


































































































































































 

 
This Document is printed on recycled paper. 

 

Copyright	&	Trademark	Notices	
© Inmate Calling Solutions, LLC d/b/a ICSolutions 2018. All rights reserved.  
 
The following is a non-exhaustive list of United States trademark applications and registrations owned by 
ICSolutions and its affiliates: 
 

ICSolutions®   The ENFORCER®  
The Attendant℠  The Communicator℠ 
Word DetectorSM  Message of the Day℠ 
Access Corrections™  The Visitor™ 

 
Other trademarks that may be used in this Document are the property of their respective owners. 
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o Can assist with phone administration, such as PIN management, running reports, burning 
calls to CD, etc. as desired by the County 

o Available to respond immediately to onsite repair requests 
o Will regularly inspect & maintain onsite equipment 
o Able to assist with tablet maintenance & distribution, as needed 

 Certified local backup technicians to provide emergency equipment service & maintenance 
 
The VisitorTM Video Visitation System 

 Shares the same database as The ENFORCER® calling platform 
 Multi-functional V17 video phones, allowing for: 

o Remote video visitation, with required bandwidth provided by ICSolutions  
o Inmate phone calling through The ENFORCER®  
o Commissary ordering 
o Document viewing – inmate rules, handbook, etc. 
o Inmate Portal to manage video visitation schedule 

 Web-based visitor registration  
 Web-based scheduling for any contact, non-contact & video visits 
 Long-term storage of recorded visitation sessions 
 Remote Visitation Fee collection & accounting 
 Turnkey installation encompassing all necessary conduit, cable, & network infrastructure 
 All-inclusive warranty, support, & repair/replace maintenance agreement 

 
Smart Comm Inmate Tablet Program (Optional) 

 FREE Smart Comm wireless inmate tablets 
o Initially installed at a ratio of 1 tablet per 6 inmates 
o Tablet quantities can be increased during the contract term if inmate usage warrants  
o Includes 1 free pair of earbuds for each inmate 

 Inmate Calling app – enables secure inmate calling through ICSolutions’ ENFORCER® calling 
platform; standard calling rates and security controls / monitoring & recording apply 

 MailGuard Virtual Mailroom access – scans / digitizes inmate mail to eliminate paper mail 
entering inmate areas 

 Inmate Messaging – email & photo 
 Law library interface (or ICSolutions can provide Case Maker law library at no cost) 
 Grievance reporting 
 Appointment request 
 Commissary ordering (if web services are available from the Commissary provider) 
 Education content including GED courses 
 Entertainment content  
 Can display external content, such as facility rules/policies, clean and sober program materials, 

and more! 
 Turnkey installation including all hardware, software & wireless access points 
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1.3.2.   No proposal will be considered which is not accompanied by pricing as requested 
and signed by an authorized official of the firm. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Please refer to our 
completed and signed Costing Proposal at the end of Section D.7. 
 

1.3.3.   Proposals must be received on or before the time and date specified. Proposals 
received after the time specified will not be considered and will be returned 
unopened. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 

1.3.4.   Proposal information is restricted and not publicly available until after the award of 
the Contract. 

 
ICSolutions Response:   

ICSolutions has read, agrees, and will comply with the requirements as stated. 

 
1.3.5.   Responses to this RFP may require that potential vendors include corporate 

information that is proprietary.  All RFP materials are subject to the Federal and 
State Freedom of Information Laws, unless marked in advance as proprietary.  
You may NOT protect the entire RFP response or the pricing pages as proprietary.  
Should a request be filed to view the RFP responses, all material marked 
proprietary will be redacted.  Should additional justification be required to protect 
a section, it will be the vendor's responsibility to qualify the section under the 
proprietary exemption. The County reserves the right to release sections which as a 
matter of law do not meet the standard to be exempted, regardless of how they were 
marked by the vendor. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 

1.4.   Modifications or Withdrawal of Proposal A proposal that is in the possession of Division of 
Purchase may be altered by a letter bearing the signature or name of the authorized person, 
provided it is received PRIOR to the date and time of the opening. Fax, telephone or 
verbal alterations will not be accepted. A proposal that is in the possession of the Division 
of Purchase may be withdrawn by the vendor up to the time of the opening.  Failure of the 
successful Vendor to furnish the service awarded, as a result of this advertisement, shall 
eliminate the Vendor from the active Vendors list for a period of time as determined by the 
Purchasing Director. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
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1.5.  Award and Contract Information 

 
1.5.1.   Onondaga County encourages its contractors to make every good faith effort to 

promote and assist the participation of New York State Certified Minority and 
Women-owned Business Enterprises (M/WBE) as subcontractors and suppliers. 
MWBE and EEO compliance and participation will be a priority in evaluating 
responses to this IU'P. 

 
Onondaga County requires all respondents to this RFP for professional services: 

(1) to be a certified MWBE prime contractor, or (2) to subcontract services and/or purchase 
supplies from a MWBE partner (or MWBE Partners) sufficient so that not less than 30% of 
the total value of the work and supplies purchased by the County from your company, or, if 
such 30% requirement is unattainable, to submit a written explanation for why the 30% 
requirement is unattainable, along with a description of any attempted efforts to meet the 
30% requirement. The County will consider M/WBE contractors that have applied for New 
York State Certification.  Onondaga County will consider on a case by case basis City of 
Syracuse or other M/WBE certifications your company has attained. 
 

Suppliers that submit proposals in response to this RFP will be required to submit 
a conceptual plan identifying the services and I or supplies that will be subcontracted or 
purchased, respectively, from your identified M/WBE partners. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The contract proposed by 
ICSolutions does not result in a purchase by the County. ICSolutions will own the ITS and VVS at all times 
throughout the County, including providing any necessary equipment, software, installation, maintenance, 
and all other costs. Should the County ever purchase services or products from ICSolutions, ICSolutions 
will comply with the County’s requirement that not less than 30% of the total value of the work and 
supplies purchased by the County from ICSolutions will be supplied from an MWBE partner or partners. 
 

1.5.2.   The Vendor also agrees that should this firm be awarded a Contract, Vendor will 
not discriminate against any person who performs work hereunder because of age, 
race, color, sex, creed, sexual orientation, national origin, or disability. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 

1.5.3.  The Vendor expressly warrants to the County that it has the ability and expertise to 
perform its responsibilities hereunder and shall use the highest standards of 
professional workmanship. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  ICSolutions trains and 
certifies all implementation team members. ICSolutions will install and maintain the ENFORCER® inmate 
calling system – along with all telephones and ancillary hardware and software – for the life of the 
contract and at no cost to the County.  
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ICSolutions is committed to keeping your inmate phone system in top working order to ensure 
continuous availability of calling services to inmates, and reliable revenue-generation for our 
clients. 
 
To ensure optimal performance of the phone system, ICSolutions invests extensively in appropriate  

 preventive maintenance,  
 efficient remote diagnostics,  
 certified local technicians,  
 local storage of spare parts and a “crash kit” of critical system components, 
 a 24X7X365 professional Technical Services call center that will connect you to a live technician 

within 20 seconds of calling, and  
 a thorough Quality Assurance Program that is designed to head off problems before they can 

impact the facilities we serve. 
 
Again, all service, warranty, and ongoing maintenance – in addition to all equipment and software – are 
provided for the life of the contract, and at no cost to the County.  
 

1.5.4.  Onondaga County reserves the right to reject any or all proposals, to waive any 
informality or technical defect in the proposals, or to award the contract in whole 
or in part, if deemed to be in the best interest of the County to do so. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 

1.5.5.   The successful Vendor will be required to enter into and sign a formal Contract 
with the County with reasonable adjustments acceptable to the County. This RFP 
and the response of the successful vendor will become a part of the Contract and 
will be in effect for the duration of the contract period. The Contract language will 
control over any language contained within this RFP that conflict with the signed 
and fully executed Contract. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 

 
1.5.6.   The successful Vendor shall comply with the Americans With Disabilities Act. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
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1.5.7.  Onondaga County will make this contract available to all municipalities, subject to 
eligibility under state law. Contractors can provide substantially the same goods 
and services under the same terms and conditions detailed in the RFP, provided 
local law permits and the requesting municipality makes their own payment 
arrangements.  The vendor may not increase the price on the contract but may 
negotiate a reduction.  Onondaga County is not responsible for determining a 
municipality's ability to piggyback, and that right is reserved exclusively to 
local counsel. Although extension of the contract to additional municipalities is 
optional for the vendor, providing this service is a priority for the County. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. We would be delighted if 
other agencies wanted to be served by ICSolutions consistent with the service provided to the County. 
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3.2.3.5.  Summarize any assumptions (made by the Vendor) in order to adequately 
respond to the requirements of this RFP. 

3.2.3.6.  Summarize all resources, assumed or expected, to be provided by Onondaga 
County. This summary should clearly identify what the Vendor expects or 
anticipates by way of County personnel or resources. This is to be summarized 
by component. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided an 
Executive Summary in Section C that includes responses to the requirements outlined above.   
 

3.2.4.   Compliance Statement: 
3.2.4.1.  State agreement with all General Provisions, Special Provisions, Equipment, 

Standard of Performance and Reliability. 
 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with all General Provisions, Special Provisions, Equipment, 
Standard of Performance and Reliability. A response to these requirements is included throughout 
Section D. 
 

3.2.5.   Project Coordination and Scheduling 
 

3.2.5.1.  Provide a work plan with start date, duration and physical requirements. To 
be provided for each component if proposed separately. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided a 
work plan that includes the start date, duration, and physical requirements of installation in Section E. 
 

3.2.6.   Vendor Responsibilities 
3.2.6.1. Proposal Certification, Verification, and Signature.  Proposals not signed by 

authorized officer of the Vendor’s organization will be eliminated. 
3.2.6.2.  It is the sole responsibility of the VENDOR to assure that they have received 

the entire Request for Proposal.  Proposal and any addenda may be secured 
by contacting the Division of Purchase. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has included 
the Letter of Transmittal in Section (i) that is signed by ICSolutions’ authorized officer and VP of Sales and 
Marketing,  ICSolutions has reviewed the RFP and addenda and responded as required.  
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6.2.2.   Contractor  shall  obtain  the  personal  injury  liability  insurance and the property  
damage  liability insurance  by insurance contract  or contracts,  as insurance contract  is 
defined by New  York State's Insurance  Law § 1101  (a) (1), specified  and described  in 
this agreement.   Each insurance contract shall name Contractor as the insured   in its 
declarations. Each  insurance   contract,   except  a professional  liability  insurance 
contract,  shall  be endorsed  by the insurer  to name,  make,  and add County  as 
additional  insured  so  as to obligate  the  insurer  to provide  the personal  injury  
liability insurance  and property  damage  liability  insurance  covering  and applying  to 
the  legal  liability  of County for damages,  as to the legal liability  of the insured  for 
damages,  and covering  and applying to the loss, damage,  or expense incident  to a 
claim of the legal liability of County  for damages,  as to  loss,  damage,  or expense  
incident  to a claim  of the  legal  liability  of the insured  for  damages. Each insurance  
contract,  except  a professional  liability  insurance contract, shall be endorsed  by the · 
insurer  to  obligate  the  insurer   to  provide  the  personal   injury  liability  insurance  
and  property damage  liability  insurance to  County,  as primary  to,  and  not  seek  
contribution   from,  any  other insurance  available  to County  by any other insurance 
contract  naming County as the insured.   Each insurance  contract  shall  be endorsed  by 
the insurer  to obligate  the insurer  to give  County  written notice  of any termination or 
substantive change  of the insurance contract,  at least  30 days  before the   termination   
or   substantive  change,   by   the   insurer's  delivering   the   notice   to   County's 
Department  of Law, John  H. Mulroy  Civic Center,  421 Montgomery Street, Syracuse, 
NY 13202. Each insurance contract shall be approved and accepted by County. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided 
our Insurance Certificate as Exhibit 7 of this proposal. 
 

6.2.3.    Contractor shall obtain these insurance contracts: 
6.2.3.1. Commercial  general  liability  insurance  contract  that shall obligate the insurer  

to provide personal  injury  liability   insurance   and  property   damage   liability  
insurance,  covering   and applying to the legal liability  of the insured  for 
damages, and to the loss, damage, or expense incident  to a claim  of  the  legal  
liability  of the  insured  for  damages,  however   arising,  in a minimum  amount  
$1 million  for each occurrence of, and in a minimum  amount  of $2 million for 
any aggregate  of occurrences of, death or injury  of any person, or injury  to the 
economic interests of any person,  or loss or destruction of, or damage to, 
property, in each policy period, and be in effect  continuously from the day of the 
making  of this agreement  through  the day which  is at least three years after the 
day of the  latest  to happen  of complete performance, final payment, expiration 
of any period of warranty, or expiration of any period for correction of work, in 
the performance of, or in connection with, or collateral to, this agreement. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided 
our Insurance Certificate as Exhibit 7 of this proposal. 
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6.2.3.2. Automobile liability insurance contract that shall obligate the insurer to provide 
personal injury liability  insurance  and property damage liability insurance, 
covering and applying to the legal liability of the insured for damages, and to the 
loss, damage, or expense incident to a claim  of  the  legal  liability  of  the  
insured  for  damages,  arising  out  of  the  ownership, maintenance, or use of 
any motor vehicle, as motor vehicle is defined by New York State's Vehicle and 
Traffic Law § 125, in a minimum  amount of $1 million for each occurrence of 
death or injury of any person, or injury to the economic interests of any person, 
or loss or destruction of, or damage to, property, in each policy period, and be in 
effect continuously from the day of the making of this agreement  through the 
day which is after the day of the latest  to  happen  of  complete  performance,  
final  payment,  expiration  of  any  period  of warranty, or expiration of any 
period for correction of work, in the performance of, or in connection with, or 
collateral to, this agreement. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided 
our Insurance Certificate as Exhibit 7 of this proposal. 
 

6.2.3.3. Umbrella liability insurance contract that obligates the insurer to provide 
personal injury liability insurance and property damage liability insurance, in 
excess of that personal injury liability  insurance  and  property  damage  liability  
insurance  provided  by  any  commercial general liability insurance contract, 
automobile liability insurance contract, and professional liability insurance  
contract required by this agreement, in a minimum amount of $1 million for each 
occurrence of death or injury of any person, or injury to the economic interests of 
any person, or loss  or destruction  of, or damage to,  property, in each policy  
period, and be in effect continuously from the day of the making of this 
agreement through the day which is at least three years after the day of the latest 
to happen of complete performance, final payment, expiration of any period of 
warranty, or expiration of any period for correction of work, in the performance 
of, or in connection with, or collateral to, this agreement. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided 
our Insurance Certificate as Exhibit 7 of this proposal. 
 

6.2.3.4. Professional liability insurance contract that shall obligate the insurer to provide 
personal injury liability insurance and property damage liability insurance 
covering and applying to the legal liability of the insured for damages, and to the 
loss, damage, or expense  incident to a claim of the legal liability  of the insured 
for damages, arising out of the insured's  business, trade,  occupation,   or  
practice  of  a  profession   for  which  a  license   is  required   by  a 
governmental authority  of the state of New  York, in a minimum amount of $2 
million for each occurrence of, and in a minimum amount of $4 million for any 
aggregate of occurrences of, death or injury of any person, or injury to the 
economic interests of any person, or loss or destruction of, or damage to, 
property death or injury of any person, or i1 jury to the economic interests of any 
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person, or loss or destruction of, or damage to, property, in each policy period, 
and be in effect continuously  from the day of the making of this agreement 
through the day which is at least three years after the day of the latest to happen 
of complete performance, final payment, expiration of any period of warranty, or 
expiration of any period for correction of work, in the performance of, or in 
connection with, or collateral to, this agreement. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided 
our Insurance Certificate as Exhibit 7 of this proposal. 
 

6.2.4.   Contractor shall deliver to County's  Department of Law, before this agreement may be 
made or performed, and from time to time as is reasonable, as evidence that Contractor 
has obtained the insurance as required by this agreement, both a form certificate of 
insurance approved for use by New  York's  superintendent   of  insurance  which  
identifies  the insurance  contracts  obtained  by Contractor  and  copies  of  the  
declarations  of  each  insurance  contract  referred  to  in  the  form certificate of 
insurance.  At the request of County, Contractor shall deliver to County's Department of 
Law a copy of any insurance contract required by this agreement. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided 
our Insurance Certificate as Exhibit 7 of this proposal. 
 

6.2.5.    WORKERS' COMPENSATION AND DISABILITY BENEFITS 
6.2.5.1. This agreement shall be void and of no effect unless Contractor and other person 

or entity making or performing this agreement shall secure compensation for the 
benefit of, and keep insured during the life of this agreement, the employees 
engaged thereon, in compliance with the provisions of the New York State 
workers' compensation law. 

6.2.5.2. Contractor shall show, before this agreement may be made or performed, and at 
all times during the life of this agreement, that Contractor,  and other person or 
entity performing this agreement,   is   in   compliance   with   the   provisions   of   
the  New   York   State   workers' compensation law, by Contractor's  delivering 
to County's Department of Law that New York State  Workers'   Compensation  
Board  (Board)  form  or  State  Insurance  Fund  (Fund)  form described in one 
of the following subparagraphs  numbered 1, 2, 3, or 4, and that Board form 
described in one of the following subparagraphs numbered 5, 6, or 7: 
6.2.5.2.1. 1.  Board form C-105.2 (Fund form U-26.3, if the insurer is the 

State Insurance Fund), subscribed  by the insurer,  showing  that 
Contractor, and other person or entity making  or performing  this 
agreement, has secured compensation, as workers' compensation  
insurance,  for  the  benefit  of  all  employees,  in  compliance  with  
the provisions of the New York State workers' compensation law. 
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6.2.5.2.2. 2.  Board form SI-12, completed by Board's self-insurance office and 
approved by Board's   secretary,  showing  that  Contractor,  and  
other  person  or  entity  making  or performing this agreement, has 
secured compensation, as Board approved workers' compensation 
self-insurance, for the benefit of all employees, in compliance with 
the provisions of the New York State workers' compensation law. 

6.2.5.2.3.  3. Board form GSI-105.2,  completed  by the group self-
insurance  administrator, showing   that  Contractor,  and  other   
person  or  entity  making   or  performing   this agreement, has 
secured compensation, by being a participant in a workers' 
compensation group  self-insurance  plan,  for  the  benefit  of  all  
employees,  in  compliance  with  the provisions of the New York 
State workers'  compensation law. 

6.2.5.2.4.  4. Board form CE-200 bearing an exemption certificate number 
issued by Board, showing that Contractor, and other person or entity 
making or performing this agreement or the Work is not required to 
secure compensation for the benefit of all employees, in compliance 
with the provisions of the New York State workers' compensation 
law. 

6.2.5.2.5.  5. Board form DB-120.1, subscribed by the insurer, showing that 
Contractor, and other person or entity making or performing this 
agreement has secured the payment of disability benefits, as 
disability benefits insurance, for the benefit of all employees, in 
compliance with the provisions of the New York State workers' 
compensation law. 

6.2.5.2.6.  6. Board form DB-155, completed by Board's self-insurance 
office and approved by Board, showing that Contractor, and other 
person or entity making or performing this agreement, has secured 
disability benefits, as Board approved disability benefits self- 
insurance, for the benefit of all employees, in compliance with the 
provisions of the New York State workers' compensation law. 

6.2.5.2.7.  7. Board form CE-200 bearing an exemption certificate number 
issued by Board, showing that Contractor, and other person or entity 
making or performing this agreement is  not  required  to  secure  
disability   benefits  for  the  benefit  of  all  employees,  in 
compliance with the provisions of the New York State workers' 
compensation law. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions has provided 
our Insurance Certificate as Exhibit 7 of this proposal. 
 
6.3.  Assignment Contractor is prohibited from assigning, transferring, conveying, subletting, or 

otherwise disposing of this agreement, or Contractor's right, title, or interest in this agreement, or 
Contractor's power to execute this agreement, to any other person or entity without the previous 
consent in writing of County. 

 
 



  
                         

 
Onondaga County, NY ~ Page 26 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 

 
6.4.  Independent Contractor Contractor is an independent contractor.  Neither Contractor, nor 

Contractor's officers, employees, agents, or servants shall hold themselves out as, or claim to be, 
officers, employees, agents, or servants of County. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.5.  Conflict of interest At the time Contractor submits a response, or if no response is submitted, 

prior to performing any services under this agreement, Contractor shall deliver to County's 
Department of Law, the attached affidavit certifying that Contractor has no interest and will not 
acquire any interest, direct or indirect, that would conflict in any manner or degree with the 
performance of services to County. The affidavit shall further state that in rendering services to 
County no persons having any such interest shall be employed by Contractor.  Contractor 
assumes full responsibility for knowing whether Contractor's officers, employees, agents, or 
servants have any such interest and for certifying the absence of such conflict to County. 

 
During the course of performing services for County, Contractor shall disclose immediately to 
County, by affidavit, every known or apparent conflict of interest and every ostensible or 
potential conflict of interest of Contractor, Contractor's officers, Contractor's employees, 
Contractor's agents, and Contractor's servants.  The duty to disclose is a continuing duty.  Such 
disclosure is a material obligation of this agreement and Contractor's failure to comply with these 
provisions affords County the right to pursue any and all remedies for breach of agreement.  In 
the event of an apparent or actual conflict of interest during the course of performance, Contractor 
shall suspend all work and services, and County's payments to Contractor shall be suspended 
pending final approval by County or County's Board of Ethics.  If the conflict cannot be resolved 
to the satisfaction of County, County may terminate the agreement by written notice.  Nothing 
herein shall be construed as limiting or waiving County's right to pursue damages or other 
remedies. 

 
A conflict of interest includes any circumstance which might influence or appear to influence the 
judgment of Contractor, and Contractor shall disclose the same.   Contractor shall disclose further 
the acceptance of compensation, monetary or otherwise, from more than one (1) payor or party 
for services on the same project or related project.  Contractor shall disclose further the direct or 
indirect solicitation or acceptance of financial or other consideration from parties other than 
County for work on the project to which this agreement pertains.   If applicable, Contractor shall 
disclose further the direct or indirect acquisition of any interest in the real estate which is the 
subject of the project, or in the immediate vicinity thereof.   A conflict of interest of Contractor's 
officers, Contractor's employees, Contractor's agents, or Contractor's servants shall be deemed a 
conflict of interest of Contractor, giving rise to the duty to disclose. 

 
Contractor shall not disclose any data, facts or information concerning services performed for 
County or obtained while performing such services, except as authorized by County in writing or 
as may be required by law. 

 
 





  
                         

 
Onondaga County, NY ~ Page 28 

6.8.  Effective Dates of Proposal All terms, conditions and costs quoted in the Vendor's response will 
be binding on the vendor for 180 days from the last date to submit the proposal. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.9.  Advertising Award   The successful Vendor must receive written approval from the County 

before advertising the award of the contract or the services to be provided under the contract. The 
Vendor agrees not to refer to awards in commercial advertising in such a mam1er as to state or 
imply that the firm or its services are endorsed or preferred by the County. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.10. Beginning Work The successful Vendor will not commence any work, which could be billed, 

until a valid contract has been executed between the Vendor and the County. 
 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.11. Statement of Assumptions The Vendor will clearly describe any assumptions made (by them) in 

order to successfully complete the proposal.   These assumptions include, but are not limited to, 
any assumptions that Onondaga County will provide space, people, materials and other resources, 
etc. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.12    Contract The contract between the County and the Vendor shall include: 
 

6.12.1  The Request for Proposal (RF'P) and any amendments thereto, and the proposal 
submitted by the contractor in response to the RFP.  In the event of a conflict in language 
between the RFP and the proposal, the provisions and requirements set forth and/or 
referenced in the RFP shall govern. Onondaga County reserves the right to clarify any 
contractual relationship in writing with the concurrence of the contractor, and such 
written clarification shall govern in case of conflict with the applicable requirements 
stated in the RFP or the contractor's proposal.   In all other matters not affected by the 
written clarifications, if any, the RFP shall govern. 

 
6.12.2   The standard Onondaga County Vendor contract, a copy of which is available upon 

request. 
 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
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6.13    Extensions and Amendment Contract will be for three (3) year(s) with two (2) possible one (1) 
year extensions requiring mutual consent of the County and the Vendor.   In performing the 
Contract, both parties agree to comply with all applicable state, federal, and local laws, rules and 
regulations. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.14    Replacement Contract   In the event a replacement contract is not issued, any contract let and 

awarded hereto under by the County may be extended unilaterally by the County, for an 
additional period of one month, upon notice to the contractor, with the same terms and conditions 
as the original contract. With the concurrence of the vendor this extension may be for a period of 
up to three months, however the extension terminates should the replacement contract be issued in 
the interim.  The County reserves the right to unilaterally extend such contract for an additional 
period of one month, upon notice to the contractor, with the same terms and conditions as the 
original contract.   With the concurrence of the vendor this extension may be for a period of up to 
three months. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.15    Audit The County  or any of their duly authorized representatives shall have access to any books, 

documents,  papers,  and records of contractor  which are directly pertinent  to the Contract for the 
purpose of making  audit, examination, excerpts,  and transactions. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions will always 
cooperate with any audit requests. ICSolutions maintains all books, records, and documents in 
accordance with generally accepted accounting practices that reflect all gross revenues generated. The 
County, or your designated representative, will have access to examine all books, documents, papers, and 
records as it relates to ICSolutions’ contract with the County.   
 
