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TRANSMITTAL  LETTER 

 

City of Aurora 
Purchasing Department 
44 East Downer Place 
Aurora, IL 60507 

 
On behalf of NCIC Inmate Communications ("NCIC"), I am pleased to present to the City of Aurora, our 
complete response to your RFP No. 21-75 - Inmate Telephone System and Addendum No. 1. NCIC has 
thoroughly reviewed, understands, and complies with all aspects of this RFP as well as the included Sample 
Contract. The proposal will remain open and valid for a minimum of 90 calendar days from the close date 
and up to 180 days, if not longer. 

 
NCIC is a trusted provider of inmate communications services in the United States and abroad, providing a 
range of value-adding technologies and tailored service to more than 750 separate correctional agencies, 
including County Jails, Police Departments, Private Prisons, and Juvenile facilities. NCIC is extremely proud 
of the work we have done, and continue to do, in the law enforcement community, where we support the 
daily operations oflaw enforcement, provide quality service for inmates and their friends and family members, 
all while providing a generous return to our facility partners. NCIC provides a comprehensive suite of 
investigative and communications technologies for correctional agencies and constituents they service, 
including Inmate Telephone Systems, Video Visitation Systems, Voice Biometrics, multi-functional Inmate 
Kiosks, Inmate Messaging, Mail Scanning Solutions, Inmate Tablets, and all related software and services. 

 
NCIC's overall proposal for the City of Aurora revolves around leading security and investigative technology 
and a sturdy, transparent compensation offer that will provide the City with a water-tight method of 
forecasting the monthly earnings related to the inmate telephone environment. NCIC enjoys the reputation 
of being the only large inmate telephone provider that operates with complete transparency in all dealings and 
understands that a reasonable profit can be attained while providing fair, low calling rates and minimal fees. 
NCIC also enjoys the benefits of being the largest employee-owned inmate communications provider in the 
United States - we are not beholden to the demands of private equity groups and offshore interests; our 
shareholders are our facility customers and the constituents they serve. Ifawarded, NCIC is more than capable 
of committing to install and perform all required work within the required time frame specified by the City. 

 
As you evaluate our proposal, consider NCIC as your preferred provider for inmate communications. NCIC 
is a Texas-owned corporation located at 607 East Whaley, Longview, Texas. NCIC is trusted to provide a 
range of inmate communications services that will benefit your correctional operations, and we ask you for 
the opportunity to extend our services to the City of Aurora with reliable, yet affordable, inmate 
communications, superior customer service and technology that you will grow to appreciate over the coming 
years. 

 
Thanks again for your consideration. 

 

 
Sincerely, 
William L. Pope, President 
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CITY OF AURORA 
Request for Proposal 21-75 

Inmate Telephone System at the City of Aurora Police Department Jail 
 

A. GENERAL REQUIREMENTS 
It is the intent of these specifications to obtain proposals from qualified vendors to provide local and 
longdistance telephone service, including a recording and monitoring system, and equipment for the 
inmates at the City of Aurora Police Department jail located at 1200 E. Indian Trail, Aurora, Illinois 
60505. 

 
The new Aurora Police Department jail opened in January 2010. The City of Aurora jail can 
accommodatebup to 90 inmates. Typically, inmates who cannot bond are held for 48 hours and then 
released to the respective County’s jail. Each year the City of Aurora jail staff processes more than 
14,500 prisoners. Each of the prisoners are entitled to make phone calls to obtain bond, contact 
family, or an attorney. 

 
Any item not specifically mentioned but necessary for the delivery and operation of the proposed 
systemshall be included in this proposal. These specifications and requirements should be in 
sufficient detail to secure proposals on comparable services. 

 
The requirements listed herein should be met by all offerer’s proposals. In instances where the 
proposal differs from these requirements, offerer shall note the difference and describe in detail how 
their proposal will meet the City’s needs. Failure to meet these requirements may be cause for 
rejection of thevendor’s proposal at the City’s discretion. 

 
 

A1.   Definitions 
For the purpose of this RFP, the terms “Vendor” and “Offerer” refer to the provider of 
equipmentand services. The word “City” will refer to Aurora City Police Department. The 
“System” will bereferred to as the Inmate Telephone System. 

 
 

A2.   RFP Submission 
Each Vendor must prepare a written response. Proposal shall be formatted consistent with the 
specific sections and numbered paragraphs and must respond to each on an individual basis. 
Failure to address any item shall be interpreted as non-compliance. 

 
 

A3.   Vendor Inquiries 
If additions, deletions, modifications or clarifications to the RFP become necessary, the 
changes will be noted by written addendum to the Vendors. Nothing presented orally during 
Vendor inquiries will modify or alter the specifications. 

 
 

The Vendor shall identify a contact person who will be responsible for coordinating the efforts 
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andpersonnel of all parties involved in the response, to include, but not be limited to, oral 
presentations, demonstrations, site visits and responses to requests for clarification, if any, and 
must provide the following: 

Name: Craig Storer, Director of Marketing 
Organization: NCIC Inmate Communications 
Address: 607 East Whaley Street, Longview, TX 75601 
Email address: craig.storer@ncic.com 
(Area Code) Telephone Number: Office 903-757-4455 
(Area Code) Telephone Number: Cell 318-286-8134 

 
 

A4.   Basis of Award 
The City will review all responses to assure compliance with the specifications. Vendor may 
be excluded from further consideration for failure to comply with the specifications of the RFP. 

 
An inmate telephone system is a vital service to the police department; the investigative tools, 
operation efficiencies and added security are important aspects expected to be derived from 
this service. 

 
No Proposals will be accepted after 2:00 p.m. Wednesday, November 10, 2021 Central Time. 

 
While each proposal will be considered objectively, the City assumes no obligation to accept 
or take action on any proposal. The city assumes no liability for Vendors’ cost incurred in 
preparingor submitting a proposal in response to this request. 

 
Proposing Vendors must submit one (1) original proposal, one (1) original USB containing an 
electronic version of the proposal and any supporting documentation. 

 
The contents of this solicitation and the Vendor’s response, when submitted to and accepted 
by the City, shall become an integral part of any contract agreed upon between the vendor and 
the City. 

 
To ensure specified performance of the proposed system, the City reserves the right to require 
a vendor(s) to demonstrate the system and features specified in this RFP. 

 
The proposal will be evaluated with the regards to the following criteria and factors: 

 
The City’s Selection Committee will first examine proposals to eliminate those that are clearly 
non-responsive to the stated requirements. Therefore, proposing Vendors should exercise 
particular care in reviewing the proposal format required for this RFP. 

 
Information gathered during interviews, negotiations and reference checks, and any other 
information or factors deemed relevant by the City, shall be used in the final award. The final 
award is subject to approval of the City Council. 

 
The detailed evaluation that follows the initial examination may result in more than one finalist 

mailto:craig.storer@ncic.com
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and takes into consideration the evaluation factors set forth below (there is no significance to 
the order listed): 
• Content and completeness of submitted proposal 
• The demonstrated ability to meet the technical requirements 
• Advantages and disadvantages to the City, which could result from the Proposal 
• Evidence of a clear understanding of the Scope of Services by the Vendor 
• How well the proposed services and system satisfy the City’s business requirements 
• Vendor’s jail telephone installation and maintenance experience 
• Vendor’s proposed project team, qualifications and references 
• Soundness and comprehensiveness of the Vendor’s approach and plan 
• Financial Offering including a commission rate based on gross revenue (defined as revenue 

on all local and long distance calls), rate charge to the party who accepts and thevendors 
ability to offer direct billing to the called party. 

• Additional evaluation criteria as determined by the City 
 

At this point, if more than one finalist is selected, the Selection Committee may request oral 
presentations by proposing Vendors for which the City shall incur no cost. The committee will 
then select the proposal that is most advantageous to the City. 

 
The City reserves the rights to withdraw this RFP at any time and for any reason and to issue 
such clarifications, modifications and/or amendments as it may deem appropriate. 

 
The City reserves the right to waive minor irregularities in Proposals, provided that such action 
is in the best interest of the city. Any such wavier shall not modify any remaining RFP 
requirements or excuse the proposing Vendor from full compliance with the RFP specifications 
and other contract requirements if the proposing Vendors awarded the contract. 

 
The Selection Committee will review and evaluate all properly submitted Proposals that 
arereceived. The City reserves the right to ask for additional information and clarification. 

 
NCIC’s understanding is Proposals must be submitted by 4pm on Friday, November 12. 

 
A5.   Contract Term 

The contract will be for a period of three (3) years. At the expiration of this contract, Aurora 
CityPolice Department will have the option of continuing the phone services with the offerer’s 
company at the same commission and rates for a period of two (2) additional years in one-year 
increments. Each optional year will require the City’s written approval for renewal. 

 
 

A6.   Termination 
The obligation to provide further service under the terms of the resulting agreement may be 
terminated by the City upon thirty (30) days written notice in the event of material breach by 
the successful Offerer to perform in accordance with the terms hereof, or any contract resulting 
from this RFP. In the event that the City chooses to discontinue this contract either by 
termination or not extending the contract the Offerer warrants that it will remove all its 
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equipment from the facilities without charge. Service and equipment will not be removed until 
another Vendor has been acquired. The removal of equipment and disconnecting of service 
process will occur during the implementation of the new system with minimal interruption of 
service to this facility. It will be necessary that the incumbent vendor cooperate with the new 
vendor during the implementationof the new system. 

 
If either party defaults in the performance of any obligation under this Agreement, then the 
non- defaulting party shall give the defaulting party written notice of its default setting forth 
with specificity the nature of the default. If the defaulting party fails to cure its default within 
thirty (30) days after receipt of the notice of default, then the non-defaulting party shall have 
the right toimmediately terminate this Agreement and pursue all other remedies available to 
the non-defaulting party, either at law or in equity. 

 
 

A7.   Damage and Repair Liability 
The City will have no liability to the Vendor for fraud, theft, vandalism/damage or loss of the 
Vendor’s equipment inflicted by the inmates or the public. All costs associated with the repair 
willbe the responsibility of the Vendor. 

 
Vendor warrants that all repairs will be made at its expense. Offerers shall make all reasonable 
efforts to ensure that the phone system is operational and repaired as quickly as possible. 

 
 

A8.   Installation/Disconnection 
The Vendor will be responsible for all costs of installation or disconnection throughout the 
term of the Contract. 

 
The Vendor will be required to furnish and install equipment, dedicated lines and any other 
item necessary to make this service functional. 

 
All installation of equipment must meet or exceed State of Illinois Jails Construction standards 
and rules. All installations plans must be submitted to the City for pre-approval. 

 
 

A9.   Current City Inmate Telephone System 
Texas Inmate Phone Systems. 

 
 

A10.  Mandatory Pre-Site Meeting 
The purpose of the pre-proposal conference is to provide prospective vendors with a forum in 
which questions pertaining to this solicitation can be considered. Due to the need for all 
vendors to possess a complete understanding of the requirements of this solicitation, attendance 
at this pre-proposal conference is mandatory. During this meeting vendors will not be allowed 
to present theirproduct. Vendors may be allowed to conduct a presentation of their product at 
a later date. 
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Mandatory pre-site conference: 10:00 a.m., Wednesday, October 27, 2021 
Location: City of Aurora Police Department 

1200 E. Indian Trail 
Aurora, IL 60505 

 
 

A11. Miscellaneous Requirements 
The City will not be liable for any of the cost incurred in preparation and presentation of the 
response. 

 
Any materials submitted by the Vendor that are considered confidential in nature must be 
clearlymarked as such. Due to applicable laws and regulations concerning public documents, 
the City makes no representation that such material will be kept confidential. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

THIS SECTION INTENTIONALLY LEFT BLANK 
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B. VENDOR QUALIFICATIONS & EXPERIENCE, TECHNICAL REQUIRMENTS 
B1.   Experience 

Vendor shall be experienced in providing phone service to municipalities and counties with 
inmate phones. Vendor should provide an overview of their firm, including years and nature 
ofexperience in inmate telephones business. 

 
NCIC Inmate Communications has carefully reviewed all aspects of this RFP, and our 
organization is well-positioned to meet or exceed all stated requirements. In addition to 
providing a comprehensive, secure Inmate Telephone System, NCIC is prepared to 
provide additional value-adding and complementary inmate communications 
technologies, if it is of interest to the City of Aurora. 
NCIC has the ongoing experience, expertise, and technology to meet and exceed the 
needs of the City. Company principals William Pope and Jay Walters, who incorporated 
NCIC Inmate Communications in 1995 and offer forty (40) years of combined experience 
in the inmate telephone industry and customer support. During our 26 years in business, 
we have grown to become a successful company by focusing on exceptional delivery of 
services and unmatched customer support to our facility partners. 

