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NOTICE IS HEREBY GIVEN that the Sheriff’s Office (sometimes herein referred to as the 

“County”) will receive sealed bids at the Lee County Commission Office, located at 215 South 9th 

Street, Opelika, AL 36801 until April 6th, 2018 at 10:00 A.M. for the installation, service, and 

maintenance of the Inmate Telephone & Application System for the Lee County Jail.  Sealed bids 

will be publicly opened in the County Commission Chambers on April 6th, 2018 shortly after 10:00 

A.M. and only the Vendors name will be read aloud.  Bids received after the April 6th, 2018 at 10:00 

A.M. deadline will NOT be considered. 
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A. GENERAL 
 

A-1 Inmate Video Visitation & Communications Kiosks  
 

As a value added service to the County, the Vendor should describe a centralized/hosted Video Visitation 

and Communications Kiosks (VVS) solution which allows both on-site and remote secure visits as well as 

other industry standard kiosk modules (e.g. inmate grievances, PREA, legal law library, inmate sick call 

request, commissary interface, inmate email/text, inmate education, inmate recreation, etc.). 

 

Vendors are encouraged to emphasize security as a prerequisite for allowing a visit to take place.  Vendors 

must have an existing authentication (i.e. positive identification software application) which is presently 

being used at other customer locations, these locations are not limited to correctional facilities.  The County 

will not be used for beta testing. 

 

The Vendor’s communications solution must be interfaced with their proposed inmate telephone and 

prepaid customer services center, the Jail’s inmate trust fund (banking) software, the commissary ordering 

software, and the jail management system software.  The Vendor’s communications solution must allow a 

family member to make one (1) prepaid deposit which will allow the inmate to use the deposited funds for 

multiple applications.  For example, if an inmate’s trust fund account has $25.00, then the inmate must be 

able to use that $25.00 to pay for inmate prepaid calls, video visitation sessions, commissary orders, 

email/texts, etc. 

 

All Vendor’s proposed solutions must include revenue reconciliation and reporting capabilities in order to 

allow the County to provide inmates, visitors, or staff a report which will show all banking transactions for 

any credits and debits which were used for inmate communication applications.  The revenue reconciliation 

processes must allow the County to access and export, in CSV format, all raw communication records 

including a minimum of, but not limited to, the rate charged per minute, rate charged per application, rate 

charged per fee, rate charged per tax, etc.  The Total Gross Revenue (TGR) must be shown in the raw 

communication records as well as system reports. 

 

The Vendor’s response should include screen shot examples for each communication module/application 

being offered, and no more than two (2) pages describing each recommended module.  Pricing for each 

module must be provided below the associated screen shot.  Descriptions should be clear and concise. 

 

Vendor’s communication solutions must be maintained and serviced by the same technicians, and to ensure 

specified performance of the proposed vendor’s solution, qualified Vendors may be asked to provide a live 

demonstration of their inmate telephone and communications system features prior to contract award. 

 

A-2 Existing Video Visitation Jail Settings 
 

The County presently owns a total of forty-six (46) video visitation units with twenty-six (26) being located 

in the jail lobby/attorney rooms and twenty (20) located in inmate housing, cat 6 was used.  Each inmate is 

allowed one (1) visit per week, and up to four (4) visitors per visit, no age limits.  Visits are thirty (30) 

minute durations.  These terminals do not currently provide any additional communication modules. 

 

Remote visitation is not available today, and Jail personnel must manually schedule and start visits by using 

one (1) visitation administration workstation located in the jail lobby. 

 

Officers walk inmates to jail visitation rooms: 

 Ten (10) video visitation terminals are located in Wing Control Side. 



Page 4 of 13 
 

 Ten (10) video visitation terminals are located in room B-107. 