In addition, the rated call records and the ability to generate system summary reports will always be 
available from the system workstation. This provides the Facility with the tools to verify commissions 
at any time. For example, the Revenue Breakdown report can be printed at any time to summarize call 
history for a specified date range: 
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6.18    Appropriations This agreement is executory only to the extent of the monies appropriated and 
available for the purpose of this agreement and no liability on account thereof shall be incurred by 
County beyond monies appropriated and available for the purpose thereof. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.19   Funding Onondaga County warrants that the funds are available during the current fiscal period, 

and that the County shall use its best efforts to obtain funds to make payments in each subsequent 
fiscal period through the end of the contract term.  If a funding request to the Legislative body for 
any part of the contract term is denied, the County may terminate the contract on the last day of 
the fiscal period for which funds have been appropriated. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.20    Governing Law: This Agreement shall be governed by and construed in accordance with the laws 

of the State of New York, without giving effect to otherwise applicable principles of conflicts of 
law. For legal disputes, venue shall be a court of competent jurisdiction in Onondaga County, and 
Contractor consents to such jurisdiction. County docs not agree to arbitration. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
6.21    Preparation of Proposal 
 

6.21.1   No proposal will be considered which modifies, in any manner, any of the provisions, 
specifications or minimum requirements set forth in the Request for Proposal. 

 
6.21.2   In case of error in the extension of prices in the proposal, unit prices will govern. 
 
6.21.3 Vendors are expected to examine special provisions, specifications, schedules and 

instructions included in this request.  Failure to do so will be at the Vendor's risk. 
 
6.21.4   Failure to respond (i.e. submission of a proposal, or notice in writing that you are unable 

to offer but wish to remain on the active mailing list) to Request for Proposals will be 
understood by the Onondaga County to indicate a lack of interest and will result in the 
removal of the firm's name from the applicable mailing list. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
 
 
 



t	
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7.   SCOPE OF SERVICE 
 
7.1.  Introduction 

7.1.1. Onondaga County Sheriff’s Department is seeking a qualified vendor to provide a 
reliable and secure inmate telephone service for local and long-distance, collect, 
pre-paid collect and debit, video visitation, and potentially tablets, for the inmate 
population. Debit calls should be discounted at least 15-20% from regular phone 
rates.  The Onondaga County Sheriff seeks the best program for the citizens of 
Onondaga County and the county's inmate population. 

7.1.2. The County is seeking services for two facilities, detailed below. Contractors can 
propose pricing for a single facility or for both facilities. Agreement(s) with a 
vendor will be negotiated for a solution that provides 'for the acquisition, 
installation, operation and maintenance of a complete inmate telephone, video 
visitation and potentially a tablet system. The vendor must provide for all local 
and long distance service. Any subcontractors used by the vendor must be 
disclosed in the proposal, along with any additional costs and fees. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions is a qualified 
vendor who has provided inmate telecommunications services in correctional environments since 2002. 
ICSolutions currently provides our ENFORCER® calling system and outstanding customer service to 
hundreds of individual facilities, making up more than 275 agencies across the United States and 
providing calling services to a total of about 300,000 inmates. Agencies using The ENFORCER® range in 
size from small city, county, and regional facilities, to large state DOCs housing as many as 44,000+ 
inmates. Our clients of every size rely on our proprietary ENFORCER® calling system to process calls. 
 
ICSolutions focuses on providing a secure and feature-rich inmate call-processing system, and we 
continue to innovate and expand our offerings. Today we provide not only the latest generation 
ENFORCER®, but a customizable total inmate communications and payments solution that can include 
local and long-distance calling, direct billed collect, prepaid collect and debit, video visitation, tablets and 
much more.  
 
ICSolutions frequently offers discounts in the form of lower calling rates for our Prepaid Collect and Debit 
account types. However, the actual calling rates for any facility depend entirely upon that facility’s 
preferences. For ICSolutions’ proposed rates for Onondaga County, please refer to the Costing Proposals 
provided at the end of this Section D.7 
 
ICSolutions is proud to note that we are a single source provider. ICSolutions is the manufacturer of the 
call processing system and a company who directly performs all aspects of the contract from billing and 
collection, to prepaid calling, to customer service and local repair utilizing our own employees for 
maintenance, installation, and technical services. The resources available from ICSolutions will ensure a 
program that both meets and in many cases exceeds all of your facility’s requirements. Should the use of 
subcontractors ever become necessary, the County will be informed of this decision in advance.  
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In instances where it makes sense to enlist the services of a subcontractor, ICSolutions does make every 
effort to work with small, disadvantaged, and/or local subcontractors whenever it is appropriate. 
Regardless of whether or not subcontractors are ever used, ICSolutions accepts full responsibility for all 
functions performed under this contract if awarded whether provided direct or through the use of 
carefully selected subcontractors. 
 
7.2.  Site Locations and Background 

 
The Onondaga County 

Department of Correction 
6660 East Seneca Turnpike 

Jamesville, NY 13078 

The Onondaga County 
Justice Center 

555 South State Street 
Syracuse, NY 13202 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 

 
7.2.1. The above are inmate facilities located in the Syracuse, New York area.  The 

County is looking for proposals to provide a reliable and secure telephone service 
and a reliable and secure video visitation service to inmates. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 

 
7.2.2. The Onondaga County Sheriff's Office operates a pre-sentence facility known as 

the Custody Department located at 555 South State Street in downtown Syracuse 
New York. This facility can house up to 659 inmates; with (twelve) (12) separate 
and distinct housing units. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 

 
7.2.3. The Onondaga County Sheriff's Office also operates a sentenced facility known as 

the Correction Department located at 6660 East Seneca Turnpike in Jamesville, 
New York. This facility can house up to 538 inmates; with ten (10) separate and 
distinct housing units. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
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7.2.4. The County is interested in systems that provide currently manufactured available 
and technically supported brands and components. The equipment must be 
supported for the life of the contract. The number of telephones, video terminals, 
tablets, equipment, software and service varies based on the operational needs and 
the average daily population (ADP).  Currently the County contracts for local, 
interlata, intralata, interstate and international calls.  There are a total of: 
 

Up to sixty-five (65) inmate telephones in Ten 
(10) housing units (including cart phones) Ten 
(10) Video Visitation Terminals, including one (1) 
stand-alone video visitation terminal in the facility.
 
Onondaga County Sheriff’s Office Correction 
Department, 6660 East Seneca Turnpike, 
Jamesville, NY, 13078 

Up to sixty-five (65) inmate telephones in twelve 
(12) housing units, (including cart phones) Ten (12) 
Video Visitation Terminals, including one (1) 
stand-alone video visitation terminal in the facility. 
 
Onondaga County Sheriff’s Office Custody 
Department, 555 South State Street, Syracuse, 
NY, 13202

Enough tablets for each inmate not currently in 
administrative or punitive segregation or otherwise 
restricted. (The Sheriff’s office is not committing 
to using tablets at any time in the future. However, 
if and when a decision is made during this contract 
period, this clause will be in effect. 

Enough tablets for each inmate not currently in 
administrative or punitive segregation or otherwise 
restricted. (The Sheriff’s office is not committing to 
using tablets at any time in the future. However, if 
and when a decision is made during this contract 
period, this clause will be in effect. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions is proposing a 
completely state-of-the-art, turnkey inmate communications system at no cost whatsoever to the County 
for this service. ICSolutions’ proposal includes full support, repair, maintenance, and component 
replacement as necessary to maintain continuous operation of your The ENFORCER® telephone system. 
Our commitment extends to all systems, telephones, software, and peripheral hardware. This level of 
support is part of our turn-key proposal to each customer. As such, there will be no cost whatsoever to 
the County for this service. 
 
The ENFORCER® is a state-of-the-art inmate call processing system that offers customizable call controls, 
such as phone scheduling; investigative tools that include recording and monitoring; as well as the 
features described in detail throughout this section. ICSolutions manufactures the equipment, designs the 
software applications, and supports the proposed system in correctional facilities across the country. 

 
7.2.5. Tablets: The amount of tablets needed in each facility will be determined prior to 

the start of the contract. The tablets will also be delivered with a sufficient number 
of charging stations/apparatus to accommodate them. (The Sheriff's office is not 
committing to using tablets at any time in the future. However, if and when a 
decision is made during this contract period, this clause will be in effect) 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  
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Through our partnership with Smart Communications (Smart Comm), ICSolutions can provide ruggedized 
inmate tablets and an accompanying secure network for the purpose of rehabilitation, inmate 
management, and decreased recidivism. These slim and secure devices are specifically designed for 
corrections. Smart Comm has also developed a customized and scalable charging solution that enables us 
to cater to your specific housing unit needs. Additional information about the optional tablets solution 
has been provided under Requirement 7.6 later in this Section D.7. 

 
7.3.  Scope of Services 

7.3.1. All equipment must be maintained at current industry standards for both 
equipment and technology throughout the contract period, at the Vendor's 
expense. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions will install and 
maintain the ENFORCER® inmate calling system – along with all telephones and ancillary hardware and 
software – for the life of the contract and at no cost to the County. ICSolutions is committed to keeping 
your inmate phone system in top working order to ensure continuous availability of calling services to 
inmates, and reliable revenue-generation for our clients. 
 
To ensure optimal performance of the phone system, ICSolutions invests extensively in appropriate  

 preventive maintenance,  
 efficient remote diagnostics,  
 certified local technicians,  
 local storage of spare parts and a “crash kit” of critical system components, 
 a 24X7X365 professional Technical Services call center that will connect you to a live technician 

within 20 seconds of calling, and  
 a thorough Quality Assurance Program that is designed to head off problems before they can 

impact the facilities we serve. 
 
Again, all service, warranty, and ongoing maintenance – in addition to all equipment and software – are 
provided for the life of the contract, and at no cost to the County.  

 
7.3.2. The following features of the system will include a minimum amount of the 

following items at no expense to the County, or the inmate population to 
effectuate adequate use: Telephones, Video Visitation Terminals, and possibly 
Tablets. Additional telephones, video terminals and tablets may be needed as 
populations fluctuate. The inmate telephones, video visitation terminals and 
tablets are not being purchased or leased; they are instead being used by the 
Onondaga County Sheriff’s Office Custody Department and the Onondaga 
County Sheriff's Office Correction Department to deliver a service(s) from the 
selected vendor. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  
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ICSolutions is proposing a completely turnkey inmate telephone system to provide local and long 
distance telephone service, monitoring and recording system, equipment, and call control software as well 
as installation, ongoing maintenance, support and repair necessary for the operation of the inmate phone 
system for Onondaga County all at no cost to the County.  

 
7.3.3. Telephone and video visitation terminals must be line powered such that, neither 

the telephone nor the video visitation terminals require separate electrical power 
at the device. Telephone and video visitation terminals shall be specifically 
designed for use in a correctional environment and must be approved by the 
County before installation. Converted coin telephones will not be accepted. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. All proposed telephones 
are line-powered and require no additional power at the source. The video visitation stations use Power 
Over Ethernet and do not require a dedicated outlet. The proposed phones and video visitation terminals 
are designed for the corrections environment and currently installed at correctional facilities across the 
United States. 

 
7.3.4. Contractors will comply with all applicable FCC and PUC regulations.  Willful 

misrepresentation of facts from FCC decisions, hearings etc., will not be tolerated 
and will be cause for immediate termination of contract.  (All such decisions will 
be investigated by County personnel). 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions will maintain 
compliance will all FCC and PUC regulations at no cost to the County and your constituents throughout 
the term of the agreement.  
 
ICSolutions maintains compliance with all regulatory issues at all times, by ensuring that all appropriate 
certifications, licensing and tariffs to operate the system are current and valid. We subscribe to 
Technologies Management Inc. (TMI), the industry leader in regulatory consulting and compliance 
reporting. TMI keeps us abreast of all national and local legislative and regulatory issues, as well as 
assisting with ensuring all appropriate tariffs and certifications up to date. Furthermore, we have a 
dedicated executive manager ( , Director of Compliance and Regulatory), whose role is to work 
with TMI and local, state, and national agencies in maintaining full compliance with all legislative and 
regulatory requirements. 

 
7.3.5. All electrical   equipment must be included   in the contract   and installed   in 

compliance with National Code requirements. 
 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  
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7.3.9. Each telephone  and  video  visitation  terminal  shall  have  signage  that  the call  

may  be monitored and  recorded.  In  addition, prior  to  each  inmate  telephone 
call,  a voice  prompt  will  be  played indicating, "This  telephone call may be 
recorded" or message  of a like nature.  Signage must be in English and Spanish, 
at a minimum.  Facility investigative personnel must have the ability to de- 
activate   this   automatic verbal   "recording warning" as   a feature   in   any   
phone   or inmate configuration setup screen. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Dialing instructions are 
mounted on all inmate telephones in both English and Spanish. Dialing instructions can be customized 
according to County specifications upon request and typically include a statement that, “Calls will be 
monitored and recorded.”  
 
Additionally, each call is delivered with customized instructional voice prompts. Upon call acceptance, the 
system plays a warning announcement to both parties that, “This call will be recorded and is subject to 
monitoring at any time.” There are no charges assessed while this announcement is played, and call 
timing does not begin until acceptance. All call prompts may be customized to the County’s specific 
requirements. 
 
ICSolutions can provide educational posters for The Visitor™ video visitation system in inmate housing 
areas, if allowed. Any and all signage and brochures will be approved by the Facility before distribution.  
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7.3.13. The vendor will provide up to two (2) cordless, hands free, telephones.  These 
telephones will be used in designated facility offices and act as "phantom" inmate 
telephones.  Such phones will have the ability to perform functions identical to the 
individual inmate telephones in the housing units, and will have a funded account 
set up in order to use the phones as necessary, and in accordance with on-going 
department investigations. These phones are not income generating, but are tied to 
the inmate phone system and are to be provided at no expense to the facility, 
inmates or called parties. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions will identify 
these “phantom” phones as free phones which will deliver all of the call processing functionality but allow 

      From the called party perspective, a call from these phones will 
       ate telephone. These phones can also be utilized to audit and 
     

 

Hands‐Free	Phones	
ICSolutions proposes hands-free, cord-free phones from Wintel as an alternative for use in high security 
areas. 

 Applications: Drunk Tanks, Holding Cells, Inmate Facilities / Prisons, 
Police Departments, or any location where a prison official, jail 
administrator, or police chief prioritizes safety issues above ADA 
compliance 

 Cord free design  
 Design provides similar privacy to that of a corded handset  
 Built-in user controlled volume "LOUD" button for ADA mandated 

volume control (user must have control of volume amplification AND 
volume must reset to normal with hang up to meet ADA 
requirements). 

 Heavy duty 14 gauge brushed stainless steel provides rugged vandal 
resistant telephone housing designed for inmate use while 
maintaining a clean professional look. 

 Vandal-proof ON/OFF switch 
 Built-in instruction card window space  
 Confidencer technology, built into every dial, filters out background 

noise at the user's location, allowing better sound to the called party. 
 All-in-one electronic dial features modular incoming line. 
 Heavy chrome metal keypad bezel and buttons withstand abuse and 

vandalism 
 Has sealed transmitter and receiver caps, suitable for heavy use and 

abuse locations 
 Pin-in-head security screws minimize tampering. 
 Hearing aid compatible and FCC registered US: 1DATE05BITC-254,  IC: 

3267A-ITC254 

Tall Cord-Free Wintel 
7090CFSS 
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7.4.  General Configuration Requirements- Inmate Telephones 
7.4.1. The inmate telephone system will utilize a PINs system. The administering of 

PIN's to inmates should not be labor intensive. Last name, first name and Inmate 
Control Number (ICN). PIN will be randomly generated using up to twelve (12) 
digits. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  The ENFORCER® system 
accommodates the use of inmate personal identification numbers (PINs) for call tracking and control. 
Various numbering schemes are supported in order to best fit the existing inmate identification method in 
use at the facility. This ranges from adopting a number assigned by the facility booking system to 
assigning a new random unique number for calling to something in between. This will be customized 
based on the facility’s preference and with the goal of minimizing facility personnel time. The 
ENFORCER® accommodates various PIN lengths ranging from 4 digits to 20 digits. This enables us to fit 
The ENFORCER® to any existing inmate identification method in use at the facility today. 
 
Inmate accounts and PINs can be established automatically through a direct interface with the facility’s Jail 
Management System or Booking system to automate PIN administration. With the interface option, the 
information entered during the booking process is shared with the phone system automatically, and no 
additional entry is required. All active and inactive PINs will be updated automatically in real time.  
 
The ENFORCER® features an open architecture that allows it to easily integrate with other Jail systems to 
automate processes, such as PIN administration. The ENFORCER® can accept data in virtually any format, 
affording it great flexibility in interfacing with other vendors to automate the flow of information at the 
Jail across multiple systems. Interfacing with JMS, Commissary, Inmate Banking, and other Jail systems 
reduces the data entry burden on Jail staff, ensures data consistency across disparate information sets, 
and allows vendors to work together to provide the broadest range of products and services to Jail staff 
and constituents. 
 
If necessary, PINs can also be entered manually. With the manual process the inmate name and other 
information can be entered on an Inmate Profile from an administrative workstation. This is a simple 
process requiring approximately one minute for each inmate. 
 
When the Inmate PIN feature is used, a PIN will be required and included in each 
call record. This enables searching and reporting on call records on an inmate-
specific basis. The system can be configured to create the PINs at time of 
booking and eliminated at time of discharge. In addition, the system supports the 
retention of specific inmate PINs where the inmate is incarcerated in absentia 
due to, for example, trial or hospitalization at a separate location. The following 
screenshot reflects the Administrative interface that is utilized in the ID-PIN 
process. 
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These features are built right in to The ENFORCER® platform, offering the County a voice biometric tool 
that does not require separate software.  
 
Argus Echo™ and CRIMES™ 
As an added bonus, ICSolutions is proud to offer the optional Echo™ and CRIMES™ investigative tools 
from Argus, as well as the Argus transcription tool, the most advanced and tailor-made solutions for 
Corrections available today. Unlike other solutions which feature technology aggregated from outside 
Corrections, these products were designed from the ground up, in collaboration with County staff and 
investigators, to exceed the facility’s requirements while delivering a true corrections Investigative 
package.  
 
Echo™ 
EchoTM was designed and developed from the ground up by investigators for investigators providing tools 
and processes that no other biometric processing system can match. EchoTM provides a number of 
benefits, including: 
 

 EchoTM provides for continuous voice identification, providing the investigators not only 
verification of whom is speaking but also the identity of the inmates. 
 

 Automatic Print Enrollment: EchoTM DOES NOT require supervised enrollment. Prints are 
automatically created and continuously improved delivering the highest accuracy possible. NO 
human intervention or assistance from County staff is necessary in the creation of its Biometric 
Voice Print (BVPs). The system uses proprietary processes to create BVPs from recordings. 
EchoTM’s voice prints can also be set to continuously improve, ensuring that the BVP is of the 
highest quality at all times.  
 

 Create voice prints on request. This is a powerful tool to have when a suspect is not an inmate 
and is using many different phone numbers. Once the print is created, the voice can be searched 
through historical calls so investigators can listen to and extract potential intelligence. 

 EchoTM is not only able to identify PIN sharing but also the identity of the PIN accomplice allowing 
investigators to focus their investigative efforts. 
 

 Queries can be run on the database by voice, identifying all the calls in which a targeted inmate 
may have spoken on. In addition, a voice of a targeted NON-INMATE can also be run against 
the database given investigators unparalleled intelligence gathering tools. 

 In the event that EchoTM cannot positively identify the identity of an impostor, the system will still 
notify that the speaker was not the owner of the PIN.  

 
  



  
                         

   
Onondaga County, NY - Page 50 

 Built in Custom Player: The EchoTM player is web based and does not require any additional 
software to run. It was designed specifically for investigators with the ability to:  

o Isolate tracks (combined, inmate, and civilian) 
o Make notes in each track 
o Speed up track play 
o Show Whisper™: Ability to highlight sections of the recording where the voice dropped 

below a certain percentage. Likely revealing an attempt to pass illicit information in hush 
tones.  

o Remove Silence: Ability to remove silence (dead space, no speaker talking) of a call for 
speedier playback.  

 
 Identification of Inmate to Ex-Inmate Communication using Voice: Another unique 

feature is the capability to look for inmate to ex-inmate communication using voice. Since 
EchoTM can analyze and identify the speaker(s) on the called party side, it is able to identify 
when an ex-inmate is speaking with someone on the inside the facility. This call type is likely 
to contain actionable intelligence or be of interest for investigators to listen to.  
 

CRIMES™ 
CRIMES™ (Case Reporting, Intelligence Management and Evidence System) offers the first and only 
solution in corrections designed by investigators for investigators to manage their cases and evidence. 
CRIMES is the only case management software used by every division within the facility with the 
potential to have fully integrated Voice Biometrics using the EchoTM feature.  
 
The CRIMES™ software allows investigators to quickly and efficiently handle their work load, investigate 
and the close cases, following the operating procedure for corrections.  
 
CRIMES™ is also the first and only solution to bring together all of the divisions within the County. Users 
of CRIMES™ include: the Office of the Inspector General Investigation Unit, Human Resources, PREA 
Administrators, Legal, Division of Adult Institutions, and Probation and Parole all with their respective 
modules/categories sharing and using the same data. From the Request for an Investigation to the 
prosecution of a case, CRIMES™ provides users the tools and resources to maximize their resources in 
conducting investigations. The sharing of information across divisions cuts down previous barriers to 
communication and ensures the County is working at its maximum potential.  

 
 Comprehensive and complete Case Management: Most case management solutions offer basic 

tracking of cases. CRIMES™ is the only tool to offer a true comprehensive Case Management 
Solution (CMS). CRIMES™ Includes: 
 

 Event Management: Create an unlimited number of events. The user is only presented with the 
fields and controls relevant to the type of event he/she is creating ensuring maximum accuracy 
and efficiency.  
 

 Subject Management: Place subjects in three distinct categories; People, Staff, or Organizations. 
Link Victims/Perpetrators to organizations or other people all through the click of a mouse.  
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7.4.7. The system must have the capability of allowing a pre-pay/debit system, in 
conjunction with the department's contracted inmate commissary vendor, 
(regardless of who may hold that contract) in order to afford inmates discounted 
phone rates. This connection between the commissary vendor and the facility 
shall be implemented at no cost to the facility, inmates or called parties. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® features 
an open architecture that allows it to easily integrate with other Jail systems. The ENFORCER® can accept 
data in virtually any format, affording it great flexibility in interfacing with other vendors to automate the 
flow of information at the Jail across multiple systems. Interfacing with JMS, Commissary, Inmate Banking, 
and other Jail systems reduces the data entry burden on Jail staff, ensures data consistency across 
disparate information sets, and allows vendors to work together to provide the broadest range of 
products and services to Jail staff and constituents.  If supported by the County’s commissary system, we 
can write an interface that will enable over-the-phone commissary ordering by inmates.   
 
ICSolutions designs, builds and runs our own back-office including data centers, networked systems and 
dozens of secure interfaces linking our network and databases to third-party services and vendors across 
the country.  With our dedicated, in-house team of software engineers and network architects we 
guarantee our ability to create customized interfaces with the County’s other vendors to support our full 
range of premium integrated services, all at no cost! 
 
We have implemented hundreds of real-time Web service integrations, as well as batch processes using 
FTP and sFTP, incorporating XML and CSV data exchange protocols with inmate commissary, banking / 
trust account systems, JMS and/or VINE systems for many of our clients. These integrations allow us to 
eliminate paperwork, increase calling and commission revenues, and improve service for our client 
facilities.  
 
Some Correctional Industry Application vendors charge exorbitant fees for integrations; but ICSolutions 
will gladly provide interfaces with any vendor and software the County uses now or chooses to implement 
in the future—with absolutely no extra charge ever! 
 
ICSolutions Integrated Services can: 

 Eliminate data-entry and save staff time by importing PINs and names from JMS to auto-enroll 
inmates in the phone system 

 Reduce busywork and improve efficiency by importing inmate information from the JMS to 
provide an IVR for inmates to check court dates and fines etc. through the phones 

 Improve morale and increase calling and revenues by selling Debit Time through the Commissary 
 Eliminate bubble sheets by enabling Commissary Ordering by Phone 
 Improve security with PIN-linked cardless Debit accounts through inmate Banking/ Trust accounts 
 Eliminate cash handling and reduce complaints with Debit cards for the banking system to offer 

on-the-spot Refund and Release 
 Improve security and reduce community complaints by importing victims' numbers from VINE to 

automatically create personal call- blocks for inmates 
 And much, much more! 