NCIC’s Bilingual Customer Service Department, based at our Company Headquarters in 
Longview, Texas, is available 24x7x365 and can be contacted by our toll-free phone 
number (800-943-2189). NCIC proudly operates the most customer-friendly and efficient 
Call Center in the inmate telephone industry, recognizing that satisfied friends and family 
results in more completed calls, higher Gross Revenue, and minimal complaints to the 
correctional agency. 

Recently, NCIC has finished a 4-year development 
and   implementation of   our   own proprietary 
InTouch Kiosk and Video Visitation System 
(‘VVS’),  allowing  us   to  break   away   from 
reliance on partnerships which may or may not meet our 
service standards. NCIC’s VVS is a patent-licensed system that provides both on and off- 
site video visitation, inmate messaging, unlimited customizable inmate requests 
(grievances, PREA, medical, dental, general requests, maintenance, mail scanning, etc.), 
along with links to various external services, such as commissary, Immigration 
Information Websites, Consular websites, Veteran Services, approved videos, inmate 
information and finally we offer access to inmate documents and handbooks. 

 
As part of our response, we are proud to offer: 
• Affordable, reliable, secure inmate communications. 
• Lower, FFF-compliant calling rates and fees. 
• Increased commission structure. 
• Trained professional staff and leadership. 
• Seamless integration with other technology providers. 

 
Overall, NCIC provides inmate telephones, video visitation, inmate kiosks, deposit 
kiosks, inmate tablets, inmate messaging, inmate mail scanning services and related 
technologies to more than 750 facilities in 9 countries. NCIC is experienced in providing 
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a range of inmate communications to many different kinds of facilities, including halfway 
houses, work-release centers, rehabilitation centers, and private prisons, and looks 
forward to providing all inmate communications to the City of Aurora. 

B2.  References 
Provide five (5) customer references of accounts similar in size and scope to the City. 

 
NCIC has provided the following customer references which can be contacted by the City 
of Aurora to verify the standard of NCIC’s service delivery. 

 
Facility Name: Sherburne County Sheriff’s Office 
Facility Address: 13880 Business Center Drive, Elk River, MN 55330 
Contact/Title: Brian Frank / Jail Administrator 
Telephone Number(s): 763-765-3802 
Email Address: Brian.frank@co.sherburne.ms.us 
ADP: 350 Inmates 
Services Provided: Inmate Telephones, Video Visitation, and Inmate Tablets 
Agreement Effective Date: 03/01/2021 

 
Facility Name: Platte County Sheriff’s Office 
Facility Address: 850 Maple Street, Wheatland, WY 82201 
Contact/Title: David Russell / Captain 
Telephone Number(s): 307-322-2331 
Email Address: drussell@plattecountywyoming.com 
ADP: 65 
Services Provided: Inmate Telephones and Visitation 
Agreement Effective Date: 01/01/2021 

 

Facility Name: Tri County / Pulaski County 
Facility Address: 20 Justice Drive, Ullin, IL 62992 
Contact/Title: Gayla Jones 
Telephone Number(s): 618-845-3512 
Email Address: gjones@pulaskicountyil.gov 
ADP: 93 Inmates 
Services Provided: Inmate Telephones 
Agreement Effective Date: 06/02/2015 

 
Facility Name: Jo Daviess County Jail 
Facility Address: 330 N. Beach Street, Galena, IL 61036 
Contact/Title: Joe Kratcha 
Telephone Number(s): 815-777-2141 
Email Address: jkratcha@jodaviess.org 
ADP: 13 Inmates 
Services Provided Inmate Telephones 
Agreement Effective Date: 09/18/2019 

mailto:Brian.frank@co.sherburne.ms.us
mailto:drussell@plattecountywyoming.com
mailto:tommy.sims@chamberscountyal.gov
mailto:jkratcha@jodaviess.org
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Facility Name: Burnett County Sheriff’s Office 
Facility Address: 7410 County Road K, Siren, WI 54872 
Contact/Title: Capt. Terry Nesvold 
Telephone Number(s): 713-349-2128 
Email Address: tnesvold@burnettcounty.org 
ADP: 34 Inmates 
Services Provided: Inmate Telephones 
Agreement Effective Date: 04/12/2010 

 
Facility Name: Trempealeau County Sheriff’s Office 
Facility Address: 36245 Main Street, Whitehall, WI 54773 
Contact/Title: Lt. Tonya Niederkorn 
Telephone Number(s): 715-538-4509 
Email Address: tcjail@tremplocounty.com 
ADP: 28 Inmates 
Services Provided: Inmate Telephones 
Agreement Effective Date: 03/12/2010 

 
Facility Name: Brookfield Police Department 
Facility Address: 8820 Brookfield Avenue, Brookfield, IL 60531 
Contact/Title: James Episcopo 
Telephone Number(s): 708-485-8131 
Email Address: JEpiscopo@brookfieldil.gov 
ADP: 5 Inmates 
Services Provided: Inmate Telephones 
Agreement Effective Date: 01/10/2012 

 
Facility Name: Westchester Police Department 
Facility Address: 10300 W Roosevelt Road, Westchester, IL 60154 
Contact/Title: Greg Hribal, 
Telephone Number(s): 708-345-0060 
Email Address: ghribal@westchesterpolice.com 
ADP: 10 Inmates 
Services Provided: Inmate Telephones 
Agreement Effective Date: 06/03/2016 

mailto:tnesvold@burnettcounty.org
mailto:tcjail@tremplocounty.com
mailto:JEpiscopo@brookfieldil.gov
mailto:ghribal@westchesterpolice.com
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B3.   Patent & Copyrights 
The Vendor will hold harmless the City, its officer, and employees against all claims that 
machines or software supplied infringe a U.S. patent or copyright. The Vendor further asserts 
that to the vendor’s knowledge the equipment and software proposed does not infringe on any 
U.S. patent or copyright. 

 
NCIC agrees to hold harmless the City of Aurora, its officers and employees against any 
hardware or software claims of other potential vendors. The currently installed system 
does not infringe on any US patent or copyright. 

 
B4.   Please describe all Vendor Patents your company holds or has developed 

Please supply patent information for proposed equipment or software, where applicable to the 
inmate telephone system. 

 
NCIC has entered into mutual patent sharing and licensing agreements with multiple 
service providers covering over 230 technology patents specific to the corrections industry. 
NCIC has also filed Patent Application Number 13/037,865 which “allows for monitoring 
of inmate call recordings for silence recognition to detect and disconnect unauthorized 
third-party call connections” and Patent Application Number 13/211,719 which uses Voice 
Biometrics Software to analyze inmate telephone calls to detect multiple speakers on a 
call or identify theft of inmate phone accounts. 

 
Recently, NCIC has finished a 4-year development and implementation of our own 
proprietary InTouch Kiosk and Video Visitation System (‘VVS’), allowing us to break away 
from reliance on partnerships which may or may not meet our service standards. NCIC’s 
VVS is a patent-licensed system that provides both on and off-site video visitation, inmate 
messaging, unlimited customizable inmate requests (grievances, PREA, medical, dental, 
general requests, maintenance, mail scanning, etc.), along with links to various external 
services, such as commissary, Immigration Information Websites, Consular websites, 
Veteran Services, approved videos, inmate information and finally we offer access to 
inmate documents and handbooks. To ensure NCIC does not have to “catch up” in our 
product offering, we reinvest approximately 20% of our annual revenues to product 
development. 

 
B5.   General Requirements 

1. The  system  shall  provide  an  easy  to  use,  centralized  Web-Browser-based  Inmate 
PhoneManagement system which is available securely from anywhere at any time. 

 
NCIC’s system is a fully centralized web-based platform and was written using the 
newest   technology   in   web   tools.   The 
system is compatible with any Windows- 
based computer and various web browsers 
including Internet Explorer, Chrome 
(recommended), Safari and Firefox. All 
functions of the system are accessible 
24/7/365     via     any     internet-enabled 
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computer, tablet or smart-phone allowing authorized users access throughout the 
platform based on their level of access authorization. The system provides multiple 
tiered security access levels based on the City’s specific needs. 

 
2. System interface to control the phones shall be intuitive. 

 
The proposed system is extremely intuitive and easy-to-understand. Authorized 
access allows City personnel to control the inmate phones, actively live-monitor calls, 
search, save, download, and share call detail records, and all functions of the system 
based on their access level. 

 
3. Access should be controlled so officers only have access to functions they need 

 
Authorized personnel will have a secure user login and password allowing access to 
specific functions based on access permission and privileges. 

 
4. The system must be a one-way, outgoing-only service. 

 
The current system allows one-way, out-going service only, preventing any inmate 
telephone from receiving incoming calls. The centralized call switching uses a VoIP 
network connection to the inmate  phones and not the public switched phone 
network (PSTN). 

 
5. The system must permit inmate calls to Mobile or VOIP telephones, as well as Rotary 

and Pulse phones. 

 
The proposed system detects the rotary tones for the number 1 to confirm 
acceptance. Called Parties that have only rotary dialed phones can also call NCIC 
and the Called Party’s phone number will be setup to automatically accept or block 
calls (whichever the customer desires), if approved by the City. If the Called Party 
has difficulty in using these prompts, or if an older style rotary phone is being used, 
NCIC’s Customer Support team is always available to help with blocking numbers, 
as needed. 

 
6. Access to 800, 888, 900 numbers, multiple long-distance carriers via 800+, 888+, 950+, 

976+,or 10XXX numbers, the 911 emergency system, 1411 and/or 555-1212 and other 
informationservice, and other calls as defined from time to time by the City must be 
prohibited. 

 
The proposed system prohibits access to 800 and 900 type services. There is a 
database of blocked numbers which is maintained by NCIC, which can be shared 
with the Facility for approval and updating, as required. A small but representative 
sample of the blocked number database includes 800, 888, 877, 900, 700, 911, 411, 311, 
0, 950, 976, 555-1212 and 10-10xxx numbers. This database of blocked numbers is 
updated regularly. At no time will inmates be able to reach a live operator or 411 
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information-type services. 
 

7. The system must permit calls to Mexico, Canada, Puerto Rico and the UK. 

 
The pre-paid collect application supports prepaid collect international calls to any 
country, in addition to domestic calling. Calls to Canada, Mexico and Puerto Rico, 
a majority of international calling, can be processed as automated collect calls; all 
other countries require prepayment. The proposed system is the only one in the 
industry that allows traditional collect calling to these countries. NCIC proudly 
offers the lowest rates in the industry, for International calling. 

 
8. Direct dialed calls of any type must be prohibited; the inmate should never be able to reach 

thePublic Switched Telephone Network. 

 
The proposed system does not allow direct dialed calls. The inmate telephones do 
not have a 10-digit telephone number and are not part of the PSTN; therefore, cannot 
be dialed. All calls are processed in the Inmate Call Engine via an automated 
operator. At no time will inmates ever have access to a live operator or direct dialed 
service. 

 
9. The proposed system shall limit inmate calls to 15 minutes; however, the City of Aurora 

mustbe able to change the call duration as needed throughout the entire facility. The 
inmate and called party shall be notified of call limit in advance of the system terminating 
the call. 

 
During installation, the proposed ICE system will be configured with the requested 
15-minute limit. Authorized users can set call durations as a facility-wide default that 
can be changed based on the inmate’s Personal Identification Number (PIN), 
telephone or groups of telephones, as well as phone number dialed. Call time 
durations can be adjusted at any time based on the requirements of the City. 
Duration configuration preferences can also be applied to TTY/TDD calls, VRS 
calls, attorney calls, Speed Dial calls, etc. Call length configurations are extremely 
granular and customizable based on the needs of the City. 

 
System administrators can set a maximum number of inmate calling minutes per 
day or month and provide dial tone at certain times of the day. The platform is 
generally set at a default of allowing inmates to call from 8am until 11pm every day, 
but the system is capable of customizing the available calling hours by day, by 
individual inmate, by destination number, by specific inmate phone, by specific 
housing area, or system wide. See sample screen shot that follows, showing 
application of specific “Time of Day” parameters. 
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10. Vendor shall supply one TTY phone to the Aurora Detention Center. 

 
All proposed telephones are ADA-compliant and are hearing-aid compatible. If 
awarded, NCIC will provide the Aurora Detention Center with the required 
TDD/TTY equipment needed (and maintain that equipment for the course of the 
Contract). Additionally, NCIC will provide telephones which are accessible to 
wheelchair-bound users in designated areas of the Facilities. 

 

 
 

In addition to providing TDD/TTY devices as needed by the City, NCIC is able to 
offer cutting-edge Video Relay Service (VRS) which is quickly becoming the 
preference for deaf/hearing-impaired inmates. VRS acts as a video visitation service 
for deaf/hearing-impaired inmates allowing for face-to-face interactions between 
these inmates and the outside party. NCIC can provide VRS at no cost to the City. 
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Following is a screenshot depicting VRS functionality: 

Screenshot – VRS Application in Use 

 
 

11. The proposed system shall include voice prompts in English and Spanish. 

 
The proposed platform allows inmates to select the preferred language of either 
English or Spanish. The prompts and greetings are pre-recorded in both English 
and Spanish. The inmate selects the language at the beginning of each call by 
pressing a “1” or a “2” on the keypad. The selected language then plays the initial 
prompts/greetings, as well as any interjected warnings/messages during the actual 
call to the inmate and called party. Other languages are available upon request, at 
no cost to the City. 