 

On Site Visitation Hours:   

Monday through Friday   8:00 AM to 5:00 PM  

Saturday   8:00 AM to 5:00 PM 

 

On Site Trustee Visitation Hours:  

Saturday    8:00 AM to 5:00 PM 

 

Remote Visitation Hours: 

 Monday through Friday   7:30 AM to 8:30 PM 

 

B. PROJECT REQUIREMENTS 

 

B-1 Vendor Qualifications 

 

1. Experience 

a. The Vendor shall demonstrate at least three (3) years of experience providing digital and/or 

centralized video visitation services to prisons/jails of similar size in the region. 

b. The Vendor shall have an existing customer base that uses the identification authentication 

process as a prerequisite for allowing the user to access certain software modules; existing 

customer does not have to be in the corrections industry. 

c. The Vendor must demonstrate a commitment to technology upgrades, including consistent 

new technology deployment over the last three (3) years at no cost to the customers. 

d. The Vendor must provide a live (bi-lingual) customer call center available 24 (x) 7 (x) 365 

to assist visitors with questions or issues. 

2. References 

a. The Vendor must provide five (5) customer references of accounts similar in size and scope 

to that of Customer. Provide name of facility, contact person and number, number of 

inmates, number of monthly on-site visits, number of monthly remote visits, number of 

years at facility, and a copy of any video visitation trouble reports for the last six (6) 

months. 

b. The Vendor must provide a listing of all non-renewed or lost Video Visitation contracts 

that have occurred within the last three (3) years.  Provide name of facility, contact person 

and number, number of inmates, and number of years at facility. 

c. The Vendor shall provide a minimum of two (2) existing customer locations that are 

currently using the identity authentication process: Customer examples are not limited to 

corrections. 

3. Patents & Copyrights 

a. The Vendor asserts that to the vendor’s knowledge the equipment and software proposed 

does not infringe on any other company’s patent or copyright. 

 

B-2 Service & Maintenance 
 

1. The Vendor must provide a system that is fully functional with regards to all labor, materials, 

programming, system hardware, software, and data storage at no cost to the County. 

2. The Vendor must warrant that the system installed for the Customer shall be free of defects, 

irregularities, unprofessional installation, code violations, and shall operate as designed and 

proposed.  Should the system not operate as designed and proposed or violate any local, state, or 

federal code, the Vendor shall immediately correct the defect or irregularity or bring the system 
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within code and performance specifications at no cost to the Customer, and within thirty (30) 

calendar days of written notification from the Customer. 

3. Vendor must support customizable service and courtesy notification campaigns to visitors via 

various methods (phone dialer, text message, email) to alert friends and family of visitation 

schedule(s), status of visits, etc. 

4. Vendor shall provide service policies and procedures as an attachment to this bid response. 

5. Detail the method of determining service interruptions and service call priorities. List response time 

for each priority as well as the level of expertise devoted to each priority. 

6. Provide a single point of contact person who will be responsible for ongoing account management 

and support. 

7. Vendor must provide proactive and remote system diagnostics in order to detect out of service 

terminals without depending on Customer/Vendor notification. Describe your system’s proactive 

diagnostic process and tools. 

8. Vendor must have an on-line trouble report ticketing system that is accessible by the Customer.  

The trouble reporting system must maintain all Customer complaints, date of complaint, type of 

complaint, resolution of complaint, and resolution date of the complaint.  Vendor should provide 

one (1) page example of trouble report. 

9. The Vendor must provide all post installation system programming and maintenance services at no 

cost to the County. 

10. The Vendor must agree in its response that maintenance service is available on its Hosted Video 

Visitation Solution seven (7) days per week, twenty-four (24) hours a day, three hundred and sixty-

five (365) days per year.  Vendor must provide one (1) on-site maintenance visit each month, and 

all terminals must be checked for quality assurance.  The on-site maintenance visit must be 

confirmed with an email to the Customer. 

11. The Vendor must propose a system which provides remote diagnostics and maintenance.  Please 

provide an overview in no more than two (2) pages. 

12. The Vendor is responsible for replacement of the system in its entirety or its individual components 

regardless of cause including, but not limited to, normal wear/use, inmate abuse, natural disaster, 

or inmate unrest. This system or component replacement will be performed at no cost to the 

Customer for the duration of the agreement. 