 



  
                         

   
Onondaga County, NY - Page 58 

7.4.8. The system must be capable of identifying/ and or blocking three-way conference 
calls. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® 
automatically detects attempts by destination parties to connect, or forward, calls to a 3rd party.  These 
detection features have highly configurable parameters for changing the sensitivity to accommodate the 
requirements of each installation. When a three-way call attempt is detected, the system can either 
 

A)  flag the call for investigation;  
B)  flag the call for investigation, and play a warning message to the inmate and called party; 

 or 
C)  flag the call for investigation, play a notification to the inmate and called party, and terminate the 

call. 
 
The system will be programmed to take whichever action the County prefers from the list above. 
ICSolutions highly recommends allowing the call to proceed, because valuable investigative data can be 
found by reviewing calls that were flagged as 3-way attempts. 
 
When the system is configured to terminate a call upon detection of fraudulent use, such as three-way call 
attempts, a voice prompt is played to both parties on the call upon "sensing" a usage violation.  This voice 
prompt typically informs the parties that fraudulent use has been detected and disconnects the call.  The 
resulting call record is then flagged with this detection and termination for future query and reporting 
purposes.  In no case is dial tone ever provided to the inmate caller, either before or after a call. 
  
Detection of fraudulent use can be managed through sensing of call progress, DTMF tones from either 
party on the call, and extended silence periods during the call.  The success of this DTMF or extended 
silence, detection is very reliable.  However, it does not always indicate call-forwarding or three-way call 
set up.   
 
Many correctional facilities with full-channel recording have found that a Three-Way Call Deterrent Policy 
is much more effective. In such a policy, the deterrent to making three-way calls is the inability for inmates 
to make future calls.  Unlike the old methodology, which only blocked or cut off the called party, the 
inmate was still able to call back to the called party and try numerous ways to exploit the system until 
they succeeded. The Three-Way Call Deterrent Policy provides for proactive measures that, over time, 
dramatically reduces the incidence of three-way calling.   
 
When the inmate places a telephone call, a recording will be transmitted over the connection notifying 
the inmate of the three-way call deterrence policy, whereby, if a three-way call is detected, all future calls 
placed by the inmate to the called party will result in blockage of the called party number and phone 
privileges may be suspended.  
 
Standard three-way activity reports from The ENFORCER® system can facilitate investigations into 
suspected three-way call attempts. The 3-Way Attempts report lists all three-way call attempts detected, 
along with all associated call detail information. The Top 25 3-Way Destination Numbers shows the top 
25 called numbers that triggered three-way call detection. 
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7.4.9. The system must not allow chain dialing and secondary dial tones.  The system 
must detect any extra digits dialed by the inmate after the party has accepted the 
call. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® monitors 
each call connection for any inmate attempts to bypass the system controls. If an inmate presses keys on 
the keypad following call connection, the system detects this activity and terminates the call. Any call 
terminated for this reason is marked accordingly in the call detail record. Upon termination of each call, 
the inmate is returned to the call initiation script and required to go through the entire controlled process 
in order to place another call. 

 
7.4.10. The inmate shall be required to hang up before dialing a new number.  The system 

shall guard against "hook switch dialing" and other fraudulent activities. 
 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Upon termination of each 
call, the inmate is returned to the call initiation script and required to go through the entire controlled 
process in order to place another call. Any attempts to manipulate the inmate phone or hook-switch in 
order to bypass system controls will result in immediate call disconnection, forcing the inmate to begin a 
new call with all call controls in full effect.  

 
7.4.11. The system will disconnect or have the ability to disconnect, in the event an 

attempt is made to circumvent the system by any means.  Particularly by coughing 
or blowing into the telephone to avoid detection of placing a three-way call. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  The ENFORCER® 
automatically detects attempts by destination parties to connect, or forward, calls to a third party.  These 
detection features have highly configurable parameters for changing the sensitivity to accommodate the 
requirements of each installation. When a three-way call attempt is detected, the system can either 
 

 flag the call for investigation;  
 flag the call for investigation, and play a warning message to the inmate and called party; or 
 flag the call for investigation, play a notification to the inmate and called party, and terminate the 

call. 
 
The ENFORCER® monitors each call connection for any inmate attempts to bypass the system controls. If 
an inmate presses keys on the keypad following call connection, the system detects this activity and 
terminates the call. Any call terminated for this reason is marked accordingly in the call detail record. 
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7.4.15. System provided announcement that states the name of the facility the call is 
originating from shall include; "You have a collect call from (inmate's name)", 
"an inmate at (name of the facility)," or a like announcement. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® will be 
programmed with a customized call greeting played to the called party upon answer. Upon detecting 
answer, the system responds with “Hello, this is a collect call from [inmate name], an inmate at the 
Onondaga County Detention Center.” 
 
Additional configuration parameters can be chosen to give the called party the following options: 

 “To accept this call, press or say ‘5’  
 To refuse this call hang up now  
 For a rate quote on this call, press or say ‘2’  
 To block this call and all future calls from this facility, press or say ‘9’” 

 
7.4.16. System provided announcement that states the call may be recorded or monitored. 

There should be no other announcements/warnings made once the called party has 
accepted the call. This includes subtle tones or recording messages during the call. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The system is delivered with 
customizable, automated voice prompts in both English and Spanish. Upon call acceptance, the system 
warns both parties that the call may be monitored and recorded. Live monitoring of inmate calls is silent 
and undetectable.  
 
At the County’s option, The ENFORCER® can play randomly interjected voice prompts, known as overlay 
messages, identifying that the call is from a correctional facility. The content of these overlay messages, 
including the frequency of the messages and the announcement volume, is completely programmable. 
 
These voice prompts can be custom recorded as requested by the facility, or a standard voice prompt may 
be used, such as: “This call is from a correctional facility, and is subject to monitoring and recording.” 
Voice overlay messages limit abuse of the general population and indicate where the call originated so 
that any inappropriate calls can be easily reported to facility personnel. 
 
Additionally, ICSolutions typically provides a warning message when the call has reached the “one minute 
remaining” status on the duration limit. The system prompts both parties with a voice messages that 
states, “You have one minute remaining for this call.” At the end of the call duration, the system informs 
both parties that their time has elapsed and the call is terminated. Per Addendum 2 #19, this is 
acceptable.  
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7.4.17. Instructions for recipient to accept, reject, or block calls by a positive acceptance- 
i.e. Call Branding shall provide for a recorded greeting to the called party that 
indicates the call is a collect call from the facility and is subject to recording 
and/or monitoring, provide the called party with the identity of the calling party 
and provide the called party with the opportunity to accept or reject the call.   The 
conversation shall be blocked until the called party accepts the call.   Call 
branding will be announced only once at the beginning of the call only.  Facility 
investigators must have the ability to de-activate call branding or any part of call 
branding during any on-going investigations as necessary and warranted. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® will be 
programmed with a customized call greeting played to the called party upon answer. Upon detecting 
answer, the system responds with “Hello, this is a collect call from [inmate name], an inmate at the 
Onondaga County Detention Center.” 
 
Additional configuration parameters can be chosen to give the called party the following options: 

 “To accept this call press or say 5” 
 “To refuse this call hang up now” 
 “To block this call and future calls from this facility, press or say 9” 
 “To hear the charges for this call press or say 2” 
 “This call will be recorded and is subject to monitoring at any time.” 
 “Thank you for using I C Solutions. You may begin speaking now.” 

 
Upon call acceptance, the system plays a warning announcement to both parties that, “This call will be 

            ges assessed while this 
          nce. All call prompts may be 

      
 

Positive	Acceptance	&	Answer	Supervision	
The called party must press, dial, or say a digit to indicate positive acceptance. Positive call acceptance is 
required for all collect, debit, and prepaid calls. The ENFORCER® system supports both DTMF and pulse-
based call acceptance responses.  When the called party is instructed to accept or reject the call, the 
system “listens” for the appropriate DTMF tones, spoken number or count of rotary-dial pulses.   
 
The call will not be connected should the system detect irregular ringing signals, answering machines, 
digital voice mail, cellular telephones, ring-back tones, pagers, operator intercepts, quick disconnects, 
chain dialing, no voice from called party, etc. Billing begins when the called party answers and positively 
accepts call charges.  No charges are assessed for refused calls, no answer, busy, answering machines, 
faxes, or pagers. 
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7.4.18. The system shall have the capability of blocking specific calls from the facility 
(such as victims, witnesses, judges, staff and so on) and should allow pre-
approved phone numbers to be assigned to an inmate.    The  system  will  deny  
access  to  800,  888,  877,  866  (or  any  future  toll  free exchanges), 411, 555-
1212, 900, 911, 950+1, 976 or 10-10xxx numbers. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER offers 
extensive blocking capabilities as a standard feature. Blocking can be performed on multiple levels, in 
various scenarios, including:  
 

 On-demand by authorized County or ICSolutions personnel with the appropriate access level 
 On specific phone numbers facility-wide using the Global Number Table 
 On specific phone numbers only for specific inmates in the Inmate’s PAN list 
 By called parties during the call set-up process  
 Automatically after a called party refuses the call a set number of times 
 Blocking a range of phone numbers using the Wildcard blocking feature 

 
The ENFORCER® enables authorized users to immediately enter blocked numbers into the system using 
the user-friendly Administrator interface. Blocks may be added for a specific telephone number or group 
of numbers.  
 
Important Block Features include: 
 

 Block groups of numbers such as: 800, 888, 866, 911, 1411, 555-1212, 1010XXX, etc. 
 Block individual numbers – unlimited quantity  
 Existing Blocks will be preserved 
 Soft Block resulting from multiple refused calls 
 REAL-TIME block activation 
 Simple workstation block entry 
 Blocked number report  
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ICSolutions employs multiple levels of redundancy to ensure 99.999% uptime for the ENFORCER® calling 
platform, as well as to protect against data loss and ensure continuous availability of call recording and 
data: 
 

1. Network Redundancy:  The ENFORCER® is built on full network redundancy. We start with the 
“last-mile” connection between the jail and the Internet where we provide multiple links via T1 
lines. T1 lines are far more reliable than cable modem connections and we use multiple T1s to 
maximize reliability. 
 
Our data centers also have multiple connections to the Internet. Our  data center has 
130mbps in aggregate bandwidth via fiber optic connections to two different network providers. 
We also duplicate every network component inside our data center, ensuring that should any 
device fail there will be no impact to our service. 
 
For large County and State deployments, ICSolutions obtains service from two different network 
carriers, so that if one carrier experiences an outage, service will instantly fail over to the second 
carrier. 
 

2. Call Processing Redundancy:  While the primary call processor is housed at the Data Center in 
 we also install a fully functional, always-on backup call processor 900 miles away in our 

national headquarters and engineering center in . Therefore, if a disaster should ever 
disrupt call processing in , service would instantly fail over to the secondary processor 
in  

 
3. Storage Redundancy:  Call data and recordings are stored digitally on internally redundant 

storage devices for the entire contract duration, in two separate geographic locations (one data 
center in  and one data center in  This storage redundancy ensures that, even 
if a disaster were to completely destroy one data center, additional copies would still be available 
for disaster recovery purposes. At each of the data centers, call recordings and data are stored on 
internally redundant digital storage devices. 
 

4. Power Redundancy: Our servers are built with redundant power supplies and no two power 
supplies in a server share a circuit. This ensures that if a power supply fails or a circuit needs to be 
taken off line, there will be no interruption to call processing. In our San Antonio data center, 
servers are powered by redundant UPS systems (Liebert and APC) and backed by a generator. 
 

5. Cooling Redundancy: Our data centers have redundant AC units and remote environmental 
monitoring. 
 

Through our system monitoring tools, ICSolutions continually monitors key areas and automatically 
assigns service representatives and/or dispatches field technicians to ensure optimal operation of our 
systems. Our monitoring systems actively monitor communication channels, call processors, disks, 
messages, and servers to ensure optimal operations at all times. System performance is monitored and 
the facility will be notified immediately upon the occurrence of non-performing equipment.  
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The ENFORCER® is a completely centralized “cloud based” solution with all data sessions hosted and call 
records/recordings stored in redundant, geographically separate data centers. ICSolutions employs 
multiple levels of redundancy to ensure 99.999% uptime for the ENFORCER® calling platform, as well as 
to protect against data loss and ensure continuous availability of call recording and data. 
 
The ENFORCER®’s primary call processing platform is housed at a data center in  All inmate 
telephones at the County will be connected to this platform via the network to this data center.  Failover 
call processing will occur at our  Data Center – providing geographically separate call 
processing that will ensure 99.999% uptime for your Inmate Telephone System, while protecting the 
County from potential data loss.  
 
Because our primary and secondary sites are more than 900 miles apart, even a catastrophic event in one 
location would not affect the performance of the other.  If our primary site in the  data center 
experiences a catastrophic event, all call processing would seamlessly transfer to ou  data 
center, resulting in zero downtime and continuous call processing and recording.  
 
The County’s facility will be connected by an always-on, fully-managed, and secure WAN to our data 
center where all the call-processing, recording and investigative applications will run in our secure server 
rooms which are monitored and maintained 24/7/365. We can perform all system maintenance, install 
software updates, expand capacity etc. all without ever having to disturb your regular operations by 
performing any work onsite at the facility. 
 
The primary  data center is one of the most sophisticated multi-tenant colocation centers in the 
country.  This purpose-built facility provides network diverse connectivity, rigorous critical systems 
infrastructure, and multi-tier security. The building provides 86,000 sq/ft of dedicated raised floor space 
and comes complete with a full complement of private cloud and managed services that are backed with 
extensive SLA commitments. The data center is secured by ballistic glass and walls at the entrance, with tilt 
up construction for structural security. Access to the data center is controlled by an electronic keypad 
system, and all movement is captured by event logs and closed circuit security cameras. Additionally, the 
entire building is equipped with a commercial alarm system, which includes both internal and external 
security cameras.  
 
Our  data center is classified as a Tier IV facility supported by multiple, active power and 
cooling supplies composed of redundant, fault-tolerant, enterprise-grade components yielding 99.999% 
service availability. The data center itself is constructed of solid concrete and is therefore tornado 
resistant. In addition to the aforementioned redundancies, the data center is located in the same 
commercial power grid as the  International Airport and, as such, can expect a rapid recovery 
in the event of a major power outage. ICSolutions conducts weekly tests of the onsite generator and 
power transfer unit to ensure operational readiness and seamless service failover.  
 
For large deployments, ICSolutions has contracted with two Tier 1 carriers, and , to 
deliver carrier-grade network to the data center utilizing diverse and independent cable routes. Access to 
the network is front-ended with a series of load-balancer devises that ensures maximum efficiency of the 
call processing platform and downstream processes. 
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The ENFORCER® provides flexible and convenient remote access for investigators. The ENFORCER® 
infrastructure is configured to support a virtually unlimited number of remote users without any 
degradation of service. Multiple investigators can access the system remotely at the same time 
without impacting on-going system operations or performance. While connected, users may monitor 
live conversations, access recordings, search system data and generate reports as though they were on-
site. This facilitates cooperative investigations with external law enforcement agencies. 
 
This feature is regularly utilized by many of our clients who rely on off-site investigators located 
throughout their state, such as the Wyoming DOC and some county facilities in California. One of our 
clients needed remote access for 48 off-site investigators, which we were able to accommodate with 
ease.  Off-site investigators can conduct investigations remotely through the use of reports, Monitoring 
Live Calls or listening to recordings. This is accomplished by the remote investigators using secure 
Internet-based VPN access. Some investigators gain access to the ENFORCER® platform securely through 
the network firewall. Many of our clients rely on The ENFORCER®’s feature that multiple investigators can 
access the system remotely at the same time without impacting on-going system operations or 
performance. 
 

ICSolutions can provide you with the tools to share restricted information with other investigative 
agencies. While some other vendors do provide data sharing with external investigators (FBI, counties, 
other states, etc.), they do not give the Facility any control over what information each external user can 
see and access. With The ENFORCER®, County administrators have finite control over which data users 
can see and access. For investigative purposes, administrators can allow an external law enforcement 
agent to view, listen to, and/or download only the data and call recordings that the County wants to share 
with that agent. 
 
Authorized jail personnel can give restricted permission to any individual or group of people, either 
temporarily or long-term, to access information on their phone system. For each user or group of users, 
authorized jail personnel can control what functions the user(s) will be able to perform and what kinds of 
information they can see and hear. The County can choose to share not only call data, but also call 
recordings and even biometric voice prints (where applicable). 
 
The ENFORCER® system is configured to be accessible remotely over WAN or VPN to ensure availability 
of recording and call record data from any point or location. Data queries, reports, and recording playback 
are all available through LAN, WAN, or VPN connection to the system.  
 
PC Specs for Remote Access 
Should the County wish to access The ENFORCER® using a remote PC, ICSolutions recommends the 
following specifications: 
 

Operating System: Windows 7 (32 and 64 bit), Windows 8 (32 and 64 bit), Windows 10 (64-bit) 
CPU: 2 GHz minimum, 3GHz+ recommended 
RAM: 1GB minimum, 2GB+ recommended 
Hard disk: 300MB minimum free for ICS software, 1GB free recommended 
Display: 1024x768 minimum, 1280x1024+ recommended 
Browser: IE 9.0+, Chrome 4.0+, Firefox 3.5+ 
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The system can support as many tip-lines and voice message lines as each facility requests, including the 
retention of existing tip lines or creation of new tip lines at any time throughout the life of the contract at 
no cost. 
 
Tip lines can be customized to support whatever requirements the County requires. Tip lines can be:  
 

 Configured as free calls 
 Assigned specific speed dial codes 
 Set as privileged so the call recording can be listened to only by select staff members 
 Marked for alerts so that facility personnel are immediately notified whenever an inmate dials the 

tip line 
 
In addition, to allow truly anonymous reporting (for PREA compliance, for example), tip lines can be 
configured so that the inmate is not required to enter their PIN to leave a message.  
 
This feature provides a host of benefits for ICSolutions’ clients. 
 

 Improved security and quick effective investigations thanks to anonymous inmate tips about 
crimes in the jail(s) 

 
 Compliance with Federal PREA standards for anonymous reporting required to host federal 

inmates or receive certain grants.  At the County’s discretion, each line can be set to allow access 
with or without PINs (to enable truly anonymous reporting as required by the PREA-Prison Rape 
Enforcement Act, for instance). 
 

 Totally eliminates the need for paper kites or complaint forms: Complaint lines can be set up 
for inmates to replace any paper kites or service forms that County officers now have to distribute 
and collect by hand.  One internal voicemail box can be set up for inmates to report issues with 
the inmate phone services.  ICSolutions will set an alert on this line to forward these messages to 
our local technician so that when they arrive to service each facility or housing unit they know 
what to address, what parts to bring, and when each phone needs cleaning or maintenance-all 
with no need for facility staff to take complaints or make notes for them 

 
Any and all message lines the County would like to create will simply be voicemail boxes on the 
ENFORCER® itself. The advantage of hosting these voicemail boxes on the ENFORCER is that each 
message will be attached to a complete call detail record showing exactly what phone left the message, 
and at what time. In addition, The ENFORCER®’s user logs will track and time-stamp when each message 
is played back and by what user.   
 
Investigators can also use the Add Notes tools to make notes for each call such as when they followed up 
on it, what action was performed, etc.  These notes will also be time-stamped and saved. The County will 
thus have a complete and completely verifiable track record to refute later complaints by inmates. 
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Inmate Voice Messaging can be used by authorized facility staff to broadcast messages to one, many, or 
all inmates in a correctional facility. This keeps visually inmates informed of facility updates without the 
need to read announcements on paper. Authorized Facility staff simply type the message into the 
ENFORCER®, which then converts the message to synthesized speech and delivers it to the designated 
inmates’ voice mailboxes on the inmate phones. Any time an inmate picks up any inmate phone during 
the designated timeframe, he or she will hear the Message of the Day before call connection. When the 
message expires, it is no longer played to inmates, with no further action necessary from Facility staff.  
The ENFORCER® also offers a paperless inmate communications portal, The Communicator, that would 
allow visually impaired inmates to request medical/dental appointments, submit PREA or crime tip 
reports, file grievances, or even file complaints about the Inmate Telephone System – all using secure 
voice mailboxes on any standard inmate telephone – without requiring the inmates to fill out a paper 
form. 

 
7.4.31. Vendor shall disclose all fees that are passed on to call recipients. This includes 

all billing statement fees and pre-paid collect fees.  There shall be no hidden fees 
to the facility, the inmate or the outside call recipients that are not disclosed in this 
RFP. (Fees that are generated which the vendor states are outside of their ability 
to control, and which appear on the public's telephone bill, shall be investigated). 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Please refer to our Costing 
Proposals, including all fees, provided at the end of this Section D.7 

 
7.4.32. The system must allow every inmate to make one (1) complimentary call to any 

number he or she so desires, as long as it is not a blocked number, once moved to 
a housing area.  After one minute the inmate shall be directed to a system 
provided call center to learn of the different types of calls that they may make.  
Collect, Pre-paid Collect or Debit (reduced price calling).   In booking offices, 
inmates will be allowed to make any constitutional calls required by law and at 
the discretion of booking staff, after receiving their PIN number.   Such calls shall 
be made free of charge; to the facility, inmate or called parties, while in the 
booking office.  Booking office personnel shall establish the length of these calls. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The system can be 
configured to all inmates to make a designated number of free calls once moved to a housing area. 
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7.4.37. Vendor will provide two (2) detailed monthly billing statements to each facility.   
One forwarded to the facility accounting office, and one forwarded to the senior 
investigator of the system. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions calculates 
commissions by multiplying the stated commission percentage by the Gross Revenue generated from all 
completed calls of every kind.  No deductions of any kind are made for bad debt, unbillable calls, line 
charges, or any other costs.  
 
ICSolutions typically sends out commission payments 45 days following the last day of the month during 
which the revenue was generated. So, for the month of Aug. 1 – 31, the commission check would be sent 
out Oct. 15. However, we can also accommodate different payment intervals, such as 30 days, upon 
request.  
 
Each commission check will be accompanied by a Commission Report which summarizes the total collect, 
prepaid collect and debit call activity for the applicable month. The monthly commission report covers the 
number of days for that month. For example, August has 31 days, so the commission report for August 
would cover the 1st through the 31st, whereas September has only 30 days, so the commission report for 
September would cover the 1st through the 30th. Additional monthly reports can be provided upon 
request, or authorized facility users may generate reports at any time by logging into The ENFORCER® on 
the system workstation provided. The following is a sample ICSolutions’ Commission Report: 
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7.4.38. At facility discretion, vendor will provide an on-site inmate telephone 
administrator for a minimum of twenty (20) hours per week at each facility.   
Each facility agrees to provide an office for such person.   Vendor shall provide 
any needed workstation, printer and ancillary equipment necessary for this person 
to perform his or her duties; including fax or telephone line at vendor expense. 
The on-site administrator shall arrange hours with and report to senior department 
investigative personnel. .His or her duties shall include, but not be limited to:  
immediate response to any inmate telephone issue, replacement of phones, 
handsets etc, monitoring; if cleared by security staff, inmate discharges from 
system and any other assignments given by senior investigative personnel.  His or 
her services shall be provided at no expense to the facility, inmates or called 
parties. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Per Addendum #4, “This 
administrator will be required for the Correction Department only.” ICSolutions proposes to maintain our 
existing site administrator at the Corrections Department. For periodic maintenance and repairs at the 
Justice Center, ICSolutions proposes to utilize our local field technicians. Either facility can elect to forego 
the site administrator or field technicians and utilize their internal staff to address minor repairs if 
preferred. If the facility elects to forego the site administrator or field technicians, ICSolutions will 
substitute a monthly phone maintenance stipend equal to $15.00 per inmate telephone.  
 

7.4.39. Vendor also agrees to have in place 24/7 technical phone support, and agrees to 
the same 24/7- phone support should a technician be needed at the facility in the 
absence /declination of the on- site phone administrator.  Contractor to specify 
response times in RFP return.   Services shall be provided at no expense to the 
facility, inmates or called parties. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  
ICSolutions has assembled a seasoned team of account management, technical 
support and repair personnel to support all of your facility’s ongoing service 
needs. In keeping with the company’s mission, the support team is dedicated to 
customer satisfaction and our primary goal is to provide continuous, reliable 
system performance throughout the contract term.  
 

 
Complete Service at  

no cost to the County 
 

ICSolutions’ proposal includes full support, repair, maintenance, and component replacement as necessary 
to maintain continuous operation of your The ENFORCER® telephone system. Our commitment extends 
to all systems, telephones, software, and peripheral hardware. This level of support is part of our turn-key 
proposal to each customer. As such, there will be no cost whatsoever to the County for this service. 
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The ENFORCER® provides flexible and convenient remote access for investigators. The ENFORCER® 
infrastructure is configured to support a virtually unlimited number of remote users without any 
degradation of service. Multiple investigators can access the system remotely at the same time 
without impacting on-going system operations or performance. While connected, users may monitor 
live conversations, access recordings, search system data and generate reports as though they were on-
site. This facilitates cooperative investigations with external law enforcement agencies. 
 