 
12. The system must require active acceptance by the called party. 

 
The proposed ICE platform allows the inmate to remain muted during the call 
acceptance process and is only allowed to communicate with the called party once 
the called party actively accepts the call by pressing “1” on the keypad. 

 
13. The system shall allow outgoing collect calls. 

 
 

14. The vendor will need to have a program that will proactively attempt to set-up an account 
forcalled parties who are not able to accept collect calls, enabling families to quickly 
communicatewith incarcerated individuals. Please describe how this works. 

 
In the event the called party is not able to accept collect calls, they can immediately 
connect to a live bi-lingual customer service representative while the inmate is on 
hold waiting to be connected. Upon the called party accepting the charge, if the call 
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is not able to be billed as a traditional collect call, the platform informs the called 
party the number is not billable as a collect call and to press 1 to set up a prepaid 
account through a live representative. The unique use of a live representative for 
every initial call received, versus the cumbersome, awkward IVRs preferred by other 
providers, results in a higher ratio of successful account set-ups, and consequently, 
more completed calls and commissionable revenue. 

 
NCIC’s approach differs from the standard in the industry – which is to offer 
exorbitantly-priced Single Pay call products as the first option heard by the Called 
Party, then disconnecting instead of automatically connecting them to the Provider’s 
Call Center. 

 
15. Vendor must notify called party when they have reached a $20.00 balance of its site or 

personalcredit limit. Describe how this works. 

 
The proposed ICE system provides details during the initial call prompts, regarding 
the pre-paid balance, upon every call attempt. If the pre-paid balance is insufficient 
to complete a one-minute call, then the called party is automatically transferred to a 
live agent to arrange billing. If a collect caller is within 75% of their collect call 
threshold, they are transferred to a live operator to arrange billing before the call is 
connected. This proactive  outreach has been well received by consumers  and 
ensures that if a call cannot be completed because of threshold or payment issues, 
the called party promptly speaks with an operator. NCIC always makes it extremely 
easy for friends and family to establish prepaid accounts in order to maximize call 
completion, and connectivity between inmates and their support networks. 

 
16. Due to the recently passed SAFE-T Act (725 IL CS 5/103-3), which mandates providing 

inmates with (3) three free phone calls. The proposed system shall allow the inmate to 
make their first three phone calls at no charge, with each call limited (3) three to (5) five 
minutes. These phone calls would follow all of the other specified requirements aside 
from cost and duration. 

 
Free call allowances are extremely granular and can be associated with inmate PINs, 
specific phones/housing areas, time of day or destination phone numbers. Facility 
staff (with the appropriate level of permission) are able to customize the periods of 
phone availability based on the specific needs of the Facility. 

 
B6.  Fraud Management 

1. The proposed system shall be able detect, notify and prevent three-way or conference 
calls,except for those calls to attorney’s or other approved numbers. 

 
Our patented Three-Way Call Detection system listens for silence detection on a 
near-real time basis using various algorithms developed based on research on 
thousands of three-way call attempts. When the system determines that a three-way 
or call forward has been attempted, a warning message can be played to the parties 
on  the  call  (based  on  the  preferences  of  the  Facility),  and  the  call  record  is 
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permanently marked as a three-way attempt (providing administrators an easy way 
to go back and listen to the call). If required by the City, the system can be configured 
to terminate any detected three-way calls. However, we typically find that 
correctional agencies prefer to allow them to continue, to help gather valuable 
investigative data. 

 

 

Our three-way call detection offers varying levels of confidence on detected calls with 
an option to block, flag and alert users in the case of suspected or confirmed three- 
way call attempts and is the first in the industry to offer DTMF digit collection on 
the called party end, which results in significantly less “false positives,” as it does 
not only rely on silence detection like most systems. 

 
If a three-way call is detected, future calls to that number can be blocked, or just 
flagged. If terminating the call, notification is given the call is being disconnected 
so the inmates will not assume the call was accidentally disconnected. If blocked, 
the system will play a message announcing the number was blocked due to three- 
way calling. 

 
Further, our ECHO™ Voice Biometrics application 
can count voices on both the inmate and the called- 
party side, indicating possible three-way activity or 
collusion. Our voice biometrics can alert users when 
identifying multiple parties on each side of the call, 
and the system can be configured to either terminate 
such calls, or simply flag the call for later review. 
Shown herein is an example of the multi-Speaker 
report available within the proposed Voice 
Biometrics solution. 

 
 

2. The proposed system shall prevent the inmate from obtaining a second dial tone, or 
“chain-dialing.” 

 
The proposed system prevents chain dialing and secondary dial-tone; inmates 
cannot make a second call until the first call is completed. The centralized call 
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switching uses a VoIP network connection to the inmate phones and not the PSTN. 
 

3. The proposed system shall prevent the inmate or called party from dialing extra digits 
after thecall is accepted.  Please describe process. 

 
The proposed system will not allow secondary dial-tone as it provides a synthesized 
dial tone and controls all interaction with the phone network, forcing inmates to 
hang up the existing call before they begin the next call, ignoring any keypad input. 

 
The proposed system can be configured to allow extra digits to specified dialed 
numbers as is the case with speed dials to specific numbers and designated 
voicemails for services such as PREA, Crime Tips, grievances, Public Defender, 
sexual assault/harassment, medical requests, etc. All such numbers will be 
configured at no cost to the City. 

 
4. The proposed system shall be able to remotely monitor Inmate calls and be able to transfer 

callsin progress to investigators. 

 
The proposed System features an Alert system (“Hot Number Alerts”) whereby 
alerts can be sent via email, text or phone call, allowing investigators to receive real- 
time notifications and also covertly listen to calls of interest. The proposed System 
alerts investigators to calls of interest either prior to a call being connected or while 
a call is in progress (this is configurable based on the needs of the City) so that 
investigators can listen to and/or approve the call. 

Screenshot - Alert Configuration 
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When an “alerted” call is detected, the alert is sent to the alert list via email, voice or 
text (depending on the alert configuration). The alert will allow the investigator to 
approve/deny the call and/or listen to the call in-progress. Investigators can hear 
the call at any internet-connected computer or via cell phone/landline. Monitoring 
can be performed by multiple investigators at once, without affecting the ability of 
the system to record calls. Covert monitoring is not detectable by either the Called 
Party or the Inmate. 

 
Most commonly, investigators elect to simply receive email notification of calls of 
interest once the call has completed, with an email (including the call recording) 
being delivered to the investigator after the call is finished. 

 
5. The proposed system shall identify the name of the facility and the inmate placing the 

call tothe called party. 

 
The proposed system brands and identifies each call with the facility name, type of 
call, and inmate (typically inmate’s voice recording) placing the call to the Called 
Party. 

 
6. The proposed system shall be able to play prompts randomly throughout the call. 

 
NCIC’s fully automated system provides easy-to-understand prompts in English and 
Spanish (or other languages as requested by the City) to guide callers and the called 
party through the calling process. All dialing instructions, voice prompts, greetings 
and any interjected security messages are fully customizable based on the 
requirements of the City. Any messages interjected into calls are excluded from 
billing calculations. 

 
7. The proposed system shall guard against “hook-switch dialing,” and other fraudulent 

activities.Please describe. 

 
The proposed system prevents hook-switch dialing and secondary dial tone. The 
inmate phones are not connected to a traditional phone line but to the platform, 
which provides a synthesized dial tone and controls all interaction with the phone 
network, forcing inmates to hang up the existing call before they begin the next call 
and ignoring any keypad input which may occur in between. 

 
8. The inmate shall not communicate with the called party until the call has been accepted. 

 
The inmate and Called Party cannot communicate until the called party has 
positively and actively accepted the initial call. Active acceptance requires that the 
called party press a “1” on their keypad. Billing does not begin until the Called Party 
and inmate are connected. During the call setup announcement called parties can 
deny the call by pressing “2” and block all future calls by pressing “3”. 
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9. The system shall detect the difference between an accepted call and an answering machine, 
busysignal, or other telephone activity. Please describe. 

 
The proposed system uses a sophisticated answer detection algorithm which can 
distinguish between standard and artificial telephone tones, standard SIT tones, 
busy signals and even answering machines/voicemail to ensure accurate call 
answering, prevent erroneous billing and subsequent complaints. This technology 
helps to ensure that only customers who actively accept a call are connected and 
billed. 

 
10. The proposed system shall allow call blocking of specific numbers for the entire agency 

and byeach site. 

 
An inmate allowed call list works in conjunction with the blocked call list; if a phone 
number has been set to “block all” no inmate at the facility will be able to dial the 
phone number under no circumstances. Likewise, a phone number can be blocked 
for a specific inmate but allowed for others, or from certain designated phones, hours 
of the day, etc. Examples of the ‘Denied Destination List’ within an inmate profile, 
as well as how to block a number at a Global level, are below: 

Screenshot – Allowed/Denied Destination List 
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11. The proposed system shall also provide ability to approve and disapprove specific 
phonenumbers that each inmate can call. 

 
The Location Call Control by PIN allows specific configuration based on telephone 
location within the Facility. Phone numbers can be approved or disapproved / 
blocked based on telephone locations and configuration for an inmate via PIN 
restrictions. Additionally, when configured, upon receipt of file from the JMS or RMS 
system, the inmate’s location is updated to reflect new location. Once the file is 
received, the system allows the moved inmate to place calls from their new location 
and only to approved numbers. 

 
 

12. The proposed system shall permit the called party to block all future calls from the 
facility. 

 
During the initial call greetings, called parties can deny the call by pressing “2” or 
can block all future calls by pressing “3.” Any such blocked calls will be displayed in 
the system as “Blocked,” reflecting all details regarding when and how the block 
was applied. 

 
B7.   Other investigative Tools 

1. The system should provide tools to assist in investigations. The system shall have the 
ability to place predetermined phone numbers under surveillance and alert investigators 
when the callis in progress. 

 
The proposed system provides an alert feature where alerts can be sent to cellphones 
or landlines, so that investigators can control and listen to calls. The system alerts 
investigators either prior to a call being placed or while a call is in progress so that 
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investigators can listen to and/or approve a call prior to the call being connected. 
The alert will allow the investigator to deny, approve or listen to the call. 
Investigators can hear the call from any Internet-connected PC, tablet or smartphone 
and terminate the call if required. 

 
In the event a number is blocked, inmates will not be able to even dial that number, 
ensuring that there is no contact to restricted numbers in the system. Within the 
system, an alert system (or “Hot Number Alert”) is featured where alerts can be sent 
to email and / or authorized cell phones and landlines so that investigators can 
receive notification and also covertly listen to calls. When an “alerted” call is detected 
the alert is sent to the alert list via email, voice or text (depending on the alert 
configuration). The alert will allow the investigator to approve the call and/or listen 
to the call in-progress. Investigators can hear the call at any internet-connected 
computer or via cell phone/landline. Monitoring can be performed by multiple 
investigators at once (up to 20 separate connections) and this does not affect the 
ability of the system to record calls and is not detectable by either the called party or 
the inmate. This image shown herein depicts part of the alert set-up process. 

 

 
 

2. The system shall have the ability to search call detail records and recording, save the 
resultsof the search, and archive the recordings by case numbers. 

 
Transferring recordings for use by the staff during routine investigations is provided 
via the Briefcase feature. The Briefcase Tab allows an investigator to choose other 
users within their agency or outside agencies by clicking on “Share” to immediately 
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provide the download to investigators by selecting the user list, select user, click 
“Add”, and click “Share” again. The call is shared via user access and email with the 
email providing full information on ability to access the recording. The proposed ITS 
can easily insert all calls for a given case into an investigative “Briefcase” folder. A 
configuration/alert can be set that automatically organizes call recordings from 
particular inmates, phones, or called numbers into the designated investigative 
Briefcase. This allows for quick access to these calls for the user to view, listen, share 
with others, or download for investigative purposes. See example screenshots that 
follow: 
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3. The call detail record must have the capability to download a call directly from the call 
detailreport. The system must also allow authorized staff to copy multiple calls to a 
folder. 

 
The proposed system’s powerful Call History tab provides the search, reporting, and 
sorting requirements to easily find any completed or attempted call. Quick search 
shortcuts allow administrators to search for calls “today”, “Last Month”, etc. All call 
attempt and completion data are accessible for the life of the contract and beyond, if 
required. The Call History tab also provides access to call recordings and call notes. 