13. Should any critical component of the Hosted Video Visitation Solution provided by the Vendor 

fail, the Vendor must respond to Hosted Video Visitation Solution maintenance/repair calls from 

the Customer as outlined in the agreement. 

14. For the purpose of this Invitation to Bid, a “Major Emergency” shall be defined as an occurrence 

of any one of the following conditions:  

a. A failure of the Hosted Video Visitation Solution processor, its common equipment, or 

power supplies which render the system incapable of performing its normal functions; 

b. A failure of the recording function or any of its components affecting the full recording 

operation; 

c. A failure of 50% or more of the visitation kiosks in any one area within the Jail or on-site 

visitor area within the Jail; 

d. A failure of any of the Hosted Video Visitation Solution functions which result in the 

ability of inmates to place visitation sessions without the use of assigned PINs; 

e. A failure of the system “kill switches” or similar disabling function proposed by the 

Vendor; 

f. A failure to monitor any selected visit in live mode. 

15. For a “Major Emergency”, the Vendor must respond to the service problem within two (2) hours 

of initial trouble report by the Customer through the use of remote testing or access.  Should the 

Hosted Video Visitation Solution not be accessible for remote access, the Vendor must have a 

qualified technician, suitably equipped for the installed Hosted Video Visitation Solution, on site 
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at the Jail within four (4) hours from the time of initial trouble report.  All trouble reports must be 

entered and accessible via a Vendor’s trouble reporting system. 

a. Response to “Major Emergency” conditions must be performed on a seven (7) days per 

week, twenty-four (24) hours a day, three hundred and sixty-five (365) days per year basis 

throughout the term of this agreement. 

16. For the purpose of this ITB, “Routine Service” shall be defined as a Hosted Video Visitation 

Solution failure or problem other than a “Major Emergency”.  

a. For a “Routine Service”, the Vendor must respond to the service problem within four (4) 

hours of the initial trouble report by the Customer through the use of remote testing or 

access.  Should the Hosted Video Visitation Solution not be accessible for remote access, 

the Vendor must have a qualified technician, suitably equipped for the installed system, on 

site at the Jail within twelve (12) business hours from the time of initial trouble report.  

Business hours are defined as 8:00 a.m. to 5:00 p.m. 

b. Should the problem not be resolved via remote access, the Vendor must have a qualified 

technician, suitably equipped for the installed system, on site at the Jail within six (6) hours 

from the time of initial trouble report. 

c. The Vendor must ensure and state, in its response, that all maintenance calls from the 

Customer must be answered by a live operator/service representative at all times. 

d. The Vendor must ensure and state, in its response, that all maintenance email request from 

the Customer must be automatically added to the Vendor’s trouble reporting system.  The 

Customer must automatically receive a trouble report number when a ticket is opened, and 

resolution or confirmation when a trouble report is closed via email. 

 

B-3 Hardware 
 

1. The terminals must include a detention-grade hardened steel enclosure. 

2. H.264 standards based videoconferencing Encoder/Decoder. 

3. Detention grade hardened steel wall mounted enclosure. 

4. The position of the hook switch must not enable/disable a live visitation session. 

5. The terminal must prevent spills from entering the enclosure. 

6. The terminal must be able to access the web-based application and be enabled for touch screen 

inputs. 

7. The terminal shall not have any openings exposed to the user. This includes all wiring and 

ventilation holes. 

8. The system must not provide tie off points, or have sharp edges. 

9. The terminal shall not have any external hinges. 

10. The terminal will have a corrections grade and shatterproof touchscreen LCD display. 

11. The terminal will have a built-in camera that can be adjusted up or down by inmate or visitor. 

12. The terminal will have sufficient built-in backlighting (LED, etc.) which automatically activates 

during video visitation sessions and automatically ends when the video visitation session completes 

and/or disables during all other functions. 