This feature is regularly utilized by many of our clients who rely on off-site investigators located 
throughout their state, such as the Wyoming DOC and some county facilities in California. One of our 
clients needed remote access for 48 off-site investigators, which we were able to accommodate with 
ease.  Off-site investigators can conduct investigations remotely through the use of reports, Monitoring 
Live Calls or listening to recordings. This is accomplished by the remote investigators using secure 
Internet-based VPN access. Some investigators gain access to the ENFORCER® platform securely through 
the network firewall. Many of our clients rely on The ENFORCER®’s feature that multiple investigators can 
access the system remotely at the same time without impacting on-going system operations or 
performance. 
 

ICSolutions can provide you with the tools to share restricted information with other investigative 
agencies. While some other vendors do provide data sharing with external investigators (FBI, counties, 
other states, etc.), they do not give the Facility any control over what information each external user can 
see and access. With The ENFORCER®, County administrators have finite control over which data users 
can see and access. For investigative purposes, administrators can allow an external law enforcement 
agent to view, listen to, and/or download only the data and call recordings that the County wants to share 
with that agent. 
 
Authorized jail personnel can give restricted permission to any individual or group of people, either 
temporarily or long-term, to access information on their phone system. For each user or group of users, 
authorized jail personnel can control what functions the user(s) will be able to perform and what kinds of 
information they can see and hear. The County can choose to share not only call data, but also call 
recordings and even biometric voice prints (where applicable). 
 
The ENFORCER® system is configured to be accessible remotely over WAN or VPN to ensure availability 
of recording and call record data from any point or location. Data queries, reports, and recording playback 
are all available through LAN, WAN, or VPN connection to the system.  
 
PC Specs for Remote Access 
Should the County wish to access The ENFORCER® using a remote PC, ICSolutions recommends the 
following specifications: 
 

Operating System: Windows 7 (32 and 64 bit), Windows 8 (32 and 64 bit), Windows 10 (64-bit) 
CPU: 2 GHz minimum, 3GHz+ recommended 
RAM: 1GB minimum, 2GB+ recommended 
Hard disk: 300MB minimum free for ICS software, 1GB free recommended 
Display: 1024x768 minimum, 1280x1024+ recommended 
Browser: IE 9.0+, Chrome 4.0+, Firefox 3.5+ 
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7.4.43. Any incoming vendor will, at no charge to the current vendor, facility, inmate or 
called parties, coordinate the retrieval and importation of all phone call records 
currently on the current system to the new system, and make all such calls 
immediately and readily available prior to full implementation. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions acknowledges 
that prior to the expiration of this contract the County may select another Inmate Telephone Service 
Provider (ITSP) through the competitive bid process. We guarantee that we will cooperate in an orderly 
transfer of responsibility and services to the incoming vendor, in order to minimize disruptions of service 
and commissions during the transition.  
 
All call records, recordings, documentation, reports and data of any kind contained within the 
ENFORCER® will become the property of the County. Any and all workstations, as well as inside wiring, 
will also become property of the County at the expiration of this contract.  
 
Prior to the transition, ICSolutions will work closely with the County and the incoming vendor to schedule 
the timely removal of all ICSolutions onsite equipment at each of the County’s facilities. This schedule will 
ensure minimum disruption of service to the facilities. Depending upon the implementation plan and 
timeline of the new vendor, removal of onsite equipment, such as ADTRAN IP Gateways, network switches, 
UPS systems and inmate telephones, may be staggered by facility and even by specific areas within a 
facility.  
 
As part of our offer to the County, we will provide continual and uninterrupted online access to all 
call records and recordings indefinitely. If the County were to select a new ITSP at some point in the 
future, you would still be able to access your inmate telephone data the same way that you did 
throughout the contract duration for however long you desire.  
 
However, if the County would prefer to import existing data into the new vendor’s platform, ICSolutions 
will work with the County and the incoming vendor to enable the incoming vendor to inherit the existing 
call data and call recordings. Prior to the transition, ICSolutions will provide sample data in a universal file 
format to the incoming vendor. We will also work with the new ITSP to verify that all data has been 
exported accurately and completely. Once all quality assurance and testing procedures have been 
completed, we will export the existing data in the County’s ENFORCER® system to your new ITSP.  Types 
of data that will be exported include archived recordings, call detail records, and information contained 
within the County’s phone list database, such as blocked numbers, etc. 
 
ICSolutions understands that the County will have the authority to define export data formats, storage 
media type (if required), locations to where the data will be delivered, and any other special criteria to 
ensure the success of the data transition.  
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7.4.44. Vendor will ensure that collect, pre-paid collect and debit calls are available to the 
inmate population 24/7.  Purchase of said debit time must be available to inmates 
whenever facility commissary Kiosks are operational for inmate use, and must be 
able to be purchased in real time. That is to say funds used to purchase debit 
phone time must be made immediately available upon ordering such from the unit 
commissary Kiosk's. 

 
ICSolutions Response:    
ICSolutions has read, agrees, and will comply with the requirements as stated. Inmates will have access to 
all call types at all times. With a commissary interface, inmates will be able to purchase debit time through 
the commissary kiosks in real time. Funds will be made immediately available upon ordering. 
 
The ENFORCER® features an open architecture that allows it to easily integrate with other Jail systems. 
The ENFORCER® can accept data in virtually any format, affording it great flexibility in interfacing with 
other vendors to automate the flow of information at the Jail across multiple systems. Interfacing with 
JMS, Commissary, Inmate Banking, and other Jail systems reduces the data entry burden on Jail staff, 
ensures data consistency across disparate information sets, and allows vendors to work together to 
provide the broadest range of products and services to Jail staff and constituents.  If supported by the 
County’s commissary system, we can write an interface that will enable over-the-phone commissary 
ordering by inmates.   
 
ICSolutions designs, builds and runs our own back-office including data centers, networked systems and 
dozens of secure interfaces linking our network and databases to third-party services and vendors across 
the country.  With our dedicated, in-house team of software engineers and network architects we 
guarantee our ability to create customized interfaces with the County’s other vendors to support our full 
range of premium integrated services, all at no cost! 
 
We have implemented hundreds of real-time Web service integrations, as well as batch processes using 
FTP and sFTP, incorporating XML and CSV data exchange protocols with inmate commissary, banking / 
trust account systems, JMS and/or VINE systems for many of our clients. These integrations allow us to 
eliminate paperwork, increase calling and commission revenues, and improve service for our client 
facilities.  
 
Some Correctional Industry Application vendors charge exorbitant fees for integrations; but ICSolutions 
will gladly provide interfaces with any vendor and software the County uses now or chooses to implement 
in the future—with absolutely no extra charge ever! 
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7.4.48. System shall have the ability to keep all phone calls for the duration of the 
contract period, and thereafter such phone calls shall be transferable to a new 
vendor in an electronic media format should a vendor change occur. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® enables 
immediate, online retrieval of call data and recordings at any time with no change of storage media. The 
ENFORCER® includes two separate, built-in arrays of mirrored hard disks for redundant long-term data 
and storage. This eliminates the hassles of loading and unloading tapes or optical disks, because all 
recordings and data are stored online for the life of the contract.  
 
Storing your call recordings – as well as the call data – online for the life of the contract ensures that you 
will always have quick access to all of your call recordings and data. You will never need to archive calls or 
data, nor will you have to rummage through archives to find the investigative information you need. And, 
ICSolutions will securely store all call data and recordings in fully redundant, geographically separate data 
centers to protect the County from any potential data loss. 
 
Additionally, should a vendor change occur, ICSolutions will work with the County and the new vendor to 
provide all call recordings and data. All call records, recordings, documentation, reports and data of any 
kind contained within the ENFORCER® will become the property of the County at the expiration of this 
contract.  
 
As part of our offer to the County, we will provide continual and uninterrupted online access to all 
call records and recordings indefinitely. If the County were to select a new ITSP at some point in the 
future, you would still be able to access your inmate telephone data the same way that you did 
throughout the contract duration for however long you desire.  
 
However, if the County would prefer to import existing data into the new vendor’s platform, ICSolutions 
will work with the County and the incoming vendor to enable the incoming vendor to inherit the existing 
call data and call recordings. Prior to the transition, ICSolutions will provide sample data in a universal file 
format to the incoming vendor. We will also work with the new ITSP to verify that all data has been 
exported accurately and completely. Once all quality assurance and testing procedures have been 
completed, we will export the existing data in the County’s ENFORCER® system to your new ITSP.  Types 
of data that will be exported include archived recordings, call detail records, and information contained 
within the County’s phone list database, such as blocked numbers, etc. 

 
7.4.49. Vendor will ensure that all inmate telephones and equipment are new at start of 

contract; regardless of current condition. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions will install new 
phones as necessary at no cost to the County. 
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7.4.53. Although current contracts must run their course to completion, County is aware 
that a successful transition of inmate phones should take no more than 1-2 days to 
complete. Successful vendor agrees to have phone system up and ready to operate 
within 3 (three) days of contract initiation, assuming all wiring is in place. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions can provide on-
site transition of inmate phones within 3 days of contract initiation, assuming all wiring is in place. 
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7.5.7.   System must have an archived database for immediate video retrieval. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  VVS recordings are 
available immediately after the visitation to all authorized users.  Moreover, with the centralized solution 
offered here, the County’s video visitations will be processed, recorded, and stored on the same 
Enterprise-grade database and storage servers that manages and stores the inmate phone call 
recordings.   
 

7.5.8.  System must use low voltage DC power, eliminating the need for dedicated 
separate line power. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  The VVS stations utilize 
Power-over-Ethernet technology, eliminating the need for dedicated power. 

 
7.5.9.  System must be able to fully integrate with current JMS (Jail Management 

System). 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The VisitorTM video visitation 
system will interface with the County’s Management System (JMS) via The ENFORCER®, at no cost to the 
County! The ENFORCER® will interface with the current Jail Management System (JMS) provider in order 
for the its database to have a current and the most up to date list of all inmates, their location within the 
facility, their current visitation privilege status.  Leveraging this interface, we will also retrieve any 
restrictions the inmate may have and any visitors which are not allowed to visit with that inmate.  
 
Because The VisitorTM is a module of The ENFORCER®, this integration will also update the data and 
restrictions necessary for The Visitor.  Depending on the information stored within the JMS, The VisitorTM 

will be able to automate many controls that are currently performed manually, including but not limited to 
automatically: 
 

 Utilizing the same inmate identification number assigned by the JMS 
 Updating the system for inmate information, such as ID, name, race, gender, date of birth, 

housing location, and moves 
 Importing inmate and visitor information maintained in the JMS, such as: 

o Approved visitors 
o Inmate or visitor restrictions, such as “Keep Separates” or warrant check results 
o Events that may affect inmate availability, such as medical appointments or court dates 
o Visitation rules or policies maintained, such as visitation times by housing unit 

 Canceling a visit if the inmate’s visitation privilege status changes or if they are released  
 Rescheduling visits for moved inmates, so long as there is an available unit at the time 

scheduled 
 Notifying visitors that a visitation has been cancelled or requires rescheduling, with a link to the 

web-based scheduling system provided in the email 
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The servers proposed by ICSolutions comprise the same storage solution that already provides storage to 
large statewide Departments of Corrections in the United States. This system is in use, performs flawlessly, 
is easy to maintain and repair, and is easily scalable and expandable without having to be taken offline.  

 
7.5.15. Vendor will ensure that no charges are incurred for law enforcement use. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  The Visitor™ can be 
configured to make free visits by all visitors designated as law enforcement visitors or visitors acting on 
behalf of law enforcement.   

 
7.5.16. All attorneys will be required to register to use video visitation one (1) time at the 

facility.  They will be required to re-register every two years thereafter. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The Visitor™’s scheduling 
module can be configured to instruct all visitors requesting confidential, unrecorded visits to register on-
site for their initial registration.  The Visitor™ can be configured to disallow the visitor from scheduling 
confidential, unrecorded visits after two years unless and until the visitor goes on-site for re-verification. 
 

7.5.17. Vendor shall indicate in their RFP response the rate of commission for the facility 
for Inmate Video Visitation Service. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  Please refer to the 
completed Costing Proposal provided at the end of this Section D.7. 

 
7.5.18. System must be 100% Cloud based (or equivalent) using browser based software 

at both the Onondaga County Sheriff’s Office Correction Department and the 
Onondaga County Sheriff’s Office Custody Department, eliminating the need for 
application, recording, and data storage servers to be located at the facility. 
Instead, servers must be located at remote locations and are communicated with 
via the Internet, using Internet browsing programs such as identified below. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  The VisitorTM Video 
Visitation System is a state-of-the-art TCP/IP-based video visitation system that is built right into The 
ENFORCER®. This architecture offers a streamlined video communications system whereby all video 
visitation rules, administrative tools, data, and recordings are accessible online using a single sign-on to 
The ENFORCER® for ultimate convenience. The VisitorTM combines state-of-the-art hardware, a Linux-
based operating system and a PostgreSQL enterprise-class database capable of handling high-volume 
deployments. Video processing and recording will be handled on the Enterprise-grade servers configured 
with Intel Six Core Xeon processors, coupled with the Red Hat Enterprise Linux operating system. The 
PostgresSQL database also runs on SuperMicro and/or Dell hardware, and the video processor and 
recording storage servers are configured with Enterprise-grade SAS drives and redundant gigabit network 
ports to deliver 99.999% system uptime.   
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The Visitor™ system can be deployed in either a centralized or premise-based video processing 
configuration whereby both deployment configurations leverage the centralized ENFORCER® database. 
The centralized cloud-based configuration will connect the on-site inmate stations to the video processing 
servers located at ICSolutions’ data center via a secure tunnel, and all visitation scheduling will be 
managed via the centralized database.  
 
For ultimate redundancy, ICSolutions also recommends having on-site multi-functional video processing 
and recording servers in addition to the centralized, cloud-based servers. This recommended redundancy 
will utilize Dell servers configured with enterprise grade SAS drives capable of handling high-volume 
transactions and redundant gigabit network ports. The components for managing automated video 
processing, video monitoring, digital video recording, intelligent data collection, and investigative 
processing are deployed on the fault-tolerant Enterprise-grade servers. These same servers that process 
the video visitation sessions will also store the video recordings. Once the inmate and the visitor log in, 
the visitation processing server will verify a connection is proper by checking whether the visit is 
consistent with the video visitation rules, such as it was properly scheduled and the visitor and the inmate 
have no restrictions that would bar the visit. Once the server confirms the visit complies with all the rules, 
the server will connect the visit at the scheduled start time.  
 
The servers proposed by ICSolutions comprise the same storage solution that already provides storage to 
large statewide Departments of Corrections in the United States. This system is in use, performs flawlessly, 
is easy to maintain and repair, and is easily scalable and expandable without having to be taken offline.  

 
7.5.19. Video conferencing shall be available for use to inmates' friends, and family 

members, clergy, medical providers, Courts, attorneys and all other law 
enforcement and public safety agencies. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  The VisitorTM has a highly 
flexible visitation schedule that will accommodate complex visitation rules and policies that vary based on 
multiple criteria, such as visitor type (e.g., professional or personal), including setting separate or shared 
quotas (e.g., promotions, free or discounted visits), visitation hours, available time slots based on inmate, 
visitor, or housing restrictions, and other policies and rules.   

 
7.5.20. Video devices must be designed with detention grade cabinetry which will house 

station computer; (CPU, RAM, HDD, etc.), video display monitor with integrated 
camera, telephone handset with steel reinforced cable, uninterrupted power supply 
(UPS), and other related components needed to make the system function 
properly. The video cabinets shall have a clear polycarbonate window for 
viewin  th  d  d l y monitor. There may be no exposed wires. 

 
ICSolutions Response    
ICSolutions has read, ag    y with the requirements as stated. 
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7.5.21. Devices must be able to support and work with all major operating systems: 
Internet Explorer, Mozilla Firefox, Google chrome, etc. to conduct audio and 
video communications between visitation stations located within the facility and 
workstations situated in remote locations away from the facility, wherever high 
speed internet connectivity is available. All PC's, Mac's, Linux based, Tablets, 
must be able to utilize the application WITHOUT requiring the download or 
installation or configuration of special software. 

 
ICSolutions Response:   
Agree in part, disagree in part. As a module of The ENFORCER®, The Visitor™ is a web-based system. It 
utilizes a Linux operating system, but authorized users can access the administrative screens from any 
internet-connected device, whether it is the control workstation provided by ICSolutions, a County 
computer, or an off-site investigator’s device. Authorized users can access the system through Internet 
Explorer, Google Chrome, Apple Safari, and many other Internet browsers, with no need to install special 
software for administration.  
 
All features available to Staff are accessible without an external download except for live monitoring. Live 
monitoring is available through the Monitoring Workstation, provided by ICSolutions. In addition, live 
monitoring can be made available on other computers by downloading the live monitoring application, 
provided at no cost by ICSolutions to users authorized by the County. No external application is required 
to download or play back visitation recordings. Recordings are available to authorized users appropriate 
logged in to the County’s ENFORCER site, available from any internet-connected device. 
 
To the best of our knowledge, every video visitation system requires a downloadable application to 
support remote visitor video visitation, whether it be an application that is specifically designed for the 
video visitation system or if a third party application can be used. Vendors who suggest there is no 
downloadable application likely require that the remote visitor have Adobe Flash – a separate third-party 
application – installed on the device to enable the visitation. The County should be aware that Adobe has 
announced its plans to end-of-life Flash and stop updating and distributing the Flash Player. To ensure the 
utmost security and quality of remote visitor video visitation, ICSolutions develops, maintains, and 
supports its own applications, which are available for free to download. 
 
Visitors can visit on-site using The Visitor™ stations provided by ICSolutions (where applicable), or 
remotely using an off     mobile device through our Android app.  An Apple app is 
expected to be availa      remote visitations on Apple devices in late 2018 / early 
2019. The Visitor™ An      free download at Google Play and can be used by any 
registered visitor to c    tion from their personal android device.  
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7.5.26. System must incorporate secure connections via RTMPS, IP blocking, and off site 
recording capabilities. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The network is protected by 
perimeter and secondary firewalls. Access to the WAN network can be accomplished only by IP addresses 
registered with the system. Any domain/IP address that is not registered will be denied access to the 
system. Our Juniper firewall automatically logs all denied connection requests. These logs are accessible to 
the ITS team’s network monitoring staff. Should the County wish to review these firewall access logs, 
personnel may contact our Technical Services Center 24 x 7 x 365 to request copies of these logs. 

 
7.5.27. System to be installed at no cost to either facility. This includes price of individual 

video units and all wiring, cat 5/6 cabling or other, data lines necessary to operate 
the system, all parts, supplies and labor etc.; including set up time. Successful 
vendor will offer commission rates for use of video visitation in the pricing 
section of this RFP. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions’ proposal 
includes a turn-key The Visitor™ video visitation solution, complete with all services and equipment 
necessary for a fully functional visitation management services and video visitation for the duration of the 
contract at no cost to the County. The Visitor™ will be under a warranty for the duration of the agreement.  
ICSolutions will install and maintain The Visitor™ – along with all video visitation stations and ancillary 
hardware and software – for the life of the contract and at no cost to the County. ICSolutions is 
committed to keeping your VVS in compliance with all local, state, and federal codes and in top 
working order to ensure continuous availability of visitation to inmates. 
 

7.5.28. Vendor will be responsible for installing a complete system. All materials and 
installation including but not limited to electrical power, data cabling, switches 
and accessories cabinetry, etc. are to conform to applicable codes, safety and 
security protocols and other requirements. All installation practices and designs 
are to be pre-approved by the Owner. All cabling and wiring routing must also be 
pre-approved. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. All service, warranty, and 
ongoing maintenance – in addition to all equipment and software – are provided for the life of the 
contract, and at no cost to the County.  

 
7.5.29. All installation work must be performed by firms licensed to do such work and 

must comply with the appropriate New York State Prevailing wage schedule. All 
permits and approvals are the responsibility of the vendor. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
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7.5.31. All inmate video visitation scheduling time to be done "on-line." 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  With The Visitor™, the 
County will have web-based scheduling for all on-site and remote visitor video visitations, as well as have 
the availability of using The Visitor™’s web-based scheduling tool for any non-video visitations that 
remain, such as across-the-glass or contact visitations.  By using The Visitor™’s scheduling tool for all 
visitations, video and non-video alike, the County can benefit from automating controls and having a 
more consistent, streamlined application of the visitation rules and policies, since they will be applied by 
The Visitor™ VVS system. 

 
7.5.32. Although systems shall operate independently from each other, both should be 

fully compatible and functional with specific JMS systems currently in place in 
each facility. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  The VisitorTM video 
visitation system will interface with the County’s Management System (JMS) via The ENFORCER®, at no 
cost to the County! The ENFORCER will interface with the current Jail Management System (JMS) provider 
in order for the its database to have a current and the most up to date list of all inmates, their location 
within the facility, their current visitation privilege status.  Leveraging this interface, we will also retrieve 
any restrictions the inmate may have and any visitors which are not allowed to visit with that inmate. For 
additional information, please refer to our response to Requirement No. 7.5.9, provided previously in this 
Section D.7. 

 
7.5.33. All on-going maintenance and support for system shall be included at no charge 

for length of contract. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The Visitor™ will be under a 
warranty for the duration of the agreement.  ICSolutions will install and maintain the The Visitor™ – 
along with all video visitation stations and ancillary hardware and software – for the life of the contract 
and at no cost to the County. ICSolutions is committed to keeping your VVS in compliance with all local, 
state, and federal codes and in top working order to ensure continuous availability of visitation to 
inmates. 
 
To ensure optimal performance of The Visitor™, ICSolutions invests extensively in appropriate  

 preventive maintenance,  
 efficient remote diagnostics,  
 certified local technicians,  
 local storage of spare parts and a “crash kit” of critical system components, 
 a 24X7X365 professional Technical Services call center that will connect you to a live technician 

within 20 seconds of calling, and  
 a thorough Quality Assurance Program that is designed to head off problems before they can 

impact the facilities we serve. 
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7.5.34. The successful vendor will ensure that appropriate and adequate bandwidth is 
available at vendor's expense. The successful vendor will ensure that the 
necessary bandwidth, without affecting the facilities current administrative 
resources, will be put into place. Under no circumstances shall existing facility 
resources be slowed or diminished' whatsoever, due to improper amount of 
bandwidth. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions will deploy a 
private, dedicated network that can support the VVS with all stations in operation. This network will be 
totally isolated from and will never traverse the County’s network. 

 
7.5.35. Locations of video terminals in both facilities shall be mutually agreed upon by 

facility administrators and successful vendor. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions’ 
Implementation Team will work with the appropriate County personnel to ensure the locations of the VVS 
stations are approved prior to installation. 

 
7.5.36. Successful vendor must provide full-time bi-lingual customer support staff to 

handle all customer service and support issues. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Bilingual customer service is 
available for payment support, as well as technical support.   

 
7.5.37. Although current contracts must run their course to completion, the successful 

vendor agrees to be able to have their video visitation system completely installed 
in both facilities within 60 (sixty) days of contract initiation. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  Given that ICSolutions’ is 
an existing provider at the Corrections facility, the implementation process is simplified.  ICSolutions is 
confident it can meet, and likely exceed, the County’s requirement. In addition, ICSolutions’ proposal 
allows for minimal time on-site for installation.  Assuming the availability of any necessary escorts, 
ICSolutions’ team will be able to complete the on-site installation and training in a week or less!  In 
Section E, we have provided our baseline implementation plans for installing ITS and VVS at a facility that 
currently uses a different provider.  The implementation plan will be simplified for the Corrections facility 
that is currently serviced by ICSolutions. 
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4) Visitor: How to register, login, schedule visitation, update profile information and manage inmate list 
  
Training length varies based upon user type and number of trainees, but most training sessions are 
roughly one hour long. Classes will be scheduled to fit the County’s preferences and the schedules of the 
personnel involved in the training. ICSolutions can schedule video visitation training in shifts so that 
facility staff can receive training during their normal work hours.  
 
ICSolutions adheres to the following training process for our video visitation solution: 
 

 Prior to installation, ICSolutions will perform a final site survey of all facilities where video 
visitation units are to be installed.  
 

 Following the site survey, ICSolutions will meet with Facility personnel to finalize the exact 
locations of all video units. We will also go through the software and its high-level capabilities.  
 

 If we have not already done so, ICSolutions will contact other third party vendors with whom we 
will need to integrate for the video visitation system, such as JMS and commissary. If ICSolutions 
is awarded the phone contract, this step is typically handled prior to the inmate telephone system 
implementation.  

 
 ICSolutions will review the Facility’s current visitation policies and make any necessary 

adjustments for your migration from in-person visitation to video visitation. ICSolutions will work 
with the Facility to implement all best practices which are applicable to your situation. Examples of 
such policy decisions include determining hours of visitation, the use of approved visitor lists, 
requirements for visitor approval, etc.  