The platform can easily insert all calls for a given case into a specific briefcase folder 
(separate folders can be created and labeled based on ongoing cases / 
investigations). A configuration/alert can be set that automatically organizes call 
recordings from particular inmates, phones, or called numbers into the designated 
investigative Briefcase. This allows for quick access to these calls for the user to view, 
listen, share with others, or download for investigative purposes. 

 
4. The system must support unlimited recording folders per user. The recording folders 

must allow recordings to be downloaded in the recording’s native format as well as .WAV 
and .MP3formats. 

 
The proposed system utilizes the innovative Briefcase feature for the collection, 
organization and sharing of call recordings. Authorized Users can easily manage 
downloaded recordings for saving in .zip files, ISO files, .wav formats and .mp3 
formats for listening on all internet-connected devices such as PC’s, laptops, tablets, 
and smart phones. The User can also burn files to a CD, DVD or ZIP folder. 
Windows XP or newer has the built-in ability to burn disks. The Briefcase function 
allows for an unlimited number of designated recording folders that can be shared 
with other investigators or users. 

 
B8.   Call Acceptance 

1. The proposed system shall provide an option for the called party to request rate of the call 
priorto acceptance. 

 
The proposed system provides a call setup message which is played at the beginning 
of each call. The information regarding the rates of the call and who is billing the 
call can easily accessed during this call setup sequence. Called parties are provided 
with an accurate, clear rate quote, and are not deceitfully steered towards more 
expensive billing options (which is unfortunately a common practice in our 
industry). 

 
2. The called party must actively accept the call. 

 
The proposed platform allows the inmate to remain muted during the call 
acceptance process and is only allowed to communicate with the called party once 
the called party actively accepts the call by pressing “1” on the keypad. 
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During the call set up process, the called party will hear prompts alerting them of the 
steps they can take to accept or deny the call, as well as the call type, facility name 
and inmate name. If the call is unable to be connected, the inmate will hear a 
recorded message describing why the call could not be completed. 

 
3. The inmate cannot communicate nor hear the called party until the call has been accepted. 

 
The inmate and called party cannot communicate until the called party has positively 
and actively accepted the initial call. Active acceptance requires that the called party 
press a “1” on their keypad. Billing does not begin until the called party and offender 
are connected. During the call setup announcement called parties can deny the call 
by pressing “2” and block future calls by pressing “3”. 

 
4. Billing does not begin until the call is accepted. 

 
When the called party answers - a call setup message is played at the beginning of 
each call. The inmate cannot hear the called party during these messages and billing 
does not begin until after the called party actively accepts the call. 

 
B9.   System Security 

1. The proposed system must be programmed for auto shut-off at times designated by the 
City. 

 
The proposed system features include automated on/off controls, based on pre- 
configured schedules and the needs of the City. The platform allows authorized users 
to shut down individual telephones, blocks of telephones or the entire telephone 
system, and shutdown can be completed either immediately, or done once any 
current calls are completed. 

 
2. The City personnel must be able to manually shut down the system in case of emergency. 

 
The system can be manually switched on/off via the secure web page using any 
internet-enabled device with internet access or by manual switches located in any 
area designated (Demarcation location, central control center, selected housing 
units, selected telephone) by the authorized personnel. Only authorized Facility 
personnel with proper login credentials (username and password) will be allowed 
access to this particular area of the system. 
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3. The proposed system shall be password protected to permit only appropriate facility 
personnelaccess to the system. 

 
Facility administrators can be provided with superior permission levels which allow 
them to manage the login/permissions provided to other authorized users. 
Permission levels can be granted based on the daily job duties and tasks each user 
needs to perform. Authorized personnel will have the same secure Username and 
Password allowing them to access the system based on their security level remotely, 
via the Internet. Users can securely perform all functions of the system, including 
live monitoring, listening to recorded calls, blocking/unblocking numbers, 
terminating calls, PIN administration, call history searching, or any other function 
needed in real-time. All page views and modifications to the database are logged in 
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detail, to provide an audit trail in our user Activity Log report. With these checks in 
place, any views or changes are logged with the user's login information, timestamp 
and their location allowing the change to be tracked back to the user and undone if 
necessary. All information is stored in geographically separate backup locations to 
ensure 100% reliability. 

 

 
 

B10. Reports 
1. The vendor shall supply the capability for the facility to view and track call activity, 

commission information, and facility service requests from any location at any time via a 
webaccessible site. 

 
The proposed ICE system, fully accessible from any internet enabled device, allows 
authorized users with proper access privileges to view and track call activity as well 
as commission information. The ICE system offers a comprehensive package of 
web-based reporting; therefore, no special reporting tools are needed. Facility 
service request reports are also available and when a service request is submitted, a 
confirmation email is immediately sent to the requestor with additional emails 
provided as updates occur, through until issue resolution. 

 
2. The vendor shall supply call detail reports to the City which is fully integrated into the 

platform. These reports shall contain a variety of call information and be customizable 
to suitthe City’s needs. 

 
A comprehensive package of web-based reports is offered with no special reporting 
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tools needed to view or download detailed live and historical call detail and revenue 
information. If the City desires custom reports, NCIC will create custom reporting 
and can automate reports to email desired recipients as needed. Reports are available 
for inmate calls, with a variety of search options, inmate detail and statistics, 
destination number statistics, destination number associations, daily/monthly 
revenue reports and user activity reporting. Shown below is an example of a basic 
raw CDR export. 

 

 
 

3. Standard reports should include: Frequently Dialed Numbers, 3-Way Call Attempts, and 
CallVolume by Telephone. 

 
All standard reports (Frequently Dialed Numbers, 3-Way Call Attempts, Call Volume 
by Telephone, by inmate PIN, location, date, time, etc.) are available through the 
web interface. Each area of the interface has the option to export the filtered data 
into either excel, pdf or csv. In the event custom reports are desired, NCIC has the 
capability to provide custom reporting and can automate reports to email desired 
recipients as needed and at no cost to the City. 

 
In addition to the detailed, yet easy-to-understand reports being sent to the 
appropriate City recipient on a monthly basis, authorized system users can easily 
pull their own revenue and Call detail reports at any time, using the Call History 
report. The system allows users to easily pull all completed calls for a given traffic 
month and includes all revenue information for all completed calls. 

 
The proposed system’s Call History Reporting page will exceed expectations for 
search, reporting and sorting requirements. All call attempt and completion data is 
accessible for the life of the Contract, and beyond, if needed. Our Call History reports 
allow searching by whole or partial destination numbers, call disposition, inmate 
name/AIS, inmate telephone location, and many other options. The Call Detail 
screen shown below lists all calls that are placed/accepted in addition the report lists 
the date, time and duration of all calls completed through the system, as well as the 
total charges associated with each call. 
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Screenshot – Call History Reporting 

 
 
 

4. Vendor shall supply monthly revenue reports. 

 
Please reference Attachment C - NCIC Sample Reports. 

 

5. Vendor shall attach samples of their call detail and other standard reports. 

 
Please reference Attachment C - NCIC Sample Reports. 

 

6. Vendor shall provide a secure access to all calling activity within the facility via the 
internet/web. The hosted site will need to provide an interface that will allow a facility to 
viewcall detail reports, check and track a facility commission data. This system should 
also allowfacilities to open and/or view the status of service tickets. 

 
Authorized users have the ability to securely access all reports and calling activity at 
any time via the intuitive user interface. As with all other functions of the proposed 
ITS, Authorized Users will need their unique login (username and password) in 
order to access all reports and calling activity. 

 
7. Attach any other reports that may be available from the system. 

 
Please reference Attachment C - NCIC Sample Reports. 

 

B11. Service & Maintenance 
1. Vendor shall provide 24-hour, toll-free service number. 

 
NCIC’s Bi-Lingual Facility Support Department is available 24/7/365 and can be 
contacted by telephone at 903-757-4455 or toll-free 888-686-3699, or through email 
(for trouble-ticketing) at support@ncic.com. Callers can easily access a live agent 
within a few seconds, by following the easy prompts. NCIC directly provides the 

mailto:support@ncic.com
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technical services including customer service and facility support – at no time will 
these functions be outsourced to a third-party company, they are all managed from 
our company headquarters in Longview, TX. NCIC proudly operates the most 
customer-friendly Call Center in the inmate telephone industry, recognizing that 
satisfied friends and family result in more completed calls, higher Gross Revenue, 
and minimal complaints to the correctional agency. 

 
2. Vendor shall respond to all major service outages within two hours. Major outage is 

definedas 30% or more of the functionality of the system. 

 
Please reference Attachment A – NCIC’s Support Structure/Service Policies and  
Procedures. 

 

3. Vendor shall provide service policies and procedures as an attachment to this proposal. 

 
Please reference Attachment A – NCIC’s Support S tructu re/Service Policies and   
Procedures. 

 

4. Describe any annual maintenance charges. 

 
NCIC provides all equipment (including installation and ongoing maintenance) at 
no cost, charge, or commission deduction to the City of Aurora. 

 
5. Describe the maintenance and quality assurance programs for telephones to be installed. 

 
NCIC proposes a monthly Preventative Maintenance (“PM”) visit (based on 
approval/schedule of the City of Aurora) which is geared towards ensuring that all 
inmate phones and related equipment are functional and operating at full capacity. 
Every inmate telephone station will be checked during the monthly PM. After each 
monthly visit, the service technician will submit (both to Facility staff and NCIC 
headquarters) a detailed Repair Log, showing all work completed, any pending work 
to be completed, etc. 

Sample Preventative Maintenance Phone/Kiosk Repair Form 
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6. Detail equipment installation charges, if any. 

 
NCIC provides all equipment (including installation and ongoing maintenance) at 
no cost, charge, or commission deduction to the City of Aurora. 

 
7. If upgrades to equipment are needed during the course of an agreement, are there costs 

relatedto that upgrade? 

 
All upgrades will be promptly provided at no cost, so the City of Aurora has the latest 
in technology. Major releases are scheduled every quarter (at least), as we add new 
products and features to the platforms. 

 
8. Describe the maintenance and quality assurance programs for telephones to be installed. 

 
Please reference Question #5 on the previous page. 

 
9. Detail the method of determining service interruptions and service call priorities.  List 

responsetime for each priority and the level of expertise devoted to each priority. 

 
Please reference Attachment A – NCIC’s Support S tructu re/Service Policies and   
Procedures. 

 

10. Provide a contact person who will be responsible for ongoing account management 
andsupport.  Will support be conducted via remote access or in person? 

 
NCIC will assign Mr. Craig Storer as the main point of contact for the City of Aurora 
during the entire Contract term. Mr. Storer will oversee final Contract documentation 
and ongoing Contract management, act as primary liaison with the appropriate City 
and Facility personnel, manage the implementation of all services, ongoing 
maintenance and oversight and management of the day-to-day operations to include 
direction of NCIC’s overall team. 

Contact: Mr. Craig Storer, Director of Marketing 
Email: craig.storer@ncic.com 
Office: 903-757-4455 
Cell: 318-286-8134 

 
Support services can be provided both remote or in-person depending on the type of 
service that is required by the City. 

 
11. System shall have the capability for remote diagnostic to minimize facility visits by 

vendor.Describe your system diagnostic process and tools. 

 
Please reference Attachment A – NCIC’s Support S tructu re/Service Policies and   
Procedures. 

mailto:craig.storer@ncic.com
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12. If maintenance is outsourced, is there background checks done on each subcontractor? 

 

 

NCIC personnel will comply with all Department requirements for facility access 
including tool control, background checks and dress code. All maintenance 
personnel representing NCIC conduct themselves in a professional manner and 
maintain a detailed tool inventory both upon entering and leaving a Facility. 

 
13. Who is responsible for preventative maintenance and system software updates? How 

often arethese tasks completed? 

 
NCIC will provide all preventative maintenance and system software updates at no 
cost to the City. Major releases are scheduled every quarter (at least), as we add new 
products and features to the platforms. Prior to applying any changes or upgrades to 
the proposed systems, NCIC will perform extensive testing to all applications to 
ensure the new system or feature operates optimally and is free of any defects. NCIC 
will coordinate with the City to ensure that any and all major changes made to the 
system are scheduled at a time convenient to the City so that we avoid interruption 
to service. 

 
B12. Installation and Cut-Over 

1. The contractor will provide inmate phone sets, the remote administration station and the 
automated inmate call control system. This installation is to be completed within sixty 
(60) days after contract award and full execution. 

 
The proposed ICE system is a fully functional and maintained inmate telephone 
system that provides all operational features and system requirements applicable to 
all calls placed through the system, including local, long distance, and international 
calling. ICE and the complete system and equipment that support the Facility’s call 
monitoring/security needs includes digital recording technology, network, 
database, servers, call processors, digital and analog communications circuits, 
telecommunications capabilities, and other required system functionality. NCIC is 
responsible for all costs of the proposed system, including installation, at no cost to 
the City, and fully understands and will comply with the sixty (60) day installation 
requirement. 