13. The terminal will have a detention grade digital handset which includes noise cancelling 

confidencers. The handset cord must be of a length to discourage choking or other self-harm. 

14. The terminal will have the option for one or two handsets or a hands free device. 

15. The terminal must have the capability of being used as a standard inmate telephone. 

16. The terminal shall be powered by 110VAC or Power over Ethernet as long as the quality of the 

visit isn’t compromised. 

17. The terminal will utilize standards based videoconferencing CODEC (Encoder/Decoder) based on 

the H.264 video conferencing compressions. 

18. The terminal must have heat syncs and heat vents located in the bottom of the terminal in order to 

allow for proper cooling. 
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19. The terminal must have a minimum of two (2) internal magnetic levitation ventilation fans and 

internal tachometer output to monitor operation. 

20. The terminal shall have a magnetic on/off switch. 

21. The terminal must be secured to the wall using a mounting bracket with a minimum of four (4) 

screws/bolts. The terminal must then secure to the mounting bracket using no more or less than two 

(2) security screws. 

22. Vendors proposed solution shall comply with FCC regulations for the duration of the agreement. 

23. Vendor must provide two (2) workstations in Customer’s Visitor Area (main jail lobby) for visitors 

to use to schedule and/or authenticate future visits.  Workstations must include all necessary 

hardware and software required for Vendor’s authentication process, and should include driver’s 

license reader. 

24. Vendor must provide English and Spanish instructional brochures for inmates/visitors, and provide 

updated wall posters to help provide easy to understand directions for the public throughout the 

duration of the agreement.  Vendor technician should keep all brochures replenished at least 

monthly during the facility maintenance walk-through. 

25. Vendor must provide one (1) workstations in Customer’s visitation area for Jail staff.  Workstation 

must include all necessary hardware and software for Jail staff to assist escalated situations. 

26. Vendor must provide a courtesy phone in the main jail visitation lobby near the visitor’s scheduling 

terminals that will ring directly to live and bi-lingual Vendor’s Customer Service Center, IVR 

assistance should be provided as a last resort.  Vendor’s providing only IVR or Website assistance 

will not be allowed. 

a. Provide contact number to Vendor’s Customer Service Center; 

b. Provide average customer hold times for video visitation scheduling assistance; 

c. Provide live customer service center hours and days of business; 

d. Confirm that Customer Service Center has the ability to provide free visitation sessions if 

required. 

27. There is a dry/cool closet off of the main lobby (C-160) which holds the existing visitation server.  

The Jail does not have a preference of on-site or off-site servers, as long as remote internet access 

is easily available via security protocols. 

 

B-4 Technical 
 

1. The system must be web-based (TCP/IP).  

2. All video and audio streams between the terminals, visitors, and management equipment (servers) 

shall be transmitted over TCP/IP Ethernet or fiber. 

3. Systems that utilize analog audio/video matrix switching systems are not acceptable. 

4. The system must consist of inmate terminals connected over a dedicated 1 Gigabit ethernet network 

so that any terminal can be connected to any other terminal without causing quality issues during 

peak hours of use, or excessive periods of buffering.  The ITS can share bandwidth and dedicated 

network. 

5. The terminal must be able to access the video visitation solution via local area network (LAN) or 

via a broadband Internet connection (DSL, cable, etc.) using a vendor supplied computer or laptop 

that is web camera and headset enabled. 

6. The system should utilize: 

a. High quality video using low bandwidth (maximized compression settings codecs) 

b. Video Standards: H.264 

c. Video Transmission Speeds: 64 Kbps – 2 Mbps or faster 

d. Wide range of video resolutions and bit rates: CIF (352 x 288 pixels), SIF (352 x 240 

pixels), QCIF (176 x 144 pixels) 

7. The system must be designed for: 

a. Up to 30 frames per second of high quality video at 384+ Kbps 
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b. Up to 15 frames per second of high quality video at 64 – 320 Kbps 

c. Constant or variable bit rate and frame rate 

8. The system must provide encryption for all visits. 

9. System must be integrated/interfaced with the Inmate Telephone System, Jail Management System, 

Identification Authentication Software, Commissary System, Inmate Trust Fund software, and 

Investigative software suite, and easily adaptable to add additional modules. 