 
 During the installation of the video visitation system, ICSolutions personnel will be at the facility 

throughout the week to provide hands-on training to all of your personnel that will be utilizing 
the system, especially the Control Officer(s) who will mainly be in charge of managing the system. 
ICSolutions will provide hands-on training using the Facility’s live system for at least 1-2 days, or 
until all necessary facility users have been trained. 
 

 Training materials consist of a visual presentation, such as a Microsoft Power Point presentation; 
in-class question and answer sessions; The ENFORCER®’s Quick Reference Guide; and a 
demonstration of the commonly used features of The ENFORCER® system; and, when permitted, 
hands-on interactive training using the facility’s own live system. 
 

 ICSolutions recommends follow-up training 30 to 90 days after the initial training, to answer more 
detailed questions your staff may raise after having used their new calling system for several 
weeks. 
 

 The ideal training session has no more than 15 trainees per 1 trainer; however, ICSolutions has 
successfully accommodated sessions with 60+ trainees where requested by the client. For System 
Administrator training, we recommend one-on-one training whenever possible. 
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ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  The Visitor™ will require all 
visitors seeking to have unrecorded visits to be approved by authorized staff prior to allowing the visitor 
to schedule an unrecorded visit.  Additionally, The Visitor™ can be configured to require re-approval of 
confidential, DNR (Do Not Record) status every two years.  The attorney will be able to perform the on-site 
registration from either facility. The inmates that the staff authorizes the attorney to conduct unrecorded 
visits with can be at either facility.   
 

[Revised	per	Amendment	#4,	Note	#18] 
7.5.47. Each facility will be responsible for any day-to-day electrical power problems, 

damage or destruction due to negligence, or willful damage or abuse. Not all areas 
of either facility are air- conditioned; therefore, successful vendor will ensure that 
the video visitation terminals can operate at peak efficiency in all indoor climates. 
(All video terminals shall be constructed in such a way that they are water 
resistant). Vendor will assume all responsibility for damage or destruction of their 
equipment regardless of the cause, including but not limited to negligence, willful 
damage, or abuse. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The equipment is designed 
to operate in environments of normal indoor humidity, dust, and temperature. The operating temperature 
should be between 32 and 122 degrees Fahrenheit, and the storage temperature can be between -4 and 
176 degrees Fahrenheit. Relative humidity must be between 10% and 95%.  

 
7.5.48. The visitation stations are and shall remain the sole property of the successful 

vendor until the expiration of the three (3) year contract and for each one (1) year 
renewable period thereafter. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 

 
7.5.49. The successful vendor will ensure that facility staff can access the video terminals, 

with appropriate keys. The successful vendor will ensure that all machines are 
cleaned, interior and exterior every 90 (ninety) days, or as needed, during the 
length of the contract. All conduit, electrical lines and wiring also become 
property of the facility when installed. All internal computer failure, camera 
failure, or handheld device or handheld device cord failure are the responsibility 
of the successful bidder to replace or repair at vendor expense for the length of the 
contract. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions’ local field 
technician and /or dedicated site administrator will perform preventive maintenance, such as cleaning the 
equipment, as required for the duration of the contract at no cost to the County.  
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The local field technician will be able to repair or replace on-site VVS stations as required with the locally 
stored spare parts.  ICSolutions’ Implementation Team will provide the facility with a set of keys for the 
VVS terminals. The facility will be able to access the keys, if necessary, from the local field technician. 

 
7.5.50. Successful vendor must warranty each video terminal until expiration of the three 

(3) year contract, and for each one (l) year renewable period thereafter. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The Visitor™ will be under a 
warranty for the duration of the agreement, including all exercised renewal periods. ICSolutions will install 
and maintain The Visitor™ – along with all video visitation stations and ancillary hardware and software – 
for the life of the contract and at no cost to the County. ICSolutions is committed to keeping your VVS 
in compliance with all local, state, and federal codes and in top working order to ensure continuous 
availability of visitation to inmates. 

 
7.5.51. Subject to the mutual discretion of the Sheriff/designee, and the successful 

vendor; all fees and amounts for visits shall be made part of the vendor's package. 
Additionally, these fees are capped and no increase shall be imposed without the 
mutual consent of both the Sheriff/designee and the vendor. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  Please refer to the Costing 
Proposal at the end of this Section D.7. 

 
7.5.52. Vendor agrees to make all work done onsite at the facility compliant with New 

York State prevailing wage laws, and any other applicable labor laws. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 

 
7.5.53. In the event the successful vendor does not complete his controlling term of 

ownership; I.e., through company sale, etc., of his or her video visitation company 
during the contract period, mutual consent between each facility and the current 
and proposed new video visitation company must be obtained, or contract may be 
voided. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 

7.5.54. The system should also have the capability to conduct ad-hoc, or on demand 
visits, without prior scheduling, based on facility schedules. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
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7.5.56. Public visitors must be able to create an account without the necessity of having to 
download any specialized programs. The system must be set up to send an e-
mail to any and all outside participants should a video visit be cancelled. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Visitors can register and 
schedule visits directly at our website using any modern browser on any internet-connected device, with 
no need to download an application. 
 
Should a scheduled session be cancelled for any reason, The VisitorTM will automatically email the visitor 
notifying him or her of the cancellation with the reason for the cancellation and prompt the visitor to 
reschedule their session. 

 
7.5.57. There shall be no keyboard or mouse on the video device/terminal, and no access 

to the Internet, other than to communicate and participate in a visit controlled by 
the system. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The video visitation 
terminals are touch screen, with no keyboard or mouse for inmates.  The network is controlled by 
ICSolutions and configured to prevent access to the Internet by inmates. 

 
7.5.58. Should the video visitation system mechanically fail during a call and through no 

fault of the inmate using the device, the successful vendor at no expense to either 
the call initiator or the inmate shall appropriately compensate the initiator of the 
call. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions’ policy is to 
process refunds for any visitation that fails due to a system issue or the on-site network.   

 
7.5.59. The system must differentiate between professional visitors and standard visitors, 

and shall have differing guidelines and procedures for their registration. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. To request confidential, 
unrecorded visits, professionals must indicate so during registration by checking the box requesting 
privileged visits: 
 















  
                         

 
Onondaga County, NY ~ Page 212 

7.5.62. Recording shall have a method to determine if any information on the recording 
has been altered. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. To ensure the authenticity 
of video recordings, The Visitor™, as a module of The ENFORCER®, uses AU Comp (Audio Unit 
Compression) to create an MD5 checksum of the audio file for every recording.  The MD5 checksum is 
stored in the database’s log file for that recording. Each recording and checksum is time-stamped and 
date-stamped as it is written and is protected thereafter. 
 
To test the integrity and authenticity of any recording, anyone can download the open-source MD5 Sum 
software, run a recording through it, and then compare that checksum value with the checksum value 
retrieved from the database. If the checksum values are equal, this will confirm that the recording has not 
been tampered with and is therefore authentic.  This technique has been widely accepted by courts and 
experts across the country. 
 
As another level of protection, access to or manipulation of the source recording is never allowed. No 
individual is given direct access to the actual recordings on disk in order to maintain absolute integrity. 
The system will pass copies of its recordings to individuals through the call record selection process.  
 
Access to the video recordings or video monitoring is executed through a series of user names, passwords 
and account privileges. Any individual desiring access to the recording playback or call monitoring must 
have a valid user name with sufficient privileges and a valid password. At any time, System Administrators 
may run a Recording Access report to view a listing of all call records that have been listened to during a 
user-specified date range. The report lists the user ID of the person who listened to the call, the CSN, 
inmate ID and name of the inmate who made the call, called number, and date the user listened to the call 
record. 

 
7.5.63. Recordings shall be in the form of a digital file. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. All recordings are stored in 
standard, non-proprietary MP4 digital files. 

 
7.5.64. Recordings shall be made available for use using standard non-proprietary 

applications, be available via a web portal, searchable, and sort-able. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
 
All recordings are stored in standard, non-proprietary MP4 digital files. As a module of the web-based 
ENFORCER®, The Visitor™ allows authorized users to access recordings from any internet-connected 
device so long as they are appropriately logged into the Facility’s ENFORCER® website. 
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7.5.67. Successful vendor shall provide technical support to each facility and customer 
support to visitors at no charge to either facility. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  Both facilities will be 
covered under ICSolutions’ warranty, including all ongoing software upgrades and other ongoing 
maintenance and repairs, all provided at no cost to the County. 
 
Due to the sophisticated nature of The Visitor video visitation system, TSC personnel can conduct an array 
of non-intrusive remote diagnostic tests that will quickly pin-point the problem and expedite resolution. 
We recognize the need to maintain security at the facility and make every effort to perform remote repairs 
in order to minimize the need for site visits. 
 
Should on-site repair be necessary, service is further enhanced by the use of certified local and regional 
technical support personnel. In addition, we maintain a local supply of system components and 
replacement parts to minimize the time to service restoration. TSC personnel are professionally trained 
and experienced in the operations of The Visitor video visitation system. 
 

[Revised	per	Amendment	#4,	Note	#20] 
7.5.68. Facility administrators shall have the ability to: 

7.5.68.1.  Review visit requests made in advance, and in a specified time 
frame. 

7.5.68.2.  View a list of scheduled visits for all stations. 
7.5.68.3.  View a list of scheduled visits for specific stations. 
7.5.68.4.  Easily cancel visitations that become unavailable and allow selection 

of the reason for the cancellation, which will be posted to the system 
database. 

7.5.68.5. Easily move visits when necessary. 
7.5.68.6. Easily notify public visitors of any intervention made to a scheduled 

visit. 
7.5.68.7. Under any circumstances, vendor must provide for access to all video 

calls on system for contract period, (after completion of contract); 
regardless of whether or not contract with such vendor is renewed. In 
addition, the Vendor will ensure that facility staff has the ability to 
block video visits (and or phone numbers) as necessary. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. 
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The VisitorTM is accessible via a secure browser-based graphical user interface (GUI). Investigators or any 
approved remote users can access the platform from any internet-capable computer by launching a 
secure SSL session (https) to the applicable system URL, which will forward the computer IP address to the 
perimeter firewall. If the remote user is using a static IP address, and that IP address is already registered 
on the firewall, the user will be granted a secure connection to The VisitorTM network and prompted to 
enter the approved username and password to access The Visitor. If the originating IP address is not 
registered on the perimeter firewall, the user will be re-directed to a hardened server that will register the 
IP address and provide temporary access to The VisitorTM network.  
 
Additionally, users have the option to install a VPN client on their workstation / laptop that will launch a 
secure tunnel through the public internet to The VisitorTM network, regardless of the originating IP 
address. Once connected to The Visitor™, users can access all functionality, including downloading and 
burning call recordings to one or multiple disks.  
 
The VisitorTM provides flexible and convenient remote access for investigators. The VisitorTM infrastructure 
is configured to support a virtually unlimited number of remote users without any degradation of service. 
Multiple investigators can access the system remotely at the same time without impacting on-
going system operations or performance. While connected, users may monitor live conversations, 
access recordings, search system data and generate reports as though they were on-site. This facilitates 
cooperative investigations among law enforcement and corrections agencies. 
 
The Visitor™ system is configured to be accessible remotely over WAN or VPN to ensure availability of 
recording and call record data from any point or location.  
 
PC Specs for Remote Access 
Should the County wish to access The ENFORCER® using a remote PC, ICSolutions recommends the 
following specifications: 
 

Operating System: Windows 7 (32 and 64 bit) or Windows 8 (32 and 64 bit) 
CPU: 2 GHz minimum, 3GHz+ recommended 
RAM: 1GB minimum, 2GB+ recommended 
Hard disk: 300MB minimum free for ICS software, 1GB free recommended 
Display: 1024x768 minimum, 1280x1024+ recommended 
Browser: IE 9.0+, Chrome 4.0+, Firefox 3.5+ 
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The SmartTablet solution allows inmates to access all of the popular Smart Comm features: 
 

 Advanced Automated Inmate Requests, Medical, and Grievance Request System  
 SmartJailMail Electronic Messaging System 
 Electronic Photo Delivery  
 Automated Accreditation Reporting 
 MailGuard Postal Mail Services 
 Law library access 
 Commissary Ordering, debit phone and trust account inquiry 
 SmartEd™ Inmate Education & Court Required Courses 
 Approved Facility Information, inmate handbooks, notices, etc. in PDF format 
 Inmate Phone Calling 

 
Tablet access is completely configurable according to inmate PIN, which ensures that an inmate in one 
facility does not have access to the same functionality as another inmate, whether assigned specific 
privileges or housed at a different facility. All applications, features, and materials are completely 
customizable and must be approved according to County requirements. Tablet content can be 
configured based upon facility location, and can be modified at the request of either facility.  
 
Tablet access is tracked by the inmate’s individual PIN and utilizes advanced facial detection software to 
zoom in on the individual’s face. The same rates will be charged for all inmates, even if the inmates are 
deaf or hearing impaired. Deaf inmates placing Video Relay Service (VRS) calls which use a designated 
VRS device, and those calls will be provided free of charge.  

Since they are wireless and portable, the tablets are also able to provide a wider array of content which 
includes, but is not limited to: 
 

 SmartEd™ Inmate Education & Court Required Courses 
 SmartEntertainment™ Music, TV, Movies, Games, EBooks 

 
The inmate tablets will also be pre-loaded with the ICSolutions Phone Calling App, whereby inmates will 
have access to The ENFORCER® inmate calling services from the tablets. All standard call controls, 
security protocols, and investigative tools will apply, just as if the call were placed from a standard inmate 
telephone.  
 
More information about some of the key features available on the SmartTablets – requests and grievance 
reporting, MailGuard, and messaging – appears in the requirements below.  
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7.6.1.   Tablets must allow for inmate commissary purchases, at no expense. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Commissary ordering is a 
standard features offered on the Smart Comm tablets, at no cost to the County or to the inmates. The 
SmartTablet can integrate with any commissary provider to enable tablet-based commissary purchasing, 
provided that standard web services are available from the commissary vendor. 

 
7.6.2.   Tablets must contain access to the Inmate Grievance System, if requested from 

either facility, at no expense. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The Request and Grievance 
Reporting feature provides the facility with the capability to manage and process requests and grievances 
electronically, including requests for legal materials; requests for books; requests for a better cell 
assignment; requests for information such as court dates, charges, or release date.  
 
The SmartTablet by Smart Communications helps correctional facilities manage this workload by 
streamlining and significantly reducing the paperwork around inmate requests and grievances. First, we 
can display any data you like to the inmate directly on the kiosk. Displaying information such as release 
date, charges, court dates, visitor lists, etc., can help to eliminate entire categories of requests from 
inmates since they can see it all on their own. 
 
Next, the requests that do remain can be submitted directly through the tablet and properly routed to the 
appropriate department or individual. These electronic requests are centrally tracked and managed, 
eliminating the need to shuffle paper forms around the facility. This system also adds accountability in 
that requests cannot be lost once they are in the system. Requests can also be responded to 
electronically, allowing inmates to get answers more quickly. Request data is housed on our managed 
servers and regularly backed up. We maintain copies of records for as long as your retention period 
requires and provide backup copies of all data to your IT department for safekeeping, as well. Requests 
can also be printed in a form suitable for filing, if necessary. 
 
Electronic requests are also fully searchable, enabling you to quickly locate a specific request that might 
be mentioned in a grievance or other proceeding. Information can be accessed instantly, even years after 
an inmate has been released from custody. 
 
Additional Staff time can be saved by setting pre-defined responses to common requests that can be 
selected and then modified as needed or sent back to the inmate as-is. Our grievance process builds on 
this efficiency by adding options for an appeal process as part of the workflow. We can customize the 
request or grievance workflows to suit your specific needs.  
 
Another benefit of electronic request management is reporting. All of the stored data can be used to 
generate reports for internal use or accreditation, if needed, saving additional time and resources. 
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7.6.3.   Special requests documents and forms; or educational materials in PDF format for 
inmates, at no expense. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Inmates will be able to view 
the County’s approved PDF documents, such as an inmate handbook, educational materials, etc. at no 
cost to the County. For example, material for clean and sober classes can be uploaded at no cost.  
 
In addition, educational material is also available for access on the tablets, through the SmartEdTM 
program. Education is widely considered to be one of the primary ways to help reduce recidivism. Smart 
Comm offers access to a variety of educational material, which offers inmate education and court required 
courses. Some examples include:  
 

 Khan Academy Lite - hundreds of general education and general interest topics including math, 
science, economics and finance, arts and humanities, computing, test preparation, and more 

 Purple Math - Practical Algebra Lessons: Purplemath's algebra lessons are informal in their tone, 
and are written with the struggling student in mind. 

 Essential Education- Essential Education provides courses for GED preparation, essential 
computer skills, money management, and other general education topics 

 HelpGuide.org - Trusted guide to mental and emotional health 
 Lifelong Learning 
 TED Talks - TED - Ideas Worth Spreading. TED Talks cover a wide variety of topics and focus on 

new ideas and innovative thinking. 
 
In addition, nearly 100 classic and religious book titles are available for free access under the tablet’s 
educational section. 

 
7.6.4.   Vendor will provide one headset for each tablet deployed. Inmates shall have the 

opportunity to placement earbuds or headsets from the commissary as needed. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. One free pair of earbuds is 
included for each inmate for each incarceration that will be compatible with the tablet and approved by 
the County. Earbuds are clear and designed in accordance with standard correctional security and 
environmental concerns, including suicide prevention. The earbuds shall not be distributed until approved 
by the County. Earbuds will also be available for purchase through the commissary.  

 
7.6.5.  Access to law library, at no expense.  (County will be responsible for all 

licensing). 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The County’s current law 
library, Lexus Nexus, or any law library provider you may choose in the future be integrated into the Smart 
Comm tablets at no cost to the County.  
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Alternatively, ICSolutions can provide Case Maker law library at no cost to the County. Case Maker is a 
complete law library that can be integrated into the Smart Comm tablets, as well as The Visitor Video 
Visitation system, at no cost to the County. Case Maker is the leading provider of legal research in the U.S. 
At Case Maker, experienced legal editors are committed to providing you with the most up-to-date cases 
and statutes available anywhere. Case Maker’s libraries include all Federal Supreme, Circuit, District, 
Bankruptcy decisions, and more. Case Maker’s state libraries are comparable to the high-cost providers in 
many cases going back 100 years or more. 

 
7.6.6.   Inmates must be able to receive incoming photos. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions is proposing 
SmartJailMail electronic photo delivery services through our partnership with Smart Communications. The 
electronic photo delivery feature allows friends and family to send digital photographs to inmates. Digital 
photos can be reviewed by staff before being delivered to the inmate. The photo review process has been 
designed to be as fast and easy as possible. Dozens of photographs can be reviewed within a matter of a 
few minutes. Photos may be immediately approved or rejected at the facility’s discretion. If a photo is 
questionable it may be simply flagged and set aside for a decision to be made at a later time. The 
management system also allows for view-only access to all inmate photos that can be used by 
investigators to review the photos that an inmate is receiving as needed. All approved and rejected 
photos, as well as information about the sender, are kept in the database in case they need to be 
reviewed later.  

 
7.6.7.   Inmate must be able to send and receive messages, with the ability of the facility 

to monitor as necessary. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions can offer 
SmartJailMail inmate messaging and electronic photo delivery services through our partnership with 
Smart Communications. The inmate messaging feature allows inmates to stay in touch with their loved 
ones through a system very similar to email but specifically designed for use in correctional facilities. 
Electronic messages are delivered in near real-time, which increases communication between inmates and 
their loved ones at affordable rates. This increased communication helps lower recidivism rates and 
improve inmate behavior.  
 
Multi-Lingual Translation - Since many inmates communicate in languages other than English, our 
management console has integrated translation tools that allow messages to be quickly and automatically 
translated to English so investigators can determine whether a message is of interest. 
 
Keyword Monitoring - Inmate messages can be automatically monitored for keywords that your 
investigators choose for your specific needs. Keywords are highlighted in the message body so you can 
quickly locate the relevant portions of the message. Messages are fully searchable to quickly locate 
content as needed, and the searched keywords are also highlighted for your convenience. 
 
Electronic Photo Delivery - The electronic photo delivery feature allows friends and family to send digital 
photographs to inmates. Digital photos can be reviewed by staff before being delivered to the inmate. 
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7.6.8.   Tablets should contain access to pre-approved entertainment; I.e., music, books 
on tape, etc. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The SmartEntertainment™ 
module allows inmates to stream approved content directly to the SmartComm tablet. Through the 
entertainment module, inmates will be able to access: 

 Books 
 Games 
 Radio 
 TV-Movies 
 Web Browsing 

o Business & Entertainment 
o Employment 
o Entertainment 
o Health & Wellness 
o News 

 
7.6.9.   Tablets must include access to Law Library data banks. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Tablets can provide access 
to Law Library data banks, using the law library of the County’s choosing, or we can offer Case Maker law 
library as described earlier in this section at no cost. 

 
7.6.10. Inmates must have the ability to make calls using tablets the same as using the 

actual inmate telephones. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The inmate tablets will be 
pre-loaded with the ICSolutions Phone Calling App, whereby inmates will have access to The 
ENFORCER® inmate calling services from the tablets. All standard call controls, security protocols, and 
investigative tools will apply, just as if the call were placed from a standard inmate telephone.  
 
Please note that Smart Comm is fully integrated with The ENFORCER® and accessible through a single 
ENFORCER® interface. Facility staff will use just one login to The ENFORCER® to manage and 
investigate activities on all of the ICSolutions-provided software. Because the tablets are managed 
through The ENFORCER®, inmates will use the same PIN for all services, including inmate phone calling, 
video visitation, and tablets.  

 
7.6.11. Tablet phone calls will generate the same commission to the facility as actual 

calls made on the inmate telephones. 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  
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Calls placed on tablets are processed through The ENFORCER®, in the same manner as calls placed on 
inmate telephones. The same calling rates and commission rates will apply, regardless of whether the 
call is placed using a tablet, a V17 multi-functional video phone, or a standard inmate phone. 

 
7.6.12. All features purchases by inmates on the tablets; music, books, photos, etc., must 

generate a commission to the facilities and that commission must be specified in 
the vendors RFP response. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Please refer to the Costing 
Proposal following the Scope of Service for the proposed commission and fees on applicable tablet 
services. 

 
7.6.13. Any tablet that is taken out of service for any reason, must be replaced 

immediately. The vendor shall ensure a sufficient amount of tablets are available 
while the damaged tablet is being repaired or maintained. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Maintenance and repair is 
included as part of the turnkey tablet solution for the term of the contract. We maintain a local supply of 
system components and replacement parts to minimize the time to service restoration. Replacement 
tablets will be kept onsite so a broken or malfunctioning tablet can be swapped out immediately. The 
County will be served by a designated number of local primary field service technicians, and additional 
local technicians will be assigned as backups upon contract award to provide responsive maintenance and 
repair. The County will not be charged for any replacement tablets, shipping, packaging, or insurance. 
 
In the event a Wi-Fi hotspot requires repair, the local dedicated technician will also have spares on hand 
to replace the non-functioning equipment. Other Network and software issues will be addressed remotely 
from the Smart Comm data center. ICSolutions will work with Smart Communications to resolve any issues 
with the tablets or tablet solution.  

 
7.6.14. No service shall be removed from the tablets without express consent of the 

Sheriff/designee. Vendor may exchange tablets for upgraded technology; but at 
no time will vendor leave eligible inmates without access to a tablet. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. All applications will be 
implemented or removed only with approval by the County. Inmates will never have access to any 
external applications due to the tablet network infrastructure.  
 
Smart Communications will provide a fully managed network infrastructure within the jail facility to 
support the devices. The proposed solution will be installed on a self-contained wireless network that will 
be installed and managed by Smart Communications. The charging stations in the housing unit will be 
installed by Smart Comm with the required electrical infrastructure necessary for tablet operation. 
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This network will be entirely separate from the existing facility network to ensure isolation and security 
that prevents inmate access. The network over which all inmate communication will be processed, and all 
investigative data sessions will travel, will be a private, dedicated, managed and firewalled network 
installed by Smart Communications. This configuration ensures that inmates will never have access to the 
public internet.  
 
Eligible inmates will always have access to tablets, regardless of hardware upgrades. 
 

7.6.15. All activity on the tablets must have the ability to be monitored  and or recorded, 
and inmates must be advised and consent to such prior to using a tablet. 

	
[Amended	per	Addendum	#4,	Note	#21]	

 
Vendors will ensure that the use of tablets will require an approval process from 
the facility before inmates can use them. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. All tablets are monitored 
through an automated monitoring and alerting platform. Inmates are always notified that calls, visits, etc. 
may be monitored and recorded. The use of tablets always requires approval from authorized facility 
personnel before the inmate can use the tablet. Inmate access is associated with their inmate PIN, 
which defines the inmate’s access to all services.   
 
The Smart Comm Management Console allows access to multiple on-screen reports to assist with 
administration, investigations, activity monitoring, and ensure security. Authorized users can view inmate 
request information response tracking, keyword searches, facility user responses and more by logging in 
to the Management Console. Samples of some of these reports are provided below. 
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7.7.   Installation I Maintenance of Video Terminals: 
7.7.1.   Scheduling of installation shall be coordinated with continuing facility operations. 