 
2. Bidder shall submit a complete and detailed schedule of the time-frame required for 

installation, utility coordination, training, cut over and testing. The system must be 
installed in a manner and under a time-frame designed to minimize disruption of the 
normal functioningof the facilities. 

 
NCIC has provided a draft implementation plan which follows a “phased” approach 
incorporating quality assurance measures to  ensure a seamless transition, 
minimizing the risk of disruption of phone service, and ensuring completion of the 
project by the desired completion date. The project plan will be modified per agreed 
upon contract terms and will follow the project plan and template. Please reference 
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Attachment B - NCIC’s Sample Implementat ion Plan . 
 

3. If the schedule cannot be met within the 60 days stated above, contractor must propose 
an installation schedule of events. Failure to state installation time in the bid will obligate 
the contractor to complete installation so as required in the bid. Extended installation 
time may be considered when in the best interest of the City. 

 
NCIC anticipates no issues with meeting or exceeding the required 60-day 
installation timeline. 

 
4. Any delay in the implementation of the contractors’ schedule that is caused by the City 

will increase the contractor's time allowance to complete installation but the contractor 
must submita complete and detailed schedule of additional time required. 

 
 

5. The risk of loss and or damage will be assumed by the contractor during shipment, 
unloadingand installation. 

 
At no time will NCIC hold the City of Aurora responsible for any loss or damage of 
equipment during shipment, unloading or installation. 

 
6. All installation of equipment must meet or exceed State of Illinois Jails Construction 

standardsand rules. All installation plans must be submitted to the City for pre-approval. 

 
 

B13. Call Monitoring & Recording 
1. The proposed system shall maintain all call recordings centrally on SAN storage 

technologyand not use tape drives for storage of call recordings 

 
All information and recordings are stored in geographically separate redundant 
backup locations to ensure 100% reliability. The primary data center is located in 
Longview, TX and backed up at our “mirror location” in downtown Dallas, TX. As 
a tertiary level of protection, all recordings and call detail are stored with Amazon’s 
Web Services S3 Cloud. The proposed system was the first inmate telephone service 
to use the Cloud to provide the utmost redundancy and security in call recording and 
call detail storage. It utilizes Amazon’s GovCloud services, which are designed to 
host the most sensitive data, and address the most stringent US government security 
and compliance requirements. Inmate call recordings are stored in a minimum of 3 
separate locations and encrypted in AWS’ proprietary encryption code. All call 
records and system data are backed up in real-time. The call recordings and call 
detail are immediately copied to Amazon’s GovCloud for off-site redundancy. Access 
to AWS GovCloud services is limited to vetted account holders that must be held by 
US citizens. 

 
2. All call recordings for 120 days shall be stored online and available through the online 
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userinterface. 

 
All call recordings and system data are backed up in real-time and available through 
any internet-enabled device. Recordings are available for the duration of the 
agreement, and longer if required by the City. 

 
3. Facility personnel must be able to search call recordings by dialed number, date, time, 

inmateaccount, or site name. 

 
Our Call History and Call Detail Reports (CDRs) allow searching by partial 
destination numbers, call disposition, such as answering machine, no answer, busy 
line, call denied by caller, call blocked by caller, invalid PIN (when inmates are trying 
to fraudulently use PINs), invalid destination number, frequently called numbers 
and over 20 more options. 

 
4. Facility personnel must be able to simultaneously live monitor conversations while the 

systemis recording the conversations. 

 
The proposed system shows all live/current calls under the Live Monitoring tab and 
allows the Authorized User to easily single-click on each call to hear the active call. 
Multiple users can monitor simultaneously, without affecting the performance of the 
system, and without the parties on the call being aware of the monitoring. 

 
Screenshot – Live Monitoring 

 
 
 
 

B14. Training 
1. Vendor shall provide initial installation training to the City staff in system administration, 

operation, and reporting. Upgrade and refresher training is also required for the length of 
the contract at no cost to the City. 
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2. Describe  training  program;  include  description  of  course,  length  of  time,  and  any 
applicable documents. 

 
NCIC provides free, comprehensive training to all customers and will provide free 
recurring training as needed and/or requested by the City. Facility Administrators, 
along with any City staff who will have access to the equipment and the system 
interface are thoroughly instructed on how to use the proposed platform. Staff will 
receive hands-on training to ensure they are properly acquainted with the new 
system. Training can be provided over multiple days and shifts to ensure all Facility 
staff has a chance to participate, if needed. All staff will be provided with a detailed 
syllabus, as well as a training manual. In addition, the proposed ICE platform also 
offers the Documentation section where users can search for features to obtain 
instructions; there are more than thirty (30) brief “How To” videos. 

 
NCIC will provide on-site training based on staffs’ areas of expertise, including, but 
not limited to: 
• System administration, operation, and reporting 
• Investigative features for investigative staff 

 
Initial on-site training is provided during the implementation and is included as part 
of the overall project plan. NCIC will work with the City’s Project Manager to identify 
who is to be trained along with the type of training the staff is to receive (e.g., 
Administrator, Operation, Reporting, Investigative). 

 
A hands-on demonstration and training is provided to all necessary individuals to 
ensure they are properly acquainted and familiar with the new system. Training will 
be provided over multiple days and shifts to ensure: 
• All staff can attend; 
• Trainings  are  provided  for  the  staff’s  area  of  focus  (e.g.,  administration, 

investigation); 
• Smaller class sizes; and 
• To accommodate the staffs’ schedules. 

On-demand, ongoing training will be available via Phone/WebEx, or on-site if 
preferred by the City. Phone/WebEx training can be done same day in the case of 
emergency, and all ongoing refresher training is provided at no cost to the City. 
Please see the sample training agendas below: 
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Additionally, as mentioned above, Authorized Users are abler to access a large range 
of brief “How To” videos, covering various common functions of the proposed 
system. Please see example screenshots that follow: 
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B15. Payment Options 
1. The proposed system shall allow automated operator collect calling. 

 
The proposed system offers automated collect, pre-paid 
collect, and debit calls. The pre-paid collect application 
supports prepaid collect international calls to any country, 
in addition to domestic calling. Calls to Canada, Mexico 
and Puerto Rico, a majority of international calling, can 
be processed as automated collect calls; all other countries 
require prepayment. The proposed system is the only one 
in the industry that allows traditional collect calling to 
these countries. 

 
2. The prepaid calls will be subject to the same restrictions and features as standard inmate 

collectcalls. 

 
Security and investigative features of the proposed system are available regardless of 
how the calls are billed. 

 
3. The called party shall be provided an option to request cost of the call prior to accepting 

the charges. 

 
Called parties are provided the option of hearing and repeating the rate quote during 
the call setup process, before the called party accepts the call. Unlike other providers 
in the industry, the proposed system does not have a call greeting sequence that 
makes it difficult to receive a rate quote, nor do we configure our prompt/greeting 
sequence to deceitfully steer consumers (called parties) to more expensive “Single 
Payment” billing options. 

 
4. The proposed vendor shall have a system in place that will allow inmate families and 

friends to set-up alternate billing methods directly with the vendor. Two methods the City 
would liketo see offered are: 
a. The vendor should have an advance payment system.  This system should allow 

customersto prepay for calls from the facility. 

 
The proposed system uses a live operator to handle the prepaid collect account 
set-up process for friends and family, our process results in a higher amount of 
completed calls/revenue than allowing collect to cell phones at higher prices. 
The called party can immediately connect to a live bi-lingual customer service 
representative in order to set up an account, while the inmate is on hold waiting 
to be connected. The use of a live operator versus an awkward automated system 
increases the percentage of successful account set-ups and decreases confusion 
about establishing an account. 



Page | 39 

 

 

b. The vendor should have a system in place that will allow inmate families and friends 
to set-up an account directly with the vendor. 

 
NCIC utilizes our customer service toll-free number as the caller ID on each call, 
so that family members can easily contact us for further questions about their 
accounts, recharges and/or refunds. NCIC can provide posters, pamphlets and 
flyers that can be distributed in the lobby of the jail for family members, and we 
can post simple instructions next to our phones so the inmates can understand 
how to place calls prior to placing their first call. A webpage is also available for 
account funding and management with low, defined fees to establish accounts. 

 
5. The proposed vendor shall provide the ability for inmate families and friends to accept and 

payfor a single call with a credit or debit card without the need to establish an account or 
transferto customer service. 

 
NCIC offers both prepaid collect calling and bank card collect calling. With prepaid 
collect calling, the friend/family member would incur a one-time account set up fee. 
The Bank card collect calling allows the family to bill to a card for a single call 
without having to establish an account. Unlike other providers in the industry, NCIC 
does not offer abusive, excessively priced “Single Payment” options that only cause 
to erode calling revenue. These can be up to $9.99 or $14.99 that is charged to family 
and friends for a single call. If a Single Payment billing method is needed, it will be 
provided at the same low, per-minute rate as all other calls. 

 

6. The proposed vendor must allow calls to cell phones and have an ability to establish 
accountsfor such customers. 

 
Due to the system being the most user-friendly in the industry and the fact that we 
use a live operator to handle the prepaid collect account set-up process for friends 
and family, our process results in a higher amount of completed calls/revenue than 
allowing collect to cell phones at higher prices. Further, NCIC charges the lowest 
account establishment fee in the industry, resulting in a higher percentage of prepaid 
accounts getting installed. When an inmate places an initial call, the called party is 
transferred to a live operator while the inmate is on hold. The use of a live operator 
versus an awkward automated system increases the percentage of successful account 
set-ups and decreases confusion about establishing an account. 

Additionally, NCIC utilizes our customer service toll-free number as the caller ID on 
each call, so that family members can easily contact us for further questions about 
their accounts, recharges and/or refunds. Recently, we have been experimenting 
with using local DID numbers in cases where the answer rate isn’t as high to help 
promote the answering of inmate calls. With that said, NCIC can provide a pamphlet 
or flyer that can be distributed in the lobby of the jail for family members, and post 
simple instructions next to our phones so the inmates can understand how to place 
calls prior to placing their first call. NCIC also has a webpage for account funding 
and management with low, defined fees to establish accounts. 
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7. The proposed vendor must have the ability to provide promotional calls to cell phones and 
textmessaging information on how to establish an account. 

 
NCIC can offer free/promotional calls from the booking phones (or any other 
phones as specified by the City of Aurora) allowing newly booked inmates a quick 
call to notify family they are incarcerated. NCIC has avoided the "Single Payment" 
programs that many of our competitors offer because of the high charge that is billed 
to the end user. NCIC offers a version of the Single Payment services, but such calls 
are billed at the same low per-minute rate being charged for other call/bill types. 
There are no egregious fees being charged for such calls (up to $14.99 or $9.99, in 
some cases). 

 
B16. Equipment 

1. The proposed inmate telephone system shall be a turnkey telephone system and service. 

 
The proposed system is a fully turnkey inmate communications platform and service 
solution which includes all technologies and network requirements requested in the 
City of Aurora’s RFP. 

 
2. The vendor shall provide a minimum of 3 non-coin, inmate telephones composed of 

durable equipment suitable for jail environments with an option to expand the system 
and addtelephones as needed. 

 
The NCIC phone employs a heavy-duty armored handset that is hearing aid 
compatible and has an anti-static receiver. The phone’s housing is made of durable 
14-gauge stainless steel which is ideal for a correctional environment – there are no 
exterior removable parts and hardware is in full compliance with ADA requirements. 
Our proposed phones offer volume control and have a rubber seal to prevent 
moisture from entering through the back of the phone. NCIC has developed our own 
phone to include buttons that are 100% larger than standard inmate phones, allowing 
visually impaired inmates to see the numbers and letters more easily on the keypads. 
Further, the phones are easier to use in low-light conditions, as the numbers and 
letters are over 100% larger than traditional phone keypads. Shown below are several 
variations/examples of our standard ITS hardware. 
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3. The vendor shall provide two (2) PCs to the City to utilize and operate the Inmate phone 
systemand software. 

 

 

 

4. The proposed system shall have the ability, as authorized by the City, to monitor live or 
listento previously recorded calls at the City Jail without the need to interface directly 
with Jail’s network. 

 
All calls can be monitored simultaneously and covertly by multiple users, without 
affecting the ability of the system to record calls, or the quality of the call audio for 
the call participants (inmate and called party). Live Monitoring on the platform 
allows for all calls to be monitored and call activity to be viewed in real-time. The 
live monitoring feature allows the authorized user to sort monitoring/call history by 
a large variety of search criteria. 

 
Our web based HTML5 player allows users to move back and forth within the call, 
as well as increase/decrease the playback speed, allowing users to significantly 
reduce worktime in listening to call recordings. All the information can be sorted 
real-time, and calls can be easily terminated with a single click of the mouse, if 
required. Please refer to a sample screen shot of the Live Monitoring below. 