10. Vendor must explain Disaster Recovery Plan. 

11. Vendor must explain data storage and retention policies. 

 

B-5 Communications System Programming  

 

1. The system shall be a turnkey communications system. 

2. The Vendor will be responsible for all necessary data and video storage, hardware, and maintenance 

at no cost to the Customer for the duration of the agreement. 

3. The proposed equipment and system shall be scalable to meet the Jail’s growing needs at no 

additional cost or deduction in commission to the Customer. 

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

5. Vendor’s communication kiosk solution must require the inmate to confirm reading of the 

handbook, before allowing the inmate access to any communication modules. 

a. The Customer must have the ability to print and/or export an Inmate Handbook Report at 

any time.  The report should indicate which inmates have, or have not, confirmed reading 

the on-line handbook; 

b. The Customer must have the ability to upload documents (PDF files) to the 

communications device, such as to update the inmate handbook. 

6. Visitation sessions shall connect automatically, without any intervention from the Jail once a visit 

has been scheduled. 

7. The system must be multi-lingual with Spanish at a minimum. 

8. The system must provide ad-hoc 1-to-1 or 1-to-many video sessions between authorized users. 

9. The system must display pending visits with inmate names and times on the screen when the units 

are not in use.  The system should not require the inmate to log into the system to see when their 

visit is scheduled.   

10. The inmate must have the ability to cancel a scheduled visit, and the vendor’s system must send an 

email or text message to the visitor.  Vendor should provide a one (1) page or less example of 

visitor cancellation notice.  Vendor must explain how an inmate’s cancelled visit will result in a 

refund or credit to the inmate, as well as to the customer. 

11. The system must allow users to easily schedule, reschedule, or cancel visitation sessions. 

12. The system must not require manual approval of visits before they commence.  The system should 

be able to provide Jail alerts, and deny visits if visitor information is provided in a block or alarm 

list. 

13. Describe the Vendor’s security or authentication process that is used to validate the scheduled 

visitor prior to allowing the visitation to start. 

a. The system should have the ability to deny a visit or alert Jail staff if a visitor has been 

added as an alert in the visitation system. 

14. The visitors must be able to register online using a smart device, home computer, or at one of the 

two (2) Vendor provided visitation kiosk in the Jail Lobby.  At a minimum, the visitors must be 

required to enter their name, address, contact number, and driver license number.  The Customer’s 

preferred authentication is through voice and/or facial biometrics. 

a. The system must be able to support multiple facilities in multiple locations with multiple 

housing units if approved.  Vendor should provide other facility locations that a remote 

visitor could go to make a visit, if they do not have a smart phone or internet capabilities 

at home. 
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b. Describe the mandatory fields captured during the registration and scheduling process. 

15. The system must be capable of only displaying available time slots based on inmate availability, 

status, and inmates’ cell block location via JMS interface.  For example, work release scheduled 

inmates should not have visits scheduled when they are at work; inmate court dates, etc. 

a. The system must automatically send an email or text message to a visitor when a visit is 

scheduled, rescheduled, or cancelled.  If a visit is cancelled twenty-four (24) hours or more 

beforehand, then the system shall provide a refund.  If the visit is cancelled less than 

twenty-four hours from the scheduled time, then the cancelled visit may be identified as a 

future credit or the scheduling fee will be non-refundable.  Please describe company policy 

for refunds in one (1) page or less. 

b. The system must automatically cancel a visit if the inmate’s status has changed, has been 

released, or moved to a different cell block which already has a scheduled visit for the same 

time slot. 

16. The system must allow visitors an option to easily change their personal information (e.g. 

password, address, phone number, etc.) via a text message, rather than only through an email. 

a. Vendor’s Video Visitation Customer Service Center should have access to assist visitor 

with problems via visitation area courtesy phone. 