Coordinating removal of existing telephones, installation of new phones and 
video visitation terminals and all work required by the local telephone company to 
ensure no lapse in im11ate phone service shall be the responsibility of the 
successful contractor.   Within ten (10) days after notice of award, the successful 
proposer shall submit to the facility, a complete work schedule that outlines roles, 
responsibilities, equipment replacement and timelines.   Onondaga County will 
not assume responsibility for any work started prior to a fully executed (signed) 
contract. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Choosing ICSolutions will 
prove extremely beneficial during system implementation. Implementation will be smoother and require 
less time, because we are already well acquainted with Onondaga County’s needs. Please refer to the 
Implementation Plan provided in Section E for a detailed narrative, timeline, and Gantt chart. 

 
7.7.2.  The successful vendor shall be responsible for maintenance on a twenty-four (24) 

hour, seven (7) days per week basis.  Repair response time shall be less than four 
(4) hours for minor repair and less than two (2) hours for major failure.   Repair 
response shall require a minimum of a qualified technician either on-site or 
remotely connected to the system.  If on-site, (and not prior to declined) I the 
technician shall have adequate replacement components to affect the repair of port 
modules, power supplies and telephone components. Remotely connected repair 
technician shall either repair or notify the facility within one (1) hour of access to 
the systems to the problem and planned resolution.   If the contractor cannot or 
does not respond within the minimum emergency response time the County may 
hire repair services to be completed and the contractor shall be responsible for all 
costs. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. ICSolutions’ proposal 
includes full support, repair, maintenance, and component replacement as necessary to maintain 
continuous operation of your The ENFORCER® communications system. Our commitment extends to all 
systems, telephones, software, and peripheral hardware. This level of support is part of our turn-key 
proposal to each customer. As such, there will be no cost whatsoever to the County for this service. 
 
The ICSolutions’ Technical Services Center (TSC) operates 24 hours a day, 365 days a year in support of 
our customer sites. When calling our toll free number  you will be connected with a live 
Level 1 TSC technician. TSC personnel are professionally trained and experienced in the operations of the 
inmate communications system and can provide technical support, perform remote diagnostics, or 
dispatch a technician to the facility if the problem cannot be fixed remotely. 
 
The following Priority Schedule defines our standard service commitment offered to each one of our 
clients. Specific terms are always customizable. 
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All field service technician employees undergo a 40-hour system and network training certification 
based in San Antonio, TX. The training includes but is not limited to administrative interface, system 
software, preventative maintenance, wiring, and telephone installation.  

 
7.7.3.  Any software/hardware upgrades must occur without facility disruption of service 

and all at no cost to the County, inn1ates or called parties.  No upgrades or 
changes will be made without facility foreknowledge and approval. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. System feature upgrades 
and bug fixes are released monthly to ensure the system is always state-of-the-art. Many features that are 
currently available on the ENFORCER® are the result of specific suggestions and requests from our 
clients.  Regardless of which client requests the new feature, the functionality is automatically made 
available to all clients at no cost.  
 
Whenever an upgrade or enhancement to The ENFORCER® finishes testing and is ready for wide release, 
the County will be notified of the new release updates and provided documentation of the features and 
functions of the new software. New software releases and enhancements are distributed through an IP 
connection, with no need for any onsite disruption.  
 
Documentation is accessible online within The ENFORCER® user interface. This online documentation, as 
well as Release Notes, are updated and published to all facilities every time The ENFORCER® system is 
updated or enhanced. In addition, ICSolutions has developed a dashboard that will reflect upgrades 
available to facilities in the future. Each new feature will also include links to training videos to familiarize 
users with the feature and how to use it.  
 
All software and hardware upgrades will be performed at a time agreed upon with the County to ensure 
minimal disruption to facility operations. For smaller hardware installations, a technician will come to the 
facility. Installation of new hardware will be assigned an ICSolutions project manager and handled like the 
initial implementation with a Site Survey, a meeting with the County, a Project Plan and weekly progress 
reports. 
 

7.7.4.  The vendor shall explain the process recommended for resolution of erroneously 
blocked telephone numbers by called parties. The facility shall decide how to 
handle resolution to these issues; i.e. require a fax from the homeowner 
authorizing the release of the block, etc. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Unblocking in real-time can 
be accomplished by: 
 

 Authorized County personnel  
 ICSolutions personnel upon the County’s request 
 Called parties who contact the Customer Service Department  

 
ICSolutions will handle resolution according to the requirements desired by the County.  
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7.7.8.   The vendor will explain the telephone and video visitation system capabilities to 
deal with emergencies such as power failure to authorized personnel. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The management of 
ICSolutions recognizes the importance of maintaining procedures to ensure the continuation of critical 
business processes and minimize disruption in the event of hardware, network, or other unexpected 
failures or disruption. In the event of any system emergency, facility personnel should contact our live-
staffed Technical Services Center (TSC) that operates 24 hours a day, 365 days a year in support of our 
customer sites. TSC personnel will then perform remote diagnostics, or dispatch a technician to the facility 
if the problem cannot be fixed remotely. 
 

 
The ENFORCER® communications system is delivered with a 2.2 KVA rated uninterruptible power supply 
(UPS) unit. In the event of a commercial power outage, The ENFORCER® system will continue to operate 
for up to 1 hour in the absence of commercial power. ICSolutions also deploys line protection to further 
shield the system, phones and lines from lightning and power surges. 
 
ICSolutions employs multiple levels of redundancy to ensure 99.999% uptime for the ENFORCER® calling 
platform, as well as to protect against data loss and ensure continuous availability of call recording and 
data: 
 

 Network Redundancy:  The ENFORCER® is built on full network redundancy. For large County 
and State deployments, ICSolutions obtains service from two different network carriers, so that if 
one carrier experiences an outage, service will instantly fail over to the second carrier. 
 

 Call Processing Redundancy:  While the primary call processor is housed at the primary Data 
Center in  we also install a fully functional, always-on backup call processor 900 miles 
away in our national headquarters and engineering center in . Therefore, if a disaster 
should ever disrupt call processing in  service would instantly fail over to the secondary 
processor in . 

 
 Storage Redundancy:  Call data and recordings are stored digitally on internally redundant 

storage devices for the entire contract duration, in two separate geographic locations (one data 
center in  and one data center in  This storage redundancy ensures that, even 
if a disaster were to completely destroy one data center, additional copies would still be available 
for disaster recovery purposes. At each of the data centers, call recordings and data are stored on 
internally redundant digital storage devices. 
 

 Power Redundancy: Our servers are built with redundant power supplies and no two power 
supplies in a server share a circuit. This ensures that if a power supply fails or a circuit needs to be 
taken off line, there will be no interruption to call processing. In our San Antonio data center, 
servers are powered by redundant UPS systems (Liebert and APC) and backed by a generator. 
 

 Cooling Redundancy: Our data centers have redundant AC units and remote environmental 
monitoring. 
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 Video Visitation Storage Redundancy: The storage solution will be configured with RAID 5 
arrays of three (3) hot-swappable 2TB drives managed by the RAID cards on a single 
motherboard. Visitation recordings will be stored on two separate arrays for redundancy. If the 
server should ever fail, the arrays can be removed from the server and used in other compatible 
servers to recover the recordings. 

 
7.7.9.  The selected vendor will provide within a week after installation, an accurate 

inventory of phones, the numbers, and locations of each inmate telephone, video 
visitation terminal and inmate tablet. (The Sheriff’s office is not committing to 
using tablets at any time in the future. However, if and when a decision is made 
during this contract period, this clause will be in effect) 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  

 
7.7.10. Vendor will be responsible for the confidentiality of all documents provided 

during the project including all building drawings that may be provided for 
installation purposes. Vendor will file with the County the names of all persons 
able to view the materials and will number any copies made of the materials. The 
facilities in question are secure and Onondaga County reserves the right to request 
the removal of any team member for security purposes at any time. 

 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  
 

7.8.  Management Reporting Workstations 
7.8.1.   The contractor must provide a comprehensive call management/reporting system 

that can be easily controlled/accessed through a graphic user interface (GUI) 
workstation for all inmate telephones.  The contractor must provide up to seven 
(7) workstations; either (CPU's) or laptop workstations, each with a color printer.  
The workstations shall be located in strategic locations within the facility; with 
the exception of two (2) laptops and one (1) air card, which shall be used for 
offsite applications and investigations. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® is 
operated through an easy-to-use browser-based GUI (graphical User Interface), that allows control, 
monitoring searching and reporting of all inmate calls to any authorized user, accessible remotely and 
securely anytime, anywhere. Anyone with a password and log-in ID granted by County administrators 
can access the system from any computer running a modern browser, as if they were opening a web-
site. 
 
ICSolutions will furnish the County with the specified number of fully-featured administrative 
workstations, laptops, and air cards in the locations designated by the County. Workstations will be 
equipped with a CDR-W drive or DVD+R drive, color monitor, high speed printer, keyboard, mouse and 
UPS power and surge protection. 
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All system functions can be performed by any approved user who presents the proper user ID and 
password during Administrator login. 
 

 Report Generation 
 PIN Administration 
 Allowed Number List Administration 
 Blocked Number Administration 
 Call Record Queries 
 Silent Monitoring 
 Call Alert Administration 

 Privileged Number Administration 
 Call Recording Control 
 Call Recording Search and Playback 
 Call Recording Export to CD or DVD 
 Phone Shut Down 
 Call Terminate 
 Inmate Calling Privilege Management 

 
7.8.2.  The workstations shall be networked/configured such that call management 

information entered at any workstation will be implemented at all other 
workstations.  Access and system security must be portable from user/client 
workstation and be based on user profile.  All workstations shall have Internet 
access. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. All proposed workstations 
will have internet access. The ENFORCER® is operated through an easy-to-use browser-based GUI 
(graphical User Interface), that allows control, monitoring searching and reporting of all inmate calls to 
any authorized user, accessible remotely and securely anytime, anywhere. Anyone with a password 
and log-in ID granted by County administrators can access the system from any computer running a 
modern browser, as if they were opening a web-site.  
 
The ENFORCER® controls access to call record data, call recordings, call monitoring, reporting and all 
other system features by requiring a unique username and log-in password to initiate a session. When the 
browser based GUI is launched, the user must “login” (see following example) to the system with a valid 
username and password. 
 
Each username is linked to a customized set of privileges (functions) established by administrators when 
they granted that user access. These privileges range from being able to create or modify inmate data to 
being able to display reports, playback recordings, etc.  

 
7.8.3.  Call management/reporting workstations should allow call blocking by telephone 

number and individual telephone on/off control, both manually and by scheduling.   
Specifically, the system will have the ability to schedule when usage begins and 
ends. 

 
ICSolutions Response    
ICSolutions has read, ag    y with the requirements as stated. The ENFORCER offers 
extensive call control ca   call blocking, phone shut off, and phone scheduling.  
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It is important to note that all administrative changes made in The ENFORCER® system occur 
instantaneously and in real time, so the time required for this action depends only upon the speed of the 
operator.  
 
Phone Scheduler 
The ENFORCER®’s Phone Scheduler feature allows authorized users to pre-set specific on/off times for 
the phones that you choose. The ENFORCER® can accommodate different schedules for days of the 
week, dates of the month and year, as well as holidays, etc. Hours can be set as follows:  
 

 By phone or group of phones (booking area, living units, infirmary, recreation, etc. may each have 
unique operating hours) 

 For all phones in the facility 
 Unique hours for defined holidays 
 Unique hours by day of the week 
 Unique hours for specified called numbers 

 
7.8.4.  The telephone call management/reporting workstations must provide easy to use 

reporting tools that access call history and detail.  This information should be 
stored online for the length of the contract, and permanently archived in a 
retrievable format.  Information stored in the system should be user friendly and 
formatted in a way that retrieval is detailed and efficient. 

 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® system 
provides centralized reporting capabilities that enable facility users to generate custom reports in real-
time, with no intervention necessary from ICSolutions. Users may access these reports on-demand or 
schedule the reports to be automatically generated on a pre-defined schedule.  
 
The ENFORCER® has extensive search capabilities that can be used by any user with a valid password and 
the appropriate permissions – whether they log in remotely or from an onsite workstation. Call detail 
records are stored on the system hard disks for the entire contract duration to provide the facility with 
immediate access to historical call information throughout the contract term.  
 
A facility user can generate real-time “ad hoc” reports by defining his/her own query based on data of 
interest – allowing instant access to any report you could ever need. Custom search parameters can then 
be saved for use again in the future. The search can be saved for just the individual user who set up the 
parameters, or globally for use by all authorized users. 
 
The ENFORCER® enables immediate, online retrieval of call data and recordings at any time with no 
change of storage media. The ENFORCER® includes two separate, built-in arrays of mirrored hard disks 
for redundant long-term data and storage. This eliminates the hassles of loading and unloading tapes or 
optical disks, because all recordings and data are stored online for the life of the contract.  
 
Storing your call recordings – as well as the call data – online for the life of the contract ensures that you 
will always have quick access to all of your call recordings and data. You will never need to archive calls or 
data, nor will you have to rummage through archives to find the investigative information you need. And, 
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          ld. The file size for a compressed 15-minute recording is 
       d, each call recording will be attached to the email message 

    
 

Online	Recording	Storage	
ICSolutions would like to point out that call recordings do not require archival because The ENFORCER® 
enables immediate, online retrieval of any recording at any time with no change of storage media. The 
ENFORCER® includes two separate, built-in arrays of mirrored hard disks for redundant long-term data 
and storage. This eliminates the hassles of loading and unloading tapes or optical disks, because all 
recordings and data are stored online for the life of the contract.  
 
Storing your call recordings – as well as the call data – online for the life of the contract ensures that you 
will always have quick access to all of your call recordings and data. You will never need to archive calls or 
data, nor will you have to rummage through archives to find the investigative information you need. And, 
ICSolutions will securely store all call data and recordings in fully redundant, geographically separate data 
centers to protect the County from any potential data loss. 
 
If you select ICSolutions to continue providing your inmate telephone services, ICSolutions will retain all 
existing call recordings and call data in our centralized platform to ensure continued and uninterrupted 
access to all data and recordings made since 2006! 

 
7.9.4.  The inmate telephone system shall be capable of producing the following 

investigative and administrative reports: (at a minimum) 
7.9.4.1.  Account telephone number list, Alert notification 
7.9.4.2.  Approved telephone numbers search, Attempts by station 
7.9.4.3.  Call detail, Calls from PIN not at facility 
7.9.4.4.  Chronological list of calls 
7.9.4.5.  Currently suspended telephone accounts 
7.9.4.6.  Extra dialed digits 
7.9.4.7.  Facility blocked telephone numbers 
7.9.4.8.  Frequently dialed numbers 
7.9.4.9.   Inmate directory Inmate history Inmate transfers 
7.9.4.10.   Most active inmate (s) New inmate(s) 
7.9.4.11.   Quantity of calls placed Quantity of minutes placed Released inmates 
7.9.4.12.   System-wide blocked phone numbers 
7.9.4.13.   Telephone numbers called by more than one inmate Telephone 

numbers listed in more than one account Telephone number usage 
7.9.4.14.   Toll free numbers called by inmates 
7.9.4.15.   3-way detect 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The ENFORCER® system 
provides centralized reporting capabilities, allowing facility users to generate reports immediately and in 
real time. The system comes preconfigured with an extensive list of standard reports.  
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facility or ICSolutions personnel must approve before they become active. The screen below shows the 
optional attorney registration approval function: 
 

7.9.8-. The inmate telephone system and video visitation terminals must be 
configured/networked such that all recorded calls may be accessed from only 
designated workstations; (or other electronic device-I.e., cell phone-telephones 
only). 

 
 

ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. The system is deployed on 
a private, dedicated, and firewalled network managed entirely by ICSolutions. The ENFORCER® platform 
is accessible via a secure browser-based graphical user interface (GUI). Only approved users with a user ID 
and password can access the platform from authorized computers and mobile devices by launching a 
secure SSL session (https) to the applicable system URL, which will forward the IP address to the perimeter 
firewall.  
 
If a remote user is using a static IP address, and that IP address is already registered on the firewall, the 
user will be granted a secure connection to The ENFORCER® network and prompted to enter the 
approved username and password to access The ENFORCER® platform. If the originating IP address is not 
registered on the perimeter firewall, the user will be re-directed to a hardened server that will register the 
IP address and provide temporary access to The ENFORCER® network.  
 

7.10.  Commission/Cost Structure 
7.10.1. All commission payments shall arrive no later than thirty (30) days following the 

calendar month for which commissions are being paid. Failure to pay accurate 
commissions on a regular, monthly basis may be grounds for cancellation, 
without penalty, any agreement executed as a result of this Request for Proposal. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated.  

 
7.10.2. Provider shall provide the following summary report with each monthly 

commission check: Number of calls by category below, number of minutes, gross 
revenues sent to billing: 
7.10.2.1.  Local 
7.10.2.2.  Intralata 
7.10.2.3.  Interlata 
7.10.2.4.  Interstate 
7.10.2.5.  International 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Each commission check will 
be accompanied by a Commission Report which summarizes the total collect, prepaid collect and debit 
call activity for the applicable month. The monthly commission report covers the number of days for that 
month. Additional monthly reports can be provided upon request, or authorized facility users may run 
reports at any time.  
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ICSolutions provides the data necessary to verify the accuracy of commission calculations at all times, 
allowing complete transparency of collected revenue. Commission and revenue data can be accessed 
at any time by authorized County personnel by logging on to the ENFORCER® system via a County 
workstation or remotely. ICSolutions also provides monthly commission statements with each commission 
payment that can be verified against the data through The ENFORCER®. A sample commission statement 
is provided as Exhibit 5. 

 
7.10.3. For inmate  telephone  service  the vendor  must  provide an alternative  billing  

option  to called parties who are characterized as un-billable  by virtue of their 
selection  of an alternative local carrier for service.  Telephone system proposed 
must permit the first call attempt to complete and must provide the called party 
with immediate access to customer service representatives for account setup.  
Such access must be accomplished by pressing a single key on the called party's 
telephone keypad.    Although  the  called  party  may  be  provided  a toll  free  
number  call  for information or account set-up, this must not be the only 
alternative. Called party account set up must include various payment options 
such as: credit card, electronic check, Western Union, etc. 

 
ICSolutions Response:   
ICSolutions has read, agrees, and will comply with the requirements as stated. Upon the first attempt to 
call a number that is not associated with a prepaid account, the inmate and called party are connected for 
a free one-minute call to discuss the situation. After this free call, the called party is given the option to 
be instantly connected to a live ICSolutions billing specialist, who can explain our prepaid calling 
options and set up a prepaid account, so that future calls will be connected.  
 
Prepaid Collect customers set up a Prepaid account, which allows them to deposit money to fund future 
calls to their telephone number only. Deposits can be made via the phone or web using a credit or 
debit card, through Western Union, or by mailing in a check or money order. 
 
Our Prepaid Collect calling option allows short-term inmates to make calls immediately to facilitate their 
release and provides a communications avenue to friends and families of long-term inmates. PSPC 
results in higher revenues and fewer complaints by allowing more funding options and easier account 
management.  
 
The ICSolutions advantage is real-time access. When a call is placed to a number that would be blocked 
for billing reasons, the called party is provided with the option for immediate access to our live 
Customer Care call center to establish billing arrangements. Typically, an account is established in 15 
minutes, and inmate calling access is immediately allowed. 
 
Only ICSolutions’ Prepaid program includes proactive outreach and account set-up efforts and live 
Customer Care call center professionals. This support enables ICSolutions to create more accounts and 
complete more inmate calls than any other prepaid calling program. 
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Call prompts are fully customizable according to County requirements. Call prompt options and 
associated text provided by the County will be converted to synthesized voice prompts to that are played 
to the caller. Some examples include the following: 
 

 Facility Location, Hours, and Driving Directions 
 Visitation Policies 
 Information about Posting Bond (payment methods, bond procedures, etc.) 
 Inmate Information such as Court Dates, Release Dates, etc. 
 How to Send Mail to an Inmate 
 Inmate Property Policies 
 Inmate Phone Call Types and Funding Options 
 Commissary Balances and Trust Account Deposit Methods 
 Medication/Prescription Information 

 
Public and inmate access will be available through a single phone number provided by the facility. After 
The AttendantSM dial-in number has been activated for the facility, the system can be accessed by outside 
callers, including friends and family as well as attorneys, bail bond companies, and law enforcement 
agencies. Public Callers can have the option to be transferred to outside numbers as designated by the 
facility. Inmates may also call the IVR to hear applicable inmate and facility information; however, inmates 
will never have access to outside numbers to maintain security and prevent harassment.  
 

      enter staff members who often find themselves overwhelmed 
       nformation about the jail and specific detainees. Freed from 
      m inmates and public callers, Jail staff can be more productive. 
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The search results display the inmate’s name, all phone numbers called (including attempted and 
completed calls) and a link to display other inmates who have called the same number. Some additional 
options available to limit the search criteria may include the following: 
 

 Search by a specific inmate (by first name, last name or ID) 
 Search by a specific phone number 
 Search by a date range  
 Display a minimum number of other inmates who called a phone number 
 Display a minimum number of sites within a facility from which the phone number was called 
 Display all complete and/or attempted calls  
 Include or omit Global Numbers from the search parameters 
 Expand All Usage to display all call details in the search results 
 Select specific Call Types to be included such as Debit, Debit card, Collect, Prepaid and Free 

Calling 
 

               ed with that 
              e icon to the 

              
 

Smart	Communications	MailGuard	Postal	Elimination	Service	
MailGuard provides an offsite virtual mailroom, which processes your inmate postal mail into an 
electronic document with advanced security filters and controls for each inmate before the mail gets 
automatically posted to the inmate’s account for viewing on the SmartTablet™ system – eliminating the 
whole task of postal mail and the problems it brings to the agency. SmartTablet™ with Patent Pending 
MailGuard™ Technology transforms the correctional facility into a paperless, secure, and efficient facility 
with total electronic automation, launching SmartTablet light years ahead of other mail technology 
solutions. 
 
MailGuard finally closes one of corrections’ 
longest-running security loopholes: 
contraband. It cuts off the last conduit of 
drugs and undocumented inmate 
communications with the outside world, 
thus eliminating mail-based contraband 
and streamlining the inmate mail into a 
virtually labor-free process.  
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BOTH FACILITIES  
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Included Products & Services 
Our offer includes all of the following products and services at no cost to Onondaga County: 
 
The ENFORCER® Inmate Calling System 

 Our centralized ENFORCER® inmate calling platform – housed in our  data center and 
backed up at our headquarters in  

 All new equipment in the quantities required to support the awarded contract, including; 
o Stainless steel inmate telephones 
o Cart phones 
o Hands-free inmate phones + cordless portable phones 
o TDD/TTY and/or VRS devices for hearing impaired inmates 
o Workstations with color printers 
o Laptop computers and air card 
o Free-calling phones 

 2 iPhone 8 (128GB) or newer devices 
 Unlimited ENFORCER® user licenses 
 Interface to the County’s JMS platform:  

o Automated inmate ID / PIN updates  
 Interface to the County’s Commissary & Banking systems: 

o Automated, PIN-based inmate Debit calling  
o Over-the-phone commissary ordering to supplement kiosk- & tablet-based ordering 

 The ENFORCER® Investigative Suite: 
o The Verifier real-time inmate voice identification 
o The Imposter continuous voice biometrics 
o Argus on-demand call transcription & translation 
o The Word Detector phonetic keyword search technology 
o The Analyzer data mining and link analysis 

 The ENFORCER® IVR Suite: 
o The Informer℠ PREA module 
o The Communicator℠ paperless inmate communications portal  
o The Attendant℠ automated information line  

 Inbound inmate voicemail messaging 
 Online storage of all call recordings and call data for the entire contract duration, plus any 

required retention period thereafter 
 24 x 7 x 365 live, U.S.-based service for called parties and Facility staff 
 Training on the phone system for all Facility users 

 
Local Service & Onsite Administration / Technician Services 

 One (1) Part-time Site Administrator / Technician (20 hours per week): 
o Retain former Onondaga County employee Mr. Tom Tripoli, who has been the 

ICSolutions Site Administrator for the Correction Department since October 2013 
o Stationed onsite to assist with administrative, maintenance, and investigative tasks  
o Fully certified on The ENFORCER® including inmate calling, The Visitor video visitation, 

and the optional Smart Comm tablet system (when deployed) 
o Can assist with phone administration, such as PIN management, running reports, burning 

calls to CD, etc. as desired by the County 
o Available to respond immediately to onsite repair requests 
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o Will regularly inspect & maintain onsite equipment 
o Able to assist with tablet maintenance & distribution, as needed 

 Certified local backup technicians to provide emergency equipment service & maintenance 
 
The VisitorTM Video Visitation System 

 Shares the same database as The ENFORCER® calling platform 
 Multi-functional V17 video phones, allowing for: 

o Remote video visitation, with required bandwidth provided by ICSolutions  
o Inmate phone calling through The ENFORCER®  
o Commissary ordering 
o Document viewing – inmate rules, handbook, etc. 
o Inmate Portal to manage video visitation schedule 

 Web-based visitor registration  
 Web-based scheduling for any contact, non-contact & video visits 
 Long-term storage of recorded visitation sessions 
 Remote Visitation Fee collection & accounting 
 Turnkey installation encompassing all necessary conduit, cable, & network infrastructure 
 All-inclusive warranty, support, & repair/replace maintenance agreement 

 
Smart Comm Inmate Tablet Program (Optional) 

 FREE Smart Comm wireless inmate tablets 
o Initially installed at a ratio of 1 tablet per 6 inmates 
o Tablet quantities can be increased during the contract term if inmate usage warrants  
o Includes 1 free pair of earbuds for each inmate 

 Inmate Calling app – enables secure inmate calling through ICSolutions’ ENFORCER® calling 
platform; standard calling rates and security controls / monitoring & recording apply 

 MailGuard Virtual Mailroom access – scans / digitizes inmate mail to eliminate paper mail 
entering inmate areas 

 Inmate Messaging – email & photo 
 Law library interface (or ICSolutions can provide Case Maker law library at no cost) 
 Grievance reporting 
 Appointment request 
 Commissary ordering (if web services are available from the Commissary provider) 
 Education content included GED courses 
 Entertainment content  
 Can display external content, such as facility rules/policies, clean and sober program materials, 

and more! 
 Turnkey installation including all hardware, software & wireless access points 
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Voice Biometrics 
As noted above, this offer includes the following voice biometrics products – which provide services 
equivalent to JLG voice biometrics and at no cost to the County, as required: 
 

o The Verifier real-time inmate voice identification 
o The Imposter continuous voice biometrics 
o Argus on-demand call transcription & translation 

 
In addition, Argus Echo + CRIMES are value-added voice biometrics tools that can be added at the 
County’s option. If the County chooses to deploy these Argus tools, our proposed commission rate will be 
reduced by five percentage points (i.e., from 65% to 60%). 
 