 

 
 

5. The proposed system user interface shall be based on security level and password 
protected. 

 
The proposed ITS allows for allocation of user access levels in a very granular 
fashion. Facility or agency administrators can be provided with superior permission 
levels which allow them to manage the login/permissions provided to other 
Authorized Users. Permission levels can be granted based on the daily job duties and 
tasks each User needs to perform. Authorized Users are able to be provided with the 
same secure Username and Password for all proposed applications, allowing them 
to access the system(s) based on their security level remotely, via the Internet. 
Authorized Users can securely perform all functions of the system, including live 
monitoring, listening to recorded calls, blocking/unblocking numbers, terminating 
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calls, PIN administration, call history searching, or any other function needed in 

 

 

real-time (based on their individual level of system access/permission). All page 
views and modifications to the database are logged in detail, to provide an audit trail 
in our user Activity Log report. With these checks in place, any views or changes are 
logged with the Authorized User's login information, date/timestamp and their 
originating IP address allowing the change to be tracked back to the User and 
undone, if necessary. All information is stored in geographically separate backup 
locations to ensure 100% reliability. Please reference the User Set Up Screen below. 

 

 
 

6. All vendor equipment shall comply with FCC regulations. 

 
All equipment meets or exceeds applicable FCC licensing, rules, and certification 
regulations. FCC FRN# and other certification-related documents are available 
upon request. NCIC proudly operates with calling rate and fee structures which meet 
or exceed the requirements of the FCC and various State regulatory bodies. 

 
7. The proposed equipment and system shall be scalable to meet the City’s growing needs. 

 
Our scalable platform can easily be upgraded to accommodate increased call traffic 
and recordings by simply adding equipment. Any equipment additions will be 
provided at no cost to the City for the duration of the Agreement, including any 
extensions or renewals. 

 
8. Vendor  equipment  shall  include  backup  power  in  the  event  of  temporary  loss  of 

commercialpower. 

 
All equipment is connected to a network-enabled Uninterruptible Power Supply 
(UPS) backup in order to prevent down-time during power failures or conversations 
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from power to generator. The UPS units allow for remote power management by our 
Network Operations Center (NOC) for up to four (4) hours. In an effort to guard 
against VoIP router outages, we utilize UPS battery backup units, which also provide 
surge protection. 

 

 
 

9. Disclose, with percentages clearly shown, what work is or will be subcontracted, and 
whatwork is or will be performed by the Vendor’s employees. 

 
No aspect of the proposed solution will be outsourced to subcontractors, 100% of the 
required work will be undertaken by direct NCIC employees. 

 
10. Indicate your firm’s ability to provide authorized users detailed reporting tools to include 

butnot limited to the following information: 
• Phone Location Originating call 
• Time of call 
• Telephone number called 
• Most frequently called numbers 
• Length of call 
• Identify numbers called from a specific telephone 
• Identify telephone numbers called by a specific inmate 
• Alarm number status 
• Alarm a telephone number and allow automatic recording of the call 
• Multiple calls from different inmate phones to the same number 

 
The proposed system allows authorized users access from any Windows-based 
computer with internet connectivity to be able to utilize all features and 
capabilities of the system. A myriad of reports including all items listed above, 
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customizable and exportable as XLS, XLSX, CSV or PDF files, allowing users to 
search call data by any parameter at no cost to the City. Below are sample report 
screenshots with export feature and multiple search parameters. 

Report Columns / Options: 

 
Report / Export Feature: 

 
 

11. Indicate your systems ability to allow authorized user access to system UserUtilities from 
any Windows 10 based PC that has access to the internet. 

 
All users with the appropriate level of access are able to use the system from any 
Windows 10-based PC with internet access, simply by logging in to the platform with 
secure login credentials. 



Page | 45 

 

 

SECTION C: FEES, RATES & FACILITY COMMISSIONS 
C1.   Fees, Rates & Commission 

1. The system will have the capability to inform  the  called  party  of  the  call  cost 
prior toacceptance. 

 
Called parties are provided the option of hearing and repeating the rate quote during 
the call setup process, before the called party accepts the call. 

 
2. The rates charged to users shall not exceed the tariffs as mandated by the Public 

UtilitiesCommission for all services. Please provide a copy of the rates that will be 
charged. 

 
NCIC has been a vocal supporter of all FCC and State PSC/PUC efforts relative to 
Inmate Calling Services. NCIC takes pride in full transparency relative to inmate 
calling rates and fees and will never deviate from the approved calling rates and fees. 

 
3. The vendor shall be responsible for the collection of charges for fraudulent or 

otherwiseuncollectible calls. 

 
NCIC will assume all responsibility for billing and collections of fraudulent calls. 

 
4. The vendor shall be responsible for any and all billing disputes, claims, or liabilities that 

mayarise in regards to its provisions of this contract. 

 
 

5. Vendor billing to called parties must include the vendor information and a toll-free 
telephonenumber to resolve billing disputes. 

 
NCIC provides our toll-free customer service phone number (800-943-2189) as the 
caller ID on all inmate calls. This makes it easier for the Called Party to contact 
NCIC Support to set up or manage their pre-paid account, or ask questions about 
the service 

 
NCIC directly handles any customer complaints, this function is not outsourced and 
remains an in-house operation. NCIC enjoys the lowest rate of customer complaints 
in the industry, due to our use of low calling rates and minimal fees. In every instance 
of displacing a competitor in a facility, the incoming complaints are drastically 
reduced. Any complaints received are handled professionally and diligently. 

 
6. Billing charges shall begin at the time of the call completion when the calling party is 

connected to the called party and shall be terminated when either party hangs up. 
Incomplete calls such as network intercept recordings, busy signals, no answers, refusals 
of calls, answering machine pick-ups, etc. shall not be billed. 
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The current system uses a sophisticated answer detection algorithm which can 
distinguish between standard and artificial telephone tones, standard SIT tones, 
busy signals and even answering machines/voicemail to ensure accurate call 
answering, prevent erroneous billing and subsequent complaints. This technology 
helps to ensure that only customers who actively accept a call are connected and 
billed. 

 
7. Under no circumstances will the commission rate be adjusted lower than the rate agreed 

to at contract award, nor will the City be obligated to renegotiate any portion of this 
contract as a result of an increase to the commission rate. 

 
 

8. The commission rate shall be based on Gross Billed Revenue. Offeror shall include a 
detailedanalysis as to how they determine and define gross revenue. 

 
The monthly commission amount or revenue to the City is calculated on Gross 
Revenue. Gross Revenue is the actual rated call amount, excluding any taxes or 
regulatory fees. There is no deduction of any sort on the gross revenues. The 
expense for uncollectible revenue is taken into consideration in the commission 
offering and does not reduce the Gross Call Revenue or monthly commission 
payment. 

 
C2.   Commission Structure 

Please provide information on the commission structure. Include the following within your 
response: 
1. What is the percentage of commission you will pay the City? Failure to state proposed 

commission percentage will result in rejection of proposal. 

 
NCIC has provided a complete description of our proposed Calling Rates, Fees and 
Compensation form in the separately sealed Price Proposal. 

 
2. Explain in detail the method used to calculate revenue to the City (e.g., gross revenue, 

adjustedgross revenue, net revenue). 

 
The monthly commission amount or revenue to the City is calculated on Gross 
Revenue. Gross Revenue is the actual rated call amount (completed billable 
minutes), excluding any taxes or regulatory fees. There is no deduction of any sort 
on the gross revenues. 

 
3. State applicable deductions from Gross Revenue before calculating the City's revenue 

(i.e., uncollectible calls, total calls, access lines charges, clearing house charges, RBOC, 
LIDB, etc.). 

 
NCIC will never apply any deductions for unbillable calls, bad debt, uncollectible 
calls, taxes, fraudulent calls, LEC adjustments or any other expense. 



Page | 47 

 

 

 

3. What is your method of reporting the calculation of the City's commission payment? 
a. Provide samples of proposed reports. 
b. Is there a charge for customized reports? 
c. If yes, provide amounts. 

 
The monthly commission amount or revenue to the City is calculated on Gross 
Revenue. Gross Revenue is the actual rated call amount, excluding any taxes or 
regulatory fees. There is no deduction of any sort on the gross revenues. The 
expense for uncollectible revenue is taken into consideration in the commission 
offering and does not reduce the Gross Call Revenue or monthly commission 
payment. 

 
Each commission report includes the date range of commissioned calls, 
originating ANI (telephone), account number, destination of call, City and State 
of terminating call, total amount of billed call, duration of call, type (prepaid, 
collect, etc.), jurisdiction of call and commission payment for each Bill Type / 
Call Type. There is a summary of all calls sorted by jurisdiction following the 
detail. Additional customer reports are also available, for example, summarized 
total billed revenue by telephone and type of call. 

 
Custom reports can also be set up for automatic delivery and reports can easily 
be downloaded in a variety of file formats including Excel, PDF, CSV. 
Customization and modifications to reports are provided at no cost to the City. 
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4. Describe collection procedures. 
a. What types of reports are available to City to audit commission payments? Provide 

samplesof reports. 
b. The City requires detailed reports of placed, accepted, local and long distance calls. 

 
NCIC enjoys a reputation of being an honest, transparent provider of Inmate 
Communications, operating in an industry that, unfortunately, has a history of 
abusive and misleading practices. At any time, the appropriate City of Aurora 
personnel can access the exact same back-end web-based traffic reports that 
NCIC uses on a monthly basis to complete our commission calculations. Raw, 
unaltered Call Detail Records able to be accessed at any time, showing the details 
regarding all completed calls. 

Screenshot – Raw CDR File 

 
 

Monthly reports provided are detailed, yet easy to understand. A monthly 
Revenue/Commission report will be provided that clearly breaks down the total 
amount of revenue generated, split out by Call Type (Local, Intralata/Intrastate, 
Interlata/Intrastate, Interlata/Interstate, International) and Bill Type (Collect, 
Pre-Paid Collect, Debit, Pre-Paid Cards (if applicable). All 
Revenue/Commission reporting is able to be verified and validated through the 
monthly Call Detail Records which are able to be easily exported directly from 
the web-based platform at any time, and can also be scheduled to be sent at pre- 
configured intervals (such as at the beginning of each month, for the prior traffic 
month). 



Page | 49 

 

 

Example Commission Report 

 
Numbers shown within this report are not indicative of the City of Aurora. 

 
5. The City assumes no liability for uncollected revenue. Please describe the procedure for 

handling uncollectible revenue. State whether this expense reduces City commission and, 
if so, specify in what manner. 

 
NCIC will be solely responsible for collection of charges for fraudulent or otherwise 
uncollectible calls/revenue, and there shall be no commission deductions or 
withholdings relative to these issues. 
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6. Describe the procedure for billing. 
a. Describe your billing process and who handles billing. 
b. Will there be any handling fees charged to the City? 
c. Are there any deductions from revenues? 

 
NCIC has an agreement for LEC billing with BSG Billing Services Group, 7411 John 
Smith Drive, Suite 1500, San Antonio, TX 78229, phone (210)-949-7000. 

 
Prior to allowing a call to be placed, each billed call is validated. Validation is 
performed both internally and externally. Upon call completion, the call is rated 
based on customer/location specific rate tables and the billing information is stored 
within a database. These calls are replicated hourly over to a secondary database 
where they are stored for reporting and billing purposes. An in-house written 
application is executed which selects the appropriate un-billed records and modifies 
the format as required for all billers. 

 
The proposed ITS is centralized allowing call records to be immediately available 
for real-time call-rating. The rating engine utilizes a robust and accurate real-time 
tax calculation solution designed specifically for the communications industry. 
When a call is completed the rated and taxed CDR is placed in our calling database. 
If the call is pre-paid, the transaction is immediately posted to the existing NCIC 
communications account, and the available balance is reduced by the cost of the 
call. If the call is collect, the CDR is submitted to the local exchange carrier (LEC) 
or BSG Clearing for billing and collection. Upon successful submission to 
appropriate entities for billing, via FTP or other secure connection/file applications, 
the records are marked as billed. CDRs are stored and backed up daily. NCIC will 
never apply any deductions from revenues or charge the City any fees for billing and 
handling. 

 
7. Provide vendor proposed calling rates for local, interstate, and international calls. 

 
NCIC has provided a complete description of our proposed Calling Rates, Fees and 
Compensation form in the separately sealed Price Proposal. 



 

 

 

 
PROPOSER'S  CERTIFICATION 

I/We hereby certify that: 
A. A complete set of RFP papers, as intended, has been received, and that l/We will abide by the 

contents and/or information received and/or contained herein. 
B. l/We have not entered into any collusion or other unethical practices with any person, firm, or 

employee of the City which would in any way be construed as unethical business practice. 
C. I/We have adopted a written sexual harassment policy which is in accordance with the requirements 

of Federal, State and local laws, regulations and policies and further certify that I/Weare also in 
compliance with all other equal employment requirements contained in Public Act 87- 1257 
(effective July 1, 1993) 775 ILCS 5/2-105 (A). 