17. The system must allow visitors an ability to perform real-time network speed test to check for video 

quality before they prepay for remote visits. 

18. The system must assign unique visitation identification numbers for every visit for reporting and 

tracking in raw communication records. 

19. The system must provide a visual warning message to inform the visitor that the session will be 

ending in “x-amount of” minutes. 

20. System should allow authorized user access to system user utilities from any Windows 7or higher 

based PC that has access to the internet. 

21. The system must provide different levels of functionality to users based on user type.  For example: 

a. Administrators: create/manage/edit users, schedules, etc. 

b. Users: create/manage/edit their own schedules 

c. Read-only users: can only view scheduled visits 

22. The system shall provide specific information for tracking inmate and visitor activities and patterns 

by, at a minimum, the following criteria: 

a. Inmate ID number; 

b. Inmate name; 

c. Visitor name; 

d. Date and time of visit; 

e. Inmate video visitation station; 

f. Daily, weekly, and monthly visit statistics; 

g. Visitor and inmate name if multiple visits are made by same visitor; 

h. Autonomous voice print. 

23. The system will provide an audit trail of all activity (e.g. user login times and locations, which users 

have scheduled/modified/cancelled a visit, etc.). 

24. The system must integrate with or retrieve data from the Jail’s Jail Management System (JMS) at 

no cost to the County. 

25. The system must use the same inmate identification number as created by the Jail Management 

System to identify the inmate on the video visitation system. 

26. The system will provide for an Exclusion List which allows the department to set visitor exclusions 

(i.e. Visitor A is allowed to visit with anyone in the Jail EXCLUDING one or more selected 

inmates) because they are known gang affiliates, contraband smugglers, etc. 

27. The system must be able to designate a visitor to receive confidential/privileged video visits 

(attorney). 

a. During confidential/privileged visits, video should be captured, but not audio. 
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28. The system will provide Jail staff alerts for visitors that are on an alert list or if the visitor has been 

incarcerated at the Jail within the last ninety (90) days.   

29. The system will provide cancellation/interruption broadcast capabilities.  Jail staff should be able 

to interrupt ongoing visits and deliver either audible, written, or video messages (warnings) as well 

as having the ability to reconnect interrupted sessions. 

30. The system shall provide for Inmate Visitation Request which will allow an inmate to request a 

visit by filling out a form on the visitation terminal and choosing whether to deliver the pre-

populated messages via text, voicemail, email, etc. 

31. The system must be able to create custom suspensions/restrictions for inmates and/or visitors such 

as for a predetermined amount of time, certain inmates being unable to conduct visits at the same 

time, etc., and be able to automatically remove suspensions/restrictions without manual 

intervention. 

a. Attorney visits must be allowed during an inmate’s suspension.  

32. The system must be able to inform the public that a given inmate is not eligible for visiting.  This 

could be based on certain cell block rules or individual inmates. 

33. The system must provide authorized users the ability to do searches, create reports, and/or monitor 

live visitations on-site or remotely as a silent participant in the session. 

34. The system must provide a method to display scheduled visits to staff so they know where and 

when an inmate needs to be available for pending video visits. 

35. The system shall allow for visitation recording. 

a. All non-attorney visits will be recorded and stored on-line for the duration of this 

agreement at no cost to the County. 

b. Recorded visits will be searchable and viewable in live or archived sessions. 

c. Users with certain levels must be able to lock certain recordings such that they will not be 

purged as part of the standard retention duration. 

d. The Jail must have the ability to provide visitation recordings as evidence in court. To that 

end, the Jail must have the ability to create stand-alone recordings of visits with native 

playback systems integral to the recording in a non-proprietary format that can be viewed 

on any standard video player. 

36. Authorized personnel must be able to quickly and easily schedule visitation sessions in addition to 

the automated scheduling processes. 