Other Optional Services 
Our proposal also contains information about our ability to provide CellSense portable cell phone 
detection, and cell phone data extraction / analysis tools. Pricing for these optional services requires 
project scoping and is available upon request. 
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B. Tablet Commissions: SINGLE CONTRACT – BOTH FACILITIES 
 The Sheriff’s Office is not committing to using tablets at any time in the future. However, if 

and when a decision is made this contact period, these commissions will be valid. 
 

Tablet Sales Usage 
(Include any transaction (fees) 

 
Electronic Messaging 

Commission offer to Facility 
 
 
(0)% Commission  
Transaction Fee / per min charge: 50¢/email 

 Details: Revenue generated by email/photo messaging 
supports the investment in hardware, software, and 
infrastructure, enabling ICSolutions to offer the tablet 
solution at no cost to the County. As such, these revenues 
are not shared with the County.  
  

Music (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Movies (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Games (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Education (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
 

Facility Messaging (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
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Religious Content (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
 

News (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Photos (0)% Commission  
Transaction Fee / per min charge: $1.00/photo 

 Details: Revenue generated by email/photo messaging 
supports the investment in hardware, software, and 
infrastructure, enabling ICSolutions to offer the tablet 
solution at no cost to the County. As such, these revenues 
are not shared with the County.  
  

Videos (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Other 
Inmate self-service functions 

(commissary ordering, grievance 
reporting, law library access, etc.) 

(N/A)% Commission  
Transaction Fee / per min charge: FREE 
Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 

  
 
Contents within parenthesis should include one of three responses: (a number, N/A, or Free). 
Add additional sheets if necessary if other services are provided via tablets. 
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If a fee or charge is not indicated on the attached sheets above, and you are award of its 
existence, you must disclose it here/below. If it is not disclosed, neither the County, nor the 
inmate or his or her family or friends will absorb it after the fact. The vendor will assume 
responsibility for it. 
 

 

*Disclose the name of additional fee 
or charge not indicated in any other 

of this response below. 
 

(Use additional sheets if necessary) 

Disclose the fee or 
Charge amount here. 

 
 

(Use additional sheets if necessary) 
1 Smart Comm Funding Fee 

(funding a Smart Comm account 
to pay for email/photo 
messaging & streaming 
entertainment charges) 

$1.50 per transaction 

 
*Taxes or fees “outside your ability to control” do not need to be listed. Such as taxes and fees 
will not be borne by the County. 
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F.  Grants and or other funding sources: SINGLE CONTRACT – BOTH 
 
The County will review and take into consideration any technology grants or funding proposals 
that may well be available from potential vendors which could be used to enhance overall facility 
operations and/or inmate wellbeing as part of this Request for Proposal. 
 
Specify here if any: $350,000.00 Technology Grant / Signing Bonus 
 
Comments: 
N/A 
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Included Products & Services 
Our offer includes all of the following products and services at no cost to Onondaga County: 
 
The ENFORCER® Inmate Calling System 

 Our centralized ENFORCER® inmate calling platform – housed in our  data center and 
backed up at our headquarters in  

 All new equipment in the quantities required to support the awarded contract, including; 
o Stainless steel inmate telephones 
o Cart phones 
o Hands-free inmate phones + cordless portable phones 
o TDD/TTY and/or VRS devices for hearing impaired inmates 
o Workstations with color printers 
o Laptop computers and air card 
o Free-calling phones 

 Unlimited ENFORCER® user licenses 
 Interface to the County’s JMS platform:  

o Automated inmate ID / PIN updates  
 Interface to the County’s Commissary & Banking systems: 

o Automated, PIN-based inmate Debit calling  
o Over-the-phone commissary ordering to supplement kiosk- & tablet-based ordering 

 The ENFORCER® Investigative Suite: 
o The Verifier real-time inmate voice identification 
o The Imposter continuous voice biometrics 
o Argus on-demand call transcription & translation 
o The Word Detector phonetic keyword search technology 
o The Analyzer data mining and link analysis 

 The ENFORCER® IVR Suite: 
o The Informer℠ PREA module 
o The Communicator℠ paperless inmate communications portal  
o The Attendant℠ automated information line  

 Inbound inmate voicemail messaging 
 Online storage of all call recordings and call data for the entire contract duration, plus any 

required retention period thereafter 
 24 x 7 x 365 live, U.S.-based service for called parties and Facility staff 
 Training on the phone system for all Facility users 
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B. Table Commissions: SPLIT CONTRACT – CUSTODY FACILITY ONLY. 
 The Sheriff’s Office is not committing to using tablets at any time in the future. However, if 

and when a decision is made this contact period, these commissions will be valid. 
 

Tablet Sales Usage 
(Include any transaction (fees) 

 
Electronic Messaging 

Commission offer to Facility 
 
 
(0)% Commission  
Transaction Fee / per min charge: 50¢/email 

 Details: Revenue generated by email/photo messaging 
supports the investment in hardware, software, and 
infrastructure, enabling ICSolutions to offer the tablet 
solution at no cost to the County. As such, these revenues 
are not shared with the County.  
  

Music (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Movies (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Games (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Education (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
 

Facility Messaging (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
 
 
 



   
Onondaga County, NY – Page 318 

Religious Content (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
 

News (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Photos (0)% Commission  
Transaction Fee / per min charge: $1.00/photo 

 Details: Revenue generated by email/photo messaging 
supports the investment in hardware, software, and 
infrastructure, enabling ICSolutions to offer the tablet 
solution at no cost to the County. As such, these revenues 
are not shared with the County.  
  

Videos (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Other 
Inmate self-service functions 

(commissary ordering, grievance 
reporting, law library access, etc.) 

(N/A)% Commission  
Transaction Fee / per min charge: FREE 
Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 

  
 
Contents within parenthesis should include one of three responses: (a number, N/A, or Free). 
Add additional sheets if necessary if other services are provided via tablets. 
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If a fee or charge is not indicated on the attached sheets above, and you are award of its 
existence, you must disclose it here/below. If it is not disclosed, neither the County, nor the 
inmate or his or her family or friends will absorb it after the fact. The vendor will assume 
responsibility for it. 
 

 

*Disclose the name of additional fee 
or charge not indicated in any other 

of this response below. 
 

(Use additional sheets if necessary) 

Disclose the fee or 
Charge amount here. 

 
 

(Use additional sheets if necessary) 
1 Smart Comm Funding Fee 

(funding a Smart Comm account 
to pay for email/photo 
messaging & streaming 
entertainment charges) 

$1.50 per transaction 

 
*Taxes or fees “outside your ability to control” do not need to be listed. Such as taxes and fees 
will not be borne by the County. 
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F.  Grants and or other funding sources: SPLIT CONTRACT – CUSTODY FACILITY 
ONLY. 

 
The County will review and take into consideration any technology grants or funding proposals 
that may well be available from potential vendors which could be used to enhance overall facility 
operations and/or inmate wellbeing as part of this Request for Proposal. 
 
Specify here if any: $200,000.00 Technology Grant / Signing Bonus 
 
Comments: 
N/A 
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Included Products & Services 
Our offer includes all of the following products and services at no cost to Onondaga County: 
 
The ENFORCER® Inmate Calling System 

 Our centralized ENFORCER® inmate calling platform – housed in our  data center and 
backed up at our headquarters in  

 All new equipment in the quantities required to support the awarded contract, including; 
o Stainless steel inmate telephones 
o Cart phones 
o Hands-free inmate phones + cordless portable phones 
o TDD/TTY and/or VRS devices for hearing impaired inmates 
o Workstations with color printers 
o Laptop computers and air card 
o Free-calling phones 

 2 iPhone 8 (128GB) or newer devices 
 Unlimited ENFORCER® user licenses 
 Interface to the County’s JMS platform:  

o Automated inmate ID / PIN updates  
 Interface to the County’s Commissary & Banking systems: 

o Automated, PIN-based inmate Debit calling  
o Over-the-phone commissary ordering to supplement kiosk- & tablet-based ordering 

 The ENFORCER® Investigative Suite: 
o The Verifier real-time inmate voice identification 
o The Imposter continuous voice biometrics 
o Argus on-demand call transcription & translation 
o The Word Detector phonetic keyword search technology 
o The Analyzer data mining and link analysis 

 The ENFORCER® IVR Suite: 
o The Informer℠ PREA module 
o The Communicator℠ paperless inmate communications portal  
o The Attendant℠ automated information line  

 Inbound inmate voicemail messaging 
 Online storage of all call recordings and call data for the entire contract duration, plus any 

required retention period thereafter 
 24 x 7 x 365 live, U.S.-based service for called parties and Facility staff 
 Training on the phone system for all Facility users 

 
Local Service & Onsite Administration / Technician Services 

 One (1) Part-time Site Administrator / Technician (20 hours per week): 
o Retain former Onondaga County employee Mr. Tom Tripoli, who has been the 

ICSolutions Site Administrator for the Correction Department since October 2013 
o Stationed onsite to assist with administrative, maintenance, and investigative tasks  
o Fully certified on The ENFORCER® including inmate calling, The Visitor video visitation, 

and the optional Smart Comm tablet system (when deployed) 
o Can assist with phone administration, such as PIN management, running reports, burning 

calls to CD, etc. as desired by the County 
o Available to respond immediately to onsite repair requests 
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o Will regularly inspect & maintain onsite equipment 
o Able to assist with tablet maintenance & distribution, as needed 

 Certified local backup technicians to provide emergency equipment service & maintenance 
 
The VisitorTM Video Visitation System 

 Shares the same database as The ENFORCER® calling platform 
 Multi-functional V17 video phones, allowing for: 

o Remote video visitation, with required bandwidth provided by ICSolutions  
o Inmate phone calling through The ENFORCER®  
o Commissary ordering 
o Document viewing – inmate rules, handbook, etc. 
o Inmate Portal to manage video visitation schedule 

 Web-based visitor registration  
 Web-based scheduling for any contact, non-contact & video visits 
 Long-term storage of recorded visitation sessions 
 Remote Visitation Fee collection & accounting 
 Turnkey installation encompassing all necessary conduit, cable, & network infrastructure 
 All-inclusive warranty, support, & repair/replace maintenance agreement 

 
Smart Comm Inmate Tablet Program (Optional) 

 FREE Smart Comm wireless inmate tablets 
o Initially installed at a ratio of 1 tablet per 6 inmates 
o Tablet quantities can be increased during the contract term if inmate usage warrants  
o Includes 1 free pair of earbuds for each inmate 

 Inmate Calling app – enables secure inmate calling through ICSolutions’ ENFORCER® calling 
platform; standard calling rates and security controls / monitoring & recording apply 

 MailGuard Virtual Mailroom access – scans / digitizes inmate mail to eliminate paper mail 
entering inmate areas 

 Inmate Messaging – email & photo 
 Law library interface (or ICSolutions can provide Case Maker law library at no cost) 
 Grievance reporting 
 Appointment request 
 Commissary ordering (if web services are available from the Commissary provider) 
 Education content included GED courses 
 Entertainment content  
 Can display external content, such as facility rules/policies, clean and sober program materials, 

and more! 
 Turnkey installation including all hardware, software & wireless access points 
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Voice Biometrics 
As noted above, this offer includes the following voice biometrics products – which provide services 
equivalent to JLG voice biometrics and at no cost to the County, as required: 
 

o The Verifier real-time inmate voice identification 
o The Imposter continuous voice biometrics 
o Argus on-demand call transcription & translation 

 
In addition, Argus Echo + CRIMES are value-added voice biometrics tools that can be added at the 
County’s option. If the County chooses to deploy these Argus tools, our proposed commission rate will be 
reduced by five percentage points (i.e., from 65% to 60%). 
 

Other Optional Services 
Our proposal also contains information about our ability to provide CellSense portable cell phone 
detection, and cell phone data extraction / analysis tools. Pricing for these optional services requires 
project scoping and is available upon request. 
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B. Table Commissions: SINGLE CONTRACT – CORRECTION FACILITY ONLY. 
 The Sheriff’s Office is not committing to using tablets at any time in the future. However, if 

and when a decision is made this contact period, these commissions will be valid. 
 

Tablet Sales Usage 
(Include any transaction (fees) 

 
Electronic Messaging 

Commission offer to Facility 
 
 
(0)% Commission  
Transaction Fee / per min charge: 50¢/email 

 Details: Revenue generated by email/photo messaging 
supports the investment in hardware, software, and 
infrastructure, enabling ICSolutions to offer the tablet 
solution at no cost to the County. As such, these revenues 
are not shared with the County.  
  

Music (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Movies (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Games (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Education (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
 

Facility Messaging (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
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Religious Content (N/A)% Commission  
Transaction Fee / per min charge: FREE 

 Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 
 

News (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Photos (0)% Commission  
Transaction Fee / per min charge: $1.00/photo 

 Details: Revenue generated by email/photo messaging 
supports the investment in hardware, software, and 
infrastructure, enabling ICSolutions to offer the tablet 
solution at no cost to the County. As such, these revenues 
are not shared with the County.  
  

Videos (25)% Commission 
Transaction Fee / per min charge: 3¢/minute 

 Details: Inmates can access any combination of premium 
(entertainment) content at the rate of 3¢ per minute. 25% of 
this revenue will be shared with the County as a commission. 
 

Other 
Inmate self-service functions 

(commissary ordering, grievance 
reporting, law library access, etc.) 

(N/A)% Commission  
Transaction Fee / per min charge: FREE 
Details: Inmates can access education and self-service 
functions at no cost. Because there is no cost for these 
services, there is also no associated commission rate. 

  
 
Contents within parenthesis should include one of three responses: (a number, N/A, or Free). 
Add additional sheets if necessary if other services are provided via tablets. 
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If a fee or charge is not indicated on the attached sheets above, and you are award of its 
existence, you must disclose it here/below. If it is not disclosed, neither the County, nor the 
inmate or his or her family or friends will absorb it after the fact. The vendor will assume 
responsibility for it. 
 

 

*Disclose the name of additional fee 
or charge not indicated in any other 

of this response below. 
 

(Use additional sheets if necessary) 

Disclose the fee or 
Charge amount here. 

 
 

(Use additional sheets if necessary) 
1 Smart Comm Funding Fee 

(funding a Smart Comm account 
to pay for email/photo 
messaging & streaming 
entertainment charges) 

$1.50 per transaction 

 
*Taxes or fees “outside your ability to control” do not need to be listed. Such as taxes and fees 
will not be borne by the County. 
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F.  Grants and or other funding sources:  
SINGLE CONTRACT – CORRECTION FACILITY ONLY 
 

The County will review and take into consideration any technology grants or funding proposals 
that may well be available from potential vendors which could be used to enhance overall facility 
operations and/or inmate wellbeing as part of this Request for Proposal. 
 
Specify here if any: $150,000.00 Technology Grant / Signing Bonus 
 
Comments: 
N/A 
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To ensure optimal performance of the proposed system and minimize risk, ICSolutions invests extensively 
in appropriate  
 

 preventive maintenance,  
 efficient remote diagnostics,  
 certified local technicians,  
 local storage of spare parts and a “crash kit” of critical system components, 
 a 24X7X365 professional Technical Services call center that will connect you to a live technician 

each time you call, and  
 a thorough Quality Assurance Program that is designed to head off problems before they can 

impact the facilities we serve. 
 

ICSolutions is wholly owned by Keefe Group, LLC - the nation’s largest commissary provider. Keefe Group 
has been serving the corrections industry for over 40 years. ICSolutions and Keefe Group have worked 
in tandem since 2010, utilizing our financial resources to strategically expand operations and developing 
supply-chain relationships to benefit our clients. Through this partnership, ICSolutions remains committed 
to Research and Development to continue to improve our services. Our commitment to providing state-
of-the-art equipment for clients is demonstrated by our ongoing and free system upgrades, released 
approximately every quarter and conducted remotely (so there is no need for any onsite disruption).  
 
In addition to meeting our clients’ technological and investigative needs, we are typically able to increase 
their revenue. On average across the country, when we keep calling rates the same and provide our 
ENFORCER® calling system and prepaid calling options, our average increase in both call volumes and 
call revenues is about 40%. Even where we implement lower calling rates, we often see call volumes 
increase by as much as 150%, and revenues increase by about 30%. ICSolutions anticipates a significant 
increase in inmate calling and the County’s commission revenue due to our easy-to-use prepaid calling 
and funding options. 

 
In , when ICSolutions took over from Securus, we nearly doubled the County’s 
revenue, while also dramatically reducing calling rates and implementing a free Video Visitation System 
valued at more than $650,000!  
 

“The incumbent vendor, Securus Technologies, had provided prisoner phone service for the previous 10 
years.  The average annual commission generated for the last three years of the contract was $491,000. 
In October of 2012, the County entered into a 5-year contract with ICSolutions. In so-doing, the revenue 
generated from phone calls increased by 64% to $902,259 for FY 2013. Very impressive considering 
calling rates for friends and families were reduced by approximately 49%.” 
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More recently, in , when ICSolutions took over the contract, we increased the County’s 
revenue by 48%, while reducing calling rates by more than half the cost charged by the previous vendor! 
 

“In March,  transitioned to a new phone provider, Inmate Calling Solutions, in the jail. With 
the new vendor, the per-minute price for calls dropped almost 220 percent, from 44 cents a minute to 20 
cents, and the county’s profit on the service nearly doubled….. Even with the decreased per-minute price, 
the county saw a 48 percent increase in revenue during the first quarter - from $79,032 for the months of 
March through June 2016, to $153,650 for the same period in 2017. That’s an increase of $74,617 over the 
four months.” 
 
-  

 
ICSolutions currently provides our ENFORCER® calling system and outstanding customer service to 
hundreds of individual facilities, making up more than 275 agencies across the United States and 
providing calling services to a total of about 300,000 inmates. Agencies using The ENFORCER® range in 
size from small city, county, and regional facilities, to large state DOCs housing as many as 44,000+ 
inmates. Our clients of every size rely on our proprietary ENFORCER® calling system to process calls. 
 
ICSolutions focuses on providing a secure and feature-rich inmate call-processing system, and we 
continue to innovate and expand our offerings.  Today we provide not only the latest generation 
ENFORCER®, but a customizable total inmate communications and payments solution that can include 
advanced voice biometrics, video visitation, paperless grievance reporting, lobby deposit kiosks, debit 
release cards, inmate voicemail, email, and more. We also provide customized services like commissary 
interfaces that allow inmates to purchase calling time and order commissary items by phone, along with 
our Prepaid Collect system. 
 
Thanks to these features and our outstanding Service Team, we can take pride in the reliable solution we 
provide for our clients. To better serve called parties, inmates, and facilities alike, our company is staffed 
by one of the most seasoned management teams in the industry, and our service structure includes in-
house Technical Services, Customer Care, Engineering, Network Operations Specialists, On-Call Facility 
Support, and Account Management Services, all available to meet our clients’ needs 24 hours a day, 7 
days a week, 365 days a year. 
 
References 
We are pleased to offer the following references that enjoy similar equipment and services offered to 
Onondaga County. These references can attest not only to the quality of our technical solution, but also to 
our commitment to outstanding service and customer care. Additionally, we have included contact 
information for every single one of our current clients where we serve as the Prime Contractor in Exhibit 
1. We have also included several recent Letters of Reference from a few of our clients in Exhibit 2.  
ICSolutions is proud of our service history, and we encourage you to call anyone on our Client List, in 
addition to the references below. 
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We have provided a more detailed description of these implementation tasks below: 
 
1. Review Contract/RFP Requirements & Project Setup – ICSolutions Project Team will hold internal 
meetings to review the contract and RFP requirements, create a ticket in Mantis, create project files, and 
assign internal resources.   
 
2. Kick-Off Meeting – ICSolutions Project Team will sit down with the County to review all Contract and 
RFP requirements to ensure that both parties have a clear understanding of the scope of the project. In 
this meeting, ICSolutions and the County will also go over any enhanced products or services that the 
County wishes to implement. During this meeting, the ICSolutions Project Manager will ask for the 
appropriate contact information for the person(s) who can provide the County’s rules to enable the 
necessary software configurations, such as user access and how to implement optional features to be 
consistent with Facility policies and procedures. 
 
3. Conduct Pre-Installation Site Survey – Immediately following contract award, ICSolutions will meet 
with the County to schedule the Pre-Installation Site Survey. During the site survey, all internal wiring will 
be tested, the locations for each phone will be defined, and other specifications will be agreed upon (such 
as IDs/names for each inmate telephone station as the County would like it to appear on Call Detail 
Reports, privileges the County would like each user to have access to, etc.). 
 
4. Installation Plan Customization & Review with the County – After the site survey, the Project Team 
will make any adjustments to the project milestones that are necessary to accommodate the needs of the 
County.  ICSolutions will then review the customized Installation Plan with the appropriate County 
personnel.  During the Installation Plan Review, ICSolutions will go over all project milestones and the 
timeline with the County. ICSolutions will also ensure that the County has received identification for the 
project team so that the County can run any required background checks. At this time, ICSolutions will 
also consult with your IT staff to choose an appropriate vLAN and firewall solution to network the 
County’s existing workstations to The ENFORCER® network. 
 
5. Scheduling for Onsite Installation – After the County has had a chance to review the customized 
Installation Plan, ICSolutions’ Project Team will begin making the necessary scheduling arrangements for 
the onsite installation, such as: 
 
5.1 Onsite Escort Identification & Scheduling – ICSolutions’ Project Team will obtain the contact 
information of the escorts and confirm the escort’s schedule will work with the agreed upon timing for 
onsite installation. 
 
5.2 Schedule Training Location and Times for Each User Group – ICSolutions’ certified National Trainer 
will work with the County to identify and reserve the location for the onsite training, as well as schedule 
the various times for each user group that will work best with the County’s needs.  
 
5.3 Schedule Equipment Removal with Existing Provider – ICSolutions will work with the County’s 
existing provider to schedule the removal of all existing equipment to ensure minimal downtime of the 
County’s inmate telephone system.  
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5.4 Make the travel arrangements for the onsite installation team and trainer.  After the onsite 
installation is scheduled, and the availability of the escort and training times are confirmed, ICSolutions 
will schedule travel for the onsite team.  
 
6. Equipment & Network Provisioning – ICSolutions Project Team works expeditiously to setup the 
necessary network and equipment that can have a long lead time:   
 
6.1 Order Network Services – The network is necessary to power The ENFORCER® ITS and The Visitor™ 
VVS. This task has the longest lead time and is largely out of the ITS provider’s control.  Delivery and 
installation of the circuits is performed by the local network provider and, oftentimes, takes approximately 
six weeks for completion after ordering, when ordering the necessary bandwidth to support video 
visitation. To help ensure the lead time is as short as possible, ICSolutions’ Director of Operations orders 
the network services immediately after learning ICSolutions has been awarded the contract, makes every 
effort to expedite circuit provisioning, and works with the County to schedule the circuits’ delivery and 
installation. For larger agencies, ICSolutions typically obtains service from two different network carriers. 
We do this to ensure complete redundancy and maintain our 99.999% system uptime guarantee. If one 
carrier experiences an outage, service will instantly fail over to the second carrier.   
 