D I/We operate a drug free environment and drugs are not allowed in the workplace or satellite 
locations as well as City of Aurora sites inaccordance with the Drug Free Workplace Act of January, 
1992. 

E. The Proposer is not barred from bidding on the Project, or entering into this contract as a result ofa 
violation of either Section 33E-3 or 33E-4 of the Illinois Criminal Code, or any similar offense of 
"bid rigging" or "bid rotating" of any state or the United States. 

F. I/We will abide by all other Federal, State and local codes, rules, regulations, ordinances and statutes. 

COMPANY NAME   NCIC Inmate Communications 

ADDRESS   607 East Whaley  Street 
 
 

CITY/STATE/ZIP CODE --L= o=n=g-vie.::...w.::...:....,:L...T.;: X..::.. 7:_..5:::.. 60:;:;..1.:;.. _ 
 
 

NAME OF CORPORATE/COMPANY OFFICIAL --W'-'-=1.ll=ia=m;;;;._=;L.;.;._;P;;-o"..p.......e;_ _ 
PLEASE TYPE OR PRINT CLEARLY 

 
 

TITLE  President 
 

AUTHORIZED OFFICIAL SIGNATURE -.J"""l'<--  L .."""".".'..........l....,.,.(..,,:,.:..=..;:._..:,_ -1-=-=------ 
DATE   November 10, 2021 

 
 

TELEPHONE     (903)....:7.-=5-..7.:....-4;:..4....:...5;;;;.=.5---------Subscribed  and Sworn to 
 
 

 
,o'..:',.a'.'"!.":!':'u'.<',,.., N 

 
 
 
 

EVER JAi MES 

 
Before me this 10th day of November, 2021 

: : -;t;: otary . Public, State of Texas {/J4/v J 
; ;.....;;,lf Comm. Expires 09-16-2023  1

 
,,., Of  \"'. ' 
''''"''''' Notary ID 130361464 

Notary Public 
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STATE OF TEXAS 
 

County of  Gregg 

) 
) SS. 

) 
 

PROPOSER'S  TAX CERTIFICATION 
 
 

(PROPOSER'S EXECUTING OFFICER), being first duly sworn on oath, deposes and states that 
all statements made herein are made on behalf of the PROPOSER, that this despondent is authorized to 
make them and that the statements contained herein are true and correct. 

 
Proposer deposes, states and certifies that Proposer is not barred from bidding with any unit of 

local government in the State of Illinois as result of a delinquency in payment of any tax administered by 
the Illinois Department of Revenue unless Proposer is contesting, in accordance with the procedures 
established by the appropriate statute, its liability for the tax or the amount of the tax, all as provided for 
in accordance with 65 ILCS 5/11-42.1-1. 

 
 

DATED this l O_th day of   November, 2021. 
 
 

By  W..c _...,,, 
(Signature of Proposer's Executing Officer) 

 
William L. Pope 

 

(Print name of Proposer's Executing Officer) 
 

President  

(Title) 
 

ATTEST/WITNESS:  ..-:--.. 

syf" ti l!!<S    b ,J it1e florosei\ Spec.io.\i s.\- 

Subscribed and sworn to before me this 
1oth day of  November , 2021. 

b 0U4.. 
Notary Public 
(SEAL) 

 

'6' .V....f!: t,,,_ 

 

EVER JAIMES 
§ \<:' Notary Public, State of Texas 
-'!).. ·c.:i- ...;. ..  ,.......'_<('  Comm. Expires 09-16-2023 

'''11,R••f,,,,,, Notary ID  130361464 
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APPENDIX C 
 

City of Aurora Agreement for 
21-75: Inmate Telephone System at the City of Aurora Police Department Jail 

NCIC has provided the requested Price Proposal in the separate sealed envelope as instructed. Upon 
award, NCIC will fully comply with the contract terms detailed in Appendix C. 

 
THIS AGREEMENT, entered on this day of  , 2021 (“Effective Date”), for 
theInmate Telephone System at the City of Aurora Police Department Jail is entered into between the 
CITYOF AURORA (“City”), a municipal corporation, located at 44 E. Downer Place, Aurora, Illinois 
and (“Proposer”), located at _  . 

 

WHEREAS, the City issued a Request for Proposal (“RFP”) on October 21, 2021 for the Inmate 
Telephone System at the City of Aurora Police Department Jail; and 

 
WHEREAS, the Proposer submitted a response to the PROPOSAL and represents that it is ready, 

willing and able to perform the Services specified in the PROPOSAL and herein as well as any additional 
services agreed to and described in the Agreement; and 

 
WHEREAS, on , the City awarded a contract to Proposer. 

 

IN CONSIDERATION of the mutual promises and covenants herein contained, the parties hereto 
do mutually agree to the following: 

 
1. Agreement Documents. The Agreement shall be deemed to include this document, Proposer’s 
response to the PROPOSAL, to the extent it is consistent with the terms of the PROPOSAL, any other 
documents as agreed upon by the parties throughout the term of this Agreement, along with any exhibits, 
all of which are incorporated herein and made a part of this Agreement. In the event of a conflict between 
this Agreement and any exhibit, the provisions of this Agreement shall control. 

Request for Proposal 21-75 

In connection with the PROPOSAL and this Agreement, Proposer acknowledges that it has furnished and 
will continue to furnish various certifications, affidavits and other information and reports, which are 
incorporated herein. Proposer represents that such material and information furnished in connection with 
the PROPOSAL and this Agreement is truthful and correct. Proposer shall promptly update such material 
and information to be complete and accurate, as needed, to reflect changes or events occurring after the 
Effective Date of this Agreement. 

 
2. Scope of Services. Proposer shall perform the Services listed in the PROPOSAL, attached hereto 

as Exhibit 1. 
 

3. Term. The contract will be for a period of three (3) years from the date of execution of the 
contract. At the expiration of this contract, Aurora Police Department will have the option of 
continuing the phone services with the Proposer’s company at the same commission and rates for a 
period of two (2) additional years in one-year increments. Each optional year will require the 
City’s written approval for renewal. 

 

4. Compensation. 
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a. Maximum  Price. In accordance with the Proposer’s negotiated cost, the price for 
providing the Services shall be as stated on the submitted proposal form Exhibit 2. 

b. Schedule of Payment. The City shall pay the Proposer for the Services in accordance 
withthe amounts set forth in Appendix D. The Proposer shall be required to submit an itemized invoice 
as well as any supporting documentation as required by the City. Payment shall be made upon the basis 
of the approved invoices and supporting documents. Payment shall be made in accordance with the 
Illinois Local Government Prompt Payment Act (50 ILCS 505/1, et. seq.) Each invoice shall be 
accompanied bya statement of the Proposer of the percentage of completion of the Services through the 
date of the invoice. 

 
5. Performance of Services. 

Standard of Performance. Proposer shall perform all Services set forth in this Agreement, and 
any other agreed documents incorporated herein, with the degree, skill, care and diligence customarily 
required of a professional performing services of comparable scope, purpose and magnitude and in 
conformance with the applicable professional standards. Proposer shall, at all times, use its best efforts 
toassure timely and satisfactory rendering and completion of the Services. Proposer shall ensure that the 
Proposer and all of its employees or subcontractors performing Services under this Agreement shall be: 
(i) qualified and competent in the applicable discipline or industry; (ii) appropriate licensed as required 
by law; (iii) strictly comply with all City of Aurora, State of Illinois, and applicable federal laws or 
regulations; (iv) strictly conform to the terms of this Agreement. Proposer shall, at all times until the 
completion of the Services, remain solely responsible for the professional and technical accuracy of all 
Services and deliverables furnished, whether such services are rendered by the Proposer or others on its 
behalf, including, without limitation, its subcontractors. No review, approval, acceptance, nor payment 
for any and all of the Services by the City shall relieve the Proposer from the responsibilities set forth 
herein. 

 
6. Termination. 

 

Termination for Convenience. The City has the right to terminate this Agreement, in whole or 
in part, for any reason or if sufficient funds have not been appropriated to cover the estimated requirement 
of the Services not yet performed, by providing Proposer with thirty (30) days notice specifying the 
termination date. Upon completion of services, this Agreement will end. If this Agreement is terminated 
by the City, as provided herein, the City shall pay the Proposer only for services performed up to the date 
of termination. After the termination date, Proposer has no further contractual claim against the City based 
upon this Agreement and any payment so made to the Proposer upon termination shall be in full 
satisfaction for Services rendered. Proposer shall deliver to the City all finished and unfinished 
documents, studies and reports and shall become the property of the City. 

 

7. Miscellaneous Provisions. 

a. Illinois Freedom of Information Act. The Proposer acknowledges the requirements of the 
Illinois Freedom of Information Act (FOIA) and agrees to comply with all requests made by the Cityof 
Aurora for public records (as that term is defined by Section 2(c) of FOIA in the undersigned’s possession 
and to provide the requested public records to the City of Aurora within two (2) business daysof the request 
being made by the City of Aurora. The undersigned agrees to indemnify and hold harmlessthe City of 
Aurora from all claims, costs, penalty, losses and injuries (including but not limited to, attorney’s fees, 
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other professional fees, court costs and/or arbitration or other dispute resolution costs) arising out of or 
relating to its failure to provide the public records to the City of Aurora under this agreement. 

b. Entire Agreement. This Agreement, along with the documents set forth in Section 1 and 
incorporated by reference elsewhere in this Agreement, with consent of the parties, represents the entire 
agreement between the parties with respect to the performance of the Services. No other contracts, 
representations, warranties or statements, written or verbal, are binding on the parties. This Agreement 
may only be amended as provided herein. 

 
c. Consents and Approvals. The parties represent and warrant to each other that each has 

obtained all the requisite consents and approvals, whether required by internal operating procedures or 
otherwise, for entering into this Agreement and the undertakings contemplated herein. 

 
d. Counterparts. This Agreement may be executed in one or more counterparts, each of 

which shall be an original, but all of which shall constitute one and the same instrument. 
 
 
 
 
 

ATTEST: 

FOR CITY OF AURORA 

By:    

 
 

 

City Clerk FOR By   
 

(SEAL) (CORPORATE SEAL) 
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(If a Corporation) CORPORATE NAME   
 
 

(SEAL) 
 

By    
President – Contractor 

 
 

ATTEST: 
 
 

 

Secretary 
 

 

 
(If a Co-Partnership) 

 
 

 
 

 

 
 

 

Partners doing Business under the firm 
 
 

 

Contractor 
 

 

 
(If an Individual)  (SEAL) 

 
 

  (SEAL) 
Contractor 
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CITY OF AURORA 
REQUEST FOR PROPOSAL 21-75 

Inmate Telephone System at the City of Aurora Police Department Jail 

 

 

 
 

EXHIBIT 1 
 
 
 

(REQUEST FOR PROPOSAL) 
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CITY OF AURORA 
REQUEST FOR PROPOSAL 21-75 

Inmate Telephone System at the City of Aurora Police Department Jail 

 

 

 
 

EXHIBIT 2 
 
 
 

(PROPOSAL FORM 21-75 and COST PROPOSAL) 
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CITY OF AURORA, ILLINOIS 
REQUEST FOR PROPOSAL 21-75 

Inmate Telephone System at the City of Aurora Police Department Jail 

 

 

 
 

SUBMITTAL CHECKLIST 
 
 

Each proposal must be placed in an envelope, sealed, and clearly marked on the outside: “21-75 Inmate 
Telephone System at the City of Aurora Police Department Jail.” In order to be considered 
responsive, the Proposer must submit all of thefollowing items in their sealed envelope: 

 

X Proposal Response – Appendix A Pages 1-10 

X  Proposer’s Certification (Page 1) 
 

X  Proposer’s Tax Certification (Page 2) 
 
 
 
 
 
 
 
 

Each Price Proposal must be placed in a separate, sealed envelope, and clearly marked on theoutside: 
“Price Proposal – RFP 21-75 Inmate Telephone System”. 

 
 

X Proposal Form (Appendix B) 
 
 
 
 

 
Appendix D 
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ATTACHMENT A 
NCIC’S SUPPORT STRUCTURE 

SERVICE POLICIES AND PROCEDURES 
 
 

All service issues can be reported via call or e-mail. An assessment will be made to determine if the 
issue is hardware or software related. If it is hardware, a technician will be dispatched 
immediately. If it is a software issue, a service ticket will be created and sent to NCIC where it is 
assigned a ticket number and tracked until the issue is resolved in a timely manner. NCIC’s 
personnel are fully engaged and work with our customers to provide regular updates until the service 
ticket is resolved. This occurs on a 24/7/365 basis. 