37. The visitation rules software will be configurable for both detailed and promotional rules which 

will automate subscriber promotions such as discounted/free visits (i.e. one free visit per new 

subscriber, one free visit per inmate, etc.). 

38. The system must be able to communicate with the video hardware at the time of a scheduled visit 

so that the visitation session will automatically commence without staff involvement. 

39. All scheduling of video visitation sessions must be able to be performed on the Vendors website or 

through their seven (7) days per week, twenty-four (24) hours a day, three hundred and sixty-five 

(365) days per year live and bi-lingual call center, on a visitors smart device, or by using one of the 

two (2) vendor provided scheduling terminals which will be located in the Jail’s main lobby. 

40. The system will provide the inmate with Jail stipulated standard information retrieved from the 

facility’s Jail management system. 

41. The system will provide for commissary ordering via touch screen inputs or a module linked to a 

provided IP Address. 

42. The system must have the ability for inmates to access and use legal law library applications 

provided by the Vendor at no cost to the County. 

43. The system will provide for sick call reporting via touch screen inputs. 

44. The system will provide electronic mail that is fully automated and includes watch word alerts. 

Staff must also be able to review messages and, if approved, allow them to be delivered to the 

terminal screen. 
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a. The system must automatically highlight or make obvious any electronic mail which 

matches Jail defined watch words.  The highlight should occur both on the sentence 

preceding and after the watch word. 

45. The system will provide detailed revenue reconciliation reports which break out visits by on-site, 

remote, per minute rates, taxes (broken out into separate categories by type), and any charged fees 

(broken out into separate categories by type).  Customer’s commission must also be broken out into 

separate categories by type. 

46. The system will allow Jail staff to automatically open a CRIMES investigation for any Jail defined 

alerts generated through system modules such as PREA, Video Visitation, etc.  

47. Describe Vendor’s ability to run a warrant search on visitors and to send alerts to specified 

personnel via email, text, etc. 

 

B-6 Installation & Cut-Over 
 

1. Vendor shall submit a complete and detailed schedule of events which include required time frames 

for inmate kiosks installation, utility coordination, cut-over, testing, and training.  The County 

recommends that inmate telephone conversion be phase 1 and inmate kiosks be phase 2.  

2. The Vendor must work with the Customer or their designated agent to determine the exact times 

when the Hosted Video Visitation equipment may be replaced to reduce “down time”. 

3. The Vendor must describe what is required of Jail personnel during this system testing. 

4. The system must be installed in an expert manner and under a time frame designed to minimize 

disruption of the normal operations of the facility(s). The Customer prefers a quality installation of 

all Vendor proposed equipment and software within forty-five (45) calendar days after contract 

award and full execution. 

5. Customer’s location will require cell block specific wiring for inmate kiosks. The Vendor will be 

responsible for all associated installation costs and maintenance expense for the duration of the 

agreement. 

6. If Customer’s schedule cannot be met within forty-five (45) calendar days, vendor must propose 

an installation schedule of events.  Failure to state installation time within the Vendor’s response 

will obligate the Vendor to complete installation so as required in the bid.  Extended installation 

time may be considered when in the best interest of the Jail. 

7. Any delay in the implementation of the Vendor’s schedule caused by the Jail will increase the 

Vendor's time allowance to complete installation, but the vendor must submit a complete and 

detailed schedule of additional time required. 

8. The risk of loss and/or damage will be assumed by the Vendor during shipment, unloading, and 

installation. 

9. The Vendor must provide planned technology upgrades, and the Customer must be provided with 

a ten (10) day written notification prior to Vendor loading any new software features. 

10. The Vendor is required to provide support for the video visitation system which includes a seven 

(7) days per week, twenty-four (24) hours a day, three hundred and sixty-five (365) days per year 

United States based call center or a local representative fully under the control of and operated by 

the Vendor. 

