operator  processed  calls,  disconnects,  all  trunks  busy,  average  call  wait  time,  average  call  talk  time, 

 long  abandons,  short  abandons,  etc.  The  system  supports  reporting  on  any  of  these  key  performance 

 indicators  and  report  output  can  be  customized  to  meet  the  City’s  requirements.  An  example  of  a  stand 

 monthly report is as follows: 

 Call Statistics Report.  Duncan’s Call Center statistics  report provides daily insight on key performance 
 indicators for both inbound and outbound traffic 

 P  ERMIT  P  ROCESSING  AND  F  ULFILLMENT 

 As  an  optional  service,  Duncan  can  provide  permit  fulfillment  services  for  types  that  require  physical 

 distribution including the Annual Placard and Resident Decal permits. This service includes: 

 ●  Permit application review in accordance with City preferred eligibility requirements 

 ●  Application outcome entry, including a reason for denial in such scenarios 

 ●  Physical  permit  preparation  assignment,  preparation,  and  distribution  (mailing)  within  48  hours 

 of electronic payment receipt 
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