6.2 Requisition system Hardware from Inventory, Order Additional Items (If Necessary) – All call 
processing and recording equipment is built and assembled at our corporate headquarters in  

.  ICSolutions often has the necessary inventory on hand to complete upcoming 
installations.  ICSolutions’ Project Team will requisition the equipment necessary for the County’s 
installation and order any additional equipment necessary. 
 
7. Equipment Build/Testing/Ship – During this phase, ICSolutions will build The ENFORCER® to meet 
the specifications in the contract, test it, and ship all the related equipment for onsite installation: 
 
7.1 Software – During this phase, ICSolutions will create the County’s Site in The ENFORCER, including 
configuring the centralized system in the data center (such as setting up the County’s dedicated website); 
add terminals and enable features in accordance with the contract (such as analytic tools, voice 
biometrics, etc.); create locations (such as pods, facilities, etc.); create user accounts and assign authorized 
user roles based on access rules obtained during the Kick-Off Meeting; and configure the ENFORCER 
features based on the contract requirements and the Facility’s needs (as identified during the site survey 
and during the Kick-Off Meeting).   
 
7.2 JMS Data Exchange Interface Development – During this phase, ICSolutions will review the 
specification and format of the current interface, as obtained during the Kick-Off Meeting.  During this 
review, ICSolutions will work with the County and your other vendors to review their data format, and 
define what will be necessary to create a seamless integration. After reviewing the current interface, 
ICSolutions will develop all required interfaces with the County and your other vendors. Prior to actually 
deploying integration, we perform a robust series of tests to ensure accuracy of all data transferred. We 
have implemented hundreds of real-time Web service integrations, as well as batch processes using FTP 
and sFTP, incorporating XML and CSV data exchange protocols with inmate commissary, banking / trust 
account systems, JMS and/or VINE systems for many of our clients. These integrations allow us to 
eliminate paperwork, increase calling and commission revenues, and improve service for our client 
facilities. 
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7.3 Other Value-Added Services Required – During this phase, ICSolutions will activate and configure all 
value-added services required, such as voice biometrics, the IVR Suite and Premium Investigative Tools 
(e.g., Attendant, Communicator), and the Touchscreen Inmate Self-Service Products (e.g., Resident Portal).  
This phase includes obtaining all the relevant rules from the County, activating the service, developing any 
necessary interfaces with third party products (such as law library services), configuring the system to the 
County’s specifications, and QA testing all configurations. 
 
7.4. Network – During this phase, ICSolutions will configure the Network IAD, QA Test, and Burn in.  That 
is, ICSolutions will set up an IP address on the Adtran 924, teach it how to connect to our centralized 
ENFORCER®, and test.  
 
7.5 Hardware – For this task, ICSolutions conducts QA tests on the equipment to ensure it works.  Upon 
confirmation that the equipment is operational, ICSolutions ships all equipment that will be installed 
onsite to the facility. 
 
8. Convert Existing Data – If applicable, we will request the data from the current vendor. First we will 
collect sample files from the existing vendor in preparation for porting the facility’s current inmate and 
call data into The ENFORCER®. ICSolutions will then review the current vendor’s data and the format in 
which it was received.  
 
9. Site Installation – The following steps outline the tasks and processes that will occur onsite prior to the 
cutover.  
 
9.1. Verify/Test Network Circuits – As soon as your LEC has installed new network circuits, ICSolutions 
will conduct tests to ensure full functionality.   
 
9.2 Equipment Set Up and Powered (including labeling any new cabling) – ICSolutions will install all 
the necessary equipment in the phone / VVS equipment room. The onsite phone room equipment will 
consist of Adtran IP Gateways and Uninterruptable Power Supply (UPS) units. This equipment will be 
installed in a standard 19” Equipment Rack.  The on-site video visitation equipment will consist of a 
firewall and multi-functional video processing and recording servers, as well as UPS units.  If any new 
cabling is installed, ICSolutions will label it. 
 
9.3 Inmate Equipment Swap (e.g., phones, V17 video phones / inmate kiosks) – The ICSolutions 
onsite team will replace your old phones and inmate kiosks for new models of traditional phones and V17 
video phones / inmate kiosks and complete any final wiring. After installing the new phones and V17 
video phones / inmate kiosks, ICSolutions’ Project Team will conduct QA Testing.  The pre-cutover Test 
Plan is detailed to ensure that the entire system is deployed and performs exactly as requested by the 
County. The testing procedures extend to all systems, telephones, software, and peripheral hardware. We 
have included more detailed information on our Sample Test Plan and testing procedures later on in this 
document.  
 
9.4 Workstation Setup and Administrative Software Installed – ICSolutions will set up any 
workstations required by the County. However, since The ENFORCER® is operated through an easy-to-use 
browser-based GUI (Graphical User Interface), anyone with a password and log-in ID granted by Dakota 
County administrators can access the system from any computer running a modern browser as if they 
were opening a web-site.   
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9.5 Verify Inmate ID Flow is Accurate – Will verify that all information received from the County’s JMS, 
including inmate ID information, is correct. 
 
9.6 ID Phone Ports – ICSolutions will ID all phone ports.  
 
10. Cutover – Since most of the implementation, configuration, and testing processes are completed 
before the actual onsite implementation, cutover to The ENFORCER® system occurs quickly and 
seamlessly.  
 
11. User Acceptance Testing – ICSolutions conducts the user acceptance testing with the trainees using 
the live system to ensure the testing is effective.  To minimize the Staff time needed for the system 
implementation, the user acceptance testing occurs simultaneously with the training.  If there are any 
issues identified during the training, the ICSolutions Project Team will work to resolve the issue while 
onsite.  
12. Training - ICSolutions will provide a customized hands-on training curriculum for each facility served. 
Classes will be scheduled to fit the County’s preferences and the schedules of the personnel involved in 
the training. ICSolutions often schedules training in shifts so that facility staff can receive training during 
their normal work hours. ICSolutions will also leave behind Training Guides and other materials to assist 
County users in utilizing their ENFORCER® system, including its The Visitor™ VVS module, to the fullest. 
We have provided more detailed information on our training process in our Training Plan for both ITS and 
VVS, included later in this document, which will be customized to meet the needs of the County.  
 
13. Monitor for Problems – Directly following cutover, ICSolutions will closely monitor the County’s new 
system for any issues or problems that may arise. ICSolutions will also monitor the first few months of call 
activity to define a pattern of typical activity. Call volume totals are compared daily for variances outside 
of a defined range (typically a decrease or increase of 15%). This variance could indicate a problem, such 
as improper phone function. An exception report is automatically created for any site showing such 
variances. 
 
14. Meet with Coun    ation – ICSolutions strives to achieve 100% customer 
satisfaction. Immedia    of the installation, ICSolutions Project Team will meet with 
the County to review   ess and discuss adherence to timeline, overall satisfaction, 
any questions the Co      
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d. Rates & Dialing Table 
   i)   Surcharge & Per Minute entries by Tariff Type 
   ii)  Local number listing  
   iii) Dialing rules by Tariff type  
   iv) Dialing rule override (if any) 
   v)  Carrier access protocol  

 
4. System Access 
  a. User Role privileges 
  b. User role assignments 
  c. User name & passwords 
 
5.  Facility workstation(s) 
  a. Access to The ENFORCER® system 

b. Ability to monitor live recordings from both workstation and Facility Network if 
applicable. 
c. Test all alert methods to ensure proper working order for inmate and phone to 
designated investigation units. 
d. Ability to download and burn recordings using the following formats. 

   i)    Wav 
   ii)   MP3 
   iii)  Speex 

e. Configured to use either the ICS player or default player for playback. 
f. Run and test reports for accuracy of information 
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3. Database Integrity 
a. Inmate Table 
b. Approved Visitor Table 
c. Video Visitation Station Table 
d. Video Visitation Station Locations (e.g., identification, type, rules, etc.) 
e. Video Visitation Policies:  

 Schedule (Allowable visitation times by type of visit and visitor) 
 Rates & Fees 
 Designate free and paid visitations by visitor or type of visitation (e.g., remote 

visitations where the visitor is off-site using a home or office computer to visit) 
 
4. System Access 
  a. User Role privileges 
  b. User role assignments 
  c. User name & passwords 
  d. Register as a new user 
  e. Approve new user 
 
5. Equipment & Network Preliminary Installation Check 

a. Check cabling 
b. Turn on/off system 
c. Test IP devices 
d. IP external assignments – confirm accuracy 
e. IP internal assignments – confirm accuracy 
f. Confirm firewall setup 
g. Equipment setup on domain 
h. Database communications 
i. Software version 

 
6. Quality Assurance (QA) Testing:  

a. Video Visitation Station Center Application 
b. Control Software / Facility workstation(s) 
c. Monitoring  
d. Lobby Visitor Registration & Scheduling Terminal 
e. Remote Visitors 
f. Inmate Terminals 

 
7. User Acceptance Testing (UAT) 

a. Coincides with hands-on training 
b. Training Curriculum & tests performed in UAT customized for facility’s requests  
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 ICSolutions will review the Facility’s current visitation policies and make any necessary 
adjustments for your migration from in-person visitation to video visitation. ICSolutions will work 
with the Facility to implement all best practices which are applicable to your situation. Examples 
of such policy decisions include determining hours of visitation, the use of approved visitor lists, 
requirements for visitor approval, etc.  

 
 During the installation of the video visitation system, ICSolutions personnel will be at the facility 

throughout the week to provide hands-on training to all of your personnel that will be utilizing 
the system, especially the Control Officer(s) who will mainly be in charge of managing the system. 
ICSolutions will provide hands-on training using the Facility’s live system for at least 1-2 days, or 
until all necessary facility users have been trained. 
 

 Training materials consist of a visual presentation, such as a Microsoft Power Point presentation; 
in-class question and answer sessions; The ENFORCER®’s Quick Reference Guide; and a 
demonstration of the commonly used features of The ENFORCER® system; and, when permitted, 
hands-on interactive training using the facility’s own live system. 
 

 ICSolutions recommends follow-up training 30 to 90 days after the initial training, to answer more 
detailed questions your staff may raise after having used their new calling system for several 
weeks. 
 

 The ideal training session has no more than 15 trainees per 1 trainer; however, ICSolutions has 
successfully accommodated sessions with 60+ trainees where requested by the client. For System 
Administrator training, we recommend one-on-one training whenever possible. 
 

 Initial and all follow-up training will be conducted by , Corporate Account 
Manager and National Trainer for The Visitor™. He will also be assisted by , your 
Regional Account Manager and primary point of contact for this contract.  Our dedicated certified 
in-house training team makes ICSolutions able to accommodate your requests for training 
with very little notice.    

 
 ICSolutions will provide users with How To documents and reference sheets applicable to their 

specific role prio    y.  
 

 All training is pr     o the facility. 
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WWiinntteell®®  IInnmmaattee  TTeelleepphhoonneess  
 
Engineering staff with Experience in Telephony introduced DuraClear® Technology to the 
design of the Industry Standard Inmate Telephone!  Installing Wintel® phones or retrofitting 
DuraClear® Technology from Wintel® will dramatically improve voice transmission and lower 
repair costs.  Currently installed in several State Prison Systems, this revolutionary technology, 
only available at Wintel, eliminates “Can’t be heard” complaints and is not affected by moisture 
or weather.  DuraClear® handsets have shown below 7% replacement rates over the course of 
a year! 
 
Wintel® maintains the highest quality standards and offers the listed descriptions of the 
manufacturing processes and quality testing requirements used to build the industry standard 
inmate telephone. 
 
Wintel® employs a staff of 20 in Longwood Florida to build the telephones and telephone 
handsets.  Wintel invites any State or County official wishing to inspect the manufacturing facility 
to come see one of the only telephone handset manufacturers left in the United States. 
 
Quality and Manufacturing Specifications: 
 
• State of the Art Metal Weldments & Manufacturing: Programmable Robotic welding 

system used to provide precise clean welds. Precision welds nearly eliminate rough, buffed 
out corners.  All internal studs are Stainless Steel and are precision welded. 

 
• Designed for Inmate Use: Wintel® Inmate Telephones are designed for the use and abuse 

typically visited on an inmate telephone.  From the heavy gage steel housings to the 5-point 
security system designed to keep the phone secure, Wintel® phones are designed to be 
offender phones. 

 
• The ONLY true ADA compliant Volume Control: The ADA requires Volume control to be 

USER controlled; Wintel® phones feature a LOUD button to the right of the keypad.   
The competitors phones have No button = no user control = non-compliant! 

 
• Magnetic Hookswitch: Wintel phones have the only standard magnetic hookswitch to 

eliminate trouble calls. 
 
• Conformal Coating of Electronics: Printed Circuit Board is coated with conformal coating 

to protect the electronics from moisture and increase the life of the product. 
 
• Rhino® Handset: Patented method of anchoring the steel lanyard through the length of the 

handle to the receiver end gives Wintel the only true winner in the 1000 pound pull 
strength test. 

 
• DuraClear® Technology:   

Magnetically activated transmitter replaces the old style carbon transmitters 
Four times (4X) the life of the standard carbon transmitter and no more  
Performs even in the poorest line conditions found in State Prison Systems  
i.e. low loop current, low voltage, high resistance  
Looks the same, to the user, as the standard Rhino® Handset 
DuraClear® is unaffected by moisture and humidity, unlike carbon transmitters 
DuraClear® is new and patented technology, found ONLY at Wintel® 
The sound is much Louder, Clearer and Crisper with DuraClear®.  
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Uniden Portable/Cordless Phone - Product Specifications 
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Uniden Portable/Cordless Phone - Product Specifications (cont’d) 
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24 •  S P E C I F I C A T I O N S

SPECIFICATIONS
Physical Dimensions
Size—10” x 9.5” x 3” (25.4 cm x 24.1 cm
x 7.6 cm)

Weight—3.75 lbs (1.7 Kg) with batteries

Power
AC adapter–9VDC, 650 mA 
(barrel is positive)

AC adapter is UL/CSA listed

The six AA NiCad rechargeable batteries
are user replaceable. They power the
unit for 45 to 60 minutes of normal use.

Keyboard
50 ergonomic keys in 5 rows
Control key plus 4 function keys
Sticky Keys for single-handed typists
Character set: A-Z, 0-9, Backspace,
Return/LF, Space, +=-$’()”/:;?,.*# GA, SK.

Display
Blue/green vacuum-fluorescent
20 characters
0.25” (6mm) character height

Acoustic Coupler
Accepts both circular and square 
telephone handsets

Communication Codes
Automatic code detection on incoming
and outgoing calls (Turbo Code or
Baudot)

Baudot Code:
45.5 and 50 baud
Sensitivity = -45 dbm, 67 dBSPL (min)
Output = -10 dbm
Turbo Code:
Enhanced communication protocol
with interrupt capability.
100 baud (average)
7 data bits

Approvals
FCC approved. FCC Registration No. 
(Part 68): D8KUSA-18408-DT-N
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Physical Interfaces
T1

n Quad T1/FT1
n RJ-48C

Ethernet
n Three	Ethernet	Interfaces	(WAN/LAN	Support):
	 o	One Gigabit  o	Two Fast
n Full Duplex
n RJ-45
n Supports 802.1q VLAN Trunking

USB 2.0
n One Interface

Digital Voice
n PRI   n T1 CAS Support
n 	Feature Group D n RJ-48C
n Signaling	Methods:
	 o	E&M Wink   o	E&M Immediate

Analog Voice
n 8, 16, and 24 FXS POTS via 50-pin Amphenol
n 68.5 Vrms with 20VDC Offset Maximum Ring Voltage
n Sinusoidal Ringer Waveform
n 48 V, Nominal On-hook Battery Voltage
n 30 mA, Nominal Loop Current
n FXS	2-wire	Impedances:
	 o	600ΩΩ   o	900Ω
	 o	600Ω +2.16μF 	 o	900Ω +2.16μF
n FXO	2-wire	Impedances	(Lifeline	FXO):
	 o	600Ω	 	 o	900Ω
	 o	600ΩΩ+2.16μF	 o	900ΩΩ+2.16μF
n Signaling	Methods:
	 o	Loop Start 

n FXO	2-wire	impedances	(Standard	FXOs):
	 o	600ΩΩ 	 	 o	900ΩΩ
	 o	600ΩΩ+2.16μF 	 o	900ΩΩ+2.16μF
n Integral FXO (900e Series)
n Signaling	Methods:
	 o	Loop Start 	 	 o	Ground Start
n FXO	2-wire	Impedances:
	 o	600ΩΩ+2.16μF  

o	900ΩΩ+2.16μF
	 o	Rs 220 ohms, Rp 820 ohms, Cp 115nF
	 o	Rs 270 ohms, Rp 750 ohms, Cp 150nF
	 o	Rs 270 ohms, Rp 750 ohms, Cp 150nF, Zin 600r
	 o	Rs 320 ohms, Rp 1,050 ohms, Cp 230nF
	 o	Rs 350 ohms, Rp 1,000 ohms, Cp 210nF, Zin 600r
	 o	Rs 370 ohms, Rp 620 ohms, Cp 310nF
	 o	Rs 800 ohms, Rp 100 ohms, Cp 50nF
n Signaling	Methods:
	 o	Loop Start 	 	 o	Ground Start 	
	 o	DPT

Craft
n DB-9

Memory
n RAM: 512 MB RAM  n Flash: 128 MB Flash

VoIP 
n SIP
n MGCP	(FXS	Interfaces	Only)

Packet-based Voice Resources 
n CODECs
	 o	G.711-64k PCM	 o	G.729a-8k CS-ACELP
n G.168 Echo Cancellation
n Up to 64ms Echo-tail length

TA	900E	SERIES

QoS, Security, Routing, and VQM

The Total Access 900e Series uses the AOS to provide a 
stateful inspection firewall; NAT; DHCP server/client; and 
feature-rich, standards-based, IP routing functionality sup-
porting BGP, OSPF, and RIP routing protocols. Inherent QoS 
methods ensure appropriate classification and prioritization 
of VoIP traffic. These methods include Low Latency Weighted 
Fair Queuing, class based weighted fair queing, support for 
Differentiated Services (DiffServ) protocol, Frame Relay Frag-
mentation (FRF.12), and Frame Relay traffic shaping. Voice 
Quality Monitoring (VQM) captures Mean Opinion Score 
(MOS), jitter, delay, and packet loss statistics necessary to 
troubleshoot VoIP calls over the WAN to help ensure superior 
call quality.

Management

The Total Access 900e Series can be remotely managed by 
ADTRAN’s n-Command® MSP platform. ADTRAN n-
Command MSP offers the ability to discover devices, make 
mass configuration changes or firmware upgrades, backup/
restore configuration, and generate inventory reports for asset 
management. ADTRAN’s n-Command MSP also offers VoIP 
VQM and reporting, SIP ladder diagram, as well as as an 
industry leading, easy-to-use, Graphical User Interface (GUI). 
Total Access 900e products are housed in a rugged metal 
enclosure; available in wallmount, rackmount, and desktop 
mountings; and offer a battery backup system for up to eight 
hours of uninterrupted service upon a customer-site power 
outage. Total Access 900e products are backed by an industry-
leading warranty.

Product	Specifications
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n Supports up to 60 Channels DSP
n Supports 30 T.38 Sessions
n		Supports 30 transcoding calls

Media Stream
n RTP/UDP/IP (RFC 3550)
n RTP Payload for DTMF Digits (RFC 2833)
n Supports Port-to-port Hairpin Call
n SDP (RFC 2327)
n Supports 30 DTMF interworking calls

NAT Traversal and 
Remote Survivability

n B2BUA 
n SIP Registrar for IP Phones
n SIP proxy with Survivability
n Transparent/Stateful/Outbound

Tone Services
n Local DTMF Detection
n Local	Tone	Generation:
	 o	Dialtone   o	Busy
	 o	Call Waiting  	 o	Alternate Call Waiting
	 o	Receiver Off Hook
n Ringing:
	 o	Distinctive Ring

Calling Feature Support  
(Varies with feature server/gateway)

n	Caller	ID:
	 o	Name and Number (MDMF, SDMF)
	 o	Call Waiting Caller ID
n Voice	Mail:
	 o	Stutter dialtone
	 o	Visual Message Waiting Indicator (VMWI)
n Call Hold
n Call	Forward:
	 o	Busy Line  	 o	No Answer
n Call	Transfer:
	 o	Blind, Attended
n Call Waiting  n Distinctive Ring
n Do Not Disturb  n Three-way Calling
n Call ReturN  n Speed Dial
n 3-way Conferencing (3WC)

Security
Firewall

n Stateful Inspection Firewall
n Denial of Service (DOS) Protection
n Access Control Lists
n Application Level Gateways
n Packet Filtering

NAT
n Basic NAT (1:1) and NAPT (Many:1)

QoS
n Low Latency and WFQ 
n Hierarchical QoS
n DiffServ packet marking and recognition
n Frame Relay Fragmentation
n Traffic Mon tor ng (NetF ow 9)

VQM
n Packet Capture (PCAP)
n MOS prediction 
n Jitter, Delay and Packet Loss
n Past and Active Calls

VPN
n IPSec	Tunnel	Mode: 100 Tunnels
n Encryption: DES, 3DES, and AES
n Authentication	Mechanisms: XAUTH, Digital  

cert ficat ons, Pre-Shared Keys, and Secure ID

Protocols
n BGP    n Multilink Frame Relay
n OSPF   n PPP
n RIP (v1 and v2)   n Multilink PPP
n GRE    n	HDLC
n IGMP V2   n	PAP and CHAP
n Frame Relay   n Multi-VRF

Routed Protocols
n IP

DHCP
n Client   nRelay 
n Server

Mangagement and Utilities
n Familiar CLI  n Web-based GUI
n n-Command Support n SNMP v2 and v3
n SYSLOG Logging n TCL Scripting
n Telnet, Craft/Console Port, SSH, Ping,  

Trace route, NTP

Firmware Upgrade
n FTP    n X-Modem
n TFTP    n HTTP

Environment
n Operating	Temperature: 32° to 122 °F (0° to 50 °C)
n Storage	Temperature: -40° to 158 °F (-40° to 70 °C)
n Relative	Humidity: Up to 95%, Non-condensing
n Maximum	Altitude: 10,000 Feet

Market Leading IP Business Gateways
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Standard Tower models

Product feature SMT750 SMT1000 SMT1500 SMT2200 SMT3000
Output
Power capacity 500 W/750 VA 700 W/1,000 VA 1,000 W/1,440 VA 1,980 W/2,200 VA 2,700 W/3,000 VA

Nominal output voltage 120 V

Output frequency 57  63 Hz

Waveform type Sine wave

Output connections (NEMA) (6) 5 15R (8) 5 15R (8) 5 15R
(2) 5 20R

Switched outlet groups 1

Input
Nominal input voltage 120 V

Input voltage range for main operations 
(Max adjustable range) 82  144 V (75  154 V)

Input frequency 50/60 Hz +/  3 Hz (auto sensing)

Input connection  5 15P, 6 ft. cord 5 20P L5 30P

Batteries and runtime
Battery type Maintenance free sealed lead acid battery with suspended electrolyte; leak proof 

Replacement battery RBC48 RBC6 RBC7 RBC55

Runtime estimates
200 W :22 :45 1:24 2:17 2:29

500 W :05 :10 :23 :51 :55

700 W :06 :12 :34 :37

1,000 W :07 :21 :23

1,400 W :13 :14

1,600 W :10 :12

Full load :05 :06 :07 :07 :06

Communication and management
Interface ports Serial (RJ45), USB, and SmartSlot

Control panel and audible alarms Alpha numeric LCD display with LED status indicators; alarm on battery,  
distinctive low battery alarm and configurable delays

Emergency power off (EPO) Optional Yes

Surge protection and filtering
Surge energy rating 459 J 480 J

Filtering meets Full time multi pole noise filtering: 0.3% IEEE surge let through, zero clamping response time,  
meets UL 1449

Physical
Maximum height (inches) 6.2 8.5 8.5 17.0 17.0

Maximum width (inches) 5.4 6.7 6.7 7.7 7.7

Maximum depth (inches) 14.1 17.3 17.3 21.5 21.5

Net weight (pounds) 29 42 53 112 116

Conformance
Regulatory UL 1778, CSA 

Warranty and equipment protection policy 3 year electronics, 2 years battery, and $150,000 lifetime EPP
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EXHIBIT 4
ENFORCER® SYSTEM 

REPORT SAMPLES   
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EXHIBIT 5
SAMPLE COMMISSION REPORT
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EXHIBIT 6
STAFF RESUMES   
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EXHIBIT 7
INSURANCE CERTIFICATE   



Onondaga County, NY ~ Page 460



t	

EXHIBIT 8
BUSINESS LICENSES, PSC & 

FCC DOCUMENTATION   
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EXHIBIT 9
KEYWORD SEARCH BY NEXIDIA







t	

EXHIBIT 10
CELL PHONE CONTROL   
