 

B-7 Training 

 

1. It is instrumental to the success of the installation of the Hosted Video Visitation Solution that the 

Jail personnel be trained on multiple aspects of the system operation.  Therefore, the Vendor must 

provide a complete training schedule based on the following requirements: 

a. All end-user training to the Jail on site and at no additional cost; 
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b. Training for various levels of department personnel including full-time system 

administrators, part-time system administrators, special investigators, data entry 

specialists, etc.; 

c. Full training for all assigned system users on how to create, delete, and modify inmate 

programming and profiles; 

d. Full training for all assigned system users on how to generate appropriate system reports; 

e. Full training for all assigned system users on how to maintain inmate alert levels, and how 

to respond accordingly when these levels are exceeded; 

f. Full training on all components of the Hosted Video Visitation Solution; 

g. Full training on the provided video visitation recording function including the live 

monitoring of visitation sessions, playback of visitation sessions, and the transfer of 

visitation sessions to other media for playback at off-site locations; 

h. Full training for all assigned County and Jail system users on how to change inmate 

restriction levels (by kiosk, suspend PIN, etc.); 

i. Full training for all assigned system users on how to initiate system restrictions; 

j. Ongoing system training for existing Jail personnel when required by the Customer at no 

cost; 

k. Additional training for new Jail personnel when required by the Customer at no cost; 

l. Describe, in its response, any advanced system training that may be available to Jail 

personnel whether provided on-site at the Jail or via webinar; 

m. Include the name, title, and qualifications of the Vendor staff member who will have the 

overall responsibility of training in the bid response; 

n. The proposed system must provide an integrated help function for system operation, 

administration, reporting, and management functions; 

o. Provide a live Help Desk support function to the Jail at no cost to the Customer during the 

term of this agreement. This Help Desk function must be capable of providing support via 

telephone to the Jail Hosted Video Visitation Solution personnel for the functions of the 

Hosted Video Visitation Solution. This live Help Desk must be available seven (7) days 

per week, twenty-four (24) hours a day, three hundred and sixty-five (365) days per year. 

p. The live Help Desk support function provided by the Contractor must be in the continental 

United States. 

q. The Vendor must provide a toll-free customer service center for end-users. This customer 

service center should be staffed by bi-lingual customer service representatives available 

seven (7) days per week, twenty-four (24) hours a day, three hundred and sixty-five (365) 

days per year.  This customer service center must be located in the continental United 

States. 

2. Vendor shall provide initial installation training to the Jail 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 Customer. 

3. Live training is preferred by the Customer and required upon installation, but the vendor may have 

the ability to provide ongoing training through multiple options such as live training and Web-

Casting as well as having an online help system integrated into the system. 

4. Describe training program; include descriptions of course(s) and any applicable documents. 

 

B-8 Application System Reporting 

 

1. Vendor should provide report examples or screen shots for the below: 

a. Visitation schedules; 

b. Sick call requests; 

c. Grievance reports; 

d. PREA reports; 
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e. Officer cell block check reports; 

f. Inmate email notification reports or watch word hits; 

g. Failed visitation authentication reports; 

h. Revenue reports that show revenue from all communication modules; 

i. User Audit Report; 

j. Facility Trouble History Report; 

k. Call Center Hold Time Report. 

 

B-9 Rates 

 

1. Please provide information on the rate structure for video visitation sessions.  Include within your 

response the visitor’s cost per session for attorneys, friends/family, etc.  Each inmate must receive 

one (1) free, twenty-five (25) minute on site visits each week at no cost to the Customer, inmate, 

or visitor.  The County is rate conscious, and lower rates and fees will be looked at favorably.  

Vendors must disclose if communication modules and/or video visitation rates are per minute or 

per session. 

 

B-10 Fees, Taxes, & Refund Policy 

 

1. Vendors are required to list all associated taxes and fees. 

2. The awarded Vendor will not be permitted to charge any fees or taxes for the duration of the 

agreement which are not listed in the Vendor’s response or agreement. 

3. No Jail Vendors will be permitted to charge any type of transfer or integration fees for the duration 

of the agreement. 