 
Below is an outline of the typical approach to resolving service issues: 
• Once the first alert is received, a support ticket is formalized for the facility. 
• Customer Service contacts the Facility as well as the technicians to let them know the Facility 

has been notified. 
• Customer Service instructs the facility to: 
o Unplug the modem and the Adtran. 
o Plug the modem back in, wait 1 minute, then plug the Adtran back in. 
• If the problem is rectified via the steps above and NCIC receives an alert message that the facility 

is fully functioning, the ticket is closed, and system is monitored on an ongoing basis. 
• If further assistance is needed, our IT staff is notified and the IT Department will contact the 

customer to see if they need to send out another Adtran. This generally is taken care of in 24 
hours. If a technician is required on-site at the Facility, he/she will be there within 2 hours of 
notification. 

 
 

******************************************************* 
 

NCIC’s Customer Support is completely maintained “in-house,” with no aspect of service or support 
being “farmed out” to subcontractors or moved offshore. Facility staff have a variety of ways to 
quickly contact NCIC support staff. The toll-free phone number (888-686-3699) will provide 
immediate, direct access to a LIVE account representative, so that any concerns can be quickly 
addressed. Additionally, Facility staff can send an email directly to our support crew via the following 
email address: support@ncic.com.  All enquiries received  will receive  immediate notification of 
receipt, and resolution will follow shortly thereafter. 

 
The purposed Inmate Call Engine and all on-site equipment is remotely monitored 24x7x365 using 
our self-diagnosing and reporting Orion Network Performance Monitoring (NPM) system from 
Solarwinds. The routers contain self-diagnostics software capable of automatically rebooting the 
units if required. The Orion NPM software provides automated alerts to the Network Operations 
Center whenever connectivity is lost. Adtran units can be rebooted manually and logged into 
remotely, configured and updated as required. Whenever the Solarwinds Orion NPM detects an 
anomaly an alert and a trouble ticket are created in our Network Operations Center (NOC) in 
Longview. 

mailto:support@ncic.com
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The Network Operations Center operates 24x7x365 and is available to support all level of support 
requests. In addition, the Network Operations Center provides systematic monitoring such as on 
the VoIP gateway devices to proactively detect bandwidth interruptions or outages. For 
interruptions of more than 5 minutes during phone availability times, a call will be prompted to our 
bandwidth provider for resolution of the fault. This approach minimizes support issues from being 
noticed and reported by our clients in the first place. 

 
The Network Operations Center systematically, remotely monitors the system to proactively identify 
potential disruptions and to minimize any noticeable support issues from occurring. In addition, the 
NOC is capable of providing remote service and maintenance to address service requests. Over 
ninety percent of service requests are resolved remotely. 

 
FEATURES 
▪ Quickly detects, diagnoses, and resolves network performance issues 
▪ View performance, traffic and configuration details of devises and applications that are on 

premises, in the cloud, or across hybrid environments 
▪ Respond  to  multiple  condition  checks,  correlated  events,  network  topology  and  device 

dependencies 
▪ Automatically discover and map devices, performance metrics, link utilization and wireless 

coverage 
▪ Automated capacity forecasting, alerting and reporting 
▪ Real-time network performance metrics with interactive charts and graphs 
▪ Monitors, alerts and reports on key device metrics (ex. Temperature, fan speed, power supply) 

 
Please refer to the screen shot on the following pages of our Orion Network Performance Monitoring 
capabilities. 

 
 
 
 
 
 
 
 
 
 

THIS SECTION INTENTIONALLY LEFT BLANK 
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ORION NETWORK PERFORMANCE MONITORING 
SAMPLE SCREENSHOTS 
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The technician responds to the Service Request by first contacting the Customer to acknowledge 
receipt of the request and gather additional information required to troubleshoot and resolve the 
issue (e.g., how many units are affected, location of issue, is system operational, is it a software or 
hardware issue, etc.). 

 
The technician uses a variety of tactics including conducting remote testing, if available. If on-site 
support is required, the technician contacts the facility to arrange access and escorts. The technician 
works on the problem through resolution. During the course of the Service Request, the technician 
provides ticket updates to ensure timely communication is shared with our customers and the 
account team. Upon resolution, the technician conducts on-site testing, notifies the on-site 
customer contact, and provides ticket documentation for trouble resolution and closure. 
A review of monthly usage and trends of activity (e.g., zero usage stations, stations where usage has 
dropped significantly, stations with high demand) are conducted monthly. By monitoring traffic, we 
can identify potential failure on ports and/or equipment. Where feasible, we conduct remote access 
testing to identify potential locations of concern. 

 
The primary technician is accountable for becoming quickly familiar with the facility’s infrastructure, 
layout, daily contacts, and general protocol for entry and work in the facility (e.g., procedures for 
bringing in tools, getting gate passes, coordinating escort coverage). Our approach enables our field 
force to be nimble in moving through our customers’ clearance protocols so that problems are 
addressed promptly. Technicians work with designated facility personnel to keep the systems 
running at maximum efficiency, meet the telephone needs of the inmate population and eliminate 
operational problems and/or security hazards as quickly as possible after they are identified. In 
summary, technicians are available 24x7x365 and work in a close team environment so they back-up 
each other on after-hour coverage. NCIC responds promptly to all service outages and maintenance 
requirements. 

 
 

 
Description of Priority Levels 

with Examples 

Response Times 
(Maximum Time 

After Service 
Request) 

Repair Times 
(Maximum Time 

After Service 
Request) 

Priority Level 1 
• Emergency service problems 
• More than 25% or more of all Offender phones down 

at a single facility 
• Any loss of blocking, monitoring, or recording 

functionality 

 
 

1 Hour 

 
 

4 Hours 

Priority Level 2 
• Normal Service Problems 
• 0%-25% of Offender phones down at a single facility 
• Workstation requiring troubleshooting 

 

4 Hours 

 

24 Hours 
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ATTACHMENT B 
NCIC SAMPLE IMPLEMENTATION PLAN 

 
NCIC is proposing an all-encompassing Inmate Telephone System including all related software, 
hardware and network components, customer and facility support, and ongoing maintenance. The 
proposed system is highly configurable and customizable based on the specific requirements of the 
City. NCIC is fully responsible for all costs associated with the complete installation and ongoing 
maintenance of the proposed inmate communications system. NCIC’s proposed platform is a fully 
turnkey telephone system and service solution which includes all technologies, network installation 
requirements, wiring, software, and all necessary equipment, service, and maintenance. All items 
listed above shall be provided at no cost. NCIC will assume all costs associated with the proposed 
system, including initial installation and on-going service and support. 

 
NCIC standard process for cutting over our ITS from the previous provider, involves little to no 
downtime in phone service for the inmate populations. Our experienced Field Technicians carefully 
plan the cutover such that the new NCIC Inmate Telephone hardware is installed over the previous 
provider’s network for a short period. After the hardware installation has been successfully 
completed, NCIC’s network equipment is activated to bring the NCIC system online, through the 
new hardware. If needed, the actual cutover can be completed outside of normal inmate telephone 
availability (e.g. early morning or late evening), to ensure there is zero disturbance to the inmate 
population. 

 
Should NCIC be awarded, we recommend a thorough Site Visit to ensure that equipment 
counts/positioning and all other considerations are fully understood in order to meet and exceed the 
City’s expectations. Further details regarding NCIC’s approach to installing all services can be found 
on the pages that follow. 
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Inmate Telephone System 
Sample Installation Plan 

 
Project Phase Timeline Description 

 
 
 
 
 
 
 
 
 
 

Pre-Installation 

 
 
 
 
 
 
 
 
 
 
 
 
 

Week 1 

During the Pre-Installation Phase, NCIC’s Project Team will: 
 
• Meet with Customer to confirm the overall project scope, 

project schedule and acceptance criteria; 
• Order equipment including but not limited to circuits, network 

equipment, system software, inmate phones and related 
equipment such as TTY/VRS devices; 

• Confirm project team members and define roles and 
responsibilities; 

• Identify team members requiring onsite access – complete 
background / security clearance forms and any other Customer 
requirements to obtain facility access; and 

• Conduct site survey at each location identifying existing 
equipment locations, confirming installation requirements 
including number of inmate phones, infrastructure 
requirements, demarcation points, equipment room(s), cut-off 
switches. (Each facility location where equipment will be 
installed will be a task on the project plan.) 

• Request exports of critical lists from the outgoing / incumbent 
Inmate Phone Provider (such as attorney numbers, blocked 
numbers, free calls) and have such lists ‘scrubbed’ by NCIC 
personnel to ensure they are suitable for importing into the 
NCIC system. 

• Initiate the business relationship and dialogue with critical third- 
parties such as the Facility’s JMS and / or Commissary providers, 
in order to implement the critical interfaces. 
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Phase I 
Repeated for each 
correctional facility 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Weeks 1-2 

Installation begins during Phase I, which includes the following 
activities: 

 
• Account setup and configuration completed including setup and 

configuration of the inmate phones to test for required features 
and functionality; 

• 'Pre-wire’ the new platform laterally to the existing platform so 
that the systems run concurrently (very briefly), which provides 
a flawless cutover. The new platform running in parallel with 
the existing platform; 
o Reduces risks and major problems from occurring post- 

cutover; 
o Leads to a seamless post-cutover testing; and 
o Provides a mitigation step to ensure target completion date 

is met 
• Inspect and test all installed inmate telephones. Phones are 

tested from the phone room before rolling the system out to the 
general inmate population at each facility; 
o This approach ensures that the system is working correctly, 

avoiding downtime once the inmate phones are cut over to 
the new platform. 

• All connectivity to the Local Exchange carrier / bandwidth 
provider is verified before any changes are made to what is 
currently being used; 
o With the use of state-of-the-art equipment, NCIC’s 

Network Operations Center (‘NOC’) remotely tests the 
NCIC network before the installation technicians convert 
over to the new platform. 

o Remote testing ensures all phones and equipment are 
operating to specifications. 

• Phone labeling and testing (including a test call back to the NOC 
for each individual phone) is conducted prior to switching of the 
physical phones; 

• New inmate telephones are installed in the housing areas (and all 
required locations) and the old phones are boxed up and neatly 
stored in a designated area of the facility awaiting the outgoing 
provider’s retrieval. If preferred, NCIC will remove the outgoing 
/ old equipment at our sole expense. 

 



Page | 68 

 

 

 
 
 
 
 
 

Phase II 
Repeated for each 
correctional facility 

 
 
 
 
 
 
 
 

Week 1-2 

Phase II is the Cut-over phase, which includes: 
 
• Flash cutover to the NCIC Inmate Telephone System, which is 

coordinated with facility personnel (and executed at the facility’s 
preferred time of day) to ensure minimal downtime; 

• Testing of each inmate telephone – once the new phones have 
been converted to the new system, the installation technicians 
will walk all locations and test each phone to ensure all 
equipment is working at optimal levels; 
o If any issues are identified (e.g., no dial tone, no key tone) 

they are resolved during this phase. 
• Testing of branding / automated greetings, calling rates, and 

other required features (e.g., blocked call files, ‘Do Not Record’ 
numbers, Commissary / PREA / Crime Tip Speed Dials, etc.); 

• Comprehensive, on-site training which is scheduled in advance 
and ensures coverage of all required facility personnel and 
different shifts, if applicable. 

 
 

Phase III 
Repeated for each 
correctional facility 

 
 
 
 

Weeks 2 

Customer Acceptance is Phase III, which includes: 
• Joint facility walk-thru with facility staff and NCIC’s installation 

technicians, to ensure that all work has been performed at an 
exceptional level; 

• System Acceptance Testing; 
• Project  documentation  for  that  location  is  completed  and 

provided to the facility (including all labeled inmate phones); 
• Project Plan updated & closed out for the facility. 

 
 
 
 
 

Project Closeout 

 
 
 
 
 
 

Week 2 

During the Project Closeout phase, the following activities will 
occur: 

 
• Miscellaneous support activities (e.g. ensuring NCIC 

information is on the City / Sheriff’s web pages, providing 
informative posters / flyers / brochures for Friends and Families 
of inmates, providing NCIC Escalation List etc.); 

• Post-Installation report; 
• Closeout meeting with facility personnel; 
• Final  project  documentation  is  completed;  Project  Plan  is 

updated and closed out; 
• Facility is transitioned into the ‘Ongoing Management’ stage. 

. 
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ATTACHMENT C 
NCIC SAMPLE REPORTS 

 

 
(The above Sample Report is not indicative of the commission offer for the City of Aurora) 
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Sample Traffic Report 
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Sample Daily Summary Report 

 
 

Sample Call Jurisdiction Report 
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Frequently Called Number Summary Report 

 
 

Example Call Detail Report 
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Report Export Feature and Format(s) 

 
 

Three-Way Call Detail Report 

 
 

Inmate Report 
